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* Understanding the key steps of Design Thinking

* Getting hands-on experience with some of these steps
* Defining Points of View, ideating solutions, and prototyping models
* Using key DT tools

* Understanding how you can use Design Thinking in strategic decision-making
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Designh Thinking

A brief overview

e Structured way of approaching complex
problems

» User-centric approach

* Five iterative steps
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ICC Birmingham Science Conference

Learn about the audience

« Define your scope
Observe & Interview » Look for patterns & insights
Listen ¢ Question assumptions
Explore: ask questions o Frame your P.0.V

o 2
DESIGN
THINKING

Design thinking minimizes the
risks of innovation by engaging
partners or users through a
‘ ® B series of prototypes to learn, e .
test & refine ideas and . .A

concepts.

&

TEST

User testing and surveys
Evaluate

Gather learnings

Iterate & scale

Come up with many solutions
Experiment

Co-create with team members
Brainstorm & select

PROTOTYPE

Learn from users

Refine idea or concept

Gather feedback

"Think big, Act Small, Fail Fast"
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A brief overview
° Iterative tools to approaCh prOblemS Double Diamond Model of Design Thinking
Finding the right Finding the right
problem lterate solution

Problem

Statement Solution

Trigger

Empathize Define

Human-Centered
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A brief overview

Empathise Prototype

Understanding the challenge Identifying and creating solutions
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Project Initiation

Empathise Prototype
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Designh Thinking

Project Initiation

Problem statements

* Mission or objective

* Focus on root cause rather than symptoms
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Designh Thinking = | o

Project Initiation

Problem statements

A client is considering opening an office in a low-cost region, they say Armenia. Which
of the following is the correct problem statement:

a) Create a plan to open an operations facility in Armenia

b) Create a plan to open an operations facility in a low-cost region
c) Create a plan to reduce our cost base

d) Create a plan to increase revenue so cost isn’t an issue
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Project Initiation

/‘T’ ecﬁnolbgy \ /Trocess
Include | Unsure_L_Exclide | Include | Unsure Exclude

* |dentify boundaries Data

Include Unsure

People \

Include Unsure Exclude

 e.g. TOGAF lenses:




/7 \
ghuse-comect  EU 2023

Designh Thinking = | o

Project Initiation

Appointing the Design Team

 Stakeholder analysis drives Design Team appointments

* Preliminary role divisions
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Project Initiation

Steering Committee Operational Team
Weekly Update Meeting Business Scenario Workshops
Decision/Approvals Architecture Definition

Solution Outlines

C) Keep Satisfied | D) Key Player
A) Minimal Effort | B) Keep Informed

Status Update at each Milestone Weekly Status Reports
(3 updates prior to Mid-Sept) Material Consultation
Milestone Updates Consulting Experts

__



Designh Thinking

Project Initiation

Steering Committee

Weekly Update N
Decision/Appr:

Status Update at eacl
(3 updates prior to

Milestone Updates

12
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24.3.3 Stakeholder Approach: Power vs Interest

connect-share-advance

The Clinical Data
Science Conference

C) Keep Satisfied D) Key Players
Darren Weston(Hof iDAR)
Py Samar Noor{Hof DDA)
A Terry Murphy(Hof EBIS)
Data Delivery
Anastasia Christianson(CIO) v
Clinical Pharmacology (QS)
ARBM / RMCM
TA Liason - ONCO
EBIS Support
TA Liason - Others
) ACT CoE (QS)
Disclosure
(Central Survg
Medical Writing
Connected Health(ePRO)
Process Mapping
Actelion
A) Minimal Effort B) Keep Informed
2 4 6 8 10 12

Interest

EU 2023

@ ACT CoE (QS)

@ Actelion

9 Anastasia Christianson(CIO)
@ARBM  /RMICM

@ Clinical Pharmacology (QS)
9 Connected Health{ePRO)

@ Darren Weston(Hof iDAR)
@ Data Analysis

@ Data Delivery

@ Data Standards
®Disdosure  (Central Surveillance)
@ EBIS Support

elT

@ Medical Writing

9 Process Mapping

@ Samar Noor(Hof DDA)

© Statistics & Decision Sciences (QS)

< TA Liason - ONCO

© TA Liason - Others

@ Terry Murphy(Hof EBIS)
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Project Initiation

Sketching personas

* Preliminary identification of personas (proto-persona)

* Useful for brainstorming and scoping

 Refined later in Define phase
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Empathise phase

