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In 2019, when Los Angeles faced the challenge of modernizing its outdated
voting system, the task was more than just a technical overhaul—it was a
chance to reimagine an experience that thousands of residents interacted with
every election cycle. Recognizing that the core of voting is about civic
participation and trust, the city turned to Ideo, a global design and
innovation firm known for its human-centered approach. The secret to their
success wasn’t merely advanced technology; it was empathy. By understanding
voters’ needs, fears, and barriers, Ideo crafted a system that was
accessible, trustworthy, and engaging. This article explores how empathy
became the cornerstone of this transformative project and what lessons can be
gleaned for future civic innovations.

---

The Context: Challenges Facing Los Angeles’ Voting System

Outdated Infrastructure and Voter Disengagement

Los Angeles, as one of the largest and most diverse cities in the world,
faced multiple issues with its voting infrastructure:

- Complexity of processes: Voters often found the system confusing,
especially minority communities and first-time voters.
- Accessibility barriers: Physical, language, and technological barriers
prevented some residents from participating.
- Low voter turnout: Despite a high population, turnout remained stubbornly
low, partly due to distrust and disengagement.
- Security concerns: Ensuring the integrity and security of elections was an
ongoing concern.

The Need for a Human-Centered Redesign

City officials realized that technology alone wouldn’t solve these issues.
They needed a system that resonated with voters’ lived experiences, addressed
their fears, and was easy to navigate. This realization led them to seek a
design partner with expertise in human-centered innovation—Ideo.

---

The Ideo Approach: Emphasizing Empathy in Design



What Is Empathy in Design?

Empathy in design is about deeply understanding users’ feelings, motivations,
and challenges. It involves stepping into their shoes to see the world from
their perspective, which leads to solutions that genuinely meet their needs.

How Ideo Applied Empathy to the Los Angeles Voting System

1. User Research and Immersive Fieldwork

Ideo began by conducting extensive research, including:

- Interviews with voters of diverse backgrounds.
- Observation of voting experiences at various polling stations.
- Focus groups to understand fears, frustrations, and suggestions.

This immersive approach helped uncover latent issues—those voters who felt
disenfranchised, intimidated, or confused.

2. Mapping Voter Journeys

The team created detailed journey maps to identify pain points at every
touchpoint:

- Registration process.
- Receiving voting information.
- Navigating polling stations.
- Casting ballots.
- Post-vote engagement and trust-building.

3. Listening to Voters’ Stories

By collecting personal stories, Ideo gained insights into emotional barriers
such as fear of misunderstanding instructions or concerns about election
security.

4. Engaging Stakeholders Throughout the Process

Not only voters, but poll workers, volunteers, and community leaders were
involved to ensure the system addressed diverse perspectives.

---

Key Insights Gained Through Empathy

Language and Communication Barriers

Many voters, especially non-English speakers, felt intimidated by complex
instructions and unfamiliar terminology.

Physical Accessibility



Some voters faced mobility issues or lacked transportation to polling sites.

Trust and Security Concerns

Voters expressed fears about ballot integrity and data privacy.

Technological Hesitation

Older adults or those less comfortable with digital tools hesitated to use
new voting methods.

Cultural Sensitivity and Inclusivity

Different communities wanted to see their identities reflected and respected
in the process.

---

Designing with Empathy: The Solutions

Simplified and Multilingual Voting Materials

- Easy-to-understand instructions.
- Translations available in multiple languages spoken in Los Angeles.

User-Friendly Voting Interface

- Intuitive design for electronic ballots.
- Clear visual cues and accessible font sizes.

Alternative Voting Options

- Mail-in ballots for those unable to visit polling stations.
- Mobile-friendly platforms to accommodate remote voters.

Physical Polling Station Improvements

- Clear signage and barrier-free access.
- Staff trained in cultural sensitivity and assistance.

Building Trust Through Transparency

- Educational campaigns explaining how votes are secured.
- Demonstrations and community outreach programs.

Engagement and Feedback Loops

- Post-election surveys to gather voter feedback.
- Continuous iteration based on community input.

---



The Impact of Empathy-Driven Design

Increased Voter Participation

Early results showed a marked increase in voter turnout, especially among
minority and first-time voters.

