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1. Introduction 

The police are a crucial part of society. They enforce the law and protect the public from 

harm by making sure everyone is safe, healthy and out of crime’s way. As our world becomes 

more digitally dependent, law enforcement must follow and provide their citizens with a 

website. A police website plays a crucial role nowadays as it provides communication and 

information between the police and the public. This redesign focuses specifically on the 

Dutch police website: https://www.politie.nl/.  

 

Figure 1: Homepage of the Dutch police website. 

The homepage of the Dutch website provides its users with a lot of information and options 

upfront (as seen in Figure 1). The first 6 quick links are: reporting a crime, plate detection, 

burglary in home or business premises, helpdesk for fraud, is nitrous oxide allowed, and 

become a police officer. The homepage also consists of a more classic menu with items such 

as reporting, my neighborhood, the news, contact etc. Scrolling down shows you highlights, 

social media links, emergency numbers and additional information about privacy, 

accessibility and data (as seen in Figure 2).  

 

https://www.politie.nl/
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Figure 2: Continuation of the homepage of the Dutch police website. 

 

Among the website’s many features, the “Aangifte of melding doen” (Reporting a crime or 

incident) allows citizens to report crimes, seek assistance, and access relevant resources 

quickly when dealing with an incident. This feature should be intuitive, efficient, and 

accessible to all users, especially when they are dealing with a stressful situation.   

This report outlines the process of redesigning the “report a crime” feature on the Dutch 

police website. The redesign’s goal is to address the usability challenges and improve user 

experience of the process. The re-design process will consist of four phases: defining the 

scope, analysis, design, and validation. This report will be concluded with an evaluation 

chapter where we reflect on the whole process. 
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2. Defining the Scope 
Re-designing the website of the Dutch police is a broad topic. Therefore, some choices 

needed to be made to narrow down the topic to make it suitable for a six-week project.  

After a short visit to the website of the Dutch police (Politie.nl, n.d.) and trying the report-a-

crime function on their website, we soon realized that the process was unclear to us. The 

steps are difficult to follow and the user may not know when they will be finished. Therefore, 

we chose to limit our scope to ''re-designing the report-a-crime function on the website of the 

Dutch police''. 

It was chosen to adapt the current website of the Dutch police instead of developing a new 

media – e.g. an app – because we, ourselves and therefore probably also other users, would 

not want to download another app which they will not frequently use.  

2.1 Methods and Tools 

As this course is called ´´User Centered Design of New Media´´, the focus of the design 

process should be on user centered design (UCD). A UCD process is a design process where 

the focus is laid on including the user in multiple phases of the design process (Gould & 

Lewis, 1985). This means that the user plays an important role in the development of the 

product. According to Gould & Lewis (1985) UCD consists of three main principles: there 

should be an early focus on the user and their tasks, the process includes empirical 

measurement tools, and the process should be iterative. 

As these three principles had to be included in our design process, we used the table of 

Maguire (2001) (table 1) to choose our methods. The choice was made to include six 

methods from the table. 

 
Table 1: Methods for user centered design (Maguire, 2001) 
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The chosen methods are: Survey of existing users (Context of use), Personas (Requirements) 

User requirement interview (Requirements), Storyboarding (Design), Controlled user testing 

(Evaluation) and Post-experience interviews (Evaluation). These methods have been 

combined to create three tools which have been executed during the process: Conducting a 

survey (survey of existing users & personas), executing a co-design session (user requirement 

interview & storyboarding) and evaluating the prototype with a user test (controlled user 

testing & post-experience interviews). For these three tools informed consent forms needed 

to be made. These can be reviewed in appendix I. 

2.2 Global Planning 

Before starting the process, a global planning was made (table 2). In this planning the 

different tools are shown, together with other parts of the process – such as desk research – 

which needed to be executed. 

Week number Activity 

1 Desk Research & Executing survey 

2 Creating Personas & Preparing Co-Design Session 

3 Executing Co-Design Session 

4 (Holiday) Ideation & Creating Prototype 

5 (Holiday) Ideation & Creating Prototype 

6 Creating Prototype 

7 User Testing 

8 Finalizing Results 

Table 2: Global planning 
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3. Analysis 
The project started with an analysis phase. During this phase two important activities were 

carried out: desk research and a survey. The results of these activities are shown at the end of 

this chapter in the form of three personas. 

