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People say Design Thinking is...

STRATEGIC

% Lawton Ursrey, Why Design Thinking Should Be At The Core Of Your Business Strategy Development (Forbes, June 2014) 'll}l
/Al




People say Design Thinking is...

IMPORTANT

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



People say Design Thinking is a...

COMPETITIVE
ADVANTAGE

2 Q> Modicum, Design Thinking: Your Next Competitive Advantage (Forbes, June 2017) ’I
» ill}
»



People say Design Thinking...

WORKS!

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




People say Design Thinking is...

CONFUSING

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



People say Design Thinking is...

MISUSED

4 Jack Strachan: Design thinking is not doomed —it's misused (Medium May 2018) m
Al




People say Design Thinking is a...

BUZZ WORD

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







N\

SRV )

EMPATHIZE DEFINE IDEATE st

IMPLEMENT

A

Q
v

UNDERSTAND EXPLORE MATERIALIZE

learly articulate \

(or series of
prototypes) to test
allor part of your

solution

jage in
continuo

innovation process.
\, continually impror
Your design /

Prototype

/ Bre

Develop a deep
understanding of
the challenge

solutions; select
and develop your /
solution

Design Thinking Process 1 G’

of ducation

Discovery/
Empathy

.

“Whstnesdsto Ao whathas = G protoypeol s esdbockand
‘change &howmuch!  been eamed sbout s, oo o oo
W canchanger e, n cotabontely e ssoiieen
Wbk mchedtHow | Gkesplace bl

Dverge Comerge
= Choose comraints s = Use difevere i

evich s e e

What i the problem?
Dofino the challongo &
explore the human context

DEFINE TEST
I It Important? Doss It work?
Rosoarch, obsorvo, undorstand Implomnt tho prodkct, show &

8 create a polint of view don' tell, start to refine the product

DESIGN THINKING FRAMEWORK

Understand

Understanding ends in Insight.

Empathy Define Ideate

Create

Creation ends in ideas.

do we solve It?

Brainstorm idoas good & bad,

don't stop at the obvious

do we create It?
Start croating, axparimont.
fal cheap & fast

DESIGN THINKING

Ty
k
. N Crpariniy

THE DESIGN THINKING PROCESS

=5 @@@

INSPIRATION

Deliver

Delivery ends in eality.

Prototype

L

Test

DEATION MPLEMENTATION

THE 4 STEPS OF
DESIGN THINKING

DEVELOP POSSIBLE
SOLUTIONS

?@ e

PROTOTYPE, TEST,
& REFINE

Explore

3
Deliver
PROTOTYPE @

1 2 3 4

DISCOVERY INTERPRETATION  IDEATION EXPERIMENTATION | EVOLUTION
Inave anides. Lted smetning new.
11 Understandthe | 21 TollStores 31 Genarate 41 Make 51 Track
Challnge’ doss Protatypes. Lrnings
2:2 Searchior
12 Propare Resaarch Meaning. 32 Refinetdone 41 et 52 ove
Feedbackc Formard

13 Gatherlnepiraion  2-3. Frame
Opporeuniies

"

+ Restless relnvention
+ Aocus on user cutcarmes

3 | P The Loop
L @ Observe
© Reflect
© Make

A B

Hills Playbacks Sponsor Users
Aanyourtem efctiogethcin e Gve st th e e
Sy oo g e ihemto v et s ke
Vortutde e wahyou

AIRPORTS COUNCIL
INTERNATIONAL



Harvard °
Business
Rewew
EVOLUTION
OF DESIGN
THINKING

RESEARCH

ioF

i

DESIGN
THINKING:

THE KEY IS
COLLABORATION

! ity v
I e
oA g

+ TS

A HUMAN-CENTRIC Approach

Bloomberg /

\Busmessw/eek ;
swummvTE' é“*\ ficnas TH% " Y
NOVA Rt
e DESIGN
?9 ¢ & o

SSUs=="

goion
‘(Q\Tnt

IDEATE

: LT e

protetype w10 magme

$our product,
/™ gour business,and gour
2 way of thinking

WO MAGIC

HITORY AT GROUKDLEVEL

VOCE SABEO QUEE
IlESIEN THINKIN[W

DESIGN
THINKING

IFI1ED

COMPLETE

DESIGN
THINKING

GUIDE

FOR SUCCESSFUL PROFESSIONALS

DANIEL LING

[ ) Iy
SUTH AR
B |

DESIGN
THINKING

FUR ANFANGER

DUATIE ; S
i 0-9-9-¢

(LT

INNOVATION ALS FAKTOR FUR
UNTERNEHMERISCHEN ERFOLG

KILIAN LANGENFELD

Tmpilcit Ba

_ onvene

DesignThinking

Integrating innovation, customer experience and brand value

AIRPORTS COUNCIL
INTERNATIONAL



In the past two years, Harvard Business Review has published

89 ARTICLES,
BLOG POSTS,
CASE STUDIES |




DESIGN
THINKING?




Design Thinking is...

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



Design-Driven Innovation

Viable

Business

Design Thinkers
Start Here

Desirable
People

Feasible
Technology
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Design Thinking is...

1. a mindset (people-centered approach)
2. a collection of tools & methods

3. a process (flexible, repeatable)



IBM Design Thinking

Human-centered outcomes at speed and scale



IBM Design Thinking...

Let’s think
together.

Smarter teams, better ideas, and happier users.



IBM Design Thinking...

Financial Summary (Three-Year)

$50M mn Total benefits
mmmm Total costs
$40M = Cumulative net benefits

$30M

ROI $20M
301% $10M

$0M

-$10M

-$20M

Initial Year 1 Year 2 Year 3

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

Faster time-to-market

IBM’s Design Thinking practice IBM’s Design Thinking practice 75%
cuts costs by accelerating reduces risk and increases Reduced design time

projects: portfolio profitability: 2397
$20.6 million $18.6 million T ———

> Source: Feb 2018 Forrester Report: The Total Economic Impact™ Of IBM's Design Thinking Practice M
AIRPORTS COUNCIL



An innovation process must deliver three things:

1) Superior solutions
2) Lower risks & costs of change

3) Employee buy-in



The Design Thinking...

PROCESS



‘| had an hour to solve a problem

'd spend 55 minutes thinking about
)e problem and 5 minutes thinking
out solutions.”

—Wbert Einstein
"

¢ "
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Source: Design Thinking 101, Nielsen Norman Group
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Understand + Explore + Materialize

EMPATHIZE

Conduct research to develop an understanding of your users.

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

EMPATHY is
defined as feeling
someone.

Photo: Travel + Leisure
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Photo: Travel + Leisure








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

Spotify...

BY THE NUMBERS

Established: 2006 (Launched 2008)
Employees: 4,000+ (18 locations)

Users: 200 million (87 million paying)
Revenue:  $4.6 billion (FY 2017)




Understand + Explore + Materialize

DEFINE

Compile all your research to observe where the problems are.
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“Great design is
about solving the
rlght problem.”

ooooooooo

ACRIS Semantic Model. European EA User Group 2015. London
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PROBLEM FRAMING

“The elevator is too slow.”
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PROBLEM FRAMING

“The elevator is too slow.”

SOLUTION FINDING

SOLUTION SPACE

“Make the elevator faster.”
Install a new lift
Upgrade the motor
Improve the algorithm
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PROBLEM FRAMING

“The elevator is too slow.”

SOLUTION FINDING

¢ Reframing the problem

“The wait is annoying.”

SOLUTION SPACE

“Make the elevator faster.”
Install a new lift
Upgrade the motor
Improve the algorithm

AIRPORTS COUNCIL
INTERNATIONAL



PROBLEM FRAMING

“The elevator is too slow.”

SOLUTION FINDING

* Reframing the problem

“The wait is annoying.”

