
Rethinking Gov2Go 

I’m a UX Designer with experience as a researcher, ethnographer, 
and in user experience.

NIC Inc. is a digital government service 
provider for federal, state and local 
governments in the United States. Among 
these services include the collection of 
service fees, such as permit fees and license 
renewal. As the emerging flagship application 
for NIC Inc., Gov2Go is the marketplace for 
these government products and services. 

Before the redesign, Gov2Go was an MVP 
that was shipped and made available on a 
limited basis to select states.  The redesign’s 
mission was to raise the bar and design a 
more robust, powerful platform for all states 
to leverage on behalf of their citizen users. 
This case study will focus on two specific 
areas of the redesign: the navigational 
structure of the application and the overall UI 
look and feel.

The Gov2Go V1 
uncovered weaknesses 
in the design and 
functionality. I came 
onboard for the V2 
redesign.

Cheryl Lewman



The Problem NIC wanted to leverage its  Gov2Go 
application and go a step further than their 
V1 app, allowing users to locate and pay for 
government services at the federal, state and 
local levels. 

What are we solving 
for? 

Screen displays a 
table (Air table) used 
in our heuristic 
review. We had 10 
scenarios that we 
ran the UI against, 
used Nielsen’s 10 
heuristics to 
measure with.

The redesign would need to incorporate 
these new services, but it would also need to 
address other usability issues discovered in 
V1. The navigation was reported by users to 
be disjointed and confusing, and the system 
performance was sluggish at best. There 
were a number of usability issues, including 
not being WAI/ARIA compliant, especially with 
assistive technologies. The design team 
needed to prioritize a list of problems and 
build out a plan to redesign the pre-exisiting 
system. Some of the methods we used for 
this included conducting a heuristic review 
and a usability test of the current build. 

THE PROBLEM



Since our mission is to provide access to 
government services with the tap of a button, 
the design team decided to hit two things out 
of the gate: 1. Work with developers to get 
the system performance to an acceptable 
level; and 2. Design a more intuitive 
navigation that is both understandable to the 
user and scalable in the future. 

These are screens 
taken from the V1 
used for our 
heuristic evaluation. 

THE PROBLEM



Gov2Go is an application that is available to 
all citizens of a participating state. We have 
many different types of users we need to 
consider. The design team looked at typical 
use patterns such as mobile vs. non-mobile 
usage patterns. The Gov2Go user (based on 
three Citizen User personas) are 
professional/ para-professionals who are on 
the go throughout their week and have a 
strong preference for mobile-first, fast, real-
time communication. Emails and websites are 
not enough, they need their devices to work 
for them (augment their day-to-day routine). 

We found that the majority of users of 
Gov2Go use iOS devices. Further, we learned 
that most transactions, in participating states, 
leveraged the app to renew vehicle 
registration first and renewed a professional/ 
vocational license second (e.g. RN Nursing 
License in Arkansas). 

User & Audience
Who are we 
designing for?  

THE PROBLEM



Team & Role New to product design, I brought my previous 
ethnographic and social studies background 
to the cross-functional team that included  
three designers. 

As a core team member, I worked on things 
such as: user task flows, user journeys, 
personas, interaction, visual, product, and 
prototyping. I also conducted user research 
using methods such as interviews, surveys, 
focus groups, and participatory design in 
order to address both user behavior and 
attitudes. Since our team is partially remote, 
much of our collaborative work was 
conducted in Slack and Zoom meetings. 

Who’s doing the 
work? 

TEAM & ROLE



Design Process In order to identify if this product needed a 
redesign or a complete rebuild, as well as 
what the app needed to accomplish, our 
cross-functional team began by assembling a 
focus group. After sifting through all of their 
feature requests, we were able to identify 
their key pain points: they wanted an easier 
way to locate an item (service and/or 
product), purchase that item and be able to 
locate the record of the transaction. Although 
we knew that Gov2Go could grow to 
something much larger and more robust, we 
focused on creating a V2 that met user’s core 
needs. Based on this feedback and current 
timeline and budget restrictions, we decided 
on a redesign. 