3.1 Desk Research 

Desk research was carried out to get a basic understanding of the subject. Topics which have 

been investigated were: the current website of the Dutch police, police websites from other 

countries and guidelines for governmental websites. A complete overview of this research 

can be found in appendix II. This research helped to discover possible problems users could 

have with the current website and set up a first list of requirements, which can be seen in 

appendix III. 

3.2 Survey 

To get a better understanding of the users of the Dutch police website, a survey was set up. 

In this survey we asked our participants to answer questions related to crime reporting. 

Because we wanted to see if there was a relation between the age of the participants and 

their preferred way of reporting a crime – via website, call or a visit to the police station – we 

asked some basic demographic questions. The full survey questions can be found in 

appendix IV. 

3.2.1 Survey Results 

Ages Count 

18-24 16 

25-34 4 

35-44 3 

45-54 7 

55-64 3 

65 and over 4 

Total 37 

Table 3: Participant’s ages. 

As can be seen in Table 3, the ages of the participants are spread out but skewed towards 

the age between 18-24. Important highlights to notice from the result are that 19 participants 

would use the website to report a crime if it is not urgent. Also, there was no clear distinction 
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in age between possible users of the website. Therefore, the choice was made to design for 

''all'' possible users. This means that we will not exclude users on purpose. 

 

Examples of possible crimes were suggested in the survey. Stolen bicycle, lost ID card and 

lost/found something were the crimes that are most answered by participants on the 

question; “Which crimes would you report via the website?”. An overview of all survey 

answers can be found in appendix V. 

3.3 Personas 

As a result from the analysis phase, three personas were created (figures 3 to 5). These 

personas represent the users and their needs when using the police’s website to report a 

crime. 

Figure 3: Persona of Tom     Figure 4: Persona of Marjan 

 
Figure 5: Persona of Madelon 

The personas were used during the further design research process, to keep the users and 

their needs in the back of the minds of the designers and not lose track of what might be 

important.  
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4. Design  
The next phase in our design process was the design phase. This phase consisted of two 

parts: a co-design session and the re-design of the report-a-crime function. The result of this 

phase was a clickable prototype made using Figma. 

4.1 Co-Design 

About halfway through the project, a co-design session was held with three participants. This 

method was chosen to directly involve users with the main goal of finding out which features 

are valued by potential users and what flow would be the most beneficial for these same 

potential users. 

4.1.1 Buy a Feature 

The co-design session was divided into two assignments for the participants. The first 

assignment is to give value to certain features. For this, we used a method called ''Buy a 

Feature'' (Hensley, 2023). The features were chosen before the session, ensuring that as 

many as possible were listed (appendix VI). Participants had the option to further expand the 

list of features, which did not happen during the session. Fake money, valued at €244.000, 

was given to the three participants.  

 

Figure 6: Co-Design session - Buy a Feature 

In the first round, the participants were asked to individually assign the money to the different 

features that were laid out over the table (figure 6). The participants valued the following 

feature the most: “Add a way to follow up on your requests, make it obvious how and where to 

do it.”  
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During the second round, the participants were asked to assign the amount of €155.000 as a 

group to the same features. The features that were valued the most during this round were: 

“Make sure the website is responsive and works well on all kinds of screens with different sizes 

and browsers.” and “Make sure the website is easy to find, maybe even optimize it to be able 

to find links to specific parts of the website.”. All results of both these rounds can be found in 

Appendix VII. 

4.1.2 Storyboard Sketching 

The second part of the co-design session was focused on finding the right step-by-step 

process to report a crime – in this case a stolen bicycle - through the website. For this, the 

storyboard sketching method was used (Roberson, n.d.) This was done by giving the 

participants artistic means to draw out their preferred process on a predefined storyboard 

template (appendix VIII)(figure 7), after which the participants were asked to discuss their 

process by going through their work one-by-one. The created storyboards can be reviewed 

in appendix IX. 

 

Figure 7: Co-Design session – Storyboard Sketching 

During the discussion, all participants concluded that the most necessary steps were quite 

similar, even though they all drew their preferred process individually. As a result of this co-

design session, the first list of requirements was updated. The new list can be reviewed in 

appendix X. 
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4.2 Re-Design 

After the co-design session, a re-design of the report-a-crime function could be developed. 

The re-design ended up as a clickable prototype made using Figma. The new design has 

been based on the updated list of requirements (appendix X) - the result of the co-design 

session. 

