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Elections are the backbone of democracy, and service design can play a vital role in
transforming the process of voting to be simpler, easier and more meaningful to voters
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The electoral process in any country is often designed by public administrators

and policy-makers, resulting in arduous, opaque and inaccessible electoral Usability and -
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processes. Design's crucial role in the electoral process has been somewhat
recognized, however, the application of service design and design for policy to
voting processes remains relatively novel. By focusing on the voting process in
Pakistan, this research hypothesises that the application of service design can
lead to streamlined and user-friendly voting services, which can strengthen a
country’s democracy in the long term. The research covers both micro and
macro level service design implementation strategies in Pakistan’s voting
process, and also discusses the challenges and risks of implementing service
design in this context.
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128.6

million Context

Pakistan, situated in South Asia, ranks as the world's
fifth most populous country. Pakistan follows a
“First-Past-The-Post (FPTP)’ electoral system, and
elections are held every five years, granting voting
eligibility to all individuals aged eighteen or above.
Abody called the Election Commission of Pakistan
(ECP) oversees the electoral process in Pakistan.
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Macro Level Implications of Transforming the Electoral Process

A redesigned voting process could result in a larger
turnout as lines would move faster in polling
stations and the ease & credibility of the election
might convince more people to cast their vote.

Asimpler &more effective
voting process can lead to
better transparency and trust-
worthiness of the process.

It could also lead to a more equitable
distribution of voters, including more voters
from currently marginalized voter groups in
Pakistan such as women and the disabled.

The costincurred in the
orchestration of elections
could be reduced or atleast
justified with a higher turnout.

Detailed service-blueprints of
the whole voting process could
also help simplify the tasks of all
the polling and support staff.

The application of service design could help
identify inherent policy constraints within the

electoral process which hinder the improvement of
the voting process, leading to policy & law reforms.

Risks and Challenges of Redesigning
the Electoral Process
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Critique of First Past the
Post (FPTP) electoral
system in Pakistan

Problems faced
by voters and
polling staff

The most recent elections in Pakistan were held
on 8th February 2024, with official results released
on 11th February. 302 newly elected
parliamentarians were sworn in on 29th February,
the new Prime Minister was elected on 3rd March
and the new President was elected on 9th March.
The ECP spent about $150 million on the election
organization in 2024.
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The ballot paper can be
confusing an
overwhelming with 20
names and respective
symbols; any mistaken

The waiting period for final
results and formation of
government can take
weeks or even a month,
which can cause frustrating

mark can cause the vote to for the voters
be invalidated
The act of voting can be Apart from digitization of

redesigned to be partially  the voting process which
orfully digitized, reducing  can produce faster results,
the amount of rejected there can be better
votes. transparency and
Ccommunication about any

factors causing delays in
the result announcement

Extensive research with voters could help the ECP under-
stand the mental model of the population regarding
voting and the various social, economic, cultural and
political factors that affect people’s experience of voting.

Scholars (Hussain et al.; Moosvi, 2021) have identified flaws in the usage
of the FPTP electoral system in Pakistan, rethi
the electoral process can
electoral systems, such as Proportional Representation (PR).

ing and re-evaluating
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In a complex and multi-layered context such as that of Pakistan, where various

@ Pakistan's heterogenous population
presents challenges in implementing
standardized solutions.

@ Political timescales differ from the
timescales and iteration designers

@ Any failures in the voting process may be
attributed to design choices and practitioners,
making them susceptible to political
scapegoating.

@ Itmay take multiple election cycles to

political, social, economic, cultural, religious and climate-related factors can play a
role in affecting the experience of elections; service design can be instrumental in
making the voter’s journey simpler, more effective and more trustworthy. In the
long-term, this transformation of the electoral process could have a profound effect
on the stability and credibility of democracy in the country. Although the example
discussed here s of Pakistan, the lens of service design to view and transform
elections could be applied to many other countries, especially ones which have a
similar context to that of Pakistan in terms of heterogeneity and size of population.

are used to. observe long-term effects.
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