Empathise Prototype
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Phase 1: Empathise

Understanding how the problem is perceived

Interviewing relevant people

* Generating outputs through empathy mapping

* [Optional] Diverge/Converge on empathy map statements
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Phase 1: Empathise

EU 2023

The Clinical Data

Understanding how the problem is perceived

Generating outputs through empathy mapping

SERVICE BLUEPRINT

EVIDENCE

CUSTOMER
ACTIONS

FRONTSTAGE

BACKSTAGE

SUPPORT
PROCESSES
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Phase 1: Empathise

EU 2023

The Clinical Data

Understanding how the problem is perceived

Generating outputs through empathy mapping

EXPERIENCE MAP

PHASE 1

PHASE 2

PHASE 3

A\

—\.




Designh Thinking

Phase 1: Empathise

The Clinical Data
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Understanding how the problem is perceived

Generating outputs through empathy mapping

CUSTOMER JOURNEY MAP

O SPECIFIC USER + SCENARIO + GOALS

PHASE 3

PHASE 1

PHASE 2

PHASE 3

(—

N

L

_/

=
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Phase 1: Empathise

The Clinical Data
Science Conference

/ EMPATHY MAP \

SAYS THINKS

()
o/

DOES FEELS
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Phase 1: Empathise

Empathy map: Says quadrant

« Maps what they say or report saying. EMPATHY MAP

 Ideally verbatim and direct quotes from research.

« ‘I had to tell the team that we’d be outsourcing some
of their jobs to a lower-cost region.”
« ‘I don’t really see any other way of resolving this

revenue issue.” GD

» “l don’t understand what to do from this step
forward.”

SAYS THINKS

DOES FEELS
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Science Conference

Phase 1: Empathise

Empathy map: Thinks quadrant

« User’s thoughts throughout the experience EMPATHY MAP

» Potential overlap with quotes, but:

« What do they think, but not vocalise?
THINKS

» “This is never going to work.”
« “Am | dumb for not understanding their motivations

USER
for this change?” \ /

« “What do I tell my direct reports?”

DOES FEELS
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Science Conference

Phase 1: Empathise

Empathy map: Does quadrant

« User’s actions taken during the experience. EMPATHY MAP

« What does the user physically do?

* Picks up phone several times to contact peers

’ . . SAYS THINKS
» Walks over to peer’s office to ask for advice

e}
N

DOES FEELS
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Science Conference

Phase 1: Empathise

Empathy map: Feels quadrant

 User’'s emotional state EMPATHY MAP

» [adjective] + [short descriptive sentence]

] THINKS
* Impatient: HR moves too slowly SAYS

* Confused: too many regions to choose from
* Worried: what if we choose the wrong region?

FEELS
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Empathy mapping exercise

Checked
process
with HR

Relies on
peers (o
determine
comms

strategy

Spenta
lot of time
with HR

Checked
on leave
process

Requestng

forecast

Azes oz 3
Offer RS
ENDEOE "

Keep
message
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Notraining No
for certain rcadmap
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Empathy mapping exercise

/ EMPATHY MAP \

SAYS THINKS

(5)
o/

DOES FEELS
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Phase 1: Empathise

Empathise phase summary

Understanding how the problem is perceived

- Interviewing relevant people
- Generating outputs through empathy mapping

- [Optional] Diverge/Converge on empathy map statements
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Science Conference
Phase 2: Define

Defining the problem

* Refining Personas

* Generating Points of View (POV) for Personas

e Reframing problem statements as ‘How Might We...?’ statements

* [Optional] Diverge/Converge on design team understanding
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Science Conference
Phase 2: Define

Refining Personas

* Archetypal or generalised portrait of user

* Represents key engagement types

* Based on persona sketches, then refined during Phase 2
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Phase 2: Define

Points of View

* “As a [adjective] [user/persona] | need [need] because [insight].”

* Asa [busy project manager] | need [timely and reliable access to costs data] because [reliable expenditure reports
are vital to managing the ongoing costs].

* Asa [newly-appointed functional manager] | need [streamlined communications with my teams and peers]
because [we cannot afford gaps leading to loss of productivity].

* As an [experienced worker in the original office], | need [a thorough understanding of how my job will be affected]
because [changing operations may change my work pattern and | want to be prepared].

* As a [worker from another low-cost region who works for another regional office], | need [an effective way of
communicating my experience] because [learning from a previous move means we can streamline the new move].
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Phase 2: Define

Generating POVs

* “As a [adjective] [user/persona] | need [need] because [insight].”
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Phase 2: Define

How Might We...