 
Figure 8: Screenshots of prototype 

 

Figure 8 shows two screenshots of the re-design – a link to the complete Figma file can be 

found in appendix XI. Key features to highlight in our design, compared to the current design 

of the Dutch police are: the implementation of a progress bar, a return button, accessibility 

options are always visible, emergency numbers are always visible and the option to stay 

anonymous (figure 9). 

 
Figure 9: Re-design features 
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5. Validation 
To validate our re-design of the report-a-crime function we conducted user tests followed by 

semi-structured interviews (interview questions can reviewed in appendix XII). During the 

user tests, three participants were asked to interact with the prototype and go through the 

process of reporting a crime. The assignment was to anonymously report their bike being 

stolen (figure 10). 

 

Figure 10: Film still of participant clicking through the prototype (link to the full video in appendix XIV) 

After using the prototype and answering the first part of the interview questions, the 

participants were asked to perform the same exercise on the current website of the Dutch 

police (link to screen recording of this test in appendix XIV). After this, the second part of the 

interview questions were asked. These questions mostly focused on comparing the re-design 

and the current design. The interview answers can be reviewed in appendix XIII. 

In general, our re-design was validated to be an improvement on the existing report-a-crime 

function on the website of the Dutch police. Participants found the guided process 

convenient to use and thought it to be simple and efficient. Also, some points for 

improvement were mentioned – e.g. adding an option to directly print the report. These can 

be used as a starting point for a new iteration round in the future. 

  



13 

 

6. Evaluation 
At the beginning of the project, we selected the UCD process based on the principles 

defined by Gould & Lewis (1995). Those 3 main principles were integrated into our approach 

to ensure that the user remained in focus throughout the redesign. From the beginning, we 

wanted to incorporate as many users as possible in the process, which is why a UCD method 

was chosen in every stage. Overall, the UCD process proved to be beneficial, which is what 

we initially expected. It helped us identify issues early on and refine the report-a-crime 

function based on real user preference. The nature of the UCD process allowed us to 

communicate with the end users at each point.  

 

At first, we wanted to both optimize the crime reporting system and optimize Steffie the 

explainer. Due to the limited time to complete the project we decided to focus on optimizing 

the crime reporting process. We thought that if the process is intuitive and simple the 

explainer would not be needed.  Our chosen UCD methods also changed from its first 

proposal, which was a survey, mid-term test and validation. As mentioned earlier, a survey 

was conducted to better understand the context of use of the website. However, initially, a 

mid-term test was planned where users would interact with a paper prototype. This was 

changed to a co-design session that elicited requirements and gathered ideas from end 

users. Lastly, the validation was supposed to be done through A/B testing but we ended up 

having the users use our prototype, use the current website and take part in a semi-

structured interview.   

 

Generally, we believe that the changes made to the process were beneficial, especially 

having the co-design session. One thing we realized at the end of the project – while 

executing the validation tests – is that early usability testing could have provided valuable 

feedback on the current process. It would have been insightful to observe – with a screen 

recording test – how the current website is used. 

 

Some future recommendations would involve more users in some of the methods. The survey 

had quite a lot of responses, but the co-design and validation sessions had only 3 

participants each. Even though these sessions provided valuable insights they most likely 

were not fully representing the target audience of the website. Ideally, not only a larger 

number of participants would take part but also a more diverse group with varying genders, 

ages and backgrounds – e.g. the insights from a police officer or a user with disabilities such 

as a sight impairment could be beneficial as well. Also, anonymity for the participants of the 

co-design session and validation test should be considered to minimize potential biases in 

user feedback. Additionally, the validation of our prototype proved to be an improvement on 

the current website. Additional iterations and testing could further refine its usability.  
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In conclusion, the chosen UCD process was effective and helped enhance the report-a-crime 

function of the Dutch police website. The combination of methods such as surveys, co-

design, and user testing made sure that real user feedback and experiences shaped the final 

prototype. Thanks to the UCD approach, we successfully created a prototype that improves 

the usability and experience of reporting a crime.  
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7. Conclusion 

The goal of this project was to improve the report-a-crime function of the Dutch police 

website using the UCD process. This was done by integrating user feedback at every stage 

leading to a more intuitive and efficient reporting experience. This approach allowed us to 

refine our design based on real user input. While many of our initial assumptions were 

validated, some new insights were brought up. Even though we deviated from our initial plan 

for the process, the core objectives of the project were successfully met.  

