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Who Am I? Dr. Zane Gibbs
CEO, ZADA Strategy

What I do
Orchestrate new solutions for people 
and organizations

Also … 
ex-DJ and race car driver, photographer, music 
producer, craft cocktail enthusiast, competitive 
table tennis (in-training)



What we’ll do 
today

Learn about Design 
Thinking
Why design thinking; What’s the process; 
How it fits in the bigger picture

Practice
Apply the process to a simple 
(yet hard) case study

Immersion Application 
Discuss how to apply design thinking to your 
immersion experience issue topics



What’s your Design Thinking 
experience zone?

No idea Heard of it, but 
that’s all

Seen or read 
about it

Been to a 
workshop or class

Used on a 
project

Seasoned pro; 
part of my job



What is Design Thinking?



Human 
Centered 
Design puts 
the end user 
first



Why is this 
important?

The best of intentions can 
be thwarted by ineffective 
(or poor) design

● Products that look good, but don’t function well

● Products that function well, but aren’t beautiful

● Services where you don’t feel “well served”

● Packaging that won’t open

● Buildings that are difficult to navigate

● Philanthropic solutions not reaching their full 
potential



Design Thinking 
is a method for 
creating 
“solutions of 
value” for the 
end user

● Products

● Services

● Processes

● Environments

● Policies

● Systems



Design Thinking 
is a method for 
creating 
“solutions of 
value” for the 
end user



Design Thinking 
also …

● Can be used for:

○ “systems transformation” efforts 
(like the future of health care)

○ “project” efforts (like creating 
and launching a new product)

○ “micro” efforts (how to minimize 
time on the checkout screen of a 
e-commerce page)

● Doesn’t always have to start with a 
problem, but is usually focused on 
creating a “better” experience



What is the Design Thinking process?





Understand Explore Refine



Design Thinking 
is a team effort

● Product Owner - the business 
accountable for the effort; has 
authority to make strategic and 
resource decisions.

● Design Team - a diverse 
multidisciplinary group that works 
together on a design challenge

○ No team “leader”

○ Each person has a role and 
expertise

○ Not everyone is a trained 
“designer”

○ May also include end users



Objective
To understand  the end user’s context, goals, 
“jobs to be done,” challenges and frustrations 
(pains), desires and delighters (gains)

How
A combination of qualitative and 
quantitative research 

Keep In Mind
“Empathize” is about gaining a “first hand” 
experience of the end user; not to become 
emotionally connected to the end user



Objective
Formulate a “design challenge” by 
synthesizing the information from Empathize 

How
Analysis of qualitative research to create “user 
stories” that contain context, goals, problem 
drivers, importance and satisfaction.

Keep In Mind
The design challenge is often NOT the 
business “problem” that the team is given



Objective
Create a wide range of possibilities to 
address the end user stories

How
Team ideation using a variety of tools; may 
also include co-creation 

Keep In Mind
Ideate around design elements (e.g., features) 
as well as full solutions.  Design elements can 
be bundled to create new ideas.



Objective
Bring the ideas “to life” in a tangible way so 
that end users can clearly understand (and 
react to) the ideas 

How
Sketches, storyboards, graphic mockups, 
paper constructions, 3D printing, etc.

Keep In Mind
The prototype does not need to be a “finished” 
product, it just needs to convey the design 
elements of the idea



You are going  
to iterate many 
times, start with 
a “low fidelity” 
prototype and 
evolve as you 
need to.



Objective
Share your prototype(s) with end users and 
gather feedback 

How
User research / testing of prototypes

Keep In Mind
You are going to learn new things that will 
inform your ideas (or generate new ones) that 
you will then prototype and test.  Test to 
LEARN not validate - validation comes later 
when you’re learning nothing new.



Implementing the solution

Design Thinking is 
primarily focused on 
DESIRABILITY. 

Other disciplines 
focus on feasibility 
and viability
(e.g., Engineering, 
Operations, Finance, 
Management)



In practice …



The process is 
not linear
The business “problem” is typically not the 
“design challenge”

“Empathize” & “Define” take longer than 
you anticipate

2-steps forward, 1-step back - everywhere

Ideas often don’t survive prototyping

Multiple rounds of Prototyping & Testing 
are needed



Within each step of the process, 
there are a large number of methods 

to choose from depending on the 
context and the type of challenge.



