A Crash Coursein. ..

, DESIGN
> THINKING

Dr. Rachelle Strawther  September 15, 2020




Today’s virtual workshop

1) Identify the basic principles of design thinking.
2) Consider how to apply design thinking
technigues in your bank

3) Learn how it has been used in a local

organization




Design thinking is about . . .

* Understanding people (empathy)
* Learning through failure

* Exploring many, many possibilities

* Creating solutions that people want, need, and
WILL USE.

*Different from LEAN and AGILE: Starts by immersing
oneself in the problem(s).




David Kelley, Founder of IDEO, world’s
most well-known design firm and one of
the first adopters of Design Thinking




The main tenet of design thinking is
empathy for the people you're
trying to design for. Leadership is
exactly the same thing - building

empathy for the people that you're
entrusted to help.

— David M. Kelley —




How to drive useful innovation
with Design Thinking?

USEFUL
INNOVATION

DESIRABILITY

WILL PEOPLE LIKE IT?

FEASIBILITY VIABILITY

CAN WE MAKE IT? CAN IT BE VIABLE?
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Observing &
listening




INTERVIEW GUIDE:

ASK
OPEN-ENDED
QUESTIONS

Begin conversations
with guestions like
“Can you tell me
about..." or “How has
it been going...”

Ask for details (why,
examples, how that
made you feel; what
was meant by); don't
make assumptions!

BE CURIOUS

When something surprises
you and makes you think
“freak!” be curious rather
than rush to judgment.

ALLOW FOR LISTEN 90%

PAUSES TALK 10%

Empathy interview Even though it feels like
questions require a conversation, deflect
reflection, and pauses talking about yourself, but
encourage people to don’t be a robot either.

fill in the blanks.




Looks for the extreme users
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Zyllis designed this ice
cream scooper after
observing extreme users

Sidewalk curbs exist
because extreme users
demanded better access.




What kinds of problems are banks trying
to solve? (share via chat)

Imagine that
your bank is
trying to
motivate more
customers to
use drive-thru
banking...




Who are your users?
Who might your
extreme users be?




What might you
observe? What might
you listen to?

What questions
might you ask
your users?




After ‘empathizing, how
might you synthesize what
yvou learned?
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ser Personas

George, 72

Retired Engineer

Has two children and € grand children

Enjoys spending time in his garden

Loves to listen to music

Looks forward to when his family comes to visit him

“l am anxious and uncertain with my
future now that | have been diagnosed
with dementia. | wish there was some-
thing to help me on a daily basis.”

Background

George was recently diagnosed with dementia two
months ago. He is feeling a little anxious and uncertain
what his future will look like but he is still feeling optimis-
tic about life. He loves when his family is able to visit his
home but he also prides himself in being independent
and hopes to delay co-dependent life as long as possible.

Wants and Needs
Stay independent for as long as possible
Stay in contact with his family on a daily basis

Be able to be reminded of small things that happened
in life and who his family members are

Stay safe at home and reassure his family he is safe
Manage his daily routine withouth forgetting

Be entertained and excercise his mind with small activities

Fears and Frustrations
Fears his memory will deteriorate rapidly
Doesn't want to be a burden on his family
Fears losing the life he loves

Is uncertain what his future will look like




Suppose you learned that...

* Elderly customers come into the bank because they
appreciate the more personal interaction they get at the
counter

*They have physical difficulty reaching out of the cars to use
the drive-thru machine

*They can’t hear or see the drive-thru teller very well

*The daily deposit customers are often in trucks that are too
high to reach the drive-thru machine
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Fall in love with the
problem, not the
solution!




SR sy
7 O P iy
g @‘ & 1

Design challenge — The Goldilocks Rule

Too Broad
Improve the drive-through banking experience

Too Narrow

Create new drive-through banking so that people
don’t have to open their car doors

Just right

How might we create a drive-thru banking
experience that allows for co?mfort, convenience, and
care:




POV Statements (Point of View)
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Brainstorming often looks/sounds like...

“Well, the problem with that is...”

“We tried that before and it didn’t work.”

People interrupting each other.

Agreeing with the idea of the person with the most

positional power.

OR, NO BRAINSTORMING AT ALL, because everyone has
jumped on one idea and run with it.




"The best way to have a good idea is to
have LOTS of ideas." - Linus Pauling

Fast-paced

Go for quantity
One at a time
Wild ideas
Defer judgment
Build off other ideas (“Yes, and...”)
Capture it

Everyone participates
Avoid HIPPO dominance




See It In action...
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Practice brainstorming...




How might we create a drive-
thru banking experience that
allows for comfort,

convenience, and care?







Criteria to
determine your
solution

DESIRABILITY

WILL PEOPLE LIKE IT?

FEASIBILITY VIABILITY

CAN WE MAKE IT? CAN IT BE VIABLE?
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Create the Prototype




Prototyping and testing...

* Should cost very little money, if any
* Should not take much time
* Should help you learn!

... FAIL EARLY TO LEARN SOONER! :)




A
prototype
for a
drive-
through
banking
solution
might
start with
this...