Future steps should focus on expanding the user testing participants and increasing 

prototype iterations. Our final prototype and the process have great potential to improve the 

usability of the Dutch police website. To conclude, the project shows the value of a user-

centered design approach in creating digital solutions. 
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Appendices 

Appendix I: Informed Consent Forms 

Three different informed consent forms were made for the three different tools used during 

the process – survey, co-design session and user test. The survey was offered in two 

languages – English and Dutch. Therefore, two different consent forms were made for this 

tool. 

Informed Consent Form Survey 

Welcome to this survey about the Dutch police 
Thank you for taking part in our survey. Participation in this survey is voluntary. We are 
conducting this questionnaire as part of a project for the course User Centred Design of New 

Media. Our aim is to better understand and analyse current usage of the website of the Dutch 
police. 
 
Who can participate in this study? 
Participants must be over 18 years old. 
 
What will I do?  
The survey exists of three parts: The informed consent page that you are reading right now, 

demographic questions and user scenarios are presented. You will be asked to complete a 
series of questions about these topics. The survey will take approximately 5 minutes and 
all responses are anonymous and confidential. 
 
Risks 

• Some questions may be personal or upsetting. You can skip them or quit the survey at 

any time. 
• Online data being hacked or intercepted. A secure system is used to collect this data, 

but the risk cannot be completely eliminated. All data you provide will be anonymized 
and will not include any personally identifiable information. The data will only be 

accessible to the project group and the course lecturer. The results will be analysed in 
a final report and will only be accessible to the project group and the course lecturer.  

 
Where will data be stored, and for how long? 
The data is collected through Microsoft Forms which complies with several key international 

standards for continuity and privacy. For more information, see: 
https://support.microsoft.com/en-us/office/security-and-privacy-in-microsoft-forms-
7e57f9ba-4aeb-4b1b-9e21-b75318532cd9. 
The collected data will be erased after submission of the final report (at the end of January 

2025). 
 
Contact 
For any questions about this survey or the project, feel free to contact me at 

i.mengerink@student.utwente.nl. 

https://support.microsoft.com/en-us/office/security-and-privacy-in-microsoft-forms-7e57f9ba-4aeb-4b1b-9e21-b75318532cd9
https://support.microsoft.com/en-us/office/security-and-privacy-in-microsoft-forms-7e57f9ba-4aeb-4b1b-9e21-b75318532cd9
mailto:i.mengerink@student.utwente.nl
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Additionally, if you have further questions about your rights as a participant, or wish to obtain 
information, ask questions, or discuss any concerns, you may contact the teacher of this 

course at j.karreman@utwente.nl or reach out to the Ethics Committee of the Faculty of 
Behavioural, Management and Social Sciences at ethicscommittee-hss@utwente.nl. 
 

------------------------------------------------------------------------------------------------------------------------- 
 
Welkom bij deze vragenlijst over de politie 
Bedankt voor uw deelname aan deze vragenlijst. Deelname is vrijwillig. Deze vragenlijst is 
onderdeel van een project voor het vak User Centred Design of New Media. Ons doel is om 

het gebruik van de website van de politie beter te begrijpen. 
 
Wie kan deelnemen aan deze vragenlijst? 
Deelnemers moeten 18 jaar of ouder zijn. 
 
Wat moet ik doen? 
Deze vragenlijst bestaat uit drie delen: de informatiepagina die u nu leest, demografische 
vragen en er gevraagd worden naar uw gebruik van de website van de politie. U word 

gevraagd om een aantal vragen over deze onderwerpen te beantwoorden. De vragenlijst 
zal ongeveer 5 minuten van uw tijd in beslag nemen. Alle antwoorden zijn anoniem en 
worden vertrouwelijk behandeld. 
 
Risico's 

• Sommige vragen kunnen persoonlijk of aanvallend zijn. U kunt deze vragen overslaan 

of de vragenlijst stoppen op elk gewenst moment. 
• Online data kan worden gehackt of onderschept. Een beveiligingssysteem wordt 

gebruikt om de data te verzamelen, echter kunnen de risico's nooit volledig 
weggenomen worden. Alle verzamelde data wordt anoniem gemaakt. De data is 
alleen toegankelijk voor de project groep en de docent. De resultaten worden 

geanalyseerd voor een verslag dat alleen in gezien kan worden door de project groep 
en de docent. 

 
Waar en voor hoe lang wordt de data bewaard? 

