Design Thinking

|ldentifying Customer Needs



*Design Thinking
Human-centered design
iterative development
Empathy mindset

Design research



*Human-centered design is
all about building a deep
empathy with the people

you're designing for”

IDEO Design Kit
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Empathize

Prototype

Iterative process



Empathize

O

It’s an iterative
process



Empathy kel (i)

empoalHe

* the action of understanding, being aware
of, being sensitive to, and vicariously
experiencing the feelings, thoughts, and
experiences of another



How did the IDEO
Designers develop

Empathy?

Watch the video
See 7:52

https://www.youtube.com/watch?v=00N05
Q030Qo&list=PL65FF22BBC5A7A59C




Who were some for the
“extreme users”

they talked to?

Watch the video
See 7:52

https://www.youtube.com/watch?v=00N05
Q030Qo&list=PL65FF22BBC5A7A59C




Examples on Product Design
Development



Grips Vegetable Peeler
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OXO Good Grips Vegetable Peeler Evolution (1990)
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Image credit: istockphoto.com/LauriPatterson




“Design for the extremes and the rest
will take care of itself”



Empathy

Can be developed through observation in tandem
with an interview



An ethnographic interview is different from an interview in
newspaper or magazine

One way to do this is through an interview
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An ethnographic interview is different from an
Interview in a newspaper or magazine.

Aim to answer a few big questions rather than a
series of small short answers.

1. Suspend your bias of what you already know or feel about

the topic.
2. Draft a series of open ended questions; get your interviewee

to tell stories.
3. Create flexible follow up questions.

16



What did you eat for breakfast?

| had yogurt, granola, and a
cup of iced coffee.



Tell me about how you made
breakfast this morning.

First, | grab one of my designated “yogurt”
bowls (they're nice and deep), and dish out
some yogurt from the tub after pouring out the
excess liquid on top. Then | grab the box of
granola and bring it to the table with me since |
keep adding more granola as | eat! You can
never have too much granola. Then on my way
to work | stop and get an iced coffee from the
cafe around the corner, though I'm trying to
make my own cold brew at home to save
money.



(best practices)

Conduct ethnographic
interviews with a variety of

users, especially some = trerme
users, and observe their actions.



Challenge



What to do

= “extreme users” reflection
" Formulate open ended questions

" User Research “speed dating”



Exercise: What are you an “extreme user” of ?

= This can be a singular object/product

" Write a few problem statements

(something you hate about the existing
products)

= Keep these open ended, not too specific or
focused on a the selected issue



question generation

1. Draft a series of 5-7 open ended
guestions; get your interviewee to tell
stories.

2. Don’t focus too much on the issue, but
more on their daily habits.



User Research “speed dating”

Things to keep in mind:

Again, ask open ended questions. Don’t focus too much on the
Issue.

Make sure to write down exactly what the person says, not what
you think they might mean. This process is all about hearing
exactly what people are saying.

Try to develop empathy of what your interviewee is an extreme
user of.



Definition of an Extreme User

can be described as the people on either end of the spectrum of users of a product or service. The
distribution of users of most products or services follows a bell curve with the mainstream users in the
centre and remaining 'extreme users' on either side of the peak.

For example, the novice user who's using the internet for the first time, or the power user — who
squeezes out the maximum value out of your product. It could be super users of your product, or non-
users. Or people with physical challenges.

Users who use the product differently than the majority of users s
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Average user vs. Extreme




We all are 2X{reme users
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Examples of
Extreme Users
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Thank you :)



