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Welcome and introduction

A warm welcome to all of you!

We are happy that you have joined us here on the Glocal Campus for the course Creative problem solving in teams using Design Thinking as part of
the self-learning course Virtual Intercultural Teams (VITeams).

We, Kirsten Nazarkiewicz (Prof. Dr.), Adelheid Iken (Prof. Dr.), supported by Erik Schumb (agile sprints), have developed these sessions in order to
inspire and motivate you to implement a design thinking perspective in your work.

All of you will have been engaged in collaborative work, and for many this will have involved teamwork across cultures. Some of you may already have
worked through the self-learning course on Virtual Intercultural Teams. No matter what your experience and knowledge level, the following sessions
will be very practical and feasible for everyone. It is our strong belief that collaboration in virtual teams cannot be learned through theory alone, but
needs to be accompanied by conscious and self-reflective experiential practice.

The major goal is thus to practice virtual collaboration in a mixed team by using a Design Thinking framework and applying some of its key tools.

@ Watch Erik’s self introduction video on the Glocal Campus: https://glocal-campus.org/course/view.php?id=16#dt-video-introduction

@ Note: In case you have not yet worked on the other self-learning sessions entitled Virtual Intercultural Teams on the Glocal Campus, click on
the menu button in the upper right corner, then on the button “Browse Courses” to arrive at the course page.
You can also use this direct link to go straight to the course: https://glocal-campus.org/course/view.php?id=19
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Background to these sessions

Working effectively and collaboratively in Virtual Intercultural Teams (VITeams) requires multi-perspectivity and creativity. With this in mind, we have
chosen to introduce the Design Thinking method, an innovative problem-solving approach that is rooted in the strong belief that focusing on the user
and their needs and perspectives is key to finding innovative and sustainable solutions.

Design Thinking assumes that people, spaces and processes must interlock effectively. It is therefore particularly suitable for leveraging the potentials
that creative processes can bring about in intercultural and international virtual teams. Applying design thinking methods in such contexts not only
provides us with an opportunity to gain experience in practical virtual teamwork, but also in collaborative learning and problem solving processes.

This sequence of sessions will introduce to you the Design Thinking method along with some of its key tools. With this knowledge you will be able to
produce joint products and results as a virtual team, while surmounting the team challenges that are bound to present themselves. Working through
the following sessions will serve as an orientation for your team during this practical phase. Applying the Design Thinking tools explained here will help
you to achieve synergies and thus a positive outcome in your teamwork.
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Introduction: The task

In this course you (along with your team!) will follow a process flow that covers all Design Thinking Phases while applying suitable tools at appropriate
moments. In order to help you use the tools proposed here, you will find instructions, a template and usually an example. You may adjust and apply
the selected DT tools for a better fit in order to solve the current challenge experienced by your team. Alternatively, you may want to pick another tool
from the Design Thinking Bootleg (Design Thinking Bootleg — Stanford d.school) if you find this more appropriate. You are encouraged to do this if you
find a more suitable tool! However, please do not to skip any of the phases. Going through each step is pivotal for the success of the project.

Make sure you apply the tools as a team. This does not mean that you should necessarily always implement the tool synchronously. In the flow of this
course, you will probably wish to select a technology such as a virtual whiteboard, which lends itself to asynchronous work. This will have the
advantage that your synchronous meetings are likely to be more effective due to the previous asynchronous input contributed by your team members.

We recommend appointing a team moderator as well as a time keeper for each synchronous meeting. The time-keeper will then also be responsible
for time-boxing, i.e. the allocated time period for each activity. Time consciousness is indispensable for this method.

Although the completed templates that you produce are in effect a part of your final results, keep in mind that they don’t have to be perfect — 80/20 is
enough. It makes sense to think about them as a subject for continuous improvement, since you might gain additional knowledge during the Design
Thinking process. Your work can then be updated with this new knowledge whenever you deem it necessary.
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Possible time frames, timeline & milestones

Below you find a timeline for a course that was conducted in a time frame of 8 weeks from the Kick-off until the presentation of the pitches.
It is also possible to do the work in a block course where you work on the tasks for a few full days. Usually, you will take 3 to 4 full days to complete the task.
Your facilitators will provide you with information about your time frame.

Below you will find an example of how to organise yourself and the DT phases within a time frame of 8 weeks.

Suggested schedule

Project week -1 1 2 3 4 5 6 7 8
Calendar week CW 45 CW 46 CW 47 CW 48 CW 49 CW 50 CW2 CW3 Cw4
Dates 08.11.-12.11. 14.11. - 22.11. - 29.11. - 6.12.- 13.12.- 03.01.- 10.01.- 17.01.-
21.11. 28.11. 5.12. 12.12. 19.12. 09.01. 16.01. 23.01.
Days 7 14 21 28 35 42 49 56
Build and organise [ ]
C____
your team
Empathise ( . J
Define Participants will be [ ) ]
deat aligned to the tasks
_ : : C___
cate (= ,How might we [ ]
Prototype challenges) ( ) ]
Test ( — J
Deliver ( R ]
Reflect ( )
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Design Thinking: why, how, what?

@

Our world today is often considered to be volatile, uncertain, complex and ambiguous, in short a VUCA World'. The consequence
of this is that we now have to deal with many challenges that did not previously exist. These may be linked to issues such as
climatic changes, digital transformation, changing business processes and increasingly globalised networks. New challenges call
for new approaches and Design Thinking (DT) is one of these. A key advantage of Design Thinking is that it supports a bottom-up,
human-centric approach, which focusses on the needs of the end-user. In this way it paves the way for the swift facilitation and
adoption of the solution and is eminently suitable for this new VUCA world. It is based on the simple principle that we need to look
at innovation processes as ‘designers’, whose task it is to create forms, structures, patterns, objects and products.
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Design Thinking: why, how, what?

Consider Design Thinking as a trinity of three elements: a mindset, a process, and a toolset. Design Thinking considered as a
toolset follows three paradigms in order to make the innovation process or the design of new products and services successful and
sustainable:

Desirability: The product / service / solution must address a human need, otherwise it will not attract clients or users.

Feasibility: Is something really doable? Is there a technology and are the resources available (e.g. material, manpower, money)
in order to achieve the goal?

Viability: Is the idea or result sustainable? Will it be valuable and/or profitable? Can a sustainable business model be built
around a solution?

The collection of tools that will be introduced to you as part of the Design Thinking method will address all three of these aspects.
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Design Thinking: why, how, what?

Design Thinking is thus a systematic approach to finding creative solutions to complex issues and problems. For example, it
enables digital transformation and innovation through developing new human-centric products, services and solutions while
improving standard (business) processes e.g. in the areas of supply chains and / or strategic decision making in other fields.

It is based on iterative processes which help to deliver user and stakeholder-oriented results. With iterative or on-going processes,
we mean a systematic repetition of sequences which help to achieve desirable results. We can summarise these processes and
sequences through the following:

Empathising with the end-user, trying to capture and understand their needs, wishes and wants, as well as the influences that
contribute to their actions.

Defining the issue in order to understand the challenge in its various facets.
Ideating, i.e. generating ideas to meet the end-users’ needs.
Prototyping by quickly turning ideas into prototypes.

Testing the prototypes with the end-users, developing new ideas and new prototypes based on their feedback and, if necessary,
iterating again.
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Design Thinking — a mindset

In essence, Design Thinking is a mindset. It involves an awareness and openness towards many different experiences and
perspectives when attempting to meet a specific challenge. Such a solution-focused approach can lead to breakthrough
innovations.

Design Thinking as a mindset requires exploring the thoughts and behaviour of customers or stakeholders. This is achieved
throughout the process of empathising, developing of a prototype, as well as testing and subsequent iteration, which is geared
towards producing solutions in accordance with the customer’s needs.

Such a mindset fits well with new ways of working, agile and flat organisational structures as well as the rapid change and
interconnectivity that we face today.
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Design Thinking — a mindset

In order to link Design Thinking to a mindset the following principles can be helpful:

» Work with time-boxing — avoid becoming paralysed by too much analysis.

« Stay focused on the topic.

« Assume a beginner’s mindset.

* Be human-centric ... and maybe even planet-centric — find the true need(s)!

* lterative progression: looping back and forth within the various design thinking phases.

+ Unconditional collaboration.

» Respect your teammates, their individual background, their ideas and their working style.
« Work with hypotheses and validate them rather than interpreting things.

« 80/ 20 — don't strive for perfectionism. 80% is enough!

 Fail fast & early! Failures are allowed!

* Replace the word “but” with the phrase “yes and”. One idea builds on another and in this way progress is made.
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Design Thinking — a process*

Considering Design Thinking as a process requires accepting the iterative effort of looping back and forth along the process — whenever the need
arises (e.g. in order to improve a prototype you may have to go back to a previous phase).

® Watch this brief video in order to understand the process steps and the need to loop back and forth (3.56%):
https://www.youtube.com/watch?v=_rOVX-aU_T8

@ For an example that helps in understanding the process steps, watch the following YouTube video (2.11°):
https://www.youtube.com/watch?v=vQytKCT563I

~ N N NN

. o

*Note: As areference model we show you here the “original” DT process as published and further developed by the D-School at Stanford University.
@ It has been frequently adopted and adjusted somewhat, by consulting companies such as Accenture, Boston Consulting, McKinsey, Deloitte.

LOOP FORWARD
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Design Thinking — a toolset

Tools

To each of the five phases (empathise, define, ideate, prototype, test) or modes, there is a set of aligned tools, which you can apply to your design task
or the Design Challenge, as it is often called. You will find them with instructions including an explanation and an example in the respective phases.
We have carefully selected a set of tools that we consider to be most suitable for your task at hand. However, there are other tools available, and you
are free to choose from other sources, or from tools you or your team members have encountered before.

Challenges

In order to make this course realistic and hands-on, we chose one challenge as an example: How might we digitise and improve specific
(business) processes (e.g. applications)? You might be asking here, “Who is ‘We’?”. One of the first tasks with the help of the tool “Creative
Reframing” will be to adapt the given challenge to your team and context.