De data wordt verzameld via Microsoft Forms wat voldoet aan verschillende standaarden 
voor continuïteit en privacy. For meer informatie, kijk op: https://support.microsoft.com/en-
us/office/security-and-privacy-in-microsoft-forms-7e57f9ba-4aeb-4b1b-9e21-b75318532cd9. 
De data wordt verwijderd na het inleveren van het verslag (eind januari 2025). 
 
Contact 
Voor vragen over deze vragenlijst of het project, kunt u een mail sturen naar 
i.mengerink@student.utwente.nl 
 
Als u meer vragen heeft, bijvoorbeeld over uw rechten als een deelnemer, of als u meer 
informatie wilt, kunt u contact opnemen met de docent van het vak via 
j.karreman@utwente.nl of contact opnemen met het ethische comité van de faculteit voor 

Behavioural, Management and Social Sciences via ethicscommittee-hss@utwente.nl.   

mailto:j.karreman@utwente.nl
mailto:ethicscommittee-hss@utwente.nl
https://support.microsoft.com/en-us/office/security-and-privacy-in-microsoft-forms-7e57f9ba-4aeb-4b1b-9e21-b75318532cd9.%20De
https://support.microsoft.com/en-us/office/security-and-privacy-in-microsoft-forms-7e57f9ba-4aeb-4b1b-9e21-b75318532cd9.%20De
https://support.microsoft.com/en-us/office/security-and-privacy-in-microsoft-forms-7e57f9ba-4aeb-4b1b-9e21-b75318532cd9.%20De
mailto:i.mengerink@student.utwente.nl
mailto:i.mengerink@student.utwente.nl
mailto:j.karreman@utwente.nl
mailto:ethicscommittee-hss@utwente.nl
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Informed Consent Form Co-Design Session 

Welcome to this co-design session for improving the website of the Dutch Police 

 

Thank you for taking part in our co-design session. Participation in this session is voluntary. 

We are conducting this session as part of a project for the course User-Centered Design of 
New Media. Our aim is to improve the website of the Dutch police. 
 
Who can participate in this study?  
Participants must be over 18 years old. 
 
What will I do?   
You will be participating in a co-creation session. During this session questions will be asked 

about your opinion on certain web features and your preferred way of reporting a crime 
through the website. During the first part we will ask you to divide monopoly money to 
express the value in certain features. During the second part we will ask you to draw or sketch 
what your preferred website would look like. 
 
Risks  
* Some questions may be personal or upsetting. You can skip them or quit the survey at any 
time.  
* All data you provide will be anonymized and will not include any personally identifiable 
information. The data will only be accessible to the project group and the course lecturer. 
The results will be analysed in a final report and will only be accessible to the project group 
and the course lecturer. 
* There will be made pictures during the session. We make sure to make you unrecognizable 

when these pictures are inserted in documentation and presentation material. 
 
Contact  
For any questions about this survey or the project, feel free to contact me at 

i.mengerink@student.utwente.nl.  
  
Additionally, if you have further questions about your rights as a participant, or wish to obtain 
information, ask questions, or discuss any concerns, you may contact the teacher of this 

course at j.karreman@utwente.nl or reach out to the Ethics Committee of the Faculty of 
Behavioural, Management and Social Sciences at ethicscommittee-hss@utwente.nl.   
 

❏ I understand and give consent 

 

_______________________      _____________________ 

Signature        Date 

mailto:i.mengerink@student.utwente.nl
mailto:j.karreman@utwente.nl
mailto:ethicscommittee-hss@utwente.nl
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Informed Consent Form User Test 

Welcome to this validation session for improving the website of the Dutch Police  

 

Thank you for taking part in our validation session. Participation in this session is voluntary. 

We are conducting this session as part of a project for the course User-Centered Design of 
New Media. Our aim is to improve the website of the Dutch police. 
 
Who can participate in this study?  
Participants must be over 18 years old. 
 
What will I do?   
You will be participating in a validation session. During this session you will be testing a 

digital prototype in which you try to report a crime. Next, you are asked on your opinion 
about the prototype. Third, you will be asked to report the same crime via the current website 
of the Dutch police. Lastly, you will be asked again for your opinion about the process.  
 
Risks  
* Some questions may be personal or upsetting. You can skip them or quit the session at any 
time.  
* All data you provide will be anonymized and will not include any personally identifiable 

information. The data will only be accessible to the project group and the course lecturer. 
The results will be analysed in a final report and will only be accessible to the project group 
and the course lecturer. 

