
Why Human-Centered 
Design Matters for Cities

League of California Cities
Annual Conference

September 22, 2021

1



Today’s Panel

2

Elena Bolbolian
Chief Innovation Officer, 

City of Glendale

Charu Juneja
Founder, 

Righteous Design



3

What is 

Human-Centered Design (HCD)?



4



5



6

The Method

and a (non-Government) Example



Understand
Synthesize 

(and Re-define)
Ideate Prototype

How We Get There
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“[My friend] uses comedy in a forceful way to try to get my 

mind back on track…we joke about our mental health to try 

to make light of a situation.” 

_Savannah

“Ugh, I’m s o tired of paperwork.” In-patient 

teen’s  res pons e to a group therapy 

works heet.

_In-patient teen

“Peer group s es s ions  remind them that 

they’re kids  – they can be s ocial, loud, s illy.”

_Clinician
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Mental healthcare 

is serious.

Young people are not 

(always).
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Check–in Mid–way Day–to–Day Family Meeting / 

Dis charge

Home
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Applying HCD

to City Government



Case Study 1: Food Recovery
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The Problem
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Organic waste creates 
greenhouse gases in landfills.
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One strategy is to recover edible food.
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Stakeholder Engagement

Interviewed 67 stakeholders including 
residents and business owners.

Completed 21 in-person observations 
at food banks.



Going Deep with Residents

19



Key Insights
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1. Food insecure residents ping pong across multiple resources to 
find out where to go, who’s open and who has available food.

2. Decentralization of resources and information creates unnecessary 
frustration and stress for people looking for food and with limited 
transportation options.

3. Food insecure residents are discouraged from taking advantage of 
the resources available.



Portfolio of Ideas
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Prototyping – Idea Cards & Flyers
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- Practice empathy by taking off our “City hats”.

- Deeply understand the problem from our 
community’s perspective before proposing a 
solution. Get out and talk to people. 

- Prototype and test proposed solution with the 
community before finalizing.

Key Lessons Learned



Case Study 2: Police Recruiting
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Case Study 3: ADU Infographic
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Questions?
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