This challenge serves as a demo version for all phases of the design thinking process. Your facilitator will give you selected challenges to work on in
teams. Each team will focus on one of these ‘How-might-We-Challenges’ as we call them.

One of your tasks with your teammates will be to familiarise yourself with the tools and use them to work on your own Design Thinking Challenge —
your ‘HMW (= How Might We) — Challenge’. Together with the other participants who are interested in a particular challenge, you will work in a
heterogeneous team.

Team and task

Before you start working together on your challenge, we strongly recommend that you build your team first, as this is an essential factor for success. In
order to do this well, you will find a set of basic tools which will help you to get off to a good start. So get your team working together, first!
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The selected tools for your Design Thinking sessions

Pain & Gain
analysis

Creative
Reframing

Solution

Think Aloud

Brain Dump Testing

Canvas

Stakeholder
Mapping

Value Proposition
Canvas

Heuristic
Review

Ideation Matrix

@

Empathy

. | nv.
Interview dea Canvas

Storyboarding

Difficulty

Empathy Map Impact Matrix

This diagram gives an overview of the tools you will practice and learn during the sessions. In each phase other tools are also suggested or can
be applied by your team as long as you achieve the final goal of presenting a convincing solution for your challenge.
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Design Thinking — How to pitch

Pitch

The work with the tools on your challenge will lead to a “pitch”. A pitch is a short presentation with the goal of convincing an audience regarding an
idea (your prototype) and to sell it. A pitch can last from 30 seconds to 45 minutes. Your facilitators will give you a time frame.

A pitch follows a story line and aims at catching the attention of the audience right from the beginning. Problems are made emotionally comprehensible
and the product you developed leads to a resolution of the tension created in the story line. You will find more information in the tools Storytelling and
Storyboarding.

You can find an explanation of how to start a pitch in the following two clips:
How to pitch in 3 Minutes. https://www.youtube.com/watch?v=XWRtG_PDRik
Some hints regarding the start of a pitch: https://www.youtube.com/watch?v=P2L wuF7zn9c

You are free to choose a format. It should be informative and creative, stakeholder oriented using a storytelling style. You may produce a video clip, a
cartoon or pictogram serie, a powerpoint or prezi presentation, an account on instagram or other web-based tools. You may record it in advance or
preferably present it live in online meetings. Make sure to convince and “catch” your audience. Here are some inspirations:

Video pitch for a chocolate bar in 3 Minutes: https://www.youtube.com/watch?v=bNhF4JKGKk7A

Example for a pitch with PowerPoint in 8 minutes (please note: it starts at 1°38): https://www.youtube.com/watch?v=7a_lu7ilpnl

@ Note: These are just best practices and recommendations. You are free to choose your own creative way of convincing your audience.
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Get your team ready

What makes a team a team?

So far you are just a group of people, but with the alignment
towards your task — your Design Thinking challenge (‘How
might we ...?") — you have a common goal. In order to meet
this challenge and perform well, you will need to develop
from a group into a team.

As a group, you should develop a plan as to how best to
achieve this.

In order to prepare for this, you may want to go to session
three of the e-learning course Virtual Intercultural Teams on
your Glocal Campus ‘Developing from a group into a virtual
team’.

We have prepared a set of topics that teams usually have to
deal with, and we would like to introduce some tools to you
in order to prepare for the ‘forming’ phase.

The forming phase is, according to Tuckman (1977), the first
stage in the development of a team.

The phases are explained here:
https://www.youtube.com/watch?v=0i6e_on6xVc

lllustration by Marie Seeberger (http://www.behance.net/marieseeberger) CC-BY-NC-SA 3.0 license
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Get your team ready

In order to foster teambuilding, it is helpful to get to know each other and agree on a structure for your work that considers all of the team members’
strengths and needs. In addition, the current as well as emerging tasks and processes, the communication tools to be used and a realistic time line
should be agreed upon.

Considering the following tasks and topics will support your teambuilding:

1. Get to know each other better using the Profile Template (see slide 20).
2. Gather together the team’s skills and strengths; build the team’s commitment using the Strengths, Skills & Value Inventory

3. Organise your team by applying the following tool:

 Clarify processes, responsibilities and communication/technology (e.g. meeting planning workflow management, specifying documentation,
agreeing the communication and collaboration technologies to be used for each task)

* Review and reflect upon the project timeline and milestones and compare them with individual and team-related constraints and inhibitors
» Check each individual’s morale (e.g. by enquiring about your wellbeing)

4. Only after this should you start a first brainstorming session regarding the How-Might-We challenge that you will work on. In case there is
insufficient time during this meeting, postpone this phase.

HOOU
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Get your team ready
Getting to know each other — instructions

The forming stage or getting to know my fellow team members.

In order to be prepared for the first meeting, create a profile of yourself, as in the first team meeting you might only have approx. 5 minutes time to
introduce yourself.

» We suggest to use the Profile Template. It has been consciously designed with the goal that everybody equally shares a basic level of information
about him-/herself which will be relevant for the teamwork. It aims for an equal ,give-and-take” amongst all team members and therefore helps to
establish a basic level of psychological safety & trust in your team.

» Be inspired by the questions and answer them with a level of detail that you feel comfortable with.

» For more insights on the importance of systematic team building in heterogeneous virtual teams read session 3 in the course Virtual Intercultural
Teams on the Glocal Campus.
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Get your team ready

Your profile — template

Who are you? What will you bring to the team?

* Where are you located at the moment? Insert a » My special skills / expertise: ...

» What do you study or work and why? current picture » Experiences with topic, task, working format...

* What do you do in your free time? of you or a » How do you work? Are you a planner or something
« What's your secret passion? picture related else...?

» How can team members drive you crazy? © to you * What s your superpower

(= available even in stress situations)?
* Do you have a motto when things get tough?

Core values for your team commitment: (your preferences /needs, e.g.
timeliness, reliability, responsive communication)

» What do you love about teamwork?
* What is important for you in teamwork in general?
* What is essential for you for good teamwork?

What do you need from your team members to be able to perform?
* How do you prevent conflicts?

HOOU 20



Get your team ready
Skills, strengths and value inventory — instructions

The forming stage or getting to know my fellow team members:

>
>

Every team member should use his or her own profile when working on this task.
Schedule 5 — 10 extra minutes to think about each of the three questions below. Use a “silent brainstorming” technique for this.
1. Personal aspects: What would you like to share?

2. Skills & strengths: Which are your individual skills & strengths? How do they fit together and contribute positively to your team setting?
N.B. Might there be a skill gap that the team needs to compensate for?

3. Core values for the team: What makes collaborative work for you feasible? What do you value?
(e.g. timeliness, reliability, creativity, responsive communication etc.)

Use the results of your briefing to fill out the template on the following slide by noting down individual skills and strengths from your profile on the
left and the team level skills and strengths on the right. Also think about those skills that you may need but still don’t have in your group.

Do the same with regard to core values. Make sure you keep this document safe and accessible, since it can be of particular value in times of
crisis.

This exercise helps you to find common ground on these issues, or at the very least exchange needs and expectations regarding your team’s
collaboration.

To find out more about your personal strengths and your “superpower”, take a look at session 4 of the course Virtual Intercultural Teams on the
Glocal Campus. There, you will find a self assessment regarding important and typical team roles.
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Get your team ready

Skills, strengths and value inventory — template

Skills & strengths

Individual level — Team level

Everybody adds 1-3 skills and/or Reflecton your team’s_ strengths!
strengths from his/her profile Anything you miss?

]

]
]

M

]

Core values

Individual level = Team level
Everybody adds 1-3 core values Discuss and come to an
from his/her profile agreement: Which basic

]

.
M

]

commitment to the team
can all participants make?

HOOU
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Get your team ready
Clarification of processes, responsibilities and communication / technology - instructions

Brainstorm the tasks and processes that you need to perform as a team to achieve your goal. Given the virtual environment you are working in, you
might recognise the ambiguity between your dependence on technical / digital solutions on the one hand, and the benefits of operating in a modern
virtual working environment on the other.

Organise your team by considering the following:

1. Processes and tasks: Brainstorm possible processes and tasks (e.g. scheduling of meetings and workflow management, documenting etc.) and
note them down (see following template). Decide on the main processes (according to strengths of the team members) and assign
responsibilities.

2. Collaboration and communication tools: Design your virtual work environment (e.g. which communication and collaboration technologies will
you use for which purpose?); Note down the technologies to which you all have access, especially those with which you might already have had
good experiences. How do you do what? Which technologies do you use for what? Hint: keep things lean and easy, avoid redundancy in
functionality — there might be some tools that serve more than one purpose.

3. Agreed team processes: lllustrate processes, technology and responsibilities together in one image.
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Get your team ready
Clarification of processes, responsibilities and communication / technology — template

Processes & tasks Collaboration & Agreed team processes
T T R communication tools We have suggested a few standard processes here.
needs 1o be done in the team to erfc;rm Please check whether you require more. Agree as a team and
. P align responsibilities and collaborative tools
as a team and to achieve your goal? Gather and note down the

technologies to which you all have
access, especially those with which
you might already have had good
j experiences Name

Meeting planning

e [ ] .
j ec 'I%?) I<:)9y / E}ommunication

Workload management W external

internal

O Archiving &
documentation of results | /@
Maintenance of technology W
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Get your team ready
Conflict prevention

Working remotely together for the first time as a team and executing a complex task with a new method in a fixed time frame is challenging.
It is not only possible, but even likely that you will encounter troublesome times while team members may well come up against personal limits. Do not
worry, as this is normal. The challenge is to cope with these moments in a professional and constructive way.

The following phenomena may occur:
» individual and collective stress

* communication issues

* interpersonal problems

* motivation problems

+ feelings of being overburdened or overwhelmed

This is why you should use the Individual State-of-mind Check (on the next slide) at least once during your teamwork and share your results with the
team.
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Get your team ready

Individual state of mind check — template

How are you?

What do you bring to the team?