Case Study:
What brand of eggs to you currently 
have in your refrigerator?

“Empathize” 
Methods Used
Consumer interviews

Consumer focus groups

Competitive research

In-store observation

Shop alongs

In-Store Dairy Category manager 
interviews

Design hierarchy explorations

Prototyping



Original New



PRESS Creative Design Case Study

Information 
Hierarchy

Color Identifier / 
Shelf Disrupter

Prominent Branding

Refined 
Messaging & 
Typography

Custom Seals

Visibility for 
Philanthropic 
Support

Visibility for 
Certifications

Easily Identifiable 
from Front Flap

Paperboard vs. 
Plastic



Let’s Do Some Design Thinking!



Warm Up:

Blind Contour 
Portrait
Drawing

At Your Table
Find a partner - someone you don’t know 
well

Grab paper (2 sheet per person) and a 
sharpie

You’ll have 2 minutes to draw a portrait of 
your partner

BUT … YOU CAN’T LOOK AT THE PAPER while 
you’re drawing, you can only look at your 
partner!

AND … YOU CAN’T LIFT THE SHARPIE OFF THE 
PAGE ONCE YOU START DRAWING

Because you’re not looking at the page, 
both partners can draw at the same time





How did it go? Often we hear
Uncomfortable

Frustrated

Challenging

Wanted it to look better

Rushed; Needed more time

Not talented at the task



Design a new cutting board

The management team at    HouseWares 
Inc. has asked you to create a new 

cutting board for home chefs   that will 
be launched in 6 months.



Design Thinking Approach

Empathize
Interview your chef to 
identify use cases, “jobs”, 
pains and gains.

Define
Frame the design challenge 
by identifying the “user 
stories” you’re designing for.  

Ideate
Generate ideas for how to 
address the user stories.  
Focus on features, not 
aesthetics.

Prototype
Create a prototype that 
you can share with your 
chef. 

1. 2. 

3. 4. 



Who’s the 
design team 
and who’s the 
chef?

Stay at your tables, but split into two 
groups (4-5 per group)

One person in each group is the “chef” - 
pick someone who frequently uses a 
cutting board

The remaining members are the      
“design team”

Each team will interview their chef 
independently



● The tasks that people are trying 
to accomplish and their goals

● What people “hire” products and 
services to help them 
accomplish

● There are typically multiple JTBD 
that need to be uncovered

● One product or service may not 
“do” the entire job

● Are the focal points for value, and 
hence design

● Are more than just functional

Step 1:  Empathize

In “Empathize” you are trying 
to identify the user’s “jobs,” 
goals, pains and gains

“Jobs” or “Jobs-To-Be-Done”



● are the things that get in the way of people 
accomplishing their goals

● are hurdles or obstacles that require 
additional effort, workarounds, or waste time

● are points of heightened “negative” emotions 
(e.g., frustration, disgust, anger, etc.)

Pains

● are the things that make people accomplishing 
their goals “easier” or more enjoyable

● the things that they like about existing 
solutions

● are points of heightened “positive” emotions 
(e.g., joy, relief, freedom, etc.)

Gains

Step 1:  Empathize

In “Empathize” you are trying 
to identify the user’s “jobs,” 
goals, pains and gains



Use interviewing 
and observation 
to collect 
information from 
your chef 

● Each team will get 10 mins to write 
down their interview questions and to 
identify any “observation scenarios”

● Chefs will meet separately while team 
are preparing

● Teams will then get 10 mins to interview 
and observe their chef

● Design teams will take notes and have 5 
mins to capture their jobs, pains and 
gains on their flip chart

Process



Take 10 minutes to write 
down your questions

Design Team: Use your handout for inspiration
Chefs:  Come to the front of the room for more



It’s time to learn from our chefs …

You’ll have 10 mins.
to gather information



1. Ask open ended questions about context, use, features, etc.

2. Listen 80%, talk 20%

3. Play “dumb” - don’t lead, judge or correct

4. Don’t listen for the “right” answer (confirmation bias)

5. Probe more deeply on questions that don’t “fit” your view

6. Respect their point of view

Interviewing Tips



How’d it go?