SOLUTION SPACE

“Make the elevator faster.”
Install a new lift
Upgrade the motor
Improve the algorithm

“Make the wait feel shorter.”
Put up mirrors
Play music
Install a hand sanitizer
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EXPERIMENT




30 Seconds...

Draw an airplane.

uuuuuuuuuuuuu
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wwwwwwwwww

relmagme a better
way for people to
experience air travel?
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Understand + Explore + Materialize

IDEATE

Generate a range of crazy, creative ideas.






Assemble the
right experts.




Establish clear
ground rules.

Port of San Diego
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Defer judgement
Encourage wild ideas

Build on the ideas of others
Stay focused on the topic
One conversation at a time
Be visual

Go for quantity

Port of San Diego



Have an focused
facilitator.



Port of San Diego
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Understand + Explore + Materialize

PROTOTYPE

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

V,
S



Group 2015. London
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Understand + Explore + Materialize

TEST

Return to your users for feedback.
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Jeff Chlupach/Facebook, NYP HOLDINGS, INC.
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Understand + Explore + Materialize

IMPLEMENT

Put the vision into effect.

4 bl



Desian Fhinking.

DesigniDoing.



(Re)designing Baggage Claim

Amber Murray & Karen Chan // Feb. 18, 2016

// IxXD MDes Prototyping

Inviting

Lisa checks her bags in for her flight to San Francisco and
receievs a baggage claim card as usual. She is invited to try out
a bag tracking service that allows her to receive real-time text
updates about where ~—~~ & * g )
SFO. She is eager to ce s ar
reunited with her bag.
As she bids her bags ell, he S rbagt

with a colorful green i - Jinit nit. She
matching baggage cli [  feel isured than .
be able to spot her bz sily when she is at Baggage Claim.

orinte

FEATURES & OPPORTUNITIES

Trackable RFID bag tags are printed with colorful
icons of traveler initials

r confidence in be

Engaging

Lisa arrives at her destination. As she waits for the plane to taxi,
she gets a text message letting her know where and when her
bags will arrive at Baggage Claim.

Shr ) nov _ L . sb
b7 rive. ak ¢ time 1R Raggage Cle
d 5 to stop for

Text message update of baggage location and time
until bags arrive at Baggage Claim

s trav to DIT

Informing

Lisa approaches the Baggage Claim carousel with a bit of time to
spare. Right away, she understands that she is at the right
carousel.

She passes _ _ gC pu ptiv
oy the behit fsce otag he pags from ligh
making thei | h the . T 1 tir
and live vid rceh 1s¢ astir rag
handling sy:

Baggage Claim carousel monitor displays information
that is easy for travelers to see and understand

® Inc t Claim ¢ monit

y

offel

“Bag Cam” gives a pi
* Dim ise of une

The timer counts down to 00:00 and Lisa is excited when she
sees the screen change to show the order of the bags that are
coming out.

travelers around her calmly step up to the carousel only when
see their icon appear in the carousel queue.

waits patiently for her icon to appear on the screen.

Traveler icons are depicted on the monitor to visualize
baggage location on the carousel
P ; ;

1 1 ir

Lisa feels her phone buzz and checks her text messa
gets a text saying that her bag is about to come out.
that she signed up to get updates about her bag's wt

She double checks the image of her icon that she rec
text and steps up to the carousel to prepare to retrie:

update of b
hen t

© 2016 Karen Chan
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ACRIS Semantic Model. European EA User Group 2015. London
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Design Thinking is...

1. a mindset (people-centered approach)
2. a collection of tools & methods

3. a process (flexible, repeatable)



Uncertainty / patterns / insights

Clarity / Focus

Research

Concept




EXPLORING THE IMPACT OF DESIGN THINKING IN ACTION

at
DARDEN



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

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.

T
@ ©2018 Jeanne L iedtka , Darden School of Business, EXPLORING THE IMPACT OF DESIGN THINKING IN ACTION ﬂl}l
»






THANK YOU.

Scott Robinson FreshForm.

scott@freshform.com Experience Design and Innovation.
Twitter, Instagram: @_mr_robinson_ www.freshform.com

LinkedIn: @scott-robinson-san-diego @freshform

Photo Credit: mic.com