* How would your describe your mood at the .
moment? Insert an

» Which other projects keep you busy or even emaojl that .
distract you from this project (personal or shows your .

professional)?

» Do you feel like you can share your emotions

with your team members?

current mood

Do you feel that your opinion, expertise and ideas are
accepted and appreciated by the team?

Do you feel like an equal team member?

Do you feel like you can bring in your strengths and
your expertise?

Do you feel like you have enough responsibility?

Core values for your team commitment: (your preferences /needs)

* What do you love about your team and your joint challenges?

What would you like to change about the teamwork?

* How would you assess the workflow, communication and distribution of work?

What do you need from your team members to be able to perform?

» Can you see misunderstandings, tensions or stagnant processes?

HOOU
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Empathise
What does it involve and what is its purpose?

Empathise is the first phase of the Design Thinking process and focuses on the stakeholders and users. The main purpose is to gain a thorough
understanding and appreciation of the people you are designing for, including their deeper desires and needs.

By putting yourself in their shoes, trying to feel as they feel, possibly even experiencing things the way they do, whilst putting aside your preconceived
ideas, you take on the perspective of the stakeholders and users as well as possible and use these insights as a basis for solving the issues at stake.

You can accomplish this through observing, questioning, listening, engaging and immersing. The overall aim is to develop an empathetic
understanding of the people you are designing for, their realities and the issues they want to solve.

Empathise is at the heart of Design Thinking because it captures the needs, wishes and emotions of the users or customers, and enables us
understand what determines their action behaviour. You will be introduced to 4 tools which you will be using during this phase.
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Design Thinking phases and key tools to support empathising

— —> — PROTOTYPE —>

Creative
Reframing >
Stakeholder
Mapping

e
e
e
e

(HMW)
Hypothesis

Empatty Here we can see an overview of the different phases and a list of tools for empathising. We will add relevant guidance
Interview relating to the tools for each phase as we go along. Tools with this sign will be introduced in more detail. There will
be instructions, a template suggestion and an example of a transfer situation to show how the tool can be applied. Feel
free to modify the templates or use other tools that you know. Using your own tools is fine as long as they serve the
purpose of the respective phase. You might not need all of the suggested tools but make sure you do not skip important
steps!

[l

Empathy
Map

(0]

Observations

Note: Make sure that you have visual documentation of all the tools you have used. In later phases you will be
returning to most of what you have worked on previously. Also, you might require this for your report or pitch.
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Empathise
Tool: Creative Reframing — instructions

In this scenario, you choose a challenge to work on but not all of your team members may have the same understanding of the challenge. Therefore,
you may consider it necessary to narrow down the challenge or rephrase it to make it more specific and achievable.

DT tool: Creative Reframing

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-creative-reframing

Goal:

Obtain a more specific idea of your HMW Challenge and focus on it. Obtain a common understanding of the problem statement and narrow the
challenge down to something achievable.

Instructions:

Write your DT challenge in the middle of a digital whiteboard or similar.

Underline all unclear words or phrases. Use a different colour to mark the words which are too broad or too narrow.

Discuss in your team the meaning of each underlined word / phrase; you might want to find alternative phrases — making use of synonyms in order
to describe something better.

To reach a consensus, listen to the suggestions from the team and pick up on alternative wordings; if it is too difficult to decide, let everybody vote
on alternatives for each critical term and re-phrase the challenge by leveraging the words most voted for.

Continue to work towards the new challenge, upon which all team members have now voted.

@ Note: Apply time-boxing! This exercise should take no longer than 15 minutes!
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Empathise
Tool: Creative Reframing — template

* Reframed challenge: *

Formulate your reframed
challenge here ...

How might we ...

% X%
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Empathise
Tool: Creative Reframing — example

Example - reflection:

‘How might we improve (business) processes? —
this Design Challenge is clearly too broad. A more
specific version would be: ‘How can we digitise and
improve specific business processes (e.g.,
applications ...)?’

* Notice which alternative words and phrases we
found for words which were hard to understand or
too broad.

« Within each branch of alternative words, we
agreed on one expression and created a
reframed challenge based on that.

+ Of course, there are many alternative ways of
reframing! Use your collective intelligence as a
team, discuss alternatives and agree — as a team
— for one.

« Especially in your case — given the tight timeline
— you might want to select a challenge that is not
too hard to deal with. If you perceive collectively
that the barrier to finding a solution is too high,
feel free to reframe towards a more focused
challenge which is easy to deal with.

Whois we?! Broad term — what does it mean?

This team? * Specialised ]
Reframed challenge:

University of Hamburg? ] Focused ] How mlght this team improve
the mobile app of the
The IT department? ] ... needs to be named by IT University of Hamburg (UHH)?

DT-challenge: How might we digitise and improve specific (business) processes
(e.g. applications)

Narrow term:

What does this word Which business processes

mean?! are there? do applications equal
a business process?
Automate Human Resources 1 Smartphone app? ]
Improve .
Avrtificial
Intelligence Supply Chain, w Generic
e.g. Procurement a software application

Automate ]

Finance & Accounting ’

Which business processes at the university
are already available as an app?

Put it in the cloud ]

Make it more easily ~ (Customer)
accessible for the end-user Relationship Management

UHH Mobile i
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Empathise
Tool: Stakeholder Mapping — instructions

A Stakeholder Map identifies clusters or categories of people and their representatives who have a direct and indirect interest in and influence on the
outcome of the current challenge. Not only does such a map help us gain an overall picture of the people and organisations who have a stake in the
issue, but it also identifies their relationship to other stakeholders and groups of stakeholders. Furthermore, these maps can help us to develop an
understanding of each stakeholder’s power and interests, which is them a valuable resource, for example during the planning and testing phase.
The Stakeholder Map can show us who and what could be an obstacle when approaching the challenge as well as who and what may support the
implementation of the project.

DT tool: Stakeholder Mapping

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-stakeholder-mapping

Goal: Understand the system and diagram of the stakeholder network! This helps ensure that the people served by your design will be carefully
considered throughout the design effort.

Instructions:

» Brainstorm a list of persons and / or types of persons involved in your topic and identify the groups they belong to. Think about the question:
who benefits from this solution? Simply use your collective knowledge!

If you perceive this as insufficient, you might add some desk research to find out more about the people involved.
Write a speech bubble to summarise how each stakeholder benefits from the solution.

Draw lines with arrows connecting the stakeholders and describe relationships.

Map and highlight the top 3 stakeholders in order to focus and limit your upcoming research efforts.

Note: Don‘t strive for perfection, rather aim for a balance between breadth and relevance. Again: apply timeboxing, 15 — 30 mins should be
enough to map the major stakeholders.
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Empathise
Tool: Stakeholder Mapping — template

Reframed challenge:
How might/ can ...

Who benefits
in some way?

*
el

—a» *
)



Empathise
Tool: Stakeholder Mapping — example

Who benefits

Example - reflection: in some way?

» With the reframed challenge and a clear focus on o
the UHH mobile app we quickly identified the first .
group of stakeholders: the university students who Reframed challenge: o ©
use it! How might this team improve the mobile app

+ With the addition of some desk research — having of the University of Hamburg (UHH)?

spotted a few articles about the UHH mobile app —
it was easy to add the university employees — the
second large user group.

+ city appears more
attractive, improved image

+ university appears more attractive for students
& employees and gets more funding

+ can easily offer and

* We considered who published the articles — what sell their services

was the motivation behind the articles? There
must have been a particular interest behind their

publication and therefore we dig deeper on that vV R - ; Sen .
thought. Representatives of the Federal | «——» epresentauves o ervice providers
] ) State City of Hamburg UHH of UHH
» How much influence do they have? Typically the
end users for whom a product or service is

designed are key, because if they don't use a
solution, the solution will die. + can easily offer and

promote their services

Admin staff
+ Who else might be involved? Initially this can be a of UHH
hypothetical assumption. Have a look at the
assumptions we noted in the call-outs around

each stakeholder. Applying the following tools will
verify whether a stakeholder really is a stakeholder

and whether our assumptions are true or not.

+ better place to work,
many needs are served

Students from other universities
in Hamburg like HAW?

Students
of UHH

Employees
of UHH

* In preparation for the Empathy Interviews and
Empathy Map we have highlighted the top 3
stakeholders

... they hear about the advantages the students
of UHH have and want to have the same

+ better place to study,
many needs are served
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Empathise
Tool: Empathy Interviews — instructions

@ Note: We recommend to carry out an Empathy Interview examining your stakeholder(s)’ needs and desires. Only in cases you believe you

already have all the information you need, you may skip this step and move on to the Empathy Map.

The goal of an Empathy Interview is to develop a thorough understanding of a person‘s thoughts, feelings and motivations, which may not surface
through superficial observation. This information is valuable because if we understand why a person behaves and acts in a certain way, it is a lot
easier to anticipate his or her needs and thus develop fitting solutions, which are more likely to find acceptance. It is thus not only about identifying
needs, but even more importantly it is about examining their desires. Ideally an Empathy Interview involves experiencing what your interview partner
does. Thus, by engaging in an Empathy Interview you immerse yourself in his or her behaviour within the context of his / her life.

DT tool: Empathy Interviews

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-empathy-interviews

How to do it

Focus your interview(s) on the top stakeholder groups or a few of their selected representatives that you have already identified in your
Stakeholder Map.

Brainstorm some lead questions in your team, select a few to focus on and create a (short)list of the most important questions.

Formulate open questions which support Storytelling, for example by asking: “Tell me about...” or: “| would like to know more about...” rather than
asking questions that generate a no or yes answer.

Try to develop a conducive atmosphere no matter where you meet your interview partner. Although meeting in his or her own environment is
conducive to a successful outcome, be pragmatic in the choice of an interview setting. This could be in a canteen or at a coffee bar, for example.
You might also call them by telephone or use an online tool. Try to keep things lean. Your interview(s) are not meant to be scientific, they are
supposed to foster your change of perspective. Keep your broader goal (= your DT challenge) in mind.