Enhanced Trust in the Electoral Process

Transparency and inclusiveness fostered greater confidence in election
results.

Reduced Disparities

The system became more equitable, addressing barriers faced by marginalized
communities.

Improved Voter Experience

Voters reported feeling more comfortable, informed, and respected.

Setting a Precedent for Civic Innovation

Los Angeles’ success story became a blueprint for other cities seeking to
modernize their voting systems through empathy.

---

Lessons Learned: Why Empathy Matters in Civic Design

Design for Humans, Not Just Technology

Technology should serve people’s needs, not the other way around. Empathy
ensures that solutions are human-centered.

Engage with End Users Early and Often

Involving voters throughout the process leads to more effective and accepted
solutions.

Recognize Diversity and Inclusion as Core Principles

A truly empathetic design respects cultural, linguistic, and physical
differences.

Build Trust Through Transparency and Respect

Empathic engagement fosters trust, critical in civic processes like voting.

Iterate and Improve Based on Feedback



Empathy doesn’t end with the first design; continuous listening and
adaptation are essential.

---

Conclusion: Empathy as the Key to Successful Civic Innovation

The Los Angeles voting system redesign exemplifies how empathy can transform
complex, technical challenges into accessible, trustworthy solutions. By
prioritizing understanding voters’ experiences, fears, and needs, Ideo
created a system that not only modernized the process but also strengthened
civic engagement and trust. This approach underscores a vital lesson: at the
heart of every successful civic innovation lies empathy. When designers and
policymakers truly listen to the communities they serve, they unlock the
potential for meaningful, lasting change.

---
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Frequently Asked Questions

How did IDEO approach redesigning the Los Angeles
voting system with empathy?
IDEO engaged with voters directly through interviews and observations to
understand their experiences, frustrations, and needs, ensuring the redesign
prioritized user comfort and accessibility.

What role did user empathy play in the success of
the LA voting system redesign?
User empathy helped the team identify pain points and barriers faced by
voters, leading to solutions that made voting more intuitive, accessible, and
less intimidating for diverse communities.

What specific changes were made to the LA voting
system as a result of applying empathy-driven



design?
Changes included simplified instructions, clearer signage, more accessible
voting booths, and improved ballot design—all informed by voters’ feedback
and experiences.

Why is empathy considered a key element in designing
effective voting systems?
Empathy ensures that the system addresses voters' real needs and concerns,
increasing trust, engagement, and participation by making the process feel
more inclusive and user-friendly.

How did IDEO's empathetic approach impact voter
turnout in Los Angeles?
By creating a more accessible and comfortable voting experience, the
empathetic redesign helped reduce confusion and intimidation, leading to
increased voter participation.

What lessons can other cities learn from IDEO’s
empathetic redesign of Los Angeles's voting system?
Cities can learn the importance of user-centered design, involving voters in
the process, and prioritizing empathy to create systems that are more
accessible, efficient, and trusted.

Can empathy-driven redesigns be applied to other
public systems beyond voting?
Absolutely, applying empathy in redesigning public systems like healthcare,
transportation, and education can improve user experience, increase
engagement, and lead to more effective services.

Additional Resources
Empathy: The Heart of Redesigning Los Angeles’ Voting System

When the city of Los Angeles faced the challenge of modernizing its voting
infrastructure, the stakes couldn’t have been higher. Ensuring accessibility,
security, and efficiency in voting processes is critical for a healthy
democracy. Recognizing this, IDEO, a globally renowned design and innovation
consultancy, was brought in to reimagine the voting experience. But what set
their approach apart—and ultimately led to success—was their unwavering focus
on empathy. By putting voters’ needs, fears, and behaviors at the center of
the redesign, IDEO transformed a complex, often intimidating process into an
inclusive and user-friendly system. This article explores how empathy became



the cornerstone of this initiative, the strategies employed, and the profound
impact it had on Los Angeles’ electoral process.