Let’s ask the chefs



● the user

● the task

● the goals

● the pains & gains along with 
measures

Step 2:  Define

In “Define” you are going to 
identify the design challenge 
through user stories

User Stories are a description of



User Story Format:

As a  (type of user & context)

I want to   (task)

so I can   (goal)

it would be great if someone could   (pain/gain & measure)



User Story Example:

As a mother of 2 young teens, I want to make a nutritious 
dinner for the kids, so I can feel good about what I’m feeding 

my children; it would be great if someone could make it 
delicious and “free from all the bad stuff.”



User Story Example:

As a youth football dad, I want to pay league 
registration fees online, so I can enroll my son for the 

upcoming football season; it would be great if someone 
could make it auto-renew so that I don’t have to go 

through the hassle every year”



User Story Example:

Make + online payment + for kid’s summer camp

Protect + employees + from harassing treatment in the workplace

As a people manager, I want to protect employees from 
harassing treatment, so I can create a welcoming and 
supportive climate; it would be great if someone could 

make it more impactful than “the standard” training so that 
we reduce the number of complaints.



Step 3:  Ideate

You’re going to ideate 
features that your will 
prototype contain

In your full teams, take 
5 mins. to identify the 
features that you will 
be of most value to 

your chef.



Value for your 
chefs



Step 4:  Prototype

Let’s make it “real.”  

Take 10 mins. in your full 
team to create your 

prototype with the features 
that will be the most 

valuable to the end user

● Sketches

● Storyboards

● Cardboard 
Mockups



Show us your design

Take 1 min. 



Your “Issue Topic” Design Challenges

workforce development
health care
food insecurity
the environment
early childhood development
crime and public safety



“Systems” 
problems are 
more challenging

● They’re big & complex:  There are typically 
many stakeholders involved and more than 
one “end user”

● Perspective:  Your perspective can vary by 
end user and their touchpoints in the 
system 

● Behavior:  The people within the system 
have their own behaviors, attitudes, 
opinions and biases that can cloud their 
perspective

● Interactive:  There are complex 
interactions; changing one thing changes 
many others (e.g., unintended 
consequences)



Make the system 
“smaller”

● Don’t bite the whole apple:  Identify some 
“narrower” areas in the system

● Divide & Conquer:  Use a flexible team 
structure.  Work in teams of 2 for 
interviews; ideate as a full group; test 
prototypes in teams of 2; reflect and finalize 
prototypes as a full team

● Co-Create:  Take your initial ideas to your 
“users” and have them help with ideation 
and prototyping.  Test with other users not 
involved in ideation or prototyping.

● Experienced partners can help:   They can 
often be a source of information, guidance, 
perspective, etc.



1) Solar Module Manufacturing

Problem: Solar modules are typically too bulky and not sufficiently flexible 
enough to put on vehicles. The goal of this team will be to design modules that 
can conform to these requirements safely and without requiring modification of 
the car.

Aim: The module manufacturing team will work on the design and manufacture 
of the solar modules, including the cell layout, soldering, and encapsulation for 
the solar panels. Finally, this team will attach the cells to the roof rack mounting 
system.

2) Roof Rack Design

Problem: Mounting solar cells directly onto a car can permanently damage the 
exterior of the car. Mounting cells straight to the car also negatively impacts 
aerodynamic performance.

Aim: Design a product to attach the modules to the top of the e-Golf’s roof rack. 
Use CFD for optimized aerodynamic performance. This system is critical to 
vehicle safety, and must meet margins of safety to not detach from the vehicle 
in strong winds and high driving speeds.

3) Vehicle System Integration

Problem: Solar panels need a way to store energy, and it is extremely difficult to 
do so with the car’s high-voltage battery without heavily modifying the car. 
However, fitting a battery into a car safely and with good aesthetics is not simple.

Aim: The integration team will design the electrical integration of the solar panels. 
They will be responsible for the wiring once it comes out of the roof rack holder, 
and will wire it into the car (without making the car less watertight) before 
integrating it with a battery inside the car.

4) Array Normalization

Problem: The power output of a solar panel has a fairly large dependency on its 
angle relative to the sun. Mounting solar panels on a car may result in decreased 
efficiency due to the angle of the car.

Aim: Design a system that will allow the roof rack to tilt or rotate toward the sun. 
This must be done in a manner that integrates with the roof rack design team, and 
is sufficiently safety tested to not compromise the integrity of the solar panel 
mount.