Make sure you take notes that you can share with your team.

@ Note: Empathy Interviews can also be conducted via role play in the team. Some of the members slip into the role of each stakeholder group.
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Empathise

Tool: Empathy Interviews — template

Interviewee name / date:

Stakeholder:

List of questions:

Notes:

Observations (non-verbal signs, what was not said but probably thought, what is my overall impression of the stakeholder, what may be his/her
feelings):
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Empathise
Tool: Empathy Map - instructions

The Empathy Map is a tool to visualise what you know about a certain person, who represents a particular type of stakeholder. The task is to find the
true human need of a person that is relevant to the HWM-challenge.

DT tool: Empathy Map

® Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-empathy-map

Goal: Identify the true needs of the stakeholders: Why are they interested in or use a solution or product? How do they benefit (e.g. they might use it

to perform a task or gain some other advantage)?

Instructions:

Focus first on one of the three stakeholder groups you have identified.

From that group think about one or more typical real persons using their name, whom you know or have heard about.

If you know this person already, go ahead and immediately populate the Empathy Map template.

Otherwise you might agree with your team members on a small interview guide that you will all use to interview selected persons.

Take the low hanging fruits: you might want to leverage your lunch or coffee break just to talk with a stakeholder who happens to be around.
Informal chats are always very powerful!

Continue in the same way with the other stakeholders.

@ Note: Try to create 3 or more individual empathy maps for each of the stakeholder groups. Each map should reflect your learning about one

specific real person. Do not map one person twice. Equally distribute this task amongst each team member since it is a beneficial
exercise for everybody. In case data protection is an issue, find an alias name for the person you have mapped.
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Empathise

Tool: Empathy Map — template

xf@%j%\ﬂ /@

What does this person say and do (attitude in

public, appearance, behaviour towards others)?

Can you remember a quote?

What does this person hear...?

o

/
OF |

A

N

Name: (Alias)
Age:

for example from other persons, in the news, etc.?

)
U

\

Gender:
Role: (Type of stakeholder)

What does this person think and feel?

(worries, aspirations, what really counts for them?)

What does this person see?

S @@

(environment, friends, market offers, etc.)

J
~

o

How is this person compensated for a particular

challenge? Might there already be a helpful
solution?

Which needs are not fulfilled?

Which pains does this person have?
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Empathise
Tool: Empathy Map — example

Example - reflection:

* This Empathy Map shows the current situation
experienced by a new student who studies
Fashion Management in Hamburg. Her name is

» The map was created based on recent
conversations and summarises her situation in a
few keywords.

* Whilst the map already provides some good
hints regarding a new student’s situation in
Hamburg,
it would also be useful to compile some more
empathy maps of new students with a slightly
different profile (e.g. different gender / nationality
/ university) in order to identify common needs,
themes and topics which the future solution
might address.

» However, you can use these results to formulate
hypotheses about the general situation of
students in Hamburg. These can be used, for
example to refine your interview guides and
systematically validate the hypotheses you have
already developed with respect to the current
challenge.

« Do the same with the other stakeholders.

/ h Hamburg is such a great city — |
I want to meet new people want to visit all the museums |

I m curious how the

There is so much to
see and learn

other students are

Andrea and the analysis comes from a true case.

O
A

| want to find a job
to earn money and
finance my studies

NG

O

| want to live
together with nice
co-stud

Icons not CC-licensed

Affordable rooms
are hard to get

Hamburg is expensive ]

-

o

Name:
Nationality:
Age:
Gender:
Role:

N

Andrea
German

\

network not to be alone —

You need to be in a |
hard to get in

Good Jobs are hard to get

)
1

20

Female
New Student (Fashion

Management) in Hamburg /

I m lonely,

& ¢

none of my
old friends
visits me

| heed a new laptop
or iPad to be able to
do better in my
studies

My roommate is so
distant, | want to

find another room

\_

AN

® @®

Peer group spending
time together

]

People living together,
cooking and cleaning together

— having fun

Students from other
Universities using special apps

Advertisements and articles
about other Univs

Instagram stories of
influencers in HMBG

=

Cheap WA calls

Visit museums &

bookshops on Sundays

with friends & family

Stay longer at work and spend
time with colleagues

Follow friends on
Instagram

Loneliness

Time pressure to
finish studies

Pains

New environment
to navigate

Quickly find solutions for \|

my challenges

=/
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Define
What does it involve and what is its purpose?

The second phase of the Design Thinking process refers to clarifying and specifying your users’ needs and problems by analysing the information you
gathered during the empathising phase. You already know a lot about the potential clients or users, their environments and implicit needs.

This phase is required in order to either confirm the problem statement or to go back to the empathise phase and refine it once more with further
creative reframing.

We therefore define our results and agree on a common understanding of the challenges in the team and its meaning for the stakeholders.
Important hints:

* Review and reflect your research results as a team. Reach a common understanding of what you have found out.

» Use tools like a Consolidated Pains & Gains Analysis, the Value Proposition Canvas or others to summarise your key findings so far.

+ Summarise the key findings for each stakeholder. Extract common needs amongst all stakeholders. If there are no common needs, this might
indicate that you need different solutions for different stakeholders.

+ Let these findings be your guiding star for a while but don’t view them as if they were carved in stone! Consider them rather to be assumptions and
hypotheses and only continue to use them after you have validated them with your research efforts. Design Thinking is open to iterative refinements,
which means: when you notice a finding is incorrect during the DT process then simply correct it.
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Design Thinking phases and key tools to support defining

— — PROTOTYPE —>

Creative = —> Pain & Gain
Reframing Analysis
Stakeholder

Mapping Persona

[l

e
Je
Je
JUne

(0]

Value Proposition
Canvas

=

(HMW)

Hypothesis Problem

Statement POV

Empathy
Interview

ﬁ.e

Validation of
HMW Hypothesis

Empathy Map

Q
|

Observations

@ Note: Make sure that you have visual documentation of all the tools you have used. In later phases you will be
returning to most of what you have worked on previously. Also, you might require this for your report.
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Define
Tool: Consolidated Pains & Gains Analysis — instructions

This is a tool for condensing lots of detailed information from different stakeholder empathy maps to the essential core data.

DT tool: Consolidated Pains and Gains Analysis

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-consolidated-pains-and-gains-analysis

Goal: In your team, ‘emerge & converge’ with regard to your research results from the empathise phase. Identify the common, typical needs of each

group of stakeholders. This will enable you to focus your ideation efforts in the following phase.

Instructions:

Prepare a virtual collaboration space and upload all Empathy Maps grouped by type of stakeholder.

Transfer only the Pains & Gains from each Empathy Map for each stakeholder group to one separate Consolidated Pains & Gains Analysis Canvas.
You should then have one Canvas for each stakeholder group.

Emerge: Schedule a virtual conference and open the virtual collaboration space: from the CP&G Canvas every contributor will read aloud the pains
and gains she / he has identified in the ‘empathise phase’ — all team members should listen to this.

Converge: in your virtual meeting discuss the common themes / needs, for example with a clustering according to affinity and highlight them.
Map the pains to the gains! Does one or more gain already solve a pain from the other side of the canvas?

Repeat this for all representatives of your 3 selected stakeholder groups.

@ Note: Estimated duration is approximately 30 minutes per Consolidated Pains & Gains Analysis. This is an important step as it will guide the

following phase: Ideation!
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Define

Do not worry that you cannot read the
pictures, this is just a demonstration.

The analysis here is based on the
Empathy Maps you created in the first
phase ‘Empathise’.

The tool uses this information for the
Pains & Gains Analysis.

The picture on the right shows an
example for the consolidated
Pains & Gains of one stakeholder
group. Create one Consolidated
Pains & Gains Analysis for each
group of stakeholders.

Tool: Consolidated Pains & Gains Analysis — template

What does this person say and do (attitude in What does this person hear 2
public, appearance, behaviour towards olhers)? for examgle from other persons, in the naws, el

Can you remember 3 quote?

("\
b —/j\J Name: Person A
Age: 25
Gender:
. — m Role: student Univ. Hamburg
(B

What does this person think and feel? What does this person see?
(worres, aspirations, what really counts for them?) | | emvircnment, friands, markat

) EE=
— [D
= )

‘What does this person say and do (attitude in
Gan you remembor a quote?
' G
A @ Name: Person®
Y\

Roll Mmu iniv. Hamburg

50

What dos this person hear.. 7
public, appaarance, behaviour (owards othars)? for axamgla from other pa

A
b‘

® ®

offers, etc)

rsons, in the naws, elc.?

n \ Wha mm this parson so0?
(onvironment, frends,

arkel offers, elc.)

Consolidated Pains & Gains
Stakeholder group: ... XYZ .

Info: Continue with all the

other empathy maps

e
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Define
Tool: Consolidated Pains & Gains Analysis — example

Example - reflection : ‘ CP&GC (Consolidated Pains & Gains)

Stakeholder group: Student of University Hamburg

@ Gains \
Use
eco-friendly options

= 1)

» This Consolidated Pains and Gains Analysis 2
summarises the Empathy Maps of 3 students: &{:’" KX
all are from the same type of stakeholder ) &P '
(= Students from the University of Hamburg),
albeit with different ages, genders and
nationalities.

Waste and lavish

* They have at least one thing in common: consumption — 2nd hand
they are lonely in the new environment. Mobile and shared
devices and apps help them compensate for economy cycling |

7|

their loneliness and their lack of orientation.