 
Contact  
For any questions about this survey or the project, feel free to contact me at 
i.mengerink@student.utwente.nl.  
  
Additionally, if you have further questions about your rights as a participant, or wish to obtain 

information, ask questions, or discuss any concerns, you may contact the teacher of this 
course at j.karreman@utwente.nl or reach out to the Ethics Committee of the Faculty of 
Behavioural, Management and Social Sciences at ethicscommittee-hss@utwente.nl.   
 

❏ I agree to have my screen recorded 

❏ I understand and give consent* 

 

_______________________      _____________________ 

Signature        Date 

* Required question 

mailto:i.mengerink@student.utwente.nl
mailto:j.karreman@utwente.nl
mailto:ethicscommittee-hss@utwente.nl
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Appendix II: Desk Research 

Desk research has been executed on three different themes: problems we encountered 

when using the report-a-crime function on the website of the Dutch Police, an overview of 

police websites from other countries and an overview of guidelines for governmental 

websites. 

Problems Current Website Dutch Police 

• You cannot report a crime if you do not speak Dutch. 

• Website looks like it is a scamming site. 

• It looks formal, but it can be less boring and have more focus on the important things.  

• It is easy to go through the process –  there should still be verification 

• The process does not feel intuitive  

• The options are odd- there is a long list which can be hard to navigate (or a user can 

be unsure what crime they actually want to report) 

• Choosing the option ''I lost something'' does not start the chatbot/process, even after 

typing things like ''I lost my wallet'' or ''help'' is does not react. 
• The explainer (Steffie) is very childish and looks like a game for primary schools 

• The chatbot is not very professional, which would be expected with a bot from the 

police 
 
 

Police Websites other Countries 

Below are reporting forms from police website of four countries: Taiwan, Canada, Finland 

and Australia. Research was also done on digitally reporting a crime on the website of the 

German police (Polizei.de, n.d.), but this country did not seem to have included this function 

in their website. 

Police Website Taiwan 

The Taipei City Police Department offers an Online Police Reporting Service for non-

emergency incidents (Taipei City Police, n.d.). This system aims to enhance operational 

efficiency and public service quality. Reports can be submitted for various cases, including 

theft and fraud, although some cases require follow-up at a police station for formal 

statements. 
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Police Website Canada 

In New Brunswick, the Royal Canadian Mounted Police (RCMP) provides an Online Crime 

Reporting option for residents (Royal Canadian Mounted Police, n.d.). When a user fills out a 

question, a new question pops up. In this way, users will not get overstimulated with all 

information displayed at once.
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Police Website Finland 

In Finland, the police recommend reporting non-urgent crimes online. The reports submitted 

are forwarded to the appropriate police unit for investigation (Poliisi.fi, n.d.). Like in the 

Netherlands, users come across a verification wall soon during the process. 
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Police Website Australia 

The Australian Federal Police provides an online tool for reporting certain types of crimes 

(Australian Federal Police, n.d.). Interesting to see are the type of crimes one can report via 

this website – as those are called ''Commonwealth Crimes''. 
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Guidelines Governmental Websites 

As the police is part of the Dutch government (Amtenarensalaris, n.d.), it can be assumed that 

the same rules must be applied to the police site as to the website of the Dutch government. 

The Dutch government has indicated on its website which rules and guidelines should be 

applied (Rijksoverheid, n.d.). These guidelines are all focused on protection of privacy and 

transpiration of used data. 

For this project, it is more interesting to look at design guidelines for websites, as we will not 

focus on the protection part of the website. Ghunaim (2023) made a list of design guidelines 

which should be taken into account when designing a government website. These guidelines 

are the following: 

• The information should be clear and concise. 

• The navigation should be easy to understand. 

• There should be mobile responsiveness. 

• The website should be accessible for users with disabilities. 

• The website should include a security system. 

• The website should include online services. 

Next to the above features which must be included, according to Ghunaim (2023). He also 

listed additional features which can improve a government website: 

• Options for personalization. 

• Integration with social media. 

• Push notifications. 

• Multi-language support. 

• Including customer service. 

• Choose a fitting content management system (CMS). 

• Focus on user experience. 

• Prioritize security. 

• Optimize for performance. 

• Test thoroughly. 

Especially ''focusing on user experience'' and ''test thorougly'' can be integrated well within 

this assignment. 
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Appendix III: First List of Requirements 

Goal of the website:  

Enable citizens to report crimes or incidents through the internet in an easy way and facilitate 

communication between citizens and the police. 

