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uInN3ssH (Innovation)
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wInNssHUSNNS (Service Innovation)
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AsTUNUANSARLEIDDNLLUU (Design-Thinking)



Aanssuii 2: Tiinan 1 Ui adingitos 20 Idea

A

Paper clip challenge 15 WA




Design Thinking History




Problems to be solved

ﬂmmmmmimmm DeSIgn Thinki ng':




DOeS th = pro ble m.... ﬂmm@ﬂiﬁwﬁ Design Thinking winldufla

H I .

HAT\WAY

Focus on human value?

Have high level of uncertainty?

4 s i lsindusu viradslismisaen
ingdasiual

Is difficult to solve \

Has no data? e
21109934 Sorry B
No Data Available

gnnlunisud la

Source: Pawel Zebrowski




Design Thinking Mindset
(BaUDAQY2VNISAQITVDDNIIUU)

nlsAaaiBvoonmuuituns:uduns (IuTdwaaws) 1uns:udunsindavigiogvdaiton

Solution Space
SrUTALANIBUA o/
vooNwaNtaUnN

- PROTOTYPE
mManuwila

MKuadogHn AS1AUIIUU

Problem Space \ -
srurAUMNT AN \ nadauauiuy
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Customer persona

6INOLLVDIANAN

AuAuntl TudfnsdinlagnAnfosdayadgminan (Qualitative) waldiudiunan
WA N19ARALIALRIGNAT UATNOANTTNFNG"]

Picture & Name (gﬂmwuaﬁﬂ)

* What does the persona look like?

* Whatisits name?

* Choose a picture and a name that are
representative, that allow you to develop
sympathy for the persona

Behaviours (wganssa)

* What are the persona's relevant
behaviours?

* Consider common tasks, spare time
activities, and attitude

Demographics [ﬁ’m_gaﬁyugm)
* What are the persona's relevant
characteristics?
* Consider demographics, job, and
lifestyle.

Needs & Goals (dumuazanunainig)

* Why would the persona want to buy
or use the product?

* What problems should the product
solve?

* What benefits does the persona want
to achieve?




Persona

Picture and Name Behaviors

- iiuaulaidn

AMIITITI - TaUAaINTIY
- lidwavagihwang
- N
= e | (305,
- iluauauuaLt
- MInFaLa
- AwledETEe g
Demographics Needs & Goals
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1. vinensin Ta (Empathize)



Observe in the user’s environment

nadn ldananguTmung

Engage with the users (through interviews)

= 1 Lo n
nadin lifidausauiunguuTuung

Immerse yourself with user’s environment

» = o "
nndnluegluanwwedeumaaiunguiwung

“By watching people you can capture physical
manifestations of their experiences, what they do and
say...the best solutions come out of the best insight
into human behavior,” (Stanford d.School)

Source: Stanford d.School






A11ARTARD9 Empathy

“What people say
what people do
and what people say they do
are entirely different things.”

1901-1978

Margaret Mead

anthropologist
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Observe > Engage > Watch > Listen
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“If I had asked people
what they wanted,

they would have said
faster horses.”
—Henry Ford










HIDDEN

OBVIOUS

Insights that are obvious only after you point them out
AUMWNANNNRDINSTALLARSS




wWhnung: duinanusosnsvinviasywasnadiivung (insight)

Why empathy?

* To know what the target group really wants (wauinlanguudmung)
* Problems to solves rarely out problems (nauinlafyunailassaaasnguiivane)

* To remove filters from our head gnarihesfaanainAuAALT)



Designers approach empathy...

* Without judgement (Liflen vTadngn)

* With a beginner’s eyes (uassaaaradauiiaiin)
* With curiosity (siulidaaaainimn)

* Optimistically (uasluudn)

* Respectfully (¥nanuasnluanudiuiunnsng)

Source: Justin Ferrell
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Empathy Map

Professional
_ -
Say Feedback Think
I'd volunteer to )
help out students, I think h&vibg
and I'm sure professionals come
others would two! O _ backtogive
' e @) bm)t is groatl
1 think it's really e
 lmportant to : We need more
expose students youth interested
ta real life inour industry
problems

Nngatwn Hmid,
insecure, stressed, i

busy with work I'd love to share my
passion with students!
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2. Avuaideuiin (Define)



AMHWHNY

DEFINE

Organize and focus the unique InszidougndayatBianannnantdiviang
insights that you uncovered

during the first mode into
clusters of related insights.

Start searching for key themes AUIUSHOUTN AHNBIDNATSTINRAY

that immerge across and within
the clusters.

a—

Create a point-of-view (POV), . . . Y
which focuses the insights, dAnvin Point—-of-View Statement wuaa

needs and challenges you tJeuviniilaafioo: 15 uaziious lutaunin 16

discovered into a clear

ardiaatindlssionamiviung
statement. !