+ Depending on the Design Challenge, it might
be necessary to dive deeper into a particular
topic: e.g. if the DT challenge were about food
provision for students, we would lack evidence
around this topic. Empathy research would
have to be refined with some guided questions

Mobile devices & apps

—
Follow friends
| on Instagram

Spacial orientation
New environment Huge camous
to navigate 49 pu

Cheap WA calls with
friends & family

ertaining to students’ food-related behaviour.
P g | Lost in space ] \ Smartphone j
Note:
@ Contrasting the affinity clusters — in this Info: Lack of vegan food ] N
case e.g. ‘Networking’ on the Pain side Reduced example, VIEIMTEEITS & eI O SHTEEr ]
with ‘Mobile devices & apps’ on the Gain all other stakeholder maps need Time pressure to finish studies ] Stay longer at work and
side — might give some good hints for the to be included spend time with colleagues

upcoming ideation and solution phases. Quickly find solutions
K for my challenges / \ and so forth /

HOOU 46



Define
Tool: Value Proposition Canvas — instructions

A Value Proposition Canvas is a user-oriented tool that helps us align values, i.e. ensure that the product that you are about to develop fits the context
or market for which it is used and acknowledges the user’s values. It also helps us to visualise the process of creating benefit for the user.

DT tool: Value Proposition Canvas

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-value-proposition-canvas

Goal: Make the challenges stakeholders’ or customers’ challenges more tangible, raise awareness regarding their true needs and desires. Ensure a
Problem-Solution-Fit! Further, the Value Proposition Canvas might help you later to assess the quality of your ideas and focus your solutioning.

Instructions:

Take the Consolidated Gains and Pains Analysis as a basis to populate a Value Proposition Canvas for each Stakeholder Group. The right side of the
Value Proposition Canvas describes the stakeholder / customer needs. Jobs-to-be-done are tasks or problems he / she has to deal with. Pains
describe the hurdles to be surmounted in order to get the jobs done. Gains are those aspects which are beneficial to getting the jobs done.

The left side of the Value Proposition Canvas describes products and services which help the stakeholder / customer get his / her job done and sheds
some light on how this product achieves that. Conclude with a value proposition statement.

Please follow the instructions in the text boxes on the canvas template on the next slide.

@ Note: Expected duration: approximately 30 — 60 minutes per Value Proposition Canvas. After completing all Value Proposition Canvases, please
compare them and identify common themes. Are the stakeholders so different that you need to design something especially for each one?
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Define

Tool: Value Proposition Canvas — template

Value proposition of the service to be built Type of stakeholder / customer segment: .. XYZ...

Gain creators

Describe in this field how
your stakeholders might
benefit from the gains you
spotted in your empathy
research (this could be an
emotion, a functional
utility, social gains,
cost savings, etc.)

Describe in this field how your

products and services will create

stakeholders’ / customers’ gains.
Products & Which benefits do they expect,
desire or would they be
surprised by?

. Jobs-to-be-done
services

Based on your empathy Use this field to describe what

research: this stakeholder / customer

list all products and H segment needs to get done: it

services your stakeholders could be tasks they have been
already use to deal with Pain relievers given, problems they are trying

Here you should note
negative emotions,

disadvantages, risks,
negative experiences etc.
that your stakeholders /

customers currently face in
their situation.

their challenges to solve, desires / needs they

are trying to satisfy etc.

Describe in this field how your
products and services will ease
your stakeholders’ / customers’
pains. How would the negative
aspects be compensated?

Value Proposition Statement:

The product / service we design will help.... ( type of stakeholder)... to get... (select from the jobs-to-be-done) done.
Especially ... (this stakehholder) ... will benefit from ...
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Define

Tool: Value Proposition Canvas — example

Example — reflection :

+ The Value Proposition Canvas (VPC) is
based on the Consolidated Pains &
Gains Analysis (CP&G) and therefore
shows a higher level of abstraction than
e.g., the Empathy Map. This helps you
not to get lost in detail and to focus on
the the truly essential information.

* However, don’t hesitate to refer back to
the original Empathy Maps in case one
of the abstracted terms is unclear and
you need to recall the context of this
term.

+ The right hand side of the VPC is more
or less a copy / paste exercise from the
CP & G analysis whilst the left hand side
requires more time for thinking and
discussion. This is another chance to
.emerge“ and ,converge“ your
knowledge about the user’s needs!

+ The Value Proposition Statement should
be formulated after having completed the
left and right side of the VPC as this
helps to nail down the essential meaning
of the data.

Value proposition of the service to be built

Type of stakeholder/ customer segment:
Student at the University of Hamburg

Gain creators » Mobile apps & devices: are always
available — everywhere — everybody
uses them. There is an infrastructure upon
which services can be scaled

Shared Economy: in all large cities there
are vibrant communities living a lifestyle
Products & focussing on sustainability such as the

services presence of second hand shops, repair

shops, etc — there is an infrastructure

» Smartphones, tablets already in place which is easy to leverage

Use eco-friendly
options
Mobile devices & apps Jobs-to-be-done

Open public places + Get a (Bachelor, Master)
(e.g. museums, libraries) degree

» Earn money to finance studies

¢ *) Gains
- Apps: e.g. » Navigate new city & campus
Neighbourhoqd, @ Pains * Take care of. Planet Egrth — think,
WhatsApp, Signal, feel and act in a sustainable way
Instagram, * Build a (professional, private)

» Mobile apps & devices: low entry
barriers given modern US/UIl — easy to
understand, available everywhere —

a one-stop-shop to help in many cases

Public Transport

» Shared Economy: no need to build
something from scratch in an alien
environment, just scale on top of what is

Pain reliefers there and leverage a vibrant community

Spacial
orientation * Collaborate

network
 Stay connected

Waste and lavish
consumption

Value Proposition Statement:

The product / service we design will help students in Hamburg to obtain their degrees more easily whilst living a
sustainable life. Students in particular will benefit from an existing infrastructure with low entry barriers.
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Ideate
What does it involve and what is its purpose?

The third phase of your Design Thinking process refers to Ideating, in other words finding ideas to meet your challenge. In this way you will be able to
integrate the information you gathered regarding your users’ needs during the emphasise phase as well as the knowledge and observations you
synthesised during the define phase.

Ideating is about exploring a wide range of ideas that might lead to a good and innovative solution and then distil and translate them into prioritised
recommendations according to the problem-solution fit.

The steps that need to be performed:

» First diverge: reactivate your ability to enhance imagination and creative thinking. Leverage the heterogeneity of your team: all of you have
individual backgrounds, come from different life worlds and possess specific types of expertise. Build on the ideas of others! Avoid the NOs and the
BUTs and replace them in your mindset with YES AND. Get inspired by anything around you which might - at first glance - appear to have nothing
to do with your task or challenge. Prevent the inner Voice of Justice from taking control. At this stage everything is allowed! (see tool Brain Dump).

+ Emerge: share your ideas and thoughts with your teammates. Discuss them and let different ideas merge. Quite often in an ideation process
different ideas naturally come together and form the features of a solution. (see tool Brain Dump).

+ Converge: assess the ideas, e.g. with an Ideation Matrix & a Difficulty-Impact Matrix. Cluster ideas and see if they might fit together as features of
a solution. Be mindful of the problem-solution-fit (PSF) of the ideas / solutions.
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Design Thinking phases and key tools to support ideation

PROTOTYPE :>

=

Pain & Gain = ,
_} Analysis Brain Dump
Persona Ideation Matrix
Value Proposition |'_ Fm Earee
Canvas

Creative
Reframing

[Nl

..i
(G

(]

Q

Stakeholder
Mapping

[

(HMW)

Hypothesis Problem

Statement POV

'
Je

JUe

Empathy
Interview

ﬂ.e

Validation of

Difficulty
HMW Hypothesis Impact Matrix

Empathy Map

@
|

Observations

Note: Make sure that you have visual documentation of all the tools you have used. In later phases you will be
returning to most of what you have worked on previously. Also, you might require this for your report.
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Ideate
Tool: Brain Dump - instructions

Brain Dump as a tool helps you to get your ideas out of your head and ‘dump’ or record them comprehensively and uncritically onto your template.

DT tool: Brain Dump

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-brain-dump

Goal: Collect ideas leveraging the collective wisdom and imagination of all team members. Everything is allowed! Diverge!

Instructions:

Have a blank (digital) whiteboard or similar ready
Write your reframed Design Challenge on it.

Meet as a team and start with a silent brainstorming session: everybody writes 3 to 5 digital sticky notes with his / her ideas. (note: each sticky
note should contain only one idea — expressed in a few keywords only; you might want to apply colour coding).

Each team member reads out loud their ideas and the other team members listen; the next team member adds her / his ideas and starts
clustering in case something is redundant or connects with the prior contribution. Name the clusters.

When everything is clustered, use ,What if..."- questions (e.g. What if we had no financial restrictions? ...., What if we were Amazon?) Generate
more ideas in a silent brainstorming round. Add the new ideas to the clusters and form new clusters.

@ Note: Duration: approximately 30 — 60 minutes: Some ideas might not fit into a cluster, in this case use them as stand-alone suggestions.
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Ideate
Tool: Brain Dump — template

Colour coding by team member
[ Name: ][ Name: ][ Name: ][ Name: ]
- =
ideas

D Cluster
ABC

D

Reframed challenge:

How might we ... ?
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Ideate
Tool: Brain Dump — example

Example - reflection:

* In this example each team member actively
leverages his / her unique life world and
expertise in order to generate ideas. Working
in your team, you might wish to pro-actively
align a life world to each team member to
stimulate out-of-the-box thinking.

+ Have a look at the very divergent ideas
representing the diverse life worlds of the
participants.

+ Given that only a few keywords are written on
the digital sticky notes, they will of course
need to be explained to the other team
members; such explanations should stimulate
the other teammates to engage in cross-
thinking, given that they compare and try to
integrate disparate ideas into their own life
world.

* Observe how the ideas from different ,life
worlds* fit together into clusters, starting to
take the form of a genuine solution.

Colour coding by team member

[ Pol ][ Gita ]{ Hande ][ Arian ]

Build new apps] De-digitise

( . .
Use emstmg] [ Nice UX/UI ]

r ,
Get something

=
]

p
p
p

Hmbg cloud Print it Meet in nature for froe ]
Build an Make it
Apply Al In shops ] ecosystem e
| ( (" Make it
Use podcasts i ; ake | more] It should look
Viral marketlng] [ beautiful

Reframed challenge:
How might this team improve
the UHH mobile app?
Build new apps |

Build a new ecosystem

[ Build an ecosystem

s (
Use videos ] Radio ] Involve pets | )
Nice UXIUI Get something for
Viral marketing free
[ Use existing shops 1
| Use videos
| Make it sensual |
[ Get something for free ]
Shared economy
Meet in
pets
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Ideate
Tool: Ideation Matrix — instructions

An Ideation Matrix is a grid that helps you to understand, structure and bundle the ideas you generated during your brain dump exercise. The goal now
is to emerge.