Breaking down POV into manageable chunks

POV statement example: [A busy project manager] needs [timely and
reliable access to costs data] because [reliable expenditure reports are vital
to managing the ongoing costs].

How might we use the drive of the PM to motivate the whole process?
How might we record the reliability and show improvement?
How might we simplify the reports without losing information?
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Phase 2: Define

How Might We - tools to use

Problem statement: Create a plan to open an operations facility in Armenia

POV: As a newly-appointment functional manager, | need streamlined communications with my teams
and peers because we cannot afford gaps leading to loss of productivity

Amp up the good: HMW use the enthusiasm of new hires to enhance our existing comms channels?
Remove the bad: HMW minimise the loss of productivity caused by communication gaps?

Explore the opposite: HMW reduce the reliance on streamlined communications?

Question an assumption: HMW mitigate the loss of productivity?

Go after descriptors: HMW make the communications effective instead of streamlined?
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Phase 2: Define

How Might We - tools to use

Problem statement: Create a plan to open an operations facility in Armenia

POV: As a newly-appointment functional manager, | need streamlined communications with my teams
and peers because we cannot afford gaps leading to loss of productivity

ID unexpected resources: HMW leverage the broader organization to get the best comms strategy?
Create an analogy from need or context: HMW make the comms within the team as good as Apollo 137
Play against the challenge: HMW make effective comms everyone’s goal?

Change a status quo: HMW make loss of productivity from the existing gaps less impactful?

Break a POV into pieces: HMW streamline our current comms? HMW encourage teams and peers to
communicate effectively? HMW mitigate loss of productivity?
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Science Conference
Phase 2: Define

Generating How Might We statements

Amp up the good ID unexpected resources

Remove the bad Create an analogy from need or context
Explore the opposite Play against the challenge

Question an assumption Change a status quo

Go after descriptors Break a POV into pieces
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Phase 2: Define

HMWs - Project Manager

* "How might we efficiently allocate resources and timelines to ensure the successful setup of
the subsidiary office in Armenia within the stipulated budget and time frame?"

* "How might we establish clear communication channels and reporting structures between the
American headquarters and the Armenia subsidiary to facilitate seamless coordination and
decision-making?"

* "How might we proactively identify and mitigate potential risks and challenges that could arise
during the setup process of the subsidiary office in Armenia to ensure a smooth and timely
execution of the project?"

* "How might we foster a collaborative and inclusive work environment that promotes cross-
cultural understanding and integration between the American and Armenian teams for long-
term success and synergy?"
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Phase 2: Define

ICC Birmingham Science Conference

HMWs - Functional Manager

"How might we develop a comprehensive training program tailored to the specific needs and
skill sets of the local team in Armenia to enhance their effectiveness and productivity in
alignment with the company's standards and values?"

"How might we establish effective channels for feedback and open communication to
encourage the local team in Armenia to share their insights, challenges, and suggestions,
fostering a culture of empowerment and continuous improvement?"

"How might we create a supportive and inclusive work environment that respects and
incorporates the local customs and values in Armenia, fostering a sense of belonging and
loyalty among the team members?"

"How might we ensure the smooth integration of the local team's processes and workflows with
the existing systems and protocols of the American pharmaceutical company, maintaining a
balance between local adaptation and global standardization?"
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Phase 2: Define

HMWs - Experienced Worker

* "How might we provide transparent and timely communication regarding the changes and
impacts resulting from the setup of the subsidiary office in Armenia to alleviate concerns and
maintain morale and motivation among the existing employees?"

* "How might we facilitate opportunities for knowledge transfer and skill development for the
existing employees impacted by the subsidiary office setup, ensuring their active involvement
and growth within the company?"”

* "How might we foster a supportive and collaborative culture that acknowledges the
contributions and concerns of the existing employees during the transition phase, promoting a
sense of ownership and commitment to the company's success?"

* "How might we establish clear guidelines and expectations for roles and responsibilities within
the company during and after the establishment of the subsidiary office in Armenia, ensuring
clarity and a smooth transition for the existing employees?"
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Phase 2: Define

HMWs - Low-cost Subsidiary Worker

* "How might we leverage the best practices and lessons learned from setting up the India office
to streamline the process of establishing the subsidiary office in Armenia, taking into account
the cultural, regulatory, and operational differences between the two regions?"