Our team process 
includes input from 
users, business, and 
a core cross-
functional team of 
designers and 
engineers working 
together.

UI DESIGN

DESIGN PROCESS



We identified the key specs that had to be 
included in the app in order to build a V2 for 
our redesign, then mapped out the user flow 
based on those specs (tons of 
whiteboarding). At this point in the process, 
we found participartory design to be 
extremely helpful. We had end users 
mapping out their ideal flows, which we were 
then able to incorporate in our designs. 

Our team process 
includes input from 
users, business, and 
a core cross-
functional team of 
designers and 
engineers working 
together.

Usability testing 
included task 
analyses and a card 
sort. 

DESIGN PROCESS



Based on the user flows, we constructed the 
flow so that there was minimal friction for the 
user in immediately accessing relevant 
information. After all, the goal of this product 
is to enable users to quickly and easily locate 
an item, pay for it, and if necessary, access 
transactional information with ease. 

DESIGN PROCESS



As we started to explore the interface and 
visual design, we discovered that we needed 
to make changes to the navigation structure. 
The team brainstormed using a variety of 
tools, such as crazy-eights and typical white 
boarding in order to rapidly iterate on a wide 
variety of ideas. Because the central 
components of Gov2Go’s experience is event 
management and service fee transactions, we 
decided to move our navigational model to a 
hub and spoke by integrating a central 
dashboard. 

A flattened flow 
from the 
Dashboard. 

DESIGN PROCESS



UI Design The objective of the representational model 
for this interface is to keep the app fun and 
unique, yet keep an air of ‘officialness’ to the 
user experience. This was accomplished 
through the use of slightly round corners, 
vibrant service and product images, playful 
icons, and a purposeful use of color. The  
colors used in the redesign have clearly 
defined meanings that fit within our user 
groups perceptions of what is ‘new,’ what is a 
‘primary action,’ what are ‘critical errors,’  and 
what is a ‘destructive action,’ etc. 

Much of the visual design elements we 
acquired from the pervious version had 
significant usabaility issues and were not 
Section 508 compliant. Color and contrast 
ratios fell far below usability expectations,  so 
we re-factored our colors, among other 
things, to meet that AAA requirement. 

Purposeful use of 
color, round 
corners, and playful 
icons.

Early Dashboard 
iteration of a 
redesign screen 
using the new 
colorways. 

Primary Action Blue

New/Create Green

Critical Red

UI DESIGN



Interaction Design In order to reinforce the fun and friendly tone 
that was established for Gov2Go, we used a 
mix of iOS conventions, a Material Design 
inspired interaction model, as well as fun, 
springy, but subtle, animation. Even though the 
Gov2Go redesign is still undergoing 
development and beginning its UAT phase and 
limited release in select states, the cross-
functional team found the high-fidelity 
interaction prototypes to be extremely useful in 
gathering valuable team feedback. So far, the 
results of user testing indicate an 
overwhelmingly positive response. 

Gov2Go’s interaction model is inspired by 
Google’s Material Design. The application 
background is white, which stays constant. 
Anything that appears in “Primary Action” blue 
is on the second level, meaning that it’s always 
above the ground plane or navigates. That’s 
why when users click through to a first level 
screen, they are taken to a secondary screen. 
We also mindfully used other colors and 
animations to keep the user oriented within the 
application.

A system that 
engages users in a 
responsive and 
expected way.

Enable an alert with 
a single touch 
toggle. 

INTERACTION DESIGN



Outcome The app was well received within the 
company. While it has only been partially 
released to select states and is currently in 
UAT, it has already increased communication 
within the company by becoming a rallying 
point for strengthening internal 
communication. Another by-product of this 
project was that it initialized a new mobile 
product design and development process 
within the company that ultimately helped it 
to take on new mobile projects. For example, 
Gov2Go is now being leveraged with 
additional features for Covid response in 
several states.

 

Product Design 
takes place in real 
time, with real users, 
and can evolve to 
solve new problems.

OUTCOME
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