---

Understanding the Context: Challenges Faced by
Los Angeles’ Voting System

Before diving into the empathy-driven redesign, it’s essential to understand
the existing issues that plagued Los Angeles’ voting system:

- Accessibility Barriers: Many voters, especially seniors, non-English
speakers, and those with disabilities, faced difficulties navigating polling
stations or completing ballots.
- Complexity and Confusion: The voting process was often complicated, with
confusing instructions and unclear procedures leading to voter hesitation or
errors.
- Security Concerns: Ensuring the integrity of votes was an ongoing concern,
with fears about fraud or technical failures.
- Low Voter Turnout: Despite a high population, turnout lagged, partly due to
perceived barriers and lack of engagement.
- Logistical Inefficiencies: Long lines, insufficient polling stations, and
outdated technology contributed to frustration and reduced participation.

These challenges underscored the need for a comprehensive, human-centered
redesign—one that prioritized the voters’ experience and addressed their
underlying needs and concerns.

---

Why Empathy Was the Key to Success

The core principle guiding IDEO’s approach was empathy—the ability to
understand and share the feelings of others. In the context of redesigning a
voting system, empathy meant:

- Recognizing voters’ emotional experiences, fears, and frustrations.
- Understanding diverse needs across different demographics.
- Anticipating obstacles that could prevent participation.
- Designing solutions that feel welcoming, trustworthy, and easy to navigate.

By fostering empathy, IDEO aimed to create a system that wasn’t just
technically sound but also emotionally reassuring and intuitively accessible.

---



Strategies for Embedding Empathy into the
Redesign Process

To effectively incorporate empathy, IDEO employed several innovative
strategies:

1. Immersive User Research
- Conducted extensive interviews and observations with voters from varied
backgrounds.
- Attended community events to understand cultural nuances and language
barriers.
- Shadowed voters during the voting process to identify pain points
firsthand.
- Collected stories to grasp emotional responses—fear, confusion,
frustration—that voters experienced.

2. Empathy Mapping and Personas
- Created detailed empathy maps to visualize voters’ feelings, thoughts, and
motivations.
- Developed diverse personas representing key voter segments:
- Elderly voters with mobility challenges.
- Non-English speakers unfamiliar with procedures.
- First-time voters intimidated by the process.
- Voters with disabilities requiring accommodations.

3. Co-Creation Workshops
- Brought together voters, community leaders, election officials, and
designers.
- Facilitated collaborative sessions to generate ideas rooted in real
experiences.
- Ensured solutions addressed specific needs and fears expressed by
participants.

4. Rapid Prototyping and Testing
- Developed low-fidelity prototypes of voting interfaces and signage.
- Conducted usability tests with real voters to gather feedback.
- Iterated designs based on emotional and practical responses, refining
solutions to be more empathetic.



5. Continuous Feedback Loops
- Maintained open channels for ongoing voter feedback.
- Adjusted designs dynamically to better meet users’ expectations and comfort
levels.

---

Key Design Interventions Driven by Empathy

The insights gathered through empathetic research led to several concrete
innovations:

1. User-Centered Voting Kiosks
- Designed intuitive interfaces with large buttons and clear instructions.
- Used multilingual support prominently displayed.
- Included audio options for visually impaired voters.
- Implemented simple, step-by-step guidance to reduce confusion.

2. Enhanced Polling Station Environment
- Created welcoming spaces with friendly signage and clear pathways.
- Positioned staff and volunteers as approachable guides rather than
intimidating officials.
- Offered seating and accommodations for voters with mobility challenges.

3. Simplified Ballot Design
- Reorganized ballot layouts to minimize cognitive load.
- Emphasized key races and initiatives to help voters focus.
- Used visual cues and icons to aid understanding.

4. Pre-Voting Engagement and Education
- Launched community outreach programs to demystify voting.
- Used storytelling to connect emotionally—highlighting the importance of
each vote.
- Distributed easy-to-understand materials tailored to different languages
and literacy levels.

5. Flexible Voting Options
- Introduced mail-in voting and early voting options to reduce congestion.
- Partnered with community centers to serve as alternative voting sites.



- Ensured all options were accessible and secure.