* "How might we facilitate knowledge exchange and collaboration between the team members
involved in setting up the India office and those responsible for establishing the Armenia
subsidiary, fostering a culture of shared learning and continuous improvement?"

* "How might we identify and address any potential challenges or roadblocks unique to the
Armenian context that differ from the experiences encountered during the setup of the India
office, ensuring a tailored and effective approach for the Armenia subsidiary?"

* "How might we capitalize on the existing network and relationships established during the setup
of the India office to establish strategic partnerships and collaborations beneficial for the
successful establishment of the subsidiary office in Armenia, fostering a strong and sustainable
local presence?"
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Phase 3: Ideate

Thinking about potential solutions

* Generating ideas solo and in desigh team
* Diverge/Converge on potential responses to HMW statements

 Usingtoolsto frame and reframe
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ldeating a strategic solution
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Phase 3: Ideate

WORKSHOP

ldeating a strategic solution
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Phase 4: Prototype

Materialising solutions

 Creating mock-ups of identified responses
 Collaborative effort with one or more teams

* Usingtools suitable for the job
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Phase 4: Prototype

Storyboard

i i home office, and
the app, and sends it out to his wife. There, now. 15 minutes before the marketing meeting Aaron's
they won't miss t. app boops and let's him know that f's tim to got

moving.

L
A

ﬁ'f/’/'z(/}

10)A w 11) Its time for T-ball. Aaron has never boen to this
calendars to see what time works field before so he has his calendar ink to his GPS 12) Aaron successfully arrives early and cheers on
2pp. And off we go. his daughter as she plays T-ball.

Tuesday accomplished.
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Phase 4: Prototype

Swim lane diagram

Student

< Submit ) Rejection letter Acceptance letter
registration form
Student E .
Form No Notify on the
? < per;lznal rejection

Yes
Review Meets entry
registration requirements?

es

Administration
=
g

Registration

Evaluate Write acceptance

Adviser

submission ission? letter
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Materialising solutions

Process diagram
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Phase 4: Prototype

Storyboard Swim lane diagram Process diagram

Submit Rejection letter Acceptance letter
registration form

Lamp doesn't work

Student

£ Stujent Lamp > Plug in lamp
g Fom ~MNo | personal Notify on the plugged in?
ofico,and  9)The marketing meeling was a smashing 2 complete? rejection
B S CRTIITI  eremy diemar £ fle
moving, < v
es

Yes

Bulb
burned out?

[>| Replace bulb

Review Meets entry
registration requirements?

Evaluate

Registration

Write acceptance

Adviser

10) A . 11) It's time for T-ball. Aaron has never been to this icci
calendars (o see what time works. ik bofore 3 o has s colendar bk 1 s GPS. ] d.“'w"‘w”“““ “‘:"‘;m" e . aod chosmm on submission letter .
9. And offwe go. b Repair lamp
Tuesday accomplished.
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WORKSHOP

Prototyping your solution
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Ideate phase

Empathise Prototype
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Phase 5: Testing

Testing solutions

* Design team walkthrough of model
* Designteam presentations

* Building the model and implementing it at small scale
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 Understanding the key steps of Design Thinking

* Getting hands-on experience with some of these steps
* Defining Points of View, ideating solutions, and prototyping models
* Using key DT tools

* Understanding how you can use Design Thinking in strategic decision-making



phuse EI

intelligence

Thank you for joining us!

Further questions or comments? Email us:

James McDermott Marten Krijgsman




Stage 0 - Project Initiation
* |dentifying problem statements
* Scopingthe project
* Appointing design team members
* Preliminary identification of personas (everyone who engages with/is
impacted by the system)

Stage 1- Empathise: Understanding how the problem is perceived
* Interviewing relevant people
*  Generating outputs through empathy mapping
* [Optional] Diverge/Converge on empathy map statements

Stage 2 - Define
* |dentifying personas
*  Generating Points of View for personas
* Reframing problem statements as ‘How Might We...?’ statements
* [Optional] Diverge/Converge on design team understanding

Stage 3 - Ideate
* Generating ideas solo and in desigh team
* Diverge/Converge on potential responses to HMW statements
* Usingtools to frame and reframe

Stage 4 - Prototype: Materialising solutions
*  Creating mock-ups of identified responses
* Collaborative effort with one or more teams
* Usingtools suitable for the job

Stage 5 - Test: Putting solutions to the test
* Design team walkthrough of model
* Design team presentations
*  Building the model and implementing it at small scale



