Concept Note
ReSPA Participation in the Human-Centred Design Event
Digital Transformation, Human-Centred Public Services and Innovation
Dates: 3–4 November 2026
Location: Yerevan, Armenia
Background
The Regional School of Public Administration (ReSPA) supports public administrations across the Western Balkans and Armenia, Moldova and Ukraine in advancing digital transformation, public service innovation and citizen-oriented service delivery. Through regional cooperation, capacity building, peer learning and targeted support instruments, ReSPA facilitates the exchange of knowledge and practical experience and supports administrations in translating digital transformation priorities into concrete improvements in public services.
As public administrations accelerate digital transformation, the focus is increasingly shifting from simply digitalising existing administrative procedures towards redesigning services around the needs, experiences and expectations of citizens and businesses. This requires a combination of technology, human-centred design, institutional cooperation, digital skills, interoperability, experimentation and continuous user feedback.
Human-Centred Design (HCD) provides a practical approach to this transformation by placing users at the centre of the service design process. User research, stakeholder engagement, service journey mapping, co-design, prototyping and testing can enable public administrations to better understand service-delivery challenges and develop solutions that are simpler, more accessible, inclusive and responsive.
Within this context, ReSPA will actively participate in the international event “Putting People at the Centre: Reimagining Public Services Through Human-Centric Design”, to be held on 3–4 November 2026 in Yerevan, Armenia. The event will bring together representatives of Eastern Partnership countries, the Western Balkans, EU institutions, civil society organisations, development partners and experts to exchange experiences and practical lessons related to human-centric governance and public service design.
ReSPA’s participation will bring a Western Balkans digital transformation and service delivery perspective to the event, connecting regional policy discussions with practical examples of service transformation supported through ReSPA instruments.
The participation will be structured around three complementary elements: a ReSPA regional perspective on human-centric digital transformation, presentation of a practical Western Balkans case, and participation in regional peer exchange, complemented by the Human-Centred Design learning journey and the forward-looking workshop on anticipatory governance and strategic foresight.
Objectives
The overall objective of ReSPA’s participation is to strengthen regional cooperation and knowledge exchange between the Western Balkans and Eastern Partnership on human-centred digital transformation, innovative public service delivery and future-oriented governance. Specific objectives are:
· To present the Western Balkans perspective on human-centred digital transformation and public service innovation;
· To promote the transition from digitalisation of existing procedures towards redesigning services around citizens’ needs;
· To showcase practical experience from ReSPA-supported digital transformation initiatives;
· To demonstrate how Human-Centred Design methodologies can support the development of more accessible, responsive and user-friendly digital public services;
· To promote user research, co-design, prototyping, testing and continuous improvement in public service development;
· To strengthen regional exchange on digital government and innovative service delivery between the Western Balkans and Eastern Partnership;
· To facilitate peer learning through practical cases and experiences from participating administrations;
· To explore the role of AI and emerging technologies in the future of human-centred public services;
· To discuss the sustainability, scalability and transferability of successful digital service innovations;
· To strengthen forward-looking capacities through anticipatory governance and strategic foresight;
· To identify opportunities for future regional cooperation in digital transformation and public service innovation.
Participants
ReSPA participation will include representatives of Western Balkans and Armenia, Moldova and Ukraine public administrations working in the areas of:
· digital transformation and digital government;
· public service design and delivery;
· e-government and digital services;
· public sector innovation;
· digital policy and governance;
· organisational transformation and service improvement.
Selected representatives will contribute actively to the programme through practical case presentations, peer-learning discussions, the Human-Centred Design learning journey and the interactive regional workshop.
ReSPA-supported participation will include three representatives from the Western Balkans, selected based on their institutional responsibilities and direct involvement in digital transformation, public service delivery and public sector innovation.
The proposed composition includes:
· Senior public servant contributing on human-centred digital transformation and digital government;
· Senior public servant involved in digital government and public service delivery, preferably from an administration implementing a ReSPA-supported e-Government Pilot or On-Demand Support initiative, who will present a practical Western Balkans case and share implementation experience;
· Representative of a local-level administration from the Western Balkans, directly involved in digital transformation, service design or innovative local public service delivery, contributing the local government perspective on responding to citizens’ needs and applying human-centred approaches in practice.

The proposed composition will ensure complementary perspectives covering regional cooperation and policy, practical implementation of digital public services, and innovation and future-oriented service transformation, while facilitating the exchange of Western Balkans experience with Eastern Partnership counterparts.
Programme Structure
Day 1 – International Forum: Putting People at the Centre
Date: 3 November 2026
The first day will focus on human-centric public administration reform and practical public service innovation, combining regional perspectives, concrete country cases and peer exchange. ReSPA and Western Balkans representatives will contribute through three interconnected interventions.
1. ReSPA Regional Perspective – Human-Centred Digital Transformation in the Western Balkans
Session: Human-Centric Public Administration Reform – Building Responsive and Inclusive Public Services
ReSPA representative will provide the regional perspective on how digital transformation and public service delivery are evolving across the Western Balkans. The intervention will highlight the shift from digitalising existing administrative procedures towards transforming services around citizens and businesses.
The presentation will focus on:
· moving from digitalisation towards human-centred digital transformation;
· understanding users and their service journeys before developing technological solutions;
· identifying citizens’ needs, expectations and pain points;
· applying user research, co-design, prototyping and testing;
· simplifying services and administrative procedures;
· strengthening interoperability and cooperation between institutions;
· testing solutions through pilots before wider implementation;
· developing institutional capacities and digital skills needed for sustainable transformation;
· maintaining accessibility, transparency, accountability and trust in digital services;
· opportunities and challenges created by AI and emerging technologies.
