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An Investigation into Design Thinking

Behaviours jn Early Stage Radical Innovatii
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®National University of Ireland,

The early stage of radical innovation js characterise,
overload and often high rates of change. Schumpeter’s ‘creative destructj
view of innovation js now exacerbated by h ypercompetition’ /D’Aveni, 19
a theory that describers the increasing rate and intensity of change jn mo

markets, In the design and strategy literature, design thinking js often

Ppositioned as gn appropriate mediator of radical innovation in these

circumslances, by, facilr‘tating interpretation of market Uncertainties gng

moderating organisational behaviours, Atits inception radical innovation j,

determined largely by the cognitive behavioyr of the actors involved, often

:emi-consciausly. In this study we set out to distinguish design thinking froy
analytical thinking angd investigate the suitability of both for the effective
early stage formation of re

adical innovation concepts, Additionully, whereas
design thinking literatyre Mostly inuoesines

d by uncertainty, datq
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What is Design
Thinking?




ROTOTYP

Design thinking is simply

Solution Space End ofthe

Start "
Getting the project right beginning




Getting the right design & getting the design right
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Emphasis

Desirable

BEGINS HERE

ENDS HERE

Design works because
Customer experience is the new battleground

50% 86%

89%

of companies expect to
compete mostly on the basis
of customer experience,
versus 36% four years ago

X

More likely to buy
with a positive
emotional experience

- Temkin group

Of consumer product
investments will be
redirected to customer
experience innovations

12X

More likely to
recommend the
company with a positive
emotional experience

- Temkin group

of buyers will pay more for a
better customer experience.

X

More likely to forgive a mistake
if there is a positive emotional
experience
- Temkin group




80%

Have to be
sedated




Sedation rates AU
down by 5 O

zg""’,j. |

More procedures

More MRI machines sold
Happier Staff

Patient satisfaction up 90%

’

Needs of
People

(desirability) :
Child Parents  Nurse/Clinical

DESIGN

innovation

Possibilities of
Technology
(REESIY)




End of the
beginning

Problem Space
Getting the right project

Discover Define

General problem
Specific problem

Solution Space
Getting the project right

Specific solution




Values of design thinking

2

User-centered

Services should be
experienced through the
customer's eyes

L).‘,
Iterative

Service design is an exploratory,
adaptive, and experimental
approach, iterating toward

implementation

a
Co-creative

All stakeholders should be
included in the service
design process

®

Holistic

The entire environment of a service
should be considered

Marc Stickdorn -This Is Service Design Doing

MU Degree
programmes

Programme?
Module?

Readiness for job?

Admin system?

Registration process?

Tran



https://books.google.ie/books?id=aqRGDwAAQBAJ&pg=PT53&lpg=PT53&dq=Evidencing:+Intangible+services+should+be+visualised+in+terms+of+physical+artefacts&source=bl&ots=FE9DYDe4N5&sig=LGECJokgE067oDFCGcZKGMvtwUM&hl=en&sa=X&ved=0ahUKEwi52Zj_lcLaAhUKAsAKHR1jBmAQ6AEINzAD

Sample Design Process

1/U

Understand

Desk research
Mission statement
Blue ocean strategy

Day 1

Discover needs

Forces of Progress
Empathy Mapping
Journey mapping
Think aloud protocol

/ Define

Define issue

Synthesis Journey
Power doting
How Might We

Briefing document

Day 2

4/ Develop

Develop choices

Brainstorming
Metaphor & analogy
Concept generation

Storyboard
Post and vote

5/ Deliver

Deliver Validation

Assumption testing
Prototyping
Service blueprint
Lean canvas
Pitch deck

Ethnography

Survey Assumption mapping

Note: Tools adopted for this project are in bold typeface 21

4

Discovery

actionable

Insight-ed innovation, strategy & change




Empathy Mapping

actionable

Adapted from Tanner Bechtel article on Medium
https://medium.com/@tannerbechtel/bart-simpson-taught-me-everything-i-need-to-know-about-human-empathy-ec456fc07639#.jfo03g8ui



https://medium.com/@tannerbechtel?source=post_header_lockup

Smartass
troublemaok.er
L_oudmouth
Disrespectiul
Obnoxious
Clever

Brat
Risk-taker

Mockery and bullying
Disappointment,

His parents arguing

Lisa P\aying her saxophone
( Per‘-Fecﬂy), T
The balay crying

° mdgemm,

Disapproval.
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/ worries and aspirations . A hzy ,Fal r
Hear? SEE® An over'achievina

From Friends? - Environment’ _e
Influencers? - Problems? 9|G+er
Management? o~ Marke*”

o A Father with no
S
SAY & DO? arrbﬂ'lon
e e e e AN unhappy mother

what he says and feels?

THINK & FEEL?

What really counts / major pre occupations
/ worries and aspirations

Hear? SEE?
From Friends? Environment?
Influencers? - e Problems?

Management? o~ Market?

