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 –Empathy for users To design solutions you must first step into the 
world of whom you are designing for and understand what their 
needs and motivations are.

 –Define the problem Clearly understand and articulate what the 
problem is you are trying to solve.

 –Ideate concepts Generate as many concepts as possible that answer 
the problem you are trying to solve. 

 –Prototype to explore Bring your concepts into the physical  
world where they can be interacted with and you can explore  
their potential.

 –Test to learn Test to gain feedback on your concepts and iterate 
and test again. 

 –Storytell to connect Sell your concepts to stakeholders in an 
emotional and compelling way.
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Used to build empathy for a situation and people through 
experiencing it firsthand yourself.

EMPATHY
FOR USERS
IMMERSE

E1
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 – Consider which experience you want to understand and replicate.

 – Choose the task and activities you will perform or experience. 

 – Determine the best location to immerse yourself.

 – Take notes as you go through the experience, recording;

PAINPOINTS What are the challenges and obstacles you 
face? e.g. where do I start? 

WORKAROUNDS Did you take any shortcuts or do things 
outside of what the provider of the experience intended you 
to do? e.g. had to ask someone where the start was.

NEEDS What needs do you need served as you go through 
the experience? e.g. reassurance in the right place.

 TIPS:
 – Illustrate your findings with photos 
and sketches. 

 – Audio record yourself speaking aloud 
instead of taking notes.

 – Commit to the experience fully.  
Don’t give up early.

 – Take on role of objective participant 
and defer your judgment.

 – Experience the situation from several 
perspectives if possible. 

 – Consider different times of day and 
weather if situation is outside.

HOW

EMPATHY FOR USERS
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Used to understand what people are doing in an  
unobtrusive manner.

EMPATHY
FOR USERS
OBSERVE

E2
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 – Consider which people, activities, when and where you want  
to observe.

 – Divide a piece of paper into three sections, WHAT, HOW,  
and WHY, and take notes on what you see.

WHAT is the person doing? (rational) 
This is what you actually see people doing,  
don’t make assumptions.

Two people having a coffee at a cafe.

HOW is the person doing it? (understanding) 
Does it require effort, are they rushed? Is it a positive or 
negative experience etc? Use lots of adjectives.

Talking, taking their time, lots of laughter and looking relaxed.

WHY is the person doing what they are doing? (needs) 
This may require an informed guess as to the motivation. 

Connection with close friend.

 TIPS:
 – Take lots of photos.

 – Try to blend into the background.

 – Take on role of objective bystander 
and defer your judgment.

 – Look at the situation from several 
vantage points if possible. 

 – Look for extreme users e.g. blind, 
children etc.

 – Consider different times of day and 
weather if situation is outside.

HOW

EMPATHY FOR USERS
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Used to gather people’s thoughts, emotions and  
motivations by asking them questions face to face.

EMPATHY
FOR USERS
ENGAGE
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 – Identify a topic for discussion and who you would like to speak to.

 – Either set up a time and location to interview or go to a place you 
know the people you want to speak to will be. 

 – Write a list of questions to prompt you during the interview.

OPENING LINE: Introduce yourself and the topic.

EARLY QUESTIONS: General questions to build rapport 
that require more than a yes/no answer. 

THE BIG QUESTIONS: Questions specifically focusing on 
the topic you need to understand.

GOING DEEP: How did …… make you feel? Why? 

CLOSING: Do they have any further comments? 
Thank for time and close.

 TIPS:
 – Encourage stories.

 – Don’t be afraid of silence. 

 – Ask open ended questions. 

 – Ask about feelings.

 – Stay on the same path of questioning. 
Go deep on one thing rather than 
scatter gun approach. 

 – Ask why, why and why again!

 – Defer your judgement.

 – Understand their needs, not solutions. 

 – Use an Empathy Map to analyse your 
interview.

HOW

EMPATHY FOR USERS
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Use an Empathy Map to extract the stories you heard  
and observations you made when talking to people.

DEFINE
THE PROBLEM
EMPATHY MAP
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 – Draw a four quadrant layout on a piece of paper or whiteboard. 

 – Label the quadrants clockwise from top left.  
SAY, THINK, FEEL, DO.

 – One person tells the story of an interview from their notes  
back to the group while others write on Post It notes recording  
the following:

SAY What was the person saying?

DO What actions and behaviours was the person doing?

THINK What was the person thinking?

FEEL What emotions was the person feeling?

