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(Larry Leifer, 2009)
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Design Thinking - recap 
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It’s Human-Centered. Human centered design begins from deep empathy and understanding of needs and 
motivations of people.

It’s Collaborative. Several great minds are always stronger when solving a challenge than just one.

It’s Optimistic. Human-centered design is the fundamental belief that we can all create change—no matter how big 
a problem, how little time, or how small a budget.

It’s Experimental. Human-centered design gives you permission to fail and to learn from your mistakes, because you 
come up with new ideas, get feedback on them, then iterate.



Where to start?

I always begin design by talking with users. I believe that the stories people tell about 
what they do and how they do it contain information vital to good designs. Stories 
reveal what people like about their work, what they hate about it, what works well, 
what sorts of things are real problems. 

Thomas Erickson, Apple
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Session 2 : Tools and methods for capturing information

• Objective: Understand methods of engagement to uncover user insight
• Three essential modes in engaging with empathy:

– Observation. View users and their behavior in the context of their lives.

– Engagement. Interact with and interview users through both scheduled and short ‘intercept’ encounters.

– Immersion. Experience what your user experiences.
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Before
Methodology+
Discussion guide

During
Observe, ask, 
listen

After
Tell the story

Session 2 : Tools and methods for capturing information



Why emphatize?

• Uncover needs that people have which they may or may not be aware of
• Guide innovation efforts – identify gaps between current & desired state
• Identify the right users to design for
• Discover the emotions that guide behaviors
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Anthropometrics

Physiology

Psychology

Sociology

Anthropology

Ecology

The sizes of people, for the design of physical objects.

The way the body works, for design of physical man-
machine systems.

The way mind works, for the design of human-computer 
interactions.

The way people relate to one another, for the design of 
connected systems.

The human condition, for global design.

The interdependence of living things, for sustainable 
design.

Hierarchy of complexity (to explore and navigate)



(VIDEO LINK)

http://www.youtube.com/watch?v=M66ZU2PCIcM

http://www.youtube.com/watch?v=M66ZU2PCIcM


Who’s your
user?

User base may be broader than you think









Empathy – Adopting a beginners mindset
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Empathy – Adopting a beginners mindset



How to adopt a beginners mindset?
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Avoid judging and making assumptions. 

Question everything. 

Be truly curious. 

Find patterns. 

Listen. Really. 
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Non-intrusive. “Researcher” follows and observes a person through a typical day. Can be done also as “user camera 
study” = person observes and documents her/his own actions. 

In-depth understanding. “Researcher” is exposed to a clear and detailed picture of the person and their typical day 
including their needs, behaviors, habits and goals.

Human centric. To understand the person in their normal day-to-day context.

Visual documenting. Photos to document and visualize observations, highly valuable when analyzing collected 
information.

Observation
Method: A day in the life of & photographic journal



Observation
Method: A day in the life of & photographic journal
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We are all different – and we all have our unique tools 
to cope with complexity around us
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We can learn a lot from our “users"
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Observe



Go with a partner, record 
everything (with permission)



Find disconnects



Find workarounds
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Find cultural variations
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Find extreme users
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- et apprendre d'eux !



Extreme users
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Visualisation of a journey. Experience Map is visual tool to map out and understand product/service interactions 
from users’ point of view. 
One experience map is basically a visual representation that illustrate:
- users’ flow (within a product or service) 
- their needs 
- wants
- expectations and 
- overall experience for a particular goal.

Observation/Engagement
Method: Mapping experiences



Observation/Engagement
Method: Mapping experiences
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Brainstorm questions. Write down all of the potential questions your team can generate. Try to build on one 
another’s ideas in order to flesh out meaningful subject areas.

Identify and order themes. Similar to “grouping” in synthesis, have your team identify themes or subject areas into 
which most questions fall; once you’ve identified the themes of your question-pool, determine the order that would 
allow the conversation to flow most naturally. This will enable you to structure the flow of your interview,
decreasing the potential for hosting a seemingly-scattershot interaction with your user.

Refine questions. Once you have all the questions grouped by theme and order, you may find that there are some 
redundant areas of conversation, or questions that seem strangely out of place. Take a few moments to make sure 
that you leave room in your planning to ask plenty of “why?” questions, plenty of “tell me about the last time you 
_____?” questions, and plenty of questions that are directed at how the user FEELS.

Engagement
Method: Interviews
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Engagement
Method: Interviews



Common Needs of nearly everyone. Need to entertain oneself.

Context Needs of people of the same age, 
profession, region, etc. Need to listen to music.

Activity Needs of people in the same 
context who want the same thing.

Need to carry and have access to entire 
music library.

Qualifier
Needs of people in the same 
context who want to do the same 
thing the same way.

Need to download all music onto an iPod 
and go jogging with it. 

W
hy
?

W
hy
?

W
hy
?

H
ow
?

H
ow
?

H
ow
?

43



LP Album
(1948)

Cassette Tape
(1963)

Compact Disc
(1982)

MP3 Player
(1998)

Need to listen to music

Need to listen to music on the go

Need to quickly access music

Need to carry entire music 
library



Immersion
Methode: Empathy map
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Immersion
Methode: Empathy map
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Additional readings



50

- Stakeholder/user map – identify most important and who you can access (within timeframe of your project)
- Prepare a discussion guide + accompanying inspirational material
- Schedule observation/interview/immersion and make it happen!
- Debrief and take notes right after.

“Homework”



51

Additional readings
Design & Design Thinking resources:
• Toolbox toolbox http://www.studiotheolin.com/blog/2018/8/20/the-toolbox-

toolbox
• The Field Guide to Human-Centered Design (IDEO): 

https://www.ideo.com/post/design-kit
• Collective Action Toolkit (Frog Design): 

https://www.frogdesign.com/work/frog-collective-action-toolkit
• Design Thinking Bootleg (Stanford d.school): 

https://dschool.stanford.edu/resources/design-thinking-bootleg
• Other Stanford d.school resources: https://dschool.stanford.edu/resources/
• Design Council resources (reports, case studies and guides): 

https://www.designcouncil.org.uk/resources/search
• “The Never-Ending Design Thinking Reading list (Design Gym): 

http://www.thedesigngym.com/the-never-ending-design-thinking-reading-list/

http://www.studiotheolin.com/blog/2018/8/20/the-toolbox-toolbox
https://www.ideo.com/post/design-kit
https://www.frogdesign.com/work/frog-collective-action-toolkit
https://dschool.stanford.edu/resources/design-thinking-bootleg
https://dschool.stanford.edu/resources/
https://www.designcouncil.org.uk/resources/search
http://www.thedesigngym.com/the-never-ending-design-thinking-reading-list/


Contact:
harri.toivonen@cern.ch
Skype: olavi-dude
Natel: 166533

Let‘s make it happen!


