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- Strategic Thinking & objectives
Cwnn2 |- Strategic Alignment
- Collaboration network

- Strategic Line of Sight

- Leadership role model
WA 1l _ pyplic Accountability

- Integrity &Transparency

- Data Sharing

- Public data Accessibility
- Information Disclosure
- Proactive & customized

- Digitalization

nwuam 6 - End-to-end process flow

- Demand Driven
¥i3un 3 - Personalized

- Innovative service(Gov. Lab)
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- Proactive to customer needs
- Problem-solver to improve
I service quality
" - Public Entrepreneurship
- Happy worker & Happy citizen
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. - Citizen centric design concept
%uR 6 \- Digitalized service process
|- Integrated service
- Horizontal approach

- Results-oriented

- Creating value

- Doing more & better with less
- Better Business

- Cross-boundary management
- Open system & Open Access

asv
ulanssuy

vum 1 - Aligning & Empower

|- Actionable policy solution

fdoaussau:ay - Digitalization & Mministratiod
naerivaly - Digital technology application
- - Big data analysis
anization Learnin
- Knowledge Worker

-\ - Educability & Ethic ability
- Trans disciplinary

— Operat.ional Excellence )
- Virtualization & shared service

- Efficiency & effectiveness
- - Strategic achievement
—— - Outcome Impact(Economic,
social, health, environment)







David Kelley

founder of IDEO and Stanford’s d.school

How To Do Design Thinking
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Juaou Design Thinking

DESIGN THINKING PROCESS

Empathise Define Ideate Prototype  Test

1. Empathy : 1uukan “loPufahist” weneuinprlsikuiniga
2. Discover : AUWUUYKwovRr(sliazuavikulonian:inludaykidu
3.Define  :idonuazasunusmvaduidulula

4. Develop : V\Tcuu1||a:ciaaac1||u3ﬁoTLJ§intu Prototype

5. Test . th Prototype lUnagouniui (s

6. Deliver  : Uniduowaawsaane (Solution) oonlUdaanaasy
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“To create meaningful innovations, you need to
know your users and care about their lives.”

The Empathy mode is the centerpiece of a human-centered design process. The Empathize mode is the
work you do to understand people, within the context of your design challenge

How to use an Empathy Map User Group

Quotes & defining words--Capture specific quotes from the user, as well as any Quates & defining wards | ';:ggf_:ﬁbvle:
unusual phrases or words that 'struck’ you as something that might contain a DDLJ-D . (5 : 0B 8
deeper meaning. Sl I .99%!‘3.-

Actions & behaviors--Capture things you saw the user (or group of users) doing. ctors & behaviga : :
oS & behay _— ; kenmgs&emoh:)ns

Writing down specific details or even drawing out diagrams can be useful here. avesees o e DUg
Thoughts & beliefs--This quadrant should contain phrases that begin with "l §D-Dg (53 'DDD DD.
think..." or "l believe..." that were specifically stated by the user. You might also Ceanendda

capture other thoughts & beliefs that may not have been explicitly stated but can
be inferred from what the user said.

Feelings & emotions--Capture feelings and emotions that the user displayed or
talked about having. Capturing feelings and emotions that specific experiences
elicited will also be useful here. You might also capture other feelings & emotions
that you infer from actions & behaviors that you observed.

15



Quotes & defining words

Thoughts & beliefs

-
. .
oooooooooooooooooooooooooooooooooooooooo

https.//dschool-old.stanford.edu/groups/k12/wiki/3d994/empathy map.html
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we i RO @SigN the gift-giving experience

Start by gaining empathy.

1 Interview

2 Dig deeper

fy . . .
Notes from your first interview

w

i n .
Notes from your second interview

»

OO0 Switch roles & repeat Interview

Switch roles & repeat Interview

David Kelley, founder of IDEO and Stanford’s d.school, on How To Do Design Thinking
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“Framing the right problem is the only way
to create the right solution.”

The Define mode of the design process is all about bringing clarity and focus to the design space. It is

your chance, and responsibility, as a design thinker to Define the challenge you are taking on, based on what you
have learned about your user and about the context.

A good point-of-view is one that:

- Provides focus and frames the problem

- Inspires your team

- Informs criteria for evaluating competing ideas

- Empowers your team to make decisions independently in parallel
- Captures the hearts and minds of people you meet

- Saves you from the impossible task of developing concepts that are all things to all people

18



Define the problem.

3 Capture findings 4 Take a stand
with a point-of-view

r 2V d
Goals and Wishes: what is your partner

trying to achieve through gift-giving?

*use verbs 6

partner's name/description

needs a way to

user's need

Insights: new learnings about your partner’s feelings
and motivations. what's something you see about your
partner’s experience that maybe s/he doesn't see?” b

*make inferences from what you heard [cire

ecause (or “but...” or “Surprisingly ..

.")

insight

SOCOO

David Kelley, founder of IDEO and Stanford’s d.school, on How To Do Design Thinking
19




“It’s not about coming up with the ‘right’ idea, it's
about generating the broadest range of
possibilities.”

Ideate is the mode of the design process in which you concentrate on idea generation. Mentally it
represents a process of “going wide” in terms of concepts and outcomes. ldeation provides both the fuel and also

the source material for building prototypes and getting innovative solutions into the hands of your users.

How to Ideate

You ideate by combining your conscious and unconscious mind, and rational thoughts with
Imagination.

brainstorm to reach new ideas by building on others’ ideas. Adding constraints, surrounding
yourself with inspiring related materials, and embracing misunderstanding all allow you to
reach further than you could by simply thinking about a problem.

There are other ideation techniques such as bodystorming, mindmapping, and sketching.

20



|ldeate: generate alternatives to test.

5 Sketch at least 5 radical ways to meet your user’s needs.

r

b

write your problem statement above

r

.

ﬂ

»

~

\

w

\

>

.

w

\

\

6 Share your solutions & capture feedback. 10min ( essions x 5 minutes each)

rNotcs

.

Switch roles & repeat sharing.

David Kelley, founder of IDEO and Stanford’s d.school, on How To Do Design Thinking



“Build to think and test to learn.”

The Prototy pe mode is the iterative generation of artifacts intended to answer questions that get you
closer to your final solution. A prototype can be anything that a user can interact with — be it a wall of post-it

notes, a gadget you put together, a role-playing activity, or even a storyboard.

ldeally you bias toward something a user can experience. Walking someone
through a scenario with a storyboard is good, but having them role-play
through a physical environment that you have created will likely bring out more

emotions and responses from that person.

22



“Build to think and test to learn.”

How to Prototype

q Start building. Even if you aren’t sure what you're doing, the act of picking up some
materials (post-its, tape, and found objects are a good way to start!) will be enough to
get you going.

q Don’t spend too long on one prototype. Let go before you nd yourself getting too
emotionally attached to any one prototype.

q ID a variable. Identify what's being tested with each prototype. A prototype should
answer a particular question when tested. That said, don't be blind to the other
tangential understanding you can gain as someone responds to a prototype.

- Build with the user in mind. What do you hope to test with the user? What sorts of
behavior do you expect? Answering these questions will help focus your prototyping and

help you receive meaningful feedback in the testing phase.
23



Iterate based on feedback.

7 Reflect & generate a new solution.

Sketch your big idea, note details if necessary!

d. SODOD

David Kelley, founder of IDEO and Stanford’s d.school, on How To Do Design Thinking
24



“Testing is an opportunity to learn about your
solution and your user.”

The Test mode is when you solicit feedback, about the prototypes you have created, from your users and
have another opportunity to gain empathy for the people you are designing for.

Testing is another opportunity to understand your user, but unlike your

Initial empathy mode, you have now likely done more framing of the
problem and created prototypes to test

25



“Testing is an opportunity to learn about your
solution and your user.”

HOW to test

q Show don’t tell. Put your prototype in the user’s hands — or your user within an
experience. And don’t explain everything (yet). Let your tester interpret the
prototype. Watch how they use (and misuse!) what you have given them, and how
they handle and interact with it; then listen to what they say about it, and the
questions they have.

‘ Create Experiences. Create your prototypes and test them in a way that feels

like an experience that your user is reacting to, rather than an explanation that your
user is evaluating.

‘ Ask users to compare. Bringing multiple prototypes to the eld to test gives
users a basis for comparison, and comparisons often reveal latent needs.

20



Build and test.

8 Build your solution. Q Share your solution and get feedback.

\
Make something your partner can interact with! [ What worked... Mo What could be improved.
\ J
[not here) - N 7
7 Questions... I 1deas...
o o

\ J\

\ J

,-.
12h )
\

O
©
5%

David Kelley, founder of IDEO and Stanford’s d.school, on How To Do Design Thinking
27



DESIGN THINKING: A NON-LINEAR PROCESS
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- Learn about users ™S
-7 | h testi 2%
P through testing %
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e s Tests create new
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I define the problem \
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User Empathy wua1 nndulauinikaroukdniinmsaovlUyivosuisiiadlaika:Aso
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Workshopl : Finding Topic / Discover the Crucial Problem

>UdlKWSOUNNAUIZEURY “Us:aunmsauiiingalunissaudv” yovddiovaw
uuns:a1u A4ondufifknnauanduidunanivaguns:auiinutinu
(Mefus:g:an 1 uli)

> yalknnAUYUAAUIUU 1 ad 1 IWolkiUssulfiuna:ikaziuu
“anudAtyuovUnyK1” Rdogluiio
JagTknuoaznuuAulumnaziuuéu 10 18U 9 - 1,3 - 7, 5 - 5)
fns:udUNISUBIBNDUASU 5 SoU llasfkudnA:iuuRUsINnogluboddion

w1adeAu (funs:auiaafluv:idoiavagy 5 drave) Aulu)

> Topic K$o Crucial Problem AlaA:nuuuiniaa 3 dudulisn fiAo...
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rugtnyaLATaliadInsuNIsiNUday AU iU

1. Ax4 :lAT0%leNlazlRnzinnes1vazdund Ay 4 AU
A Actor, Activity, Artifact tlag Atmosphere

2. AE10O U : lgianauAiniudify 5 599 Ao Activity, Environment,
Interaction, Object Loy User

3. 5W 1H : Usznaulumiganiy What, When, Where, Who, Why, tag How

Basic Data Collection : A-x redek . . |
x4 Basic Data Collection : AE T OV redek
o P
\ o o STV | = |
‘ &) i RO - L -
"=_ | > = | A Ackiniiy-
e r | 4
A ] ,I c EVVi von man
A [ ). ' )
— | - IV\TM“TOY\
y | D= — 4
}-i’ 2 [ Cl | .\g:«; } 154
A @@=l [H= ’ 2
.__l [y % L 0 Obﬂ
2 3 e
\‘f‘\\\ GE1 = j
R S A I stns
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d9810NS:UIUNIS
Workshop 2 : Data Gathering

> qaluiysiuWorkshoplusitnaanidu 3 i

> 1j191%0 Big research question MidAgNgn 3 Teluumnaaniiu
topic #98 9 (WSONFIANDIUF NS ULSIaE topic AIe)

> gnuunbane) 130 Plusdmiuudasiuietn  “gafiniu’”
watulUaand15199%
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1. Persona (115835794 [431894) : Aatundusnlums T Jumilow o -
N5V “unieseigly” endanudnladelanseudegnals,  walv = e ]\
value Aveglstns, dingAnssw, 30T3n, vioflanudesnisezlstneg 0
SGARINGE mumamLﬁwvﬁfnmmaqaaﬂquaviﬂﬁlﬂmadwammm \% e | \
\

2. Journey Map (1un19useaun1salild) : 2 wuu Ao \ \

a. Journey UBINEANITY \ |

b. Journey ¥89971510d | \

3. Relational Map (WHugiiAmduiug) : viliisniunwlvgves
mamawamﬁuﬁﬂu mumamamu Individual player ( ﬂa'mmﬁi’f Guam
Aeadu Cultural  value ﬂmﬂﬂumﬂumﬂmmm) LLaumammﬂu
Macro environment (ﬁ'ﬁﬁmwma‘um nSmensluiui ANILLATYIND
fepu