 – Capture surprises, tensions and contradictions as you go.

 

HOW

DEFINE THE PROBLEM

D1

 TIPS:
 – SAY and DO come easily as they are 
heard and observed directly. THINK 
and FEEL may need to be inferred 
if they weren’t directly asked. Pay 
attention to body language, tone and 
words people use. 
 
 
 
 

 – If you can, have one person take notes 
on SAY, another THINK etc.



Use to capture and communicate a key learning from the 
empathy phase that inspires action.   

DEFINE
THE PROBLEM
WRITING AN INSIGHT
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 – Cluster the Post It notes from your Empathy Map into themes.

 – Label the cluster with a heading on a Post It describing the  
general theme of the cluster. 

 – Write one insight per cluster using the structure;

Isn’t it interesting that (write the need)  
because (write the reason).

Isn’t it interesting that Car addicts need a perception of 
control of their schedule because they don’t like and aren’t 
used to being tied to a public transport timetable. 

 – Your insight will now form the main part of your  
Point of View statement. 

 

HOW

DEFINE THE PROBLEM

D2

 TIPS:
 – Do this activity as a team; the 
discussion will reveal new learnings. 

 – Insights should feel new and inspiring.

 – Don’t rush. Generating quality insights 
can take time. Overnight reflection  
can help.



Used to reframe your design challenge into an actionable problem 
statement that will inspire and launch you into idea generation. 

DEFINE
THE PROBLEM
WRITING A POINT OF VIEW STATEMENT

D3
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DEFINE THE PROBLEM

 – Use your insights as inspirations.

 – Write your Point of View statement using the structure;

We met (the user). 
We were amazed to realise (something you learnt, the insight). 
It would be game changing to (an inspired challenge, 
something you don’t know how to do).

Example: 
We met people addicted to driving their cars when public 
transport was right on their doorstep. 
We were amazed to realise they need a perception of control of 
their schedule because they don’t like and aren’t used to being 
tied to a public transport timetable.  
It would be game changing to give people control over the public 
transport timetable.

 – You can now use your Point of View statement to generate  
How Might We statements to focus your idea generation.

 TIPS:
 – Don’t include a solution in your  
Point of View statement.

 – Try a few different Point of View 
statements until it feels inspiring  
yet challenging.

HOW

D3



Used to phrase a Point of View statement as a 
number of questions to focus idea generation.

IDEATE
CONCEPTS
HOW MIGHT WE...
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IDEATE CONCEPTS

 – Using your Point of View Statement as a start point to brainstorm  
a number of How Might We statements.

 – Challenge: Redesign the ground experience at the airport.

 – Point of View: Rushed mother of three needs to entertain 
her excited kids because ‘annoying brats’ only irritate already 
frustrated fellow passengers .

 – How Might We 
How Might We use the kids’ excitement  
to entertain the fellow passengers?
How Might We leverage free time of fellow passengers  
to share the load?
How Might We separate the kids from fellow passengers? 

 TIPS:
 – Don’t embed a solution  
in the How Might We.

 – Use voting to pick the How Might We 
statements to use in idea generation.

HOW

I1



Used to generate a lot of ideas in a short period of time 
leveraging the collective thinking of a group.

IDEATE
CONCEPTS
BRAINSTORMING
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IDEATE CONCEPTS

 – Generate a number of How Might We statements to focus  
idea generation.

 – Give one How Might We statement to a group of three to five 
people to work on for no more than 30mins.

 – Spend the first few minutes getting people to individually write 
down as many ideas as possible. 

 – Get each group member to capture in a headline one idea per  
Post It note.

 – Get people to read out aloud their ideas and stick up on wall.

 – Build on people’s ideas as they describe them, capture  
and post up on wall.

 – Cluster ideas into similar ideas and label cluster.

 TIPS:
 – One conversation at a time.

 – Go for volume of ideas.

 – Write in headlines.

 – Build on ideas of others.

 – Be visual.

 – Defer your judgment. Brainstorming  
is generative not evaluative. 

HOW

I2



Used to quickly reveal preferences  
and opinions using votes.

IDEATE
CONCEPTS
VOTING
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IDEATE CONCEPTS

 – Identify the subjects you wish to vote on e.g. a number of ideas.

 – Give each person in the group the same number of sticky dots each.

 – If there are less than three people in the group allocate more  
votes per person (e.g. five). If greater than three allocate less dots 
(e.g. three).

 – Decide the criteria for voting e.g. best answers needs of user.