DT tool: Ideation Matrix

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-ideation-matrix

Goal: An Ideation Matrix can be considered to be a type of Morphological Box, a kind of systematic creativity tool. It serves to give ideation a
structure and to challenge a team to produce even more ideas. It is a great vehicle for ‘emerging’ — exchanging heterogeneous ideas within the
team and allowing the recombination of ideas towards more tangible solutions

Instructions:

» Think about which types of solutions might be beneficial for your stakeholders; for this purpose, quickly review the Stakeholder Mapping results
which were produced in the Empathise Phase.

» On your digital whiteboard or flipchart: draft a table with a few morphological items that make most sense.

+ Denominate each column with one of the selected morphological items.

* Move or copy all ideas from prior brainstorming sessions.

» Review the Ideation Matrix: are there huge gaps? Are there columns / morphological items without or with only a few ideas aligned?
* If so, perform more brainstorming to collect even more ideas.

@ Note: Duration: approximately 30 — 60 minutes.
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Ideate
Tool: Ideation Matrix — template

Add your DT challenge > Design challenge: How might we ...
Select the items, e.g., based on Item 1 Item 2 Item 3 Item 4 Miscellaneous
the stakeholder mapping results.

[ )

In case an idea is hard to
align to one item or column,

Align each idea to the | D
column it belongs to. ‘ [ ]
add it to the last column 2

Miscellaneous.

[ ]
[ ]
[ ]
(]

DDJU
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Ideate
Tool: Ideation Matrix — example

Example — reflection:

* In this example we selected 4 morphological
items to map types of ideas: are they technical,
organisational, social or political or are they
hard to map, or a mix? In the latter case align
them to miscellaneous.

* We copied all the ideas from the prior Brain
Dump exercise and aligned them to this matrix.

* When viewing the canvas it was felt that social
or political solutions were underrepresented, so
we performed a focused ideation exercise to fill
this gap (see digital sticky notes in grey).

+ Take alook at the two pathways, which show
in an exemplary manner how different ideas
can map together towards a solution.

 In this case, solutions 5 & 6 were added to
solution cluster “technical” from the Brain
Dump exercise with a few overlaps; those with
overlaps will probably be merged.

®

Note: a solution does not necessarily
have to include items from each of the
selected morphological aspects.

r—b

Design challenge: How might this team improve the UHH Mobile App?

Organisation
al

Use existing
shops

Social or political

De-digitise

Make it more

Technical

|
Apply Al

Use existing

[Build new apps] [ De-digitise shops

Hmbg
cloud
se

human

==

Meet in nature [

Get scmetning]

for free Use

[ Apply Al ” In shops

ecosystem

T videos
[ sensual 1

Make it more
human

|
[ Hmbg cloud ] [ Print it 1
]

Use podcasts [\j.m rnal*eting1

Build an
ecosystem

[ree

[
[
[ Build an
[
[

[Usevideos ][ Radio 1 Invalve pets

]
]
]
)
|

—

Build new apps )
I

Nice UX/UI

Viral
marketing

Involve Federal
Ministry for
Education

Involve City
administration
of Hamburg

Involve local
business
associations

ok

Miscellaneous

Print it

u pets
Make it
sensual

It should look
beautiful

Get something
for free
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Ideate
Tool: Idea Canvas - instructions

The Idea Canvas is an idea board which helps you to map out your initial ideas. It is therefore a simple vehicle to bring selected ideas together.

DT tool: Idea Canvas

@ Watch Erik's explanatory video: https:/glocal-campus.org/course/view.php?id=16#dt-video-idea-canvas

Goal:

To bring together ideas that might form parts of a solution. Sometimes Idea Canvases are perceived as prototypes, since they can be very concrete.
They can also be applied in the upcoming Prototype Phase. The Idea Canvas is a useful pre-requisite for assessing its problem-solution-fit in the next
step.

Instructions:

» Prepare an empty digital flipchart or whiteboard — have one page or at least a dedicated space for each solution.

» Copy over to its dedicated space each set of ideas that you clustered during one of the previous steps (Brain Dump, Ideation Matrix).
« If it is convenient and easy, find a quick working title for each solution, otherwise just call it Solution 1, 2, 3 ... and so forth.

@ Note: Duration: a couple of minutes only. Each solution should have a separate canvas.
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Ideate

Tool: Idea Canvas — template

\_

Idea Canvas:
Solution #1 / and or working title:

L

Idea Canvas:
Solution #2 / and or working title:

)

\_

Idea Canvas:
Solution #3 / and or working title:

Cluster
ABC

J
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Ideate
Tool: Idea Canvas — example

Example - reflection:

+ Solution 2 from the Brain Dump was similar
to the pathway of solution 6 from the Ideation
Matrix — therefore we combined them.

+ Solution 3 combines the cluster from the
Brain Dump with a possible pathway from the
Ideation Matrix.

+ Allin all, 22 ideas have converged into only
4 solutions, each with interesting features or
aspects which clearly come from the
heterogeneous background of all
participants.

+ These 4 solutions, with their special
characteristics, are still to be assessed
regarding their Problem-Solution-Fit.

-

.

Idea Canvas:
Solution #1 / Additional Apps:

Additional
apps

Build new apps

Nice UX/UI

Viral marketing

~

-~

In shops

Idea Canvas:
Solution #3 / Be Analog:

De-digitise
Meet in nature
Involve pets
Make it
sensual

Use existing
shops

AN

-

Solution #2 / Build an Ecosystem:

Build a ne
ecosystem Build an

Idea Canvas:

~

Viral marketing

Build new apps \

Nice
UX/UI

ecosystem

\for free

Get something
for free (

Get something

Involve city administration ’

of Hamburg

Involve local
economical associations

-

Make it
sensual

Idea Canvas:
Solution #4 / Shared Economy:

~

s

| In shops

Use existing shops 1

Use videos Shared

economy

Get something
for free
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Ideate
Tool: Difficulty Impact Matrix — instructions

Whereas the Idea Canvas helped you to bring your ideas together, the Difficulty Impact Matrix helps you to assess your ideas, bring structure into the
multitude of ideas and focus on the one with the best Problem-Solution Fit.

DT tool: Difficulty Impact Matrix

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-difficulty-impact-matrix

Goal:

Quite often there are limited resources (time, manpower, money) when we innovate towards something new. Efforts need to be focused, whilst making
sure that only solutions with a reasonable problem solution fit are prototyped and eventually built.

Instructions:

Prepare an empty digital whiteboard with a two by two grid. The Y-axis represents the level of difficulty while the X-axis represents the impact

Difficulty: think about difficulty as bandwidths between complicated and complex. Complicated things can mostly be addressed with an expert,
complex things might not have been solved before and might require a great deal of unexpected effort

Impact: Ask the simple question, “Does it solve your stakeholder’s pain? Does it address their needs?” Refer back to the Value Proposition
Canvas. You might need to do a separate difficulty impact assessment for each group of stakeholders.

Discuss and achieve a consensus on the positioning of solutions!

Depending on the resources you have, you will probably select a solution with reasonably high impact combined with low difficulty.
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Ideate
Tool: Difficulty Impact Matrix — template

Stakeholder 1

Difficulty
V'S

Complicated .m

Complicated

Impact
(= Solution Fit)

»
| 4

y

Stakeholder 2

Difficulty

N

Impact
(= Solution Fit)

»
| 4
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Ideate
Tool: Difficulty Impact Matrix — example

Example - reflection:

+ The 4 remaining solutions are relatively quick to : : . :
position in the matrix (note: each matrix for each Students of University ... xyz ... Employees of University ... xyz ...

stakeholder might be completed within 10 — 15 Difficulty Difficulty
minutes) A T

+ Comparing the Difficulty Impact Matrix for the top
two stakeholder groups ‘students’ and ( ) ( \

o v
)

Complicated

—
)

groups \ )
+ The level of difficulty remains the same for all ( \
Shared Shared
economy economy
stakeholder group, the employees ( )
+ Two solutions are assessed with a medium to
high impact, whilst the difficulty to build it Easy Be analogue Easy Be analogue
seems to be manageable as long as the right

four solutions in both assessments, given the
experts are involved (“complicated”) L Y

v

same pre-requisites (team & resources) Complicated
* The solution called “Additional Apps* has the

‘employees’: Build a new Build a new
« All solutions are worded generically enough so Complex ecosystem Complex ecosystem

that they make sense for both stakeholder

Additional Additional
apps apps

+ One solution however — building a new

ecosystem — is low on impact for the second \ J

: . L ][ Medi ][ High ] ' L ][ Medi ][ High ]

highest impact on both groups of stakeholders, L o e o L o e <

and the highest problem-solution-fit

Impact Impact

. . = Solution Fit = Solution Fit
Overall, the recommendation for this team was to ( ) ( )

prototype “Additional Apps*.

v
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Prototype
What does it involve and what is its purpose?

Prototyping is the fourth phase of your Design Thinking process and an essential step towards finding the best possible solution for your challenge.
It refers to the development of an almost operational working model or solution, which will then be tested and refined. If we recall the video clip in the
beginning, prototypes can be physical such as an object, a role-play or a wall of digital sticky notes. Prototypes serve to start an interaction process
around your idea.

The goals of Prototyping are to gain even more empathy for your user and to develop multiple concepts for testing. It is a showcase of your vision.

« A prototype translates intellectual consideration into the physical world and makes it more tangible for the users / stakeholders.

* |t does not have to be perfect, should not be expensive, and does not necessarily need to work fully or feature all the functions of the solution
envisaged..

