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WHY Design Thinking?
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Impact of Digitization & Automation

This is your pilot speaking.
I'm working from home today

A study by EY and Nasscom predicted that

by 2022 around 46% of the workforce
will be engaged in entirely new jobs
that do not exist today, or will be
deployed in jobs that have radically-
changed skill sets.

So what set of skills the robots are least
likely to master?
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Design thinking is about
accelerating innovation to create
better solutions to the challenges
facing business and society. It
starts with people — what we call
human centered design — and

applies the creative tools of design,
like storytelling, prototyping, and
experimentation to deliver new

breakthrough innovations.

Tim Brown,
CHANGE BY DESIGN
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HUMAN CREATIVE ITERATIVE

CENTERED
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Design Thinking Process
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EMPATHIZE IDEATE
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Step-by-Step Deliverables :

EMPATHIZE m IDEATION PROTOTYPE & TEST

-Interviews & -POV statement -Several ideas that - Several iterations of
observations in -HMW question specifically address the your prototype
the filed needs of your chosen - Tests in the filed

user group
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The Challenge

To design a low—cost infant incubator used in hospitals in the developing world
where each year, 1M premature babies perish, often within 24 hours of birth.

The biggest cause of their death was Hypothermia.







Embrace Infant Warmer
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The Embrace Infant Warmer contains an inner

heating pouch that keeps a baby warm for up to four
hours.

Image courtesy Embrace
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Rapid Design Cycle
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THE INTERVIEW
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THE INTERVIEW
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RE-INTERVIEW
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THE RE-INTERVIEW
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SHARE YOUR IDEAS
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SHARE YOUR IDEAS
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LET’S BUILD
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TIME TO TEST
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SHARE YOUR IDEAS
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Design Thinking Process

PHASE 1
) v L o L
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1. EMPATHIZE
2. DEFINE

PHASE 2
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4. PROTOTYPE
5. TEST
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EMPATHY SYMPATHY

| feel your pain I’m sorry that you are in pain



Tools for Empathy Work (User Research)

Observe Engage Immerse
View users and their behaviors in the Interact with and interview users Experience what your user experience

context of their lives

This user was asked to keep a photo
diary, capturing a day in a life.



Empathize
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Explore
Emotions

Evo!<e Question
Stories Statements
Thank &

Build

Intro Rapport

Intro Project
Yourself

Wrap-up

time



Observe : Listen with your eyes
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IDEO helped Bank of America customers save up through “Keep the Change”

Design Challenge:
How to get consumers to open new accounts?

Solution:

Every time you buy something with a BofA Visa
debit card, the bank rounds up your purchase to
the nearest dollar and transfers the difference from
your checking into your savings account. It also
matches 100% of transfers for the first three
months, and 5% of the annual total, up to $250 a
year.

Results:

"Keep the Change" has led to more than 12
million new customers and more than $3.1
billion in savings for them. Over 700,000 have
opened new checking accounts and 1 million have
signed on for new savings accounts.

Bank Of America says 99% of the people who
signed up for Keep The Change have stayed
with it.

Bankof America
= 2

ANA L1

@9
A

12 A uAit

nlatdnszuaaiadu

7 LAUAY

ADAUDDN

$ 3.1 NUAU

SnE1gnAn

TS

99%
elapdldiianig




If there is any one secret of success, it lies

in the ability to get the other
person’s point of view and see

things from that person’s angle as well as
from your own.

— Henry Ford



A few more tips before leaving to the field....

# 4 In EMPHATHY phase:
TS « Try your best not to judge.
Listen attentively with your
mind and heart open.
 Note down on Post-It’s what
they say / do / think / feel
 1info per 1 post it.

Assume a beginner’s mindset



If 1 had an hour to solve a problem |'d
spend 55 minutes thinking about
the problem and 5 minutes thinking

. )
about solutions.

— Albert Einstein
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EMPATHY MAP

SAYS THINKS

DOES FEELS

EMPATHY MAP Example (Buying a TV)

| was

expecting |

something
different

I want
something
reliable

Where
should |
start?

What
brand do
you like?

the web-

Makes
small
decisions

Postpones
big
decisions

pros/cons

Compares
products

Asks
friends

Do they What is
think I'm best for

Why is this stupid? me?
so hard?

Too many

acronyms
| want

something
awesome

too much hMaybe
time? this isn't

the best

Fear

Inade-
quate

Excited

Anxious

NNGROUR.COM NN/g



EMPATHY MAP

SAYS

DOES

Observation / Active Listening

Defer judgement

THINKS

FEELS

Empathy

EMPATHY MAP Example (Buying a TV)

Do they

think I'm

Why is this stupid?
so hard?

| want
something
awesome

What else
am|
missing?

Wasting

What is
best for
me?

Too many
acronyms

too much

Maybe

| was
expecting
something What do Where
different you think? should |
start?
What
brand do
you like?
What size
Fwant is best?
something
reliable
nA ©)
- [AA
N1 JAMIE
Checks Lists
the web- pros/cons
site
Compares
Makes More products
small research
decisions
Observes Asks
Postpones TStOre filends
big
decisions

3 this isn't
time?
the best

Fear

Over-
whelmed

Inade-
quate

Excited

Usure who A
e nxious
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Steps to summarizing insights
1. Capturing individual data points

2. Connecting them together in
meaningful ways

3. Crafting insights to share with others

4. Storytelling your point of view
through words and visuals



Insight Ao 1%

What'’s an insight?

For something to be an insight, it needs to be :

 AUTHENTIC Supported by observations with
real people.

* NON-OBVIOUS “News you can use” that goes
beyond an observation or something someone
would immediately think of when describing
the subject.

* REVEALING Offers a (previously hidden)
glimpse into how people think or feel. It helps
interpret the “Why?” behind human behavior.

Vv

ALY Insight

=Y

AEOULANY

Qualities of a good insight:

1. INFORM Does it shed light on what people
need and want?

2. INSPIRE Is it motivating? Does it make you
FEEL something in order to DO something?

3. MEMORABLE Is it phrased in a way that will
stick with you and be easy to share with
others?

AaLANURADDY Insight &



5 WHY’s : a technique that helps craft insights , getting to the root cause problems
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SAldAuwn

Amp the good

Remove the bad

Explore the opposite

Focus on emotions

Create an analogy

Challenge status quo

Rzt G nwindals: loanivaarinldosgls?
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Point of View, POV

We'd like to explore ways to help Sam, a stressed mother of three

(the person you’re designing for + brief description)

o entertain her playful kids

(verb statement of what it is that they need)

In order to / so that/ because  @woying little brats” only anger

(insight inspired by your empathy work)

already frustrated passengers
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Whether you're stating the initial problem
or framing the opportunity space, a great
design challenge is...

User focused so user desirability is
at the core of your efforts

Broad enough to allow you to
discover areas of unexpected value

Narrow enough to make the topic

manageable and to ensure vyou
solve a real problem.




The best way to have a good idea is to
EVEER NI AL EES

— Linus Pauling, Scientist
(Nobel x2)




PHASE 2: IDEATE - S¥ANANAN WLUINISA Loy

Explore a wide solution space — both a
large quantity of ideas and a diversity
among those ideas.

Step beyond the obvious and thus
increase the innovation potential of your

solution set.

Set the context to facilitate ideation.
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Fail early to succeed sooner

— David Kelly
Founder, IDEO




PHASE 2: PROTOTYPE - 2319 LLILIAN AR

prototype : fail early, fail cheap, fail forward

Getting your ideas into the world. 1

Prototypes are most successful when
people can experience and interact with

TOO LATE
them. What you learn from those $ COST OF
interactions can help drive deeper AN ERROR
empathy as well as shape successful PROTOTYPE,

FAIL & LEARN HERE

solutions.

naaarul 17 asheUszaunisal lidn

vaaadld Naznousuniosdnotinals LAUNCH

0_

PROJECT TIMELINE
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Storyboard Object
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Interface

Sharing a story to inspire others
towards action
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Post IMPLEMENTATION
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FEEDBACK

REFINE PROTOTYPE

Iterate. [terate. Iterate again



How to build your creative confidence | David Kelley

> »l o) 839/11:46

“(..those executives) are so uncomfortable and said I’'m just not the creative type’.

We know that’s not true. If they stick with the process, they’ll end up doing amazing things.
And they’ll surprise themselves just how creative they and their team really are.”
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NEW YORK TIMES BESTSELLER “If everyrhing were on the line in @ megotistion,

I cun’t think of anyone 1'd rather bave advising me thaw
Baod Claldinl.”
~JOM PETERS, The Tom Pevery (;ru«p

FIFTTH EDITIDN

QEDICTAB LY INFLUENCE
YNOLLY Y|

SUIENCE AND PRACTICE owry

The Hidden Forces That

Shape Our Decisions

ROBERT B. CIALDINI




MINDSETS METHODS CASE STUDIES RESOURCES SIGNUP | LOGIN

P\ IDEO-ORG

Join us for Design Kit:
Prototyping

Sign-up today for our free, 4=week course ! (

Designkit.org



Bootieg

https://dschool.stanford.edu/resources/design-thinking-bootleg



 J * “Ifyou alwoys do
Thank you what you always did,

you will always get