Porsche
Multiple teams working on a project to integrate solar modules onto a Volkswagen e-Golf sponsored by Porsche. The aim of the project will be to develop skills in module 
manufacturing and characterization, CFD design work and manufacturing to aerodynamically modify vehicles, and electric integration to tie the system together. The end 

goal is to have a functional prototype that will be mounted on the vehicle, and will produce power while driving and stationary.



● Identify users & stakeholders:  This 
will help you identify the roles in the 
system

● Identify touchpoints:  The points in 
the system (venue, locations, methods) 
that your user experiences

● Get information about each 
touchpoint:  Your empathy research 
will need to include discussions about 
the touchpoints

● Influencers:  Identify the people, 
processes and structures that 
influence people’s behaviors and 
choices



User Journey Map:

Make + online payment + for kid’s summer camp

Protect + employees + from harassing treatment in the workplace

Influencers



Users /
Customers

Decision 
Makers

Facilitators

Use a Stakeholder 
Map to help you 
identify who to 
Empathize with



Users /
Customers

Decision 
Makers

Facilitators

Dept. 
Leaders Comm. 

Advocates

Policy 
Makers

Children

Parents

Funding 
Partners

Execution 
Partners

Media

Grand- 
parents

Transport 
Partners

Church 
Leaders

Individual 
Donors

Agency 
Employees

Family 
Friends

Use a Stakeholder 
Map to help you 
identify who to 
Empathize with



● Use “User Stories”:  This will help you 
narrow down what you are solving for 
in the system

● Be narrow, but help a sizable group:  
Be sure that you’re not solving for just 
a few in the system

● Don’t forget KISS solutions:  There is 
a tendency to create solutions through 
complicated ideas or bundling too 
many things together.  Remember a 
solution should be “easy” for the 
system to adopt.



Before we go.



02.

While we pay very close attention to knives, pots, pans, and ovens, things like graters 
and cutting boards are often neglected. After all, they don’t get displayed in the 

kitchen that often, though probably that’s because they’re not much to look at in the 
first place. Cutting or chopping boards, in particular, have even less time under the 
spotlight since it’s almost always expected to get stained and dirty over time. They 

also don’t have many purposes outside of food prep, stored away after use and after 
cleaning. Of course, that’s only by convention and tradition, and there’s no reason 

why a cutting board can’t be more than that.

MUDRA: Contexte Design



Its most basic requirement is just a flat 
material that can withstand slicing and 
chopping from a sharp knife.

Bonus points if that material doesn’t 
stain or can be easily cleaned, retaining 
its pristine appearance and texture 
over the years.

That cutout serves as a holding place for cut 
and chopped pieces, as well as a sort of funnel 
when you have to pour the contents over to 
some container. Most cutting boards are 
completely flat on all sides and corners, which 
means there’s a tendency for pieces to fall off in 
the process. It’s a small change in the basic form 
of a cutting board, but one that has a huge 
impact on the tool’s usability and flexibility.

That notch also functions as a sort of handle when carrying 
the board upside-down. That transforms the cutting board 
into a tasting board, perfect for showing off pieces of 
cheese, meats, and fruits, as well as a way of serving them 
fresh off the cutting board -- allowing it to be both a 
functional kitchen tool as well as a beautiful platform for 
showing off your culinary skills.



This ingenious cutting board 
features a slot for your smartphone 
so your recipe (or favorite show) is 
right where you need it while you 
work.

The carved canal around the 
board's border collects juices and 
channels them to the removable 
stainless steel drip tray for easy 
cleanup.

A built-in sharpener keeps your 
knives in their best shape. This 
smart cutting board makes a useful 
wedding, housewarming or 
graduation gift.

Crate & Barrel



How  I  help …

Dr. Zane Gibbs
zane@zadastrategy.com

What I do
Orchestrate new solutions for people and organizations

● Work with management to implement 
design projects and infrastructure

● Imbed with teams to help guide and be a 
resource

● Supplement teams / organizations with  
subject matter experts

● Coach functional leaders

● Co-design processes for self-sustainability



How  I  help …

Dr. Zane Gibbs
zane@zadastrategy.com

Types of Design Projects
New solutions for …

● Products & Services 

● Packaging

● Marketing & Communications

● Operations

● Organizational Change

● Failure

● Personal Change (in 2023)



The end.