» A prototype can be made of any material, even paper. It does not necessarily have to show the product itself, rather it might show the idea, for
example through a video, or improvisation theatre — as long as it is a user experience with a product or service.

* In all cases it should give the tester a tangible and maybe even sensual impression of a solution and how an applicant might benefit from it.

« The charm of a prototype lies in its imperfection: a prototype at this stage is rather a vehicle to test its Problem-Solution-Fit for the purpose of
further iterative improvement; the stakeholders you select for testing will be more willing to provide frank feedback on something that is obviously
built for further improvement.

* As tools we suggest Solution Canvas, Storytelling and Storyboarding.
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Typical flow of the prototype phase & key tools that might support your prototyping

{4
4

@
..m@@ |

{4

Q
..@‘

Creative
Reframing

Pain & Gain
Analysis

(]

Brain Dump

Stakeholder
Mapping

(0]

Persona Ideation Matrix

Value Proposition
Canvas

(0]

(G

Idea Canvas

(HMW)

Hypothesis Problem

Statement POV

Empathy
Interview

(ol

Validation of
HMW Hypothesis

Difficulty
Impact Matrix

000e

Empathy Map

(Ol

Observations

Note: Make sure that you have visual documentation of all the tools you have used. In later phases you will be
returning to most of what you have worked on previously. Also, you might require this for your report.
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Prototype
Tool: Solution Canvas — instructions

The Solution Canvas is a tool to help you identify those solutions which have the highest chance of being adopted and thus reduce testing time.

DT tool: Solution Canvas

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-solution-canvas

Goal: A Solution Canvas summarises the key information surrounding a solution. It can be considered a type of ‘paper prototype’, which makes a
solution more tangible for a stakeholder or user.

Instructions:

« Turn your attention to the template on the next slide.

* You should have most of the information to populate this template from your prior exercises — e.g., the Consolidated Gain & Pain Analysis, the
Value Proposition Canvas and the Idea Canvas

« Embark on a first attempt to present the solution more sensually: sketch it or visualise it through the means with which you are most familiar.

» Then consider on a higher level the resources that might be needed to build this solution.

@ Note: Populate one Solution Canvas for each solution that you want to test. Don’t spend more than 15 — 30 minutes per Solution Canvas.
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Prototype

Tool: Solution Canvas — template

-

Title / name of the solutions: ...

Vs

Who is it designed for (stakeholder, user)? ...

'\ )

Which top 3 desires / needs / jobs-to-be-done
does it address?
1. ...

2. ...
3. ...

\ J
Which are its top 3 features / functions?: )
1. ...

2. ...
3. ...
- J

Formulate its value proposition:

... XYZ ... will help ... ( type of stakeholder) ... to
get ... (select from the jobs-to-be-done) ... done.
Especially ... (this stakehholder) ... will benefit

Kketch / visualise it

Kfrom
p

What would be needed to make this come true? ...

.
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Prototype
Tool: Solution Canvas — example

-

Title / name of the solutions: AA — Additional Apps

|\

Example — reflection:

Who is it designed for (stakeholder, user)? Students of the University of Hamburg

* This example picks a top-rated solution from -
the Difficulty Impact Matrix

Which top 3 desires / needs / jobs-to-be-done

; o Sketch / visualise it
+ Further information is added primarily from does it address*

the Value Proposition Canvas 1. Geta (bachelor, master) degree
2. Earn money to finance studies

\3. Navigate new city & campus

+ The visualisation refers back to an existing
product — the UHH Mobile App —

adding just three functional buttons. Which are its top 3 features / functions?:
1. Nice & ease ux/ui design

2. It provides a direct link and connection to other service
providers (e.g. Job databases, tourist portals, etc.)

3. It will be available in multiple languages

LY nivenitit Hamsurg
o | ot ot |

1 Campus |
navi
aw |

Phrase its value proposition:

AA will help the students to finance their studies, to quickly
navigate in hamburg and at the campus and therefore get
their degree with more ease. Especially students benefit
from being part of a community which provides seamless
Ksupportfrom one access point.

........

-
What would be needed to make this come true? IT support, budget, UX/UI capacity, a project team,
\_ external sponsorship, extended network of collaboration partners
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Prototype
Tool: Storytelling — instructions

Storytelling is first and foremost a communication tool for gaining an empathic understanding of what it is that makes your solution special.

DT tool: Storytelling

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-storytelling

Goal: Prepare to share what your solution is about: prepare not only to provide information, your story should also carry emotions and be attractive
to listen to. Storytelling can be used as a meaningful stand-alone technique or as a prerequisite to help focus when engaging in Storyboarding.

Instructions:

+ A story appears more fascinating and attractive when it talks about human beings, a real person with whom we can identify. You might recall a
person from your empathy interviews whom you found fascinating? If you use a real person’s experience, please change the name of the person in
your Storytelling, giving him or her a pseudonym.

» Give your story an easy three part structure which is easy to remember: there are three popular structures that you might want to choose from:
* Why, how, what

« Situation, complication, solution
» Past, present, future

» Write a brief text or simply keywords for each item from your three part structure and test how it works with your team mates.

* Your story should not be too long — aim for 3 minutes maximum — 1 minute per item.
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Prototype

Tool: Storytelling — template

Wy )

(... should the new solution
be applied?)

HOW
(... will it be applied?)

WHAT
(... will be the benefit,
what will be achieved?)

//gWUAﬂON \\

(... describes a person’s
current challenging
situation ...)

COMPLICATION

(... describes why / how
the situation is amplified)

SOLUTIONS

(... describes how the
solutions solve the
problem / challenge)

o /

o /

PasT )

(... describes how
something was in the past)

PRESENT

(... describes how it is
today)

FUTURE

(... pictures a better future
thanks to the solution)

o /
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Prototype
Tool: Storytelling — example

Example — reflection:

* This example picks a top-rated solution from
the Difficulty Impact Matrix (“Additional Apps”)

+ The Solution Canvas already highlighted some
key aspects of this solution.

* However, this short Storytelling session
describes the solution in practice as it will be
applied by one of the stakeholders — a real
student from the University of Hamburg who
we encountered in the Empathise phase.

SITUATION:

Sofia started her studies a few months ago. She comes
from a small village and has never lived in a big city. The
infrastructure of the city and of the university campus are
difficult for her to get used to. She finds everything hard to
navigate and it takes her a long time to manage everyday
tasks.

COMPLICATION:

Sofia had to find another room to stay in. This was,
however, more expensive than she expected. She needs to
find a job to earn money and pay her bills.

SOLUTION:

Thanks to the AA (Additional Apps) functionality of the UHH
mobile app, she receives daily automated alerts about new
job and room offers. Thanks to the navigation functionality

she can also plan her daily route around the city better and
is able to get things like daily shopping and other tasks
done more quickly.
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Prototype
Tool: Storyboarding — instructions

A storyboard uses visual expressions, e.g., images, drawings and at times collages or even music, quotes and other sensual means of expression to
illustrate your vision of a possible solution.

DT tool: Storyboarding

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-storyboarding

Goal: Show, don't tell! A picture sometimes says more than 1000 words. A series of sketched images shows the key elements and interactions of a

solution. It explains your idea / solution to somebody else.

Instructions:

Select the solution you want to prototype

Prepare a slide or canvas with 3 — 12 frames (see template) depending on how many aspects of the solution you want to illustrate.

Draft a brief storyline or just use the Storytelling concept that you might have prepared before. This might help you to capture the most important
aspects for visualisation and avoid getting lost in too many details.

Consider a descriptive phrase beneath each frame.

You might want to use digital sticky notes — use one digital sticky note for each frame.

Get inspired from readily available storyboards through a quick internet search; you might want to check your app store for apps that help prepare
for Storyboarding.

@ Note: Storyboards do not have to be masterpieces of art. Even very simple drawings can help to get your ideas across.
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Prototype

Tool: Storyboarding — template

Start

-

Sketch a picture here

~

Descriptive phrase

-

Sketch a picture here

~

Descriptive phrase

-~

Sketch a picture here

~

-

Descriptive phrase

-

Sketch a picture here

~

Sketch a picture here

~

Descriptive phrase

-

Descriptive phrase

Sketch a picture here

~

Descriptive phrase
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Prototype
Tool: Storyboarding — example

Example - reflection:

+ This example picks a top rated solution from

the Difficulty Impact Matrix (“Additional
Apps*).

* As we have already engaged in storytelling
for this solution, we can leverage the

Situation / Complication / Solution structure

and the aspects that are highlighted in the
text in order to quickly draft a storyboard.

+ Given the three part structure we chose for

the storytelling process, we have limited the

Storyboard here to three frames, which
illustrate the relevant aspects.

Hard to navigate ] [ Financial problems

/
)

\IApp helps to solve all problems

Icons not CC-licensed
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Test
What does it involve and what is its purpose?

Testing constitutes the fifth phase of your Design Thinking process and, as the name indicates, it involves testing your solution at full scale. At the
same time it generates user feedback on the prototype you have developed. This phase is also generally very rewarding because it helps us to
understand what works and what doesn’t. As such, it is an iterative process as you gradually move towards a solution by testing your prototypes in the
life setting of your users. Further, you can test your prototype in different phases of its development in order to decide how your team wants to
proceed. Therefore, when testing, create authentic experiences.

Follow the motto: “Prototype as if you know you are right but test as if you know you are wrong”.

Test with real stakeholders! You might return to the people for whom you compiled Empathy Maps / Empathy Interviews. Let them be surprised at how
you understood their challenges and at the solution you propose to them. Observe how they use and misuse the prototype. After these observations
follow up with questions.

After testing you might need to go back to your former tools to find out whether you framed the problems correctly and got the solutions right. Also,
sometimes the needs of stakeholders will have changed along the way. A solution may no longer overcome the challenge that was identified any more.
Learn more about your users! And refine what you know.

Important hints:

+ Test your prototype with real stakeholders — ideally in the authentic environment in which they are challenged.
* Observe carefully, take notes.

* In case you want to record your observation on video, obtain prior agreement from the observed person.

