
Start with user needs 

60 minutes, 3 parts: 

•learn 
•build 
•feedback
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Ever been disappointed by a website?
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The web is not a billboard.
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You can’t push messages at 
people like you can through 

other channels. 

The web is all about ‘pull’.
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Meeting user needs 
means you help users to 
do something by giving 
them what they need.
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Who has a need? 

What do they want to do? 

Why do they want to do it?
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Needs can be emotional as 
well as functional. 

Your users might be anxious, 
distracted, time-poor …
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As a young person with an offer of 
a place at Southampton 

I need to make an informed 
decision 

So I can decide whether to study 
there or elsewhere
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Credit: Ben Holliday, FutureGov - https://medium.com/leading-service-design/service-design-starts-with-user-needs #OneWebFestival
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User needs make user journeys 
that work: 

•based on evidence 
•not about guesswork 
•not about what you want to push
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