 – Vote simultaneously and individually.

 – Place the dots in an obvious position next to the subject voting for.

 – Invite discussion on what people voted for and why.

 TIPS:
 – Use more than one voting criteria if 
appropriate e.g. best answers needs  
of users and quickest to implement. 

 – Use different coloured dots if using 
more than one voting criteria.  

 – Use a pen to tick your vote instead  
of using sticky dots. 
 

 – Don’t discuss the subjects you are 
voting. Vote in silence.

HOW

I3



Used to build out and describe an idea on one page.

IDEATE
CONCEPTS
CONCEPT SHEET
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IDEATE CONCEPTS

 – Print out a Concept Sheet template A3 or write the following 
elements onto a piece of paper.

 – Select an idea cluster from your brainstorming to build out on a 
Concept Sheet. You may need to use a selection tool like voting to 
prioritise ideas. 

 – Spend 10mins filling in the Concept Sheet.

 – If doing at end of Brainstorming, present back Concept Sheet to group.

Concept Sheet elements: 

Name of idea.

Description of idea.

Who is it for?

What are the user needs it is addressing?

How does it respond (features/elements)?

What are the benefits to the user?

What does it look like? Sketch idea.

 TIPS:
 – Cluster Concept Sheets to form  
a bigger idea or experience. 

 – Communicate by sketching  
instead of lots of words.

 – Try and generate as many  
Concept Sheets as you can  
from a brainstorming session.

HOW

I4



Used to learn and inspire by looking at experiences 
outside of the area you are working on but share some 
similar attributes.

IDEATE
CONCEPTS
ANALOGOUS EXPERIENCES
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IDEATE CONCEPTS

 – Identify the problem you wish to focus on. For example, you could 
concentrate on developing your How Might We statement into a 
question like How might we enable interaction between people who 
don’t know each other?

 – Brainstorm experiences that could share similar attributes to your 
problem e.g.  gyms, community groups, antenatal classes, concerts. 

 – Identify specific places, companies or people you could immerse, 
observe or engage with.

 – Develop a plan of who will go where and when.

 – Create a space on a wall you can share back your learnings and 
inspiration with photos and quotes. Focus on what they do well 
and how this could be adapted to your context.

 TIPS:
 – Be prepared to ask questions, you will 
be surprised at what people will share.

 – Take lots of photos. 

 – Look at extremes e.g. large groups of 
people, people who speak different 
languages. 

HOW

I5



Used to loosen up groups and help them  
become mentally and physically active before  
and during workshop sessions, especially  
during the Ideate Concepts phase.

IDEATE
CONCEPTS
STOKE

DESIGN THINKING MASTERCLASS

I6



IDEATE CONCEPTS

 – Think about when you will need to use stokes based on your 
workshop agenda. e.g. when everyone arrives, after lunch,  
before brainstorming. 

 – Plan your stokes based on the purpose e.g. when people arrive 
they need to get to know each other so plan a stoke that reveals 
something about everyone.

 – Keep stokes to less than 10mins and go straight into your design 
activity once stoke has finished. 

 – There are loads of resources online for stokes and a great starting 
resource is www.improvencyclopedia.org

 TIPS:
 – A good stoke activity not only increases 
energy but also requires each person to 
actively engage, listen, think and do.

 – Don’t be afraid to just do a stoke if the 
energy levels are getting low and the 
room needs a boost.

 – Everyone in the room and, if 
appropriate, the person giving the 
stoke instructions should take part.

HOW

I6



Used to inspire and stimulate new ideas 
during brainstorming sessions.

IDEATE
CONCEPTS
THOUGHT STARTERS
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IDEATE CONCEPTS

 – Before your brainstorming session think about what type of 
thought starters would be appropriate.   

 – Print them onto small cards and put them in an envelope. 

 – When the initial energy for generating ideas dissipates during 
brainstorming open the envelope and get a team member to select 
a thought starter. 

 – Discuss as a team and record new ideas.

 – Repeat by selecting another thought starter card. 

 – Thought starters can be;

QUESTIONS What would Google/Disney do?
CONSTRAINT BREAKERS What if we had 
unlimited/no resources?  
IMAGES Photos that inspire new feelings and thoughts.
RANDOM WORDS Words that by association 
inspire new thoughts.
CASE STUDIES Examples of how others have 
solved the problem.  

 TIPS:
 – If the thought starter is not yielding 
any new ideas, grab another from the 
pile. Don’t labour it.