+ Actively listen and observe what the stakeholder is saying or doing with the prototype.

+ Try to avoid too many explanations and don‘t be suggestive.

 After a more open, observational testing, you might want to use a Think Aloud Testing and add a Heuristic Review, in which your selected reviewers
will systematically review the solution with a pre-defined set of criteria.
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A typical flow of the test phase & key tools which support your testing

4

(]

PROTOTYPE

{
{4
{4

Creative
Reframing

Pain & Gain

Soluti
Analysis olution

Brain Dump o
anvas

Think Aloud
Testing

Stakeholder
Mapping

[l

Persona Ideation Matrix

(0]

Heuristic
Review

(0]

(]
(0]
(o]

Value Proposition
Canvas

Idea Canvas

om) (G
[

[l

Storyboarding User Inten
ser Interview

(HMW)

Hypothesis Problem

Statement POV

Video
Scenario

m.e
i)

Creative

Focus Group
Empathy
Interview Validation of

HMW Hypothesis

Difficulty
Impact Matrix

Business
Model Canvas

(o]

Empathy Map

Observations

Note: Make sure that you have visual documentation of all the tools you have used. In later phases you will be
returning to most of what you have worked on previously. Also, you might require this for your report.
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Test
Tool: Think Aloud Testing — instructions

Think Aloud Testing is a popular tool or research method whereby selected test participants are asked to use your prototype and while doing so ‘think
out loud’ in the sense of continuously verbalising what they are looking at, what they are doing. Thinking out loud can also take place concurrently. In
this case the test person is asked to verbalise his / her thoughts as he / she moves along.

DT tool: Think Aloud Testing

® Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-think-aloud-testing

Goal: Obtain a first-hand impression, through observation and listening, of how a prototype works or is used by a user / stakeholder. The narrative of
the applicant whilst using the prototype is key!

Instructions:

» Select the prototype and identify a few key tasks an applicant can perform with it. The tasks might be different for each user / stakeholder group.

» Schedule testing sessions with a couple of selected users / stakeholders. Try to contrast the testing experience by choosing users at various points
along the spectrum from potential extreme users to occasional users. Schedule the testing session in an environment in which a user would really
use it.

* Introduce a test subject to the first task and ask them in this phase to think aloud whilst they are using the prototype. In case you don’t record this on
video, make good notes on your observations, including what you observed e.g. facial expression and body language. Note key comments made by
the test subject as well as what he / she said while using it. Proceed with the next tasks.

» Defer any direct questions until the end of the test and avoid the temptation to conduct a demonstration of the product: mimic functionality if the
design is still in progress.

+ After the test the prototype is usually refined. As part of your task, make sure that you summarise the results of your testing phase and make
suggestions in order to improve your prototype.
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Test
Tool: Think Aloud Testing — template

@ting of ...

whois .... (stakeholder group) .

+ Task 1: ...
+ Task 2: ...
+ Task 3: ...
+ Task4: ...
* Task 5: ...
* Task 6: ...
o Task 7: ...
* Task 8: ...
* Task 9: ...
+ Task 10: ...

"

\ @rnalling of test# ... \

.. Testing of ....
With ....

* Quotes / narratives from the user:

+ Visual observations:
What did he / she do whilst using
the prototype?

LU .
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Test
Tool: Think Aloud Testing — example

Example - reflection:

+ This example picks a top rated solution from
the Difficulty Impact Matrix (“Additional
Apps”), which has been prototyped as a
Solution Canvas. We assume an additional
prototype is available — e.g. a paper mock-up
of the screens, which appears when a testing
person clicks on one of the yellow functional
buttons. This means we had a real physical
object that the testing person could touch
and handle.

+ The prototype has 3 new features. For this
reason the task list contains selective tasks
for each of the three features

[

/" SKETCH / VISUALIZE IT

of Hamburg

= + Task 1: On the university campus:

locate the library

Task 2: On the university campus:
locate the canteen and go there

Task 3: Find the link to the job
search portal

Task 4: Review the open jobs
| and apply for one

ﬁesting of ... Sofia .... \ @rnalling of test# ... \
Who is .... a student at University Testing of AA — Additional App

S
With ....a student at University of
Hamburg

* Quotes / narratives from the
user:
e ...hm, howcanlfind ....
* ... hard to read on the small
screen
e ... ahh, there it is — wow, how
many ....

* Visual observations: what did he

i ) . . .

+ Task 5: Navigate to the city / she do whilst using the

navigator: identify the next prototype?

grocery shop and go there * ...applicant took the

smartphone close to his eyes,
+ Task 6: Then navigate to the next he has eye glasses

public transport station \ J
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Test
Tool: Heuristic Review — instructions

The Heuristic Review refers to a tool that helps us to get quick and easy feedback on the usability of the various parts of the proposed solution instead
of having to carry out a fully fledged usability study. Thus it helps us to get a bird’s eye view of how well your proposed solutions work by using
usability principles known as heuristics. The rules are generated by your previous work on tools as well as some other resources and work such as
‘checklists’, for example, regarding the prioritised criteria.

DT tool: Heuristic Review

@ Watch Erik’s explanatory video: https://glocal-campus.org/course/view.php?id=16#dt-video-heuristic-review

Goal: To systematically test a new product or service or selected features and functions using a methodical approach.

Instructions: Create your Heuristic Guide with 10 rules or criteria that the solution needs to match.

Collect possible rules from different sources, e.g.:

Review the respective Value Proposition Canvas and Solution Canvas relating to a solution. Identify relevant product criteria e.g., relating to the
Jobs-to-be-done and the users’ needs.

Do an internet search for rules of... (your product) or ask experts on your product for a list of requirements that your solution should fulfill.
You might add a few more rules that you find important.

Write them down, review all rules, cluster them by type.

Edit the Heuristic Guide, focusing on the Top 10 prioritised rules.

Form a team of reviewers with multiple perspectives. Reviewers can represent a certain group of stakeholders or might simply be people with
sufficient empirical evidence on a certain topic. Ask them to familiarise themselves with the 10 heuristic criteria.

Select a small number of key tasks.
Instruct each reviewer to conduct each task.
Ask them to journal each issue they discover and to align them to the respective heuristic criteria.

At this stage discourage the inclusion-of solutions:
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Test
Tool: Heuristic Review — template

Heuristic Guide
Whoiis it? .... (stakeholder group) ...

* Rule1: ...
* Rule2: ...
* Rule 3: ...
* Ruled4: ...
* Rule 5: ...
* Rule6: ...
* Rule7: ...
* Rule8: ...
* Rule9: ...
* Rule10: ...
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Test
Tool: Heuristic Review — example

Example - reflection:

+ This example again picks the solution
“Additional Apps*.

+ The Heuristic Rules are based on the
information from the Value Proposition
Canvas and from the Solution Canvas plus a
few technical requirements.

* The reviewers pick one task after another
then check the functionality with the Heuristic
Guide.

+ The prototype has 3 new features. For this
reason the task list contains selective tasks
for each of the three features.

Testing of ... Sofia ...
Who is ... a student at University of Hamburg

+ Task 1: on the university campus: locate
the library

+ Task 2: on the university campus: locate
the canteen and go there

» Task 3: find the link to the job search
portal

+ Task 4: review the open jobs and apply
for one

+ Task 5: navigate to the city navigator:
identify the next grocery store and go
there

+ Task 6: then navigate to the next public
transport station

Heuristic Guide
Who is it? ... Hamburg university students
* Rule 1: nice & easy ux/ui design

* Rule 2: 1 up to max 2 clicks to route through an
aligned service

* Rule 3: the following screen after a click should
open within 5 seconds, time out after 10 seconds
when no response

* Rule 4: error messages should be phrased in
friendly language

* Rule 5: availability in at least 2 languages:
German & English

* Rule 6: content must be current, with updates no
older than one day

* Rule 7: alert functionality available instantly as
push function at login

* Rule 8: all features should be linked to community
functionality

* Rule 9: sustainability check

* Rule 10: subjective level of ease of use on a scale
from 1 to 10 (10 = very easy)
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Free resources:

+ Virtual intercultural teams — an online self-learning course (VITeams)
You can find this online course here on Glocal Campus: https://glocal-campus.org/course/view.php?id=19
Specifically, session 3 of this course ("Developing from a group into a virtual team") deals with teambuilding issues

» Design Thinking Bootleg — An introductory set of tools and methods for approaching a new project (Stanford University):
https://dschool.stanford.edu/tools/design-thinking-bootleg

+ Unpacking innovation — Ideas, learnings and methods to help you further your understanding and practice of innovation (Strategyzer.com):
https://www.strategyzer.com/canvas

» Application of DT by selected Consulting Companies:

» Accenture / Fjord: https://www.accenture.com/de-de/services/consulting/innovation, https://www.fjordnet.com/conversations/time-to-re-think-
design-thinking/

» Boston Consulting Group: https://www.bcg.com/de-de/capabilities/innovation-strategy-delivery/overview
* McKinsey: https://www.mckinsey.com/business-functions/mckinsey-design/our-insights
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Copyrights and licensing information

We are committed to providing higher vocational education based on scientific evidence free of charge. It is our strong belief that contributing to
providing equal opportunities of education will help us all to grow and learn to interact as global citizens.

Therefore, the content of this online course is, unless stated otherwise, licensed under a Creative Commons Attribution-ShareAlike 4.0 International
license.

You may share the text by mentioning the license CC BY SA and the authors’ collective:
Kirsten Nazarkiewicz, Adelheid lken, supported by Erik Schumb (2024 ): Design Thinking — Online modules (Edubox). Version 1.0. Hamburg Open
Online University (HOOU) / Glocal Campus Jena, https://glocal-campus.org.

Videos by Erik Schumb (agile sprints)

lllustrations by Marie Seeberger (https://www.behance.net/marieseeberger / https://www.instagram.com/seeberger.illustration/)

Pictograms by Julia Flitta (https://www.julia-flitta.com/)

Copyright information of images / graphics / videos can be found directly with the source.
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