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Last year, LinkedIn asked millions
of users to verify their identity.

Their passport scan, selfie, and facial geometry
went to 17 subprocessors.

Persona's liability cap: $50 USD. For your biometric data. Permanently.



Subprocessers:

● Anthropic
● AWS
● Confluent
● DBT
● Elasticsearch Inc.
● FingerprintJS
● Google Cloud Platform
● Groqcloud
● MongoDB
● OpenAI
● Resistant AI
● Sigma Computing
● Snowflake
● Stripe
● Twilio
● Persona Identities Canada 

Inc.

Source: https://mashable.com/article/linkedin-id-verification-persona-report Source: https://thelocalstack.eu/posts/linkedin-identity-verification-privacy/



What if you could prove
exactly what's needed -
and nothing more?



Self-sovereign identity

Source: https://www.adnovum.com/blog/self-sovereign-identity-ssi-switzerland



Selective disclosure

Your driver's licence reveals 
everything.
Name, address, date of birth, 
photo.

A verifiable credential proves
only what's needed.

"Are you over 19?"  →  Yes.
No address. No date of birth. No photo.



The Trust Triangle
A useful abstraction for verifiable credentials

Creates the
credential

Stores it in a
digital wallet

Checks it
within a serviceIssuer

Holder

Verifier

Trust Triangle

Source: https://affinidi.medium.com/selective-disclosure-share-what-you-want-8ae367655b7b

https://affinidi.medium.com/selective-disclosure-share-what-you-want-8ae367655b7b


I joined a team in British Columbia
building this technology
for government.

Here are three things I learned.



01

See the whole 
system

Get into the research. 
Give the team
a picture they don't have.

02

Speak their 
language

Use methods that bridge
service design and 
engineering.

03

Make it 
portable

Build tools others can use
without you in the room.



01

See the whole system



The team had deep technical
expertise in verifiable credentials.

They'd never mapped
the adoption journey.



Identifying the key actors
Who’s actually involved in adopting digital credentials?

Issuer
Trusted authority creating 
credentials

Holder
Person or entity who owns and 
manages credential

Verifier
Service provider checking 
credentials to confirm authenticity

+
The Digital Trust Team

The enablers connecting
everything together.

Absent from the trust triangle.
Essential to adoption.



Touchpoints
What do key actors interact with?

Wallet
App

Where holders
store credentials

Credential

The verifiable
digital artifact

Issuer
Service

Where credentials
get created

Verifier
Service

Where credentials
get checked

Onboarding
Materials

Getting partners
started

Adoption
Playbook
(emerging)

Guiding partners
through the process

There was talk of an adoption playbook when I joined, but we needed to understand this landscape first. The playbook 
evolved later from this mapping.



We defined the adoption journey

Align

Build shared
intent

→
Discover

Understand
user needs

→
Trial

Test and
learn

→
Scale

Broaden
adoption

Parallels GDS Service Manual phases: Discovery, Alpha, Beta, Live.
Same human-centred thinking applied to technology adoption.



The adoption system map
Actors, touchpoints, and phases — connected in one view.



First time the team saw
adoption as a coherent
end-to-end journey.

They'd been doing this work for years.



But maps don't tell you
what's happening
on the ground.



We spoke to people.

Subject matter experts

Practitioners across jurisdictions
who'd been trying to drive
digital credential adoption.

The theory of how adoption works.

Early adopters

Partners who'd been through
BC's existing pilots. The people
on the ground.

The lived experience of adoption.



Subject matter 
experts



Early Adopters 



"It feels like landing
in the middle of the desert."

— Early adopter, on the experience of getting started

Both streams pointed the same direction:
adoption needs to be understood from within the ecosystem.



Pilot A
Access to

Court Materials Pilot B
Digital Evidence

Management

Pilot C?

Pilot D?

Pilot E?

The approach was pilot-centric.

Each planned independently. No connection between them.



The next step was always:
do another pilot.



The same pilots, reframed as an ecosystem
The Justice Ecosystem



Pilots still happen.

They just happen inside
something bigger.



Two levels of iteration

Ecosystem 
adoption cycle

Pilot cycle

sits inside Trial

Align

Discover

Scale

Trial

Learn

RefineTest

Scale



Pilot-centric

Validate the technology
in another use case.

Then another. Then another.

→

Ecosystem-centric

Same pilots, held within
a broader understanding of

where they sit and why.



02

Speak their language



Built from necessity, then codified.

First partner

Built activities to meet
their specific needs.

→

Subsequent partners

Tested and refined.
Kept what worked.

→

Public toolkit

Codified into BC's
Digital Trust Toolkit.



Four activities in the adoption playbook

Ideation Session

Align

Partners explore where credentials
could add value in their services.

Ecosystem Builder

Align

Map issuers, verifiers, holders,
and how they connect.

UX & Governance

Discover

How credentials fit within
existing service journeys.

Sequence Diagram

Discover

Map every interaction, handoff,
and edge case before building.



Ideation 
Session
Align phase



Ecosystem Builder
Align phase



UX & Governance 
Session
Discover phase



Sequence 
Diagram
Discover phase



It speaks directly to
the technical team.

The earlier activities are service design tools.
The sequence diagram is their language —
populated with our context.



These activities sit before
any pilot starts.

They're what turns
the desert into a map.

Built directly from what adopters told us they needed.
Skip them and you can still run a pilot —
but you'll miss the ecosystem lens.



03

Make it portable





Land Title and 
Survey Authority



Land Title and 
Survey Authority



Source: 
https://ltsa.ca/products-services/ltsa-account/verified-transaction/

https://ltsa.ca/products-services/ltsa-account/verified-transaction/


Source: 
https://digital.gov.bc.ca/design/digital-trust/online-identity/digital-business-card/

https://digital.gov.bc.ca/design/digital-trust/online-identity/digital-business-card/




Source: 
https://vancouver.ca/news-calendar/vancouver-leads-development-of-credentials-
technology-may-2024.aspx

Source: 
https://www.smartcitiesworld.net/citizen-engagement/vancouver-spearheads-use-of
-digital-credentials

https://vancouver.ca/news-calendar/vancouver-leads-development-of-credentials-technology-may-2024.aspx
https://vancouver.ca/news-calendar/vancouver-leads-development-of-credentials-technology-may-2024.aspx
https://www.smartcitiesworld.net/citizen-engagement/vancouver-spearheads-use-of-digital-credentials
https://www.smartcitiesworld.net/citizen-engagement/vancouver-spearheads-use-of-digital-credentials


Every one of these
implementations
is partner-led.

We facilitated the activities.
They're running with them.



The thinking doesn't depend
on a service designer
being in the room.

That's the goal.



Three things for service 
designers working near 
emerging technology.

01 Get into the research.
Give the team a picture of the system
they can't see from inside it.

02 Find methods that bridge
service design and engineering.
Speak their language.

03 Make your contribution portable.
Codify it. Publish it.
Let teams run with it.



Everything I've talked about is here.

bcgov.github.io/digital-trust-toolkit

The adoption playbook, ecosystem mapping templates,
sequence diagram workshops are all publicly available.
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Thank you.
Questions?

Brian Hendrick
C I V I Q  Design  ·  civiq.design

Digital Trust Toolkit: bcgov.github.io/digital-trust-toolkit