Source: Stanford d.School



Why Define?

* To understand a target group (iednlangauimans)

* Define and redefine the problem (iwawiubulyundauagviraanusan1fuian)

wWhiane: msvinauad Tanauiihvunouazusunwasidavin T ldndsdnundedu

Source: Pawet Zebrowski



*  Auvsdiuuadayin ANHaINIS
. anudoulusaosilayin
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https://www.youtube.com/watch?v=hnSPmcZjEqs&t=161s



https://www.youtube.com/watch?v=hnSPmcZjEqs&t=161s

OBSERVATION m INSIGHT/HUNCE

“My brother gets to =
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Source: Stanford d.School




FRAME A DESIGN OPPORTUNITY

l. Unpacking your interviews

Choose two interviews and unpack them using the following framework.

Work on the whiteboard and use Post-its for each descriptor, observation, and inference

We met x... (where “x” is the person you interviewed!)

Include descriptors that illuminate who this person is.

We were surprised to notice... We wonder if this means....
What stood cut about this person? What are

interesting things they said or that you observed?

Your inferences, here!

Make inferences for each of your observations
Multiple inferences per observation are encouraged!

As a team, decide on the most interesting inferences

tJeunindoosls vinlufsuasinbudam uazdud ludavudiazdsnasdndlssionaninviung

Il. Create a Point-of-View Statement (POV)

We'd like to explore ways to help [x, brief description of x|

to [verkb statement of what it is x needs]

in spite of that fact that...

so they can achieve... linsight(s) inspired by your empathy work]
in a way that makes them feel...

because surprisingly...

nantiuneddaio: lstne wszer lsdaiuidavn dud ledanudravdsnaseindls

Source: Stanford d.School



Examples of Insights

(User) ... NEETS TO.iciiisins: DECAUSE civivnnisssinionses

Point of View Meh...Gind of vague
‘are th
" s Sopding POINT OFVIEW STATEMENT

A Consumers _, ARSIISEY

- be E&ucﬂted."-mu tivate:itu learn needs a way to

> reem {Liser name) (erti}

about how much “ugly” produce is wasted at farms

because (or ... but” or * ... surprisingly”) 05T CONSUMErs because

don't know this is 2 problem. (Surprising Insigh)

% ’




OBSERVATION INSIGHT
s
AHA?
“l rarely wash my | wonder if this means... Millennials care
jeans, | want them to about their
look great longer” They are clothes, and
on the back of the chair. that means not

cleaning them
d. DOTOS

L
wh e i vl e el

Source: Stanford d.School
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3. NNLAoN (Ideate)



Why ideate?

* Broad search for solution @ snaidenanuausnnuazvainuans)

* To go beyond rational thinking (lu/ldlnandnaqanaiuldls)

Whnsne: nslévia “Usunal” uag “@nuanniany” PodnnuAaliunsia latlaiising 9

Source: Pawet Zebrowski



|deate

syauANDINDAUMNISNsUA ladaunin (Solutions) T ldunniian nindsunas (30 lowdoaiuly)
* Turn up generative thinking to brainstorm creative solutions

* Encourage ideas

* Yes, and.... Mindset avtuauuanudnvaawmnauluiiu dasiisn liviudrs / siosonanufn

* “Bad” idea has the potential to inspire an out of the box idea to
follow.

* Take POV statement, then turn into a “How Might We” (HMW)
questions. How might we redesign the classroom to be more fun.

“How Might We”azdi lnis? shud ladaynnsqedsil. ..

Source: Stanford d.School
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01 Post any new ideas you
conjured up overnight

+ briefly discuss
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\donauAniiaziinunvin Solutions

03 Individually vote twice within
each category using dots

Vote using these three selection criteria:

AT nANNRawalRsionaNNiune

Most likely to delight the stakeholder

5Tvad umnnuuY
'

@ Most groundbreaking
WOW!
Most valuable post-it (MVP)

AamasiolUsy ol
AUANYNNANLITNNNY
U VNS ansini

Source: Stanford d.School



sindulaidonmnudaianin luud ladann

04 As a team, decide on one
idea to move forward with

05 On a large post-it, describe your
idea in 7 words or less!

Here’s the idea selection criteria once more:

Most likely to delight the stakeholder
. Most groundbreaking

’ Most valuable post-it (MVP)




4. g2 Uy (Prototype)



Prototype

* Create a physical representation of an idea to gain user insight and
test the functionality. (ulaslamglvinaeiudandndasiamiunaaziaenls)

* Prototype can be “mock advertisements, brochures, wireframes,
storyboards, user-flows, and role-playing.”