ReSPA will also present its approach to supporting digital transformation through regional capacity building, peer learning, On-Demand Support, the e-Government Pilot instrument and other instruments of support.
The key message will be that digital transformation should not be driven by technology alone, but by the public value that technology can create for citizens, businesses and administrations.
2. Western Balkans Practical Case – Human-Centred Innovation in Action
Session: Regional Practice Exchange – Human-Centric Innovation in Action Across the Eastern Partnership and Western Balkans
A selected Western Balkans administration will present a practical digital transformation case supported through ReSPA’s e-Government Pilot or On-Demand Support.
The presentation will focus on:
the original service-delivery problem;
citizens’ and users’ needs and expectations;
analysis of the existing service and identification of pain points;
the proposed digital/service innovation;
involvement of users and stakeholders;
design, development and testing;
institutional and technical challenges;
implementation process;
results and impact;
lessons learned;
opportunities for scaling and replication.
The presentation should demonstrate not only the final digital solution but also how the administration arrived at that solution, highlighting the importance of understanding users, experimentation and continuous improvement.
3. Western Balkans Contribution to Regional Peer Exchange
Panel Discussion: Building Participatory and Human-Centred Governance Systems
A Western Balkans representative will participate in the moderated Fishbowl discussion together with representatives from Armenia, Ukraine, Moldova and civil society organisations.
The Western Balkans contribution will focus on:
· common challenges in transforming public services;
· barriers to implementing human-centred digital services;
· institutional ownership and sustainability;
· citizen and stakeholder participation;
· moving from successful pilots to systemic transformation;
· scaling digital service innovations;
· institutional capacities and skills required for transformation;
· lessons learned from Western Balkans experience;
· opportunities for transferring and adapting successful approaches;
· potential for stronger cooperation between the Western Balkans and Eastern Partnership.
4. Interactive Learning Journey – Human-Centred Service Design in Practice
Following the Forum, ReSPA and representatives will participate in the site visit to Abovyan Municipality, where participants will explore a real-life example of applying Human-Centred Design to the development of a public space.
The learning journey will demonstrate the process from identifying the challenge and conducting user research, through stakeholder engagement, co-design and prototyping, to implementation and results.
Participants will be encouraged to compare the Armenian experience with approaches used in their own administrations and consider how similar methodologies could be applied to the design and redesign of digital and physical public services.
Day 2 – Regional Workshop: Human-Centric Governance Futures
Date: 4 November 2026
The second day will focus on anticipatory governance, strategic foresight, scenario building and future public service innovation.
The workshop will complement the practical service-design focus of the first day by encouraging participants to consider not only how services can better respond to citizens’ needs today, but also how administrations can anticipate the needs, expectations and challenges of the future.
The workshop will introduce anticipatory governance as a framework for helping governments move from reactive towards more proactive approaches and strategic foresight as a practical methodology for exploring alternative futures.
Key Themes
· Human-centred public service design;
· Digital transformation and digital government;
· User research and service journey mapping;
· Co-design and co-creation;
· Prototyping and testing;
· Digital public service innovation;
· Accessibility and inclusion;
· User feedback mechanisms;
· Interoperability and integrated service delivery;
· AI and emerging technologies;
· Institutional capacity for digital transformation;
· Regional peer learning;
· Strategic foresight and anticipatory governance;
· Future public service innovation.
Expected Results
By the conclusion of the programme, ReSPA-supported participants are expected to:
· strengthen their understanding of Human-Centred Design and its application to digital public services;
· gain practical insights into user research, service redesign, prototyping and testing;
· exchange practical digital transformation experiences with Eastern Partnership administrations;
· identify common service-delivery challenges and potential solutions;
· learn from concrete regional examples of human-centred innovation;
· identify approaches that could be adapted or replicated within their own administrations;
· strengthen understanding of the institutional capacities required for sustainable digital transformation;
· explore how AI and emerging technologies may influence the future of public service delivery;
· gain practical exposure to anticipatory governance and strategic foresight;
· develop new ideas for future-oriented and citizen-centred public services;
· strengthen networks and cooperation between Western Balkans and Eastern Partnership digital government practitioners;
· identify opportunities for future regional cooperation, peer learning and ReSPA support.
ReSPA Contribution

1. ReSPA Regional Intervention - Presentation of the Western Balkans perspective on human-centred digital transformation and innovative public service delivery.
2. Western Balkans Practical Case - Presentation of a concrete ReSPA-supported e-Government Pilot or On-Demand Support case demonstrating human-centred service transformation in practice.
3. Western Balkans Peer Exchange - Active participation in the Fishbowl discussion on implementation, sustainability, transferability and replication of human-centred approaches.
4. Interactive Learning Journey - Participation in the Abovyan Human-Centred Design site visit and reflection on applicability to digital public services.
5. Regional Futures Workshop - Active participation in strategic foresight, scenario-building and service innovation exercises with Eastern Partnership counterparts.
Organisers
The Human-Centred Design event is organised with the support of the German and Swiss Governments within the framework of relevant GIZ programmes and in cooperation with OECD SIGMA and partner institutions in Armenia.
ReSPA will contribute to the event as a regional organisation supporting Western Balkans participation, regional exchange and practical knowledge sharing in the areas of digital transformation, public service delivery and public sector innovation.