 – If you don’t have time to print cards, 
verbally ask questions of the group.

 – Be creative, inspiration can come 
from almost anything.

HOW

I7



Used to quickly get people’s reactions to a concept 
using a built model and role-playing.

PROTOTYPE
TO EXPLORE
BRINGING CONCEPTS TO LIFE
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PROTOTYPE TO EXPLORE

 – Identify an aspect of your concept you need to learn more about.

 – Gather basic materials (e.g. pen, paper, tape, plasticine etc).

 – Storyboard a scenario your prototype will be used in. 

 – Build out of your materials a rough approximation of the concept.

 – Try to simulate as much functionality or attributes of the concept 
as possible. 

 TIPS:
 – A prototype is created to answer a  
question. Focus on the variable you need  
an answer to.

 – Make the prototype understandable  
to the user but don’t try to make  
it perfect.

 
 – Be resourceful. Make clever use of 
materials you have available.

 – Use role-playing to simulate interactions 
between people and the prototype and  
use narration to create context.

 – Life-size experiences engage users  
better than scale models.

HOW

P1



Used to refine your concept and also refine your 
understanding of the people you are designing for.

TEST
TO LEARN
USER TESTING
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TEST TO LEARN

 – Clearly define what you want to test and create a prototype.  
Clarify roles during the test session (e.g. host, actors, observers).

 – Identify, recruit and schedule the testers.

 – Decide on the environment in which to test. The more realistic  
the better. 

 – Create a number of realistic scenarios (tasks) you want the  
tester to do.

 – Develop a set of questions to ask as the tester is completing the tasks.

 – Have a 10min debrief with the tester following the session.

 – Record all the positive and negatives from the test.

 – Iterate the prototype and test again. 

 TIPS:
 – Testing with 5 people will uncover  
the majority of issues.

 – Have a separate note taker so  
the facilitator can concentrate  
on running the session.

 – What people do is more important 
than what they say. Observe carefully.

 – Get the tester to talk aloud about  
what they are thinking as they 
complete tasks.

 – Video/photograph the session to 
reference later.

 – Have key stakeholders watch  
the testing.

HOW

T1



Used to capture feedback from users during the testing phase.

TEST
TO LEARN
FEEDBACK GRID
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TEST TO LEARN

 – Draw a grid with four quadrants.  

 – Label the quadrants as: (1) positive feedback, (2) changes  
or improvements, (3) questions, and (4) ideas.

 – During user testing, assign one team member with the task of 
recording feedback.

 – Capture feedback from users on Post It notes and place in the 
most appropriate quadrant.

 – At the end of the test, reflect on the feedback and what it means 
for your prototype.

 TIPS:
 – Use your observation skills to observe 
what they’re doing, how they’re doing 
it and why they’re doing it.

 – Listen for ‘sound bites’ and 
capture these. 
 
 

HOW

T2

 – Take a posture of listening for and 
observing things that contradict 
your assumptions, rather than 
trying to ‘prove’ that your 
assumption is right.



Used to connect stakeholders to ideas  
in an emotionally compelling way.

STORYTELL
TO CONNECT
COMMUNICATING CONCEPTS
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STORYTELL TO CONNECT

 – Decide on what story you want to tell.

 – Your story should have 5 components. 
Context, Character & Action, Tension, Change and Meaning.

CONTEXT What is the scene and why? 
This maps to your original overarching design challenge.

CHARACTER & ACTION Who is the user (the character) and 
what are they trying to do? This maps to the empathy you have 
gained and the ‘We met’ part of your Point of View statement.

TENSION What is getting in the user’s way? What are their 
pain points? What’s frustrating them? This maps to ‘Your users’ 
needs’ and the ‘We were amazed to realise’ part of your Point 
of View statement.

CHANGE What is your concept and how does it resolve the 
tension? This maps to the ‘It would be game-changing to’ part 
of your Point of View statement, the essence of your concept 
as detailed in your Concept Sheet, and a demonstration of your 
prototype.

MEANING What did you learn about your users during the 
process? This is a summary of the main insights, giving clarity 
to the next steps.

 TIPS:
 – Storyboard what you want to say on paper 
first. It helps create a structure an order, 
which you can easily move around.

 – Be authentic. Stories are more powerful 
when they include a little of you in them. 

 
 – Characters are a great vehicle to express 
human needs and emotion. Build up and 
focus on the character. 

HOW

S1