Source: Stanford d.School



Why Prototype

Whniune: mMsuansmndalaudaansoonunusUsssu uoain niaduiald
Making your ideas tangible allows you to gather feedback and

improve them. Consider the following when making the jump to rapid
prototyping. (uilaslaaslvnaimilusilasss iiaurlinage)



ANSSUTA 3: FoRnannradis lo

157A

Cleaning Snow Off The Wrong Car




Cleaning Snow Off The Wrong Car

-//www.youtube.com/watch?v=WJMBwBUP5CQ



https://www.youtube.com/watch?v=WJMBwBUP5CQ

WHY WE PROTOTYPE AND TEST

¥ O

CostT OF
Al ERROR.

Source: Stanford d.School



Why prototype?

* Physical form of your solution
* Base for gaining opinitions
* Should be interactive

* Cheap failure

¢ msFOVASUA lalayntdanuinaunsand ladaun ldaseninminusiosnisiaali
¢« aamihuunsan luddusHu

Source: Pawet Zebrowski



ANSSUT 4 : Fofinannnadis lo




www.youtube.com/watch?v=u00S-hCnmFY



https://www.youtube.com/watch?v=u00S-hCnmFY

What is a prototype?

Source: ldeo
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PACKAGING OR ADS

%

==
T— ,///’
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ROLE-PLAY SCENARIOS

i

VIDEO STORIES
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Source: Ideoll.com

Source: IdeoU.com

Physical

Types of Prototypes

Digital

Source: IdeoU.com
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5. adounlluy (Test)



* This is a trial-and-error period. (Aa3dun1mmaasa)

* Test and observe how user engage with a
prototype. maaaulneliglasudnliiaauson)

Te St * During testing, new problems often arise, which

can be used to guide the next iteration of
prototype ( or revise the other modes). (anAn
waztloyunddsladladunisunla)

Source: Stanford d.School



Why test?

* Prototype presentation wassliiiunaazidanvaslaina)
* Don’t defend your prototypes (atgnenerudnilaslana)

* [f users don’t understand your prototype = something goes wrong (¢
nguihuing bidnlawassdsuuuusasiini il i)

hinnne: nMsyadoua NN TavsasiAsrfunduihrungingnsosnsals
WILANSUNLELLD Prototype

Source: Pawet Zebrowski



Testing in 3 steps:
1. Let them experience your prototype
2. Ask them about that experience

3. Ask them about themselves

. asunuilamin A5ud lo uazTinauihvunod luddszaunisaisiu (Measdlddunuy)
¢ @OUANNNFULUUANNSALS ltlauvin/noumnusiasnisiisols
.« @ounuANNSENAIINATTNAADMLY namsUsuUlssotNdls

Source: Stanford d.School




Feedback Grid

Which factors that the industry Which factors should be
has long competed on should raised well above the

be eliminated ? Industry’s standard?

Which factors should be Which factors should be
reduced well below the created that the industry

industry's standard? has never offered?




Testing helps you decide what to do next.

@
@

Source: Stanford d.School



WAaANSYNNISTNAFTOU ITERATION

Indiedually, uze votng cots to ndicate which sconeno soundh most fke your
Tearn afRf Tostng. Then, hovd 8 grocp SSCUssion on Bow you sach votedt Bull'y ayw’
DURING TESTING, YOUR FROM THIS, YOU MIGHT ON A TARGET, YOUR TEAM'S PLACE A VOTING DOT HERE
TEAM MIGHT HAVE HEARD: ASSUME THAT: PROJECT MIGHT LOOK LIKE:  IF THIS SOUNDS LIKE YOU!

£\

“I totally need this! *

o OR :

( ) N
) <7 ()
o “How do | got one?” <.

Your team is L
g OR *aimost® there! T
8 *So, 15 this availabla "-\___ _/-"I
somewhers?”

™~ -

Q “You know what would be '/’_ ™,

= a great ides,. .7 ot toao foand en ¢ /j

< OR interastng problem, =
but hasn’t solved it ,,

a "This iz definitely an ojust yatl

8 =sue for me, but.. ”

"interesting...
Can | go now?" Your team hasn't
quite found the rght

OR problem to solve.

“1've mever found m +f
in that squation

SCENARIO 3

Source: Stanford d.School



1- The way this concept
was manifested in the
world was not the right

Two other form, but the idea still

has merits.

scenarios

2- Our prototype and
iIdea might still be good,
but we didn’t execute
our test properly.

Source: Stanford d.School

Feedback/uaawnsniaraiinau: 35udluifam (Solution) ansas us Prototype analsidaiau
wiadunaui Prototype lunagauiitlym



IT LOOKS LIKE

o - .

Source: Stanford d.School



IT FEELS LIKE

| got this.

v

This sucks.