Case Study:

7 WSDOT




The Challenge:
Create a leadership pipeline to

prepare emerging leaders for future
roles and develop individual
leadership skills.




Laying the foundation...

.
| R

=Created the design team

Various levels of the
organization represented.
Titles go bye-bye!

=*Trained the team on the
design thinking process

Applied the process to a
‘mini-challenge’ to learn and
practice the steps




Empathy Phase

= Reviewed the challenge
Create a leadership pipeline to prepare emerging
leaders for future roles and develop individual

leadership skills.

 Planned for how to IMMERSE ourselves in the
challenge
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Compiled the Feedback...

B Cc D E
Was this an interview,
focus group or What leadership training have they completed at WSDOT? ::I‘:I:"_:h’y L e o TS L ) :‘:':‘:v":':fmam‘:‘g to feel more prepared for t
observation? ~] +] 9 ~] P
Observation

No consistency-haven't had any-expectations
change with supervisors, Superintendents and

upper management. Can't please anyone-Useless- | Trust-Relationships Being heard when you speak.
Depends on who you get for a supervisor- D
Focus Group Train the Trainer and Four Lenses superintendent Doubt if leadership has your best interest at heart

Job shadowing-understanding what the next level
Leadership Forum, Four Lenses Training- Servant Leadership |Lacks... not enough opportunity... only people who |does..Do | even want to promote? | don't know becaus:
Focus Group at Round table are getting set up are being promoted don't know what they do.

Need help preparing for interviews. Need help with
computer training: Excel

Focus Group Four Lenses - Core Values: Good training- useful We need more leadership training. and Word.
No leadership training at the WSDOT. She took several Haven't been to one yet. She knows its good to Susan feels she needs to be cross trained. She doesn'l
Interview classes before coming to work here. take leadership training. feel like she is being prepared for the next level.

There isn't any, few training's available over the Training or job shadowing for the position, having cleat
years but not really what people need to become  |CQs and giving people a better understanding of the jo
Interview N/A leaders. Unsure if leadership can be taught. they are taking.

Numerous formal trainings over the last 35 years. Participated
in the previous WSDOT leadership development program —-
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User personas

opeh




Framing the Challenge

Based on what we learned, how might we focus
our challenge?

Create a leadership program that clearly shows
emerging leaders how to advance and all
employees how to develop leadership skills, no
matter their level or aspirations
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Leadership

Philosophy
(DRAFT 1)







Prototyping!




WSDOT-ER

| leadership Philosophy

AtWSDOT-ER, we see leadership as a journey,
one that everyone is welcome to travel. Tiiles, training, and tenure
are not the measure of leadership. Rather, leadership is defined by your influence
onothers and the Core Values that you embody. You are the vehicle. The highway is your career. The map to
the leadership journey is set before you. It is your career, and your choice. How far will you travel on this highway?




You have gone through
personality assessment training

and your IDP has been reviewed. By end of Self phase, you have
undergone deeper developmental

opportunities and have begun serving
as a peer mentor. It's not uncommon to

become disengaged or
to de-rail mid-career.

When needed, stop and
re-fuel.
Within 90 days,
your IDP has been The ‘Roundabout’: Explore
-statrte?. pier opportunities to explore a new field
mentor has been

within WSDOT through cross-training,

determined, & . ) )
job-shadowing, mentoring, etc.

foundation has
been set.

ON-RAMP HERE

to the first 90 days at
WSDOT-ER!

In Leading Others phase, you have In Leading Teams phase, you have
prepared for a formal leadership role by served as a developmental mentor to
completing a 360 and participating in a rising leaders, cultivated external

cohort leadership program. But remember: relationships, & gained strong buy-in
your embodied values are the key and support from your teams.
determinant of promotion!




Oth draft later... ©




At WSDOT-ER, we see leadership as a journey;

One that everyone is welcome to travel. Titles, training, and
tenure are not the measure of leadership. Rather, leadership
is defined by your influence on others and the Core Values
that you embody. You are the vehicle. The highway is your
career. The map to the leadership journey is set before you.
It is your career, and your choice.
How far will you travel on this highway?
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August 2019: TESTING!



' Individual Summary Sheet: Leadership Highway Testing Phase
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What intrigues you about
the WSDOT example of
design thinking? What are
yYOu curious about?




Key Insights about Design Thinking

= Use diversified teams to build solutions.

= See the challenge through the eyes of the people who
interact with it.

= Pay attention to people on the margins — their needs can
lead to benefits for everyone.

= Fail early to learn sooner.
= Don’t invest too much in the prototyping phase.

= Think big, start small, learn fast!




Easy ways to take small steps with DT...

= Encourage diversified teams. When committees are being formed,
consider who else should be involved.

=, Be curious. Look for opportunities to understand what users want and
need. Ask and observe more.

=" Try “yes, and...” when coming up with ideas. Build on the ideas of
others!

= “How might we...?”: Frame challenges with this phrase to open your
team to possibilities.




Want to take the next step?
Enroll in Gonzaga’s 14-week
Certificate in Design Thinking! ©




Learn more at
www.Gonzaga.edu/leadforlife

strawther@gonzaga.edu



http://www.gonzaga.edu/leadforlife
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