---

Impact of Empathy-Driven Design on Los Angeles’
Voting System

The results of integrating empathy into the redesign were profound and
multifaceted:

1. Increased Voter Engagement and Turnout
- Voters reported feeling more confident and less intimidated.
- Marginalized groups, such as non-English speakers and seniors, participated
more actively.
- Early data showed a noticeable uptick in turnout among targeted
demographics.

2. Improved Accessibility and Inclusivity
- Voting became more accessible for individuals with disabilities.
- Multilingual support reduced language barriers.
- The environment was designed to be welcoming to all, fostering trust.

3. Enhanced Trust and Confidence in the System
- Transparent, user-friendly processes alleviated fears of fraud or errors.
- Community partnerships built a sense of collective ownership.

4. Operational Efficiency and Reduced Errors
- Simpler ballots and clear instructions minimized mistakes and ballot
spoilage.
- Streamlined voting stations reduced wait times and congestion.

5. A Model for Future Elections
- The empathy-first approach set a precedent for other cities and states.
- Demonstrated that technological innovation must be coupled with emotional
and social intelligence to succeed.

---



Lessons Learned and Broader Implications

The Los Angeles case exemplifies several vital lessons for civic innovation:

- Design with People, Not Just for People: Technological and procedural
improvements must prioritize user experience.
- Listen to the Voices of the Voters: Direct engagement uncovers insights
that top-down planning might overlook.
- Inclusivity is Central to Democracy: An empathetic approach ensures all
voices can participate meaningfully.
- Continuous Improvement is Necessary: Empathy is an ongoing process,
requiring constant feedback and adaptation.
- Empathy Builds Trust: When voters feel understood and respected, confidence
in the electoral system strengthens.

---

Conclusion: Empathy as the Catalyst for
Democratic Renewal

The transformation of Los Angeles’ voting system underscores a fundamental
truth: technology and infrastructure are only as effective as the human
experience they serve. IDEO’s empathetic approach proved that by deeply
understanding voters’ emotions, needs, and fears, it’s possible to design
systems that are not only efficient but also empowering and inclusive. This
project serves as a blueprint for future civic innovations—reminding us that
at the core of democracy lies empathy, and that its thoughtful application
can lead to more engaged, confident, and equitable participation for all
citizens.

When Ideo Was Asked To Redesign The Los Angeles Voting
System The Key To Success Was To Use Empathy

When Ideo Was Asked To Redesign The Los Angeles Voting System The Key To Success Was To Use
Empathy

Related Articles
1. A Cylinder With A Movable Piston Contains 0.1 Mole Of A Monatomic Ideal Gas. The Gas,
Initially At
15. Find The First Three Nonzero Terms Of The Series Solution Your Dhe Differential Equation
" + 4y +
A 75-year-old Client Had Surgery For A Left Hip Fracture Yesterday. When Completing The

https://sip.evo9x.com/ma16/when-ideo-was-asked-to-redesign-the-los-angeles-voting-system-the-key-to-success-was-to-use-empathy.pdf
https://sip.evo9x.com/ma16/when-ideo-was-asked-to-redesign-the-los-angeles-voting-system-the-key-to-success-was-to-use-empathy.pdf
https://sip.evo9x.com/ma16/1-a-cylinder-with-a-movable-piston-contains-0-1-mole-of-a-monatomic-ideal-gas-the-gas-initially-at.pdf
https://sip.evo9x.com/ma16/1-a-cylinder-with-a-movable-piston-contains-0-1-mole-of-a-monatomic-ideal-gas-the-gas-initially-at.pdf
https://sip.evo9x.com/ma16/15-find-the-first-three-nonzero-terms-of-the-series-solution-your-dhe-differential-equation-4y.pdf
https://sip.evo9x.com/ma16/15-find-the-first-three-nonzero-terms-of-the-series-solution-your-dhe-differential-equation-4y.pdf
https://sip.evo9x.com/ma16/a-75-year-old-client-had-surgery-for-a-left-hip-fracture-yesterday-when-completing-the-plan-of-care.pdf


Plan Of Care,

Back to Home

https://sip.evo9x.com/ma16/a-75-year-old-client-had-surgery-for-a-left-hip-fracture-yesterday-when-completing-the-plan-of-care.pdf
https://sip.evo9x.com