QAV R hNO?2

e Don't have a cowl' -

its between
e ‘Cool your iets, manl',

o i didnt do il Nobody saw me do i,

‘Aw, maaaaaan!’. and fm bored




o ' doesnt matter
o ‘s not Fair."
e ‘I just want to have Fun', *
e Dads a loser' : -
o 'Lisais Per'-Pect I'm a loser'
Hear? SEE?
e o Ko ) ropomsr
Management? o~ Market?
SAY & DO?

How does he behave in public / what is his
attitude / appearance / conflicts between
what he says and feels?

Student stakeholders

Undergrad Taught masters Research masters PhD




What are their fears? Major
anxieties? Frustrations?
Needs, hopes and dreams?
Think & Feel
T

Hear others saying?

From colleagues? 5 I e el

environment?

Second hand? Hear .
See others saying and
From management? .
: doing?
In the Media’? Watching or Reading?
From You? g 9

Say & Do

What have you heard them say?
Imagine them saying? What do
they do today?

—\\\\u_/"' /f“'\ \/ 'F\\._,_\-\

Experience Mapping

actfonable



http://www.youtube.com/watch?v=_wdgjWqSjzs

Living with Smoke detected

alarm

| Sure is ugly!

Gives me a
fright

- .
Trevor Vaugh / Design Innovation Maynooth

Which one?

—3
=

Alarm

baby

Turning off

After

Dinner
Burnt

Taking ages
Cannot find to turn off!
towel!

A’.J" =

2 -
. Good to know its
working F
Sure is
Pretty!

Thanks for
the warning

Is it working?

Sure is ugly!

Gives me a

fright Which unit is
going off?

Living with Smoke detected

Alarm

| know which
unit is going

Woke baby

T (I

Turning off

~ T ol A Ve APt W LN L e -y

Gesture to

turn off works Andit's a

night light

Burnt

| Taking ages
Cannot find to turn off!

towel!




Journey Map of ‘ 1. Stakeholder?

Pre-Programme Education Career

Awareness Research Decision Entry Year 1 Year 2 Year 3 Year 4

Journey
stages

2. Document different 3. Describe the
frustrations and motivations. dominant experiences

VOICE OF
CUSTOMER



http://www.youtube.com/watch?v=_wdgjWqSjzs
http://www.youtube.com/watch?v=kaSculXdBII

N o0

Define

Data synthesis

65




GENDER

The average visitor Is female

MALE I o5
FEMALE N 102 AGE
She Is between 18 and 34
2-7 I =
18-34 I 102
35-45 N 104
50-64 I o2
65+ I
s,
mong
ht RACE/ETHNICITY
y do She Is likely Astan or Pacific Islander . .
HISPANIC [N 100 Who is easier
WHITE I 101 H
AFRICAN AMERICAN | o+ to deSIgn
= : I 103
Ad /
KA NATIVE — L
OTHER I 101
N
Bachelor's degree -v-"‘——-~--_____ a8
2t - so HOUSEHOLD
hooL I 102 INCOME
UATE _99 Her household Income is less
LEGE N 103 than $50,000 per year
GREeE NN 101 UNDER S50K [ 102
Cree I 105 50K - 575K [ oo
CREE I 105 575K+ I o5
.

\! “We found in the past that if they didn’t

understand the buyer, designers would just go

off and design something for themselves,”

Moray Callum, executive director of Ford Americas design




GENDER
The average visitor Is female Se—t

MALE [ 55 e
FEMALE I 103 AGE

She Is between 18 and 34

™ RACE/ETHNICITY

y do She Is likely Aslan or Pacific Islander

HISPANIC NN 100 Who is easier Relatable
e ——o to design Personal
for? Familiar

o
1

HOUSEHOLD
INCOME

Kate .

Is a shy, reserved and studious 1st year student from Oranmore,
Galway. She is balancing a part-time job to help fund a good
student lifestyle while in college. She needs help in balancing her
college and part-time work commitments. By the way she is very
capable but struggling to balance course commitment with student
/ work activities.

. |
.S

§ How might we :

" communicate that this How might we

\ programme is a full accommodate the new
\\ timetable & workload norm of students having
(40/hr/Wk) so that she has to work part time?

a realistic expectation from

the off?

How might we help
Kate transition into a
demanding workload

" and foster the right

-~ mindset and work ethic,
~ without daunting her?

- 5
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Ideation

Aspirational Map

Pre-Programme Education Career

Awareness Research Decision Entry Year 1 Year 2 Year 3 Year 4

Journey
stages

1. HMW question? 2. Aspirational journey 3. Outline the Innovation

Benefit to
customer



http://www.youtube.com/watch?v=_wdgjWqSjzs

The Kano model Satisfied

Theory of customer satisfaction r

Not < > Fully
implemented implemented
v
Dissatisfied 72
Peak & End rule

Satisfaction after time

Peak

End

73




Aspirational Map in

N

Pre-Programme Education Career
>
(2]
g > Awareness Research Decision Entry Year 1 Year 2 Year 3 Year 4
S
S

2. Aspirational journey -
1. HMW question? How will it be delivered?

Benefit to
customer

Martin Ryan

Department of Design Innovation
martin.ryan@mu.ie

01 7086346

Thanks for listening




