


Scott Robinson
President/CEO, FreshForm.
Founding Chair, Design Forward Alliance

FreshForm.
Experience Design and Innovation.
www.freshform.com

DESIGN THINKING: 
A People-Centered Approach 
to Innovation

INNOVATION@AIRPORTS

Photo Credit: mic.com



STRATEGIC
People say Design Thinking is...

Lawton Ursrey,  Why Design Thinking Should Be At The Core Of Your Business Strategy Development (Forbes, June 2014)



IMPORTANT
People say Design Thinking is...

Rikke Dam and Teo Siang,  What is Design Thinking and Why Is It So Popular? (Interaction Design Foundation, December 2018)



COMPETITIVE
People say Design Thinking is a...

Modicum, Design Thinking: Your Next Competitive Advantage (Forbes, June 2017)

ADVANTAGE



WORKS!
People say Design Thinking...

Rikke Dam and Teo Siang,  What is Design Thinking and Why Is It So Popular? (Interaction Design Foundation, December 2018)



CONFUSING
People say Design Thinking is...

Sean McGuire, “DESIGN THINKING” a misleading confusing term nobody understands! (Medium, April 2017)



MISUSED
People say Design Thinking is...

Jack Strachan: Design thinking is not doomed — it’s misused (Medium May 2018)



BUZZ WORD
People say Design Thinking is a...

Natasha Jen: Design Thinking is Bullsh*t (99u Conference, June 2017)



I AGREE.







89 ARTICLES,
In the past two years, Harvard Business Review has published

BLOG POSTS,
CASE STUDIES



DESIGN 
So, WTF is...

THINKING? 



a human-centered innovation approach 
that emphasizes observation, collaboration, 
fast learning, visualization of ideas, rapid 
concept prototyping and business analysis.

Design Thinking is...



Viable

Desirable
People

Business

Feasible
Technology

Design Thinkers 
Start Here

Design-Driven Innovation 



CREATIVE
Design Thinking is...

PROBLEM
SOLVING



1. a mindset (people-centered approach)
2. a collection of tools & methods
3. a process (flexible, repeatable)

Design Thinking is...





IBM Design Thinking...



Source: Feb 2018 Forrester Report: The Total Economic Impact™ Of IBM’s Design Thinking Practice

IBM Design Thinking...



Source: Feb 2018 Forrester Report: The Total Economic Impact™ Of IBM’s Design Thinking Practice

IBM Design Thinking...



1) Superior solutions
2) Lower risks & costs of change
3) Employee buy-in 

An innovation process must deliver three things: 



PROCESS
The Design Thinking...



If I had an hour to solve a problem 
I'd spend 55 minutes thinking about 
the problem and 5 minutes thinking 
about solutions.”

“

― Albert Einstein



Source: Design Thinking 101, Nielsen Norman Group 



EMPATHIZE
Understand + Explore + Materialize

Conduct research to develop an understanding of your users.



http://www.youtube.com/watch?v=kfP-jvx7wPU


EMPATHY is 
defined as feeling 
with someone. 

Photo: Travel + Leisure





PEOPLE
REALUSERS =

Photo: Travel + Leisure



Employees are
real people too.

Photo: Travel + Leisure





http://www.youtube.com/watch?v=DCWd9rXtfOE&t=2722


BY THE NUMBERS
Spotify...

Established: 2006 (Launched 2008)
Employees: 4,000+ (18 locations)
Users: 200 million (87 million paying)
Revenue: $4.6 billion (FY 2017)



DEFINE
Understand + Explore + Materialize

Compile all your research to observe where the problems are.



ACRIS Semantic Model. European EA User Group 2015. London

Great design is 
about solving the 
right problem.”

“

― Don Norman



Space.
Saturate.
Group.



Reframe 
the problem.



Lost In Translation (2003)













QUICK
EXPERIMENT



Draw an airplane.
30 Seconds...





reimagine a better 
way for people to 
experience air travel?

How might we...



IDEATE
Understand + Explore + Materialize

Generate a range of crazy, creative ideas.



Port of San Diego



Port of San Diego

Assemble the 
right experts.



Port of San Diego

Establish clear 
ground rules.



Port of San Diego

1. Defer judgement
2. Encourage wild ideas
3. Build on the ideas of others
4. Stay focused on the topic
5. One conversation at a time
6. Be visual
7. Go for quantity

Source: IDEOS' 7 Rules of Brainstorming



Port of San Diego

Have an focused 
facilitator.



Port of San Diego

Create a safe space 
for bold ideas.



PROTOTYPE
Understand + Explore + Materialize

Build real, tactile representations for a range of your ideas.



ACRIS Semantic Model. European EA User Group 2015. London

Prototype for 
physical items.





4 in. 12 ft.



ACRIS Semantic Model. European EA User Group 2015. London

Prototype for 
digital items.







ACRIS Semantic Model. European EA User Group 2015. London

Prototype for 
experiences.







TEST
Understand + Explore + Materialize

Return to your users for feedback.



Jeff Chlupach/Facebook, NYP HOLDINGS, INC.

Real people.



Uncomfortable Project

No idea is 
a bad idea.



IMPLEMENT
Understand + Explore + Materialize

Put the vision into effect.



Design Thinking.
Design Doing.

© 2016 Karen Chan



Generate a 
process map.

© 2016 Karen Chan



Manufacture a 
new product. 

OXO’s Good Grips Handles



ACRIS Semantic Model. European EA User Group 2015. London

Deliver an end to 
end experience.





@2018 FreshForm





LAX 2.0: The Vertical Airport, Jonathan Ortega, 2018 Skyscraper Competition, Honorable Mention





1. a mindset (people-centered approach)
2. a collection of tools & methods
3. a process (flexible, repeatable)

Design Thinking is...



The Design Squiggle by Damien Newman, 2006



©2018 Jeanne Liedtka, Darden School of Business, EXPLORING THE IMPACT OF DESIGN THINKING IN ACTION



1. Produces higher quality solutions.
2. Reduces the risk/visibility of failure.
3. Improves likelihood of implementation.
4. Improves adaptability.
5. Creates local capability sets.

Design Thinking provides an Impact on Innovation Outcomes by...

©2018 Jeanne Liedtka, Darden School of Business, EXPLORING THE IMPACT OF DESIGN THINKING IN ACTION
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