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TOP 50 BEST WORKPLACES FOR INNOVATORS

N O  7  G R E AT  P L AC E S  TO  WO R K  (1-1 0 0 )  

TO P  50  A F R  B OSS  M OST  I N N OVAT I V E  C O M PA N I E S

AUST R A L I A N / N E W  Z E A L A N D  D I G I TA L  AG E N CY  O F  T H E  Y E A R  

Conversational 
Customer &  
Citizen Services



Everything we do at 
VERSA helps our 
clients have a 
better conversation 
with their 
customers.

Why VERSA
W E LC O M E  TO  V E RSA



What does the future look like?
C O N V E RSAT I O N A L  D E S I G N  &  ST R AT EGY

Driven by technology

Technologies such as cloud 
computing, (AI), Natural Language 
Processing and Internet of Things 
(IoT) can help streamline citizen 
services and align them with 
changing consumer preferences.

Virtual over physical Frictionless 
experiences

The public sector will shift to focus 
in virtual technologies rather than 
expanding their physical footprint.

Ai & centralised data models will 
provide omni-channel experiences 
which are frictionless and familiar. 
This will provide businesses a 
much deeper view of the customer.



O U R  A P P ROAC H

Human-centred design is the guiding principle of our 
process as we work on any project; big or small. We 
believe that the best products are created through 
collaboration, and our process is structured so that we 
never strategise, design or build any product in 
isolation. 

We are dedicated to understanding the business case 
and objectives, as well as gathering information about 
customer needs and behaviour. We take insights from 
various sources and collaborate with our clients and, 
most importantly, with end-users in order to build 
solutions that meets their needs.

Human Centred

Test 

Prototype 

Define 

Ideate 

Empathy 



Half-Day Workshop Overview

• Define Opport 

• Build Empathy and Understanding With 
Their Users 

• Visualise the Current Customer 
Experience 

• Determine Opportunity Areas 

• Create Visual, Accessible and Clear 
Product Roadmaps

Discovery 
• Project overview, goals and conversational experience strategy 

Ideate 
• Identify intended audiences 
• Creative Exercises i.e HMW’s/Crazy 8’s 

Define 
• Business Needs and challenges/opportunities 
• Use-case definition - Alignment with overall business value 
• Technology discovery 

Delivery Feedback & Inform 
• Top-level technical discussion  
• Top-Strategy rollout plan (completed post workshop) 

Optional 
• Prototype Delivery 
• Technical design

C O N V E RSAT I O N A L  A I  -  C I T I Z E N  S E RV I C E S



Engagement

Define customer goals and 
desired outcomes 

Identify intended audiences 

Understand user needs and 
challenges 

Align with business needs and 
opportunities 

Creative exercises (HMWs)

DocumentWorkshop

1 2

Review existing documentation, 
data, and research 

Record and refine the outcomes 
of the stakeholder workshops 

Detail actionable insights that can 
be further developed into an 

implementation roadmap 

Human Centered Design roadmap 

Customer journey mapping / 
storyboarding

C USTO M E R  &  C I T I Z E N  S E RV I C E S