• Facilitate crime reporting 

• Provide information and resources 

• Serve as a way for emergency and non-emergency services 

Functional requirements: 

• Clear navigation 

o It is easy for the user to file reports online, determine if the report should be 

done online and learning when/how to contact emergency services 

• Crime categorization 

o Enable users to quickly select the type of crime they want to report  

o Provide some concise explanation for each category to reduce confusion (and 

then also streamline the process on the other side) 

• Step-by-step reporting process 

o Have an intuitive, multi-step process with clear instructions  

o Include progress indicators (manage expectations) 

• Language and accessibility 

o Provide the website in Dutch and English  

o Make sure that the website is accessible (colorblind etc.) 

Design requirements: 

• Maintain alignment with the Dutch police branding (colors, typology, logo etc.) 

o Should look clean and professional- easy to read and focus 

• Minimize cognitive loads (using dropdowns, prefilled fields etc) 

• Feedback and confirmations 

o “Your report has been submitted” 
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Appendix IV: Survey Questions 

Language (survey both available in Dutch and English) 

1.Which language do you prefer? [Welke taal heeft uw voorkeur?] 

English 

Nederlands 

Informed consent form as shown in appendix I. 

Demographic questions 

3.What is your age? [Single choice] 

18 – 24 

25-34 

35-44 
45-54 

55-64 

65 and over 

4.Did you ever report a crime at the police station? [Single choice]  

Yes 

No 

5.Did you ever report a crime by calling? [Single choice]  

Yes 

No 

6.Did you ever report a crime via the website of the dutch police? [Single choice] 

Yes 

No 

 

Questions on reporting a crime 

7.The police has a section on their website where you can report a crime (only in dutch: 

https://www.politie.nl/aangifte-of-melding-doen). What types of crimes would you report this 

way? [Multiple choice] 

I have been scammed 

I have been threatened 

I have lost/found something 

https://www.politie.nl/aangifte-of-melding-doen
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My bike was stolen 

My car was stolen 

Someone tried to scam me 

A part of my car was stolen 
Theft from store 

Identity fraud/theft 

Victim of discrimination 

My neighbor has drug lab 

Noise nuisance 

I am a victim of violence 
I have witnessed violence 

My id card was lost or stolen 

My house was broken into 

Reporting unsafe traffic situation 

Reporting a wrongly parked car 

A nuisance of fireworks 

Personal data was stolen and misused 

Damage to my car 

Victim of vandalism 

Traffic/car/bike accident 

Report a missing person 

Destruction of property 

Victim of a pickpocket 

Victim of (domestic) abuse 

8.What would be your motive to go the police station to report a crime?  

Enter your answer 

9.What would be your motive to call the police to report a crime? 

Enter your answer 

10.What would be your motive to use the website to report a crime? 

Enter your answer 
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Appendix V: Survey Answers 

 

Dutch speaking results 

 

English speaking results 
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Appendix VI: Features Buy a Feature 

• Make sure the website works with screen readers that visually impaired people use  

• Keyboard navigation - make sure the website can be navigated easily with arrow keys, Tab etc.  

• Colour contrast for easy readability  

• Make sure the website is responsive and works well on all kinds of screens with different sizes 

and browsers  

• Add adjustability for text size  

• Multilingual Support  

• Add a simplified version of the website for mentally impaired people and kids  

• Add an FAQ section  

• Add a video on how to use the website  

• Add a chatbot to help people on demand  

• Intuitive navigation  

• Good optimization and short loading times  

• Error handling - show better and clearer error messages than “something went wrong”  

• Add a search bar to quickly navigate to what you need  

• Add a way to follow up on your requests, make it obvious how and where to do it  

• Consistent design across elements of the page  

• Use aesthetically pleasing colors, fonts and shapes  

• Make it clear what elements are interactive and how to interact with them  

• Use caching to remember forms that are not fully filled out yet even when a user 

leaves/refreshes  
the website  

• Secure Authentication: Use passwords or identification  

• Make sure the website is easy to find, maybe even optimize it to be able to find links to specific 

parts of the website  

• Make sure URLs are easily memorable and readable  

• accessibility help 

• QR-scan to send pictures 

• pre-filled or automatically 

• list of possible crimes 

• anonymous option 

• questionmarks for explanation 

• progress indicators 

• gamification 

• voice features 

• explainer (animation/game) 
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Appendix VII: Results Buy a Feature 
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Appendix VIII: Storyboard Template 
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Appendix IX: Results Storyboard Sketching
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Appendix X: Updated List of Requirements 

Goal of the website:  

Enable citizens to report crimes or incidents through the internet in an easy way and facilitate 

communication between citizens and the police. 

• Facilitate crime reporting 

• Provide information and resources 

• Serve as a way for emergency and non-emergency services 

Functional requirements: 

• Clear navigation 

o It is easy for the user to file reports online, determine if the report should be 

done online and learning when/how to contact emergency services 

o Return button 

• Crime categorization 

o Enable users to quickly select the type of crime they want to report  

o Provide some concise explanation for each category to reduce confusion (and 

then also streamline the process on the other side) 

o Include an A-Z list of possible crimes 

• Step-by-step reporting process 

o Have an intuitive, multi-step process with clear instructions  

o Include progress indicators (manage expectations) 

• Language and accessibility 

o Provide the website in Dutch and English  

o Make sure that the website is accessible (colorblind etc.) 

o Display emergency contact numbers 

Design requirements: 

• Maintain alignment with the Dutch police branding (colors, typology, logo etc.) 

o Should look clean and professional- easy to read and focus 

• Minimize cognitive loads (using dropdowns, prefilled fields etc) 

• Include the option to report a crime anonymously (if this is possible with the crime) 

• Feedback and confirmations 

o “Your report has been submitted” 

o Ask the user if they want a follow-up and use a code for this 

 

  



43 

 

Appendix XI: Figma Link Re-Design 

The following link will lead towards the ''Design Page'' of the Figma prototype: 

https://www.figma.com/design/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-

id=0-1&t=K17QRIMYxorkJdyN-1 

The following link will lead towards the prototype in ''Present'' mode, so it is possible to click 

through it: 

https://www.figma.com/proto/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-

id=10-6&p=f&t=hoezjq0Xu64hC5Pt-1&scaling=scale-down&content-scaling=fixed&page-

id=0%3A1&starting-point-node-id=10%3A6 

 

 

 

  

https://www.figma.com/design/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-id=0-1&t=K17QRIMYxorkJdyN-1
https://www.figma.com/design/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-id=0-1&t=K17QRIMYxorkJdyN-1
https://www.figma.com/proto/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-id=10-6&p=f&t=hoezjq0Xu64hC5Pt-1&scaling=scale-down&content-scaling=fixed&page-id=0%3A1&starting-point-node-id=10%3A6
https://www.figma.com/proto/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-id=10-6&p=f&t=hoezjq0Xu64hC5Pt-1&scaling=scale-down&content-scaling=fixed&page-id=0%3A1&starting-point-node-id=10%3A6
https://www.figma.com/proto/YyLJ4oG2PB4zErDbcG81DW/Police-website-design?node-id=10-6&p=f&t=hoezjq0Xu64hC5Pt-1&scaling=scale-down&content-scaling=fixed&page-id=0%3A1&starting-point-node-id=10%3A6
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Appendix XII: Interview Questions 

Validation interview questions 

First show our prototype on Figma 

Scenario: 

You are going to report your stolen bike on the police website. You would prefer to stay 

anonymous.  

 

Sidenote: the prototype is still a prototype, not all functions work yet.  

1. What is your impression of the process? 

2. What is your opinion of the step-by-step process? 

3. Is there something that you are missing? 

4. What were specific aspects of the prototype that you liked? 

5. What were specific aspects of the prototype that you disliked? 

6. How did the process make you feel (did it make you more stressed?)  

Go to the real police website 

1. What is your impression of this process? 

2. What are you missing in this process? 

3. Are the features that you are missing the same as in the prototype? Make comparison.  

4.  How did the process make you feel (did it make you more stressed?)  

 

• Do you have other comments/remarks? 

 

 

  



45 

 

Appendix XIII: Interview Answers 
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Appendix XIV: Link Screen Recordings User Test 

The following link will lead towards a screen recording of a participant clicking through the 

Figma prototype during the user test: 

https://youtu.be/eacNATXzgtM  

The following link will lead towards a screen recording of a participant clicking through the 

website of the Dutch police during the user test: 

https://youtu.be/Di4I1WhF4uU  

 

https://youtu.be/eacNATXzgtM
https://youtu.be/Di4I1WhF4uU