Adapted from the “"Design Squiggle” by Damien Mewman
http://cargocollective com/central/The-Design-Squigale



P

is gets

gitno

Y : : but it has so many f
LN .o HREfaSng issues.' i ref_usg to ( now i am happy
AWhat the hel is do not like it use it or i will

this thing?

yd : e e
: ” N\ Y \
\/ / | # '//

= [ -
" />\ g ) 5 }\\ - - Spmm x




Fast Failure

"The fastest way to succeed is to double your failure rate."”
- Thomas J Watson Sr. , Founder of IBM

What are the Benefits of Fast Failure?

(. Detect design flaws early N
* Reduce cost of rework
* Limit loss of investment e.g. stop infeasible or unviable project early so
that resources can be redirected to better/alternative opportunities

N /




Important Mindset in Design Thinking

“Yes, and....” Mindset

= E “ 3

Low Tech, High Touch

The best wyuy to hgve 5 good idey
18 to have lotd of idegs.

- Linus Pauling

The blg gest risk 1s TRY TRY AGAIN  SUCCESS

not taking any risk. \i—_i-’ﬁ

Mark Zuerberg



Stanford d.school Design Thinking Process

| * Share ideas
/1= All ideas worthy
= Diverge/Converge
* "Yes and” thinking
= Prioritize

4+ Interviews
/| = Shadowing
|« Seek to understand
« Non-judgmental

| * Mockups
/| * Storyboards
[ |+ Keep it simple

EMPATHIZE IDEATE [ |+ Fail fast
« Iterate quickly

DEFINE ' ' PROTOYPE

« Personas

« Role objectives
« Decisions

» Challenges

« Pain Points « Understand impediments

« What works?
- , | * Role play
NELps . J faschont. stanior d.edu ® Iterate quick]v
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Associate Professor/Director of the Center for Business Innovations
NIDA Business School

WAMLEIN https://www.youtube.com/watch?v=sKq90xrV1Y8&t=833s
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WISDOM for Change
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https://www.youtube.com/watch?v=sKq9OxrV1Y8&t=833s
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Answer Time!
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Answer Time!

1. Design Thinking fimnuvinngnotndls

A. msuﬂﬂmmmoq Taeap il uguenai a6 uLuI NI
maumﬂswmmafu‘l',a‘vlﬂmmmaomswaoaﬂmam\uma'so

B. asuAtlayuinsineg Iaaldinaiuladiilugutnaisuasnisssiy
UTRNITU

C. msuﬂﬂmmmoq TaaldudnuasgsAatuuenaivuasnisg
f598udndlufisiasnisuasnans



Answer Time! e
1s747A

2. Design Thinking fgiunaundonszunrunisoas lsig

A. Empathize / Define / Ideate / Prototype /Test
B. Empathize / Ideate / Test / Production

C. Design / Define / Ideate / Production /Test



Answer Time! -
19747A
3. iWhnungvssdunou Empathize fioos ls
A. s uNInalanavnautihrINasIuLUUu§IIA
B. nsdauanzayanautihninasiagadiatuiiaaau’ly

C. mMsAunIANNsadInITNuLixzvaasnautihnunge (Insight)



Answer Timel .
1s79A

4. Whungvasaiuanau Define doox 15

A.

msmmwmm‘lanauLﬂmmmta”m‘umm a9y Ti'le
n9dnundedu

. Matdaudnalseasdtunisua laayniTvnunauiidirune

ANTsvaANRNadLNaaan latdaTun1snIaunataynieineg 1A
AGEUSTe}% i Uald



Answer Timel .
1s79A

5. s astunaw Ideate foor ls

A.

nsvinanunTanauiihunawazudunaastdaumn i lanaedn
UNHIdU

A15'l6 19 “UsuNar” wag “aNaIAa L "uaIAINUEe
Tunsunteyniangs

ANTAUNIANNEAINITNLIRTIUaINANLINKUNe (Insight)



Answer Timel ol
1s79A

6. ihnnnuvosiunou Prototype foae ls

A. aTszauguadtNaaanlatdalunisniIduntaunisneg Tyau
AGEUSTe}% Uald

B. asuaamnuAnlaadasdisaanuntiluslassy sunsanadiu
NIaFUNE L6

C. msnagaumnutintazasintiannunauiihnunaingnsiag
1aa lunIun1TUNL&Ua Prototype



Answer Timel 3
1s79A

7. i nunuuosdunon Test fiooas ls

A. nsdauandayanautihnuadmiagadIaunasauly

B.

ASUIAIAINNAR AR ITaanuNLTuTUETTH fTaN LAY
IaFUNE L6

ATnagauaNunlauadtsfaIdunaautinnunaINgneag
132 lik1un15ULEUA Prototype
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“wantdagu uugi”
Time to share!

111121 Design Thinking
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— Bill gates -
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“Innovation distinguishes
between a leader and
a follower.”

“uInnssuusnfinAy
[nNDINAINAAU”
Al Joud
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