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Applying Service Design to the Journey of a Voter in Pakistan

The electoral process in any country is o�en designed by public administrators 
and policy-makers, resulting in arduous, opaque and inaccessible electoral 
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.

Political timescales di�er from the 
timescales and iteration designers 
are used to.

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

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

It may take multiple election cycles to 
observe long-term e�ects.
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(simplified & summarized)

Context

Send text message to 
get information about 

polling station

The message costs the voter 
money to be sent; when 
mobile phone connections are 
closed on election day for 
security reasons, those 
without a text message are le� 
stranded

O�en similar looking 
symbols are assigned to 
di�erent parties/ 
candidates or symbols 
based on objects which 
are not familiar to all the 
voters 

Locating the polling station 
is a confusing task for 
many voters; the lines are 
o�en too long and some 
people are not able to vote 
even a�er standing in line 
for hours

There can be human error 
in the manual 
identification of each 
voter, this also causes the 
process to be slow 
resulting in long waiting 
lines

The ballot paper can be 
confusing and 
overwhelming with 20 
names and respective 
symbols; any mistaken 
mark can cause the vote to 
be invalidated

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

Apart from digitization of 
the voting process which 
can produce faster results, 
there can be better 
transparency and 
communication about any 
factors causing delays in 
the result announcement

Information can be 
disseminated through 
multiple, readily accessible 
touchpoints, especially for 
those who do not have access 
to a mobile phone (e.g. kiosks 
at small grocery stores in each 
area)

Usage of symbols is a 
good strategy for an 
audience where 50% are 
not literate, however, the 
choice and drawing/ 
printing style of symbols 
can be improved 

E�ective wayfinding can be 
placed inside and outside 
the polling station for the 
ease of voters

This process can be 
digitized to reduce error 
and make the process 
faster, and also to 
reduce the e�ort of 
polling sta� spent at 
this stage

The act of voting can be 
redesigned to be partially 
or fully digitized, reducing 
the amount of rejected 
votes

This indelible mark 
works as an ‘evidence’ in 
this service, and can be 
somehow retained even 
if the rest of the process 
is changed as the inked 
thumb is a source of 
pride for the voters

Locate and arrive at  
polling station, stand 

in line

Get name verified in 
voter lists and place 
thumbprint next to 

name

Find out the 
names & symbols 
of the candidates

Get indelible 
ink-mark on thumb

-

Cast vote using a 
stamp on a ballot 
paper, put ballot 

paper in ballot box
Wait for results

Macro Level Implications of Transforming the Electoral Process

Risks and Challenges of Redesigning 
the Electoral Process
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In a complex and multi-layered context such as that of Pakistan, where various 
political, social, economic, cultural, religious and climate-related factors can play a 
role in a�ecting the experience of elections; service design can be instrumental in 
making the voter’s journey simpler, more e�ective and more trustworthy. In the 
long-term, this transformation of the electoral process could have a profound e�ect 
on the stability and credibility of democracy in the country. Although the example 
discussed here is 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.
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Pakistan, situated in South Asia, ranks as the world's 
fi�h 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. 
A body called the Election Commission of Pakistan 
(ECP) oversees the electoral process in Pakistan. 

The most recent elections in Pakistan were held 
on 8th February 2024, with o�icial 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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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.

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.

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 a�ect people’s experience of voting.

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.

A simpler & more e�ective 
voting process can lead to 
better transparency and trust- 
worthiness of the process.

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

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

Scholars (Hussain et al.; Moosvi, 2021) have identified flaws in the usage 
of the FPTP electoral system in Pakistan, rethinking and re-evaluating 
the electoral process can contribute to evaluating & testing alternative 
electoral systems, such as Proportional Representation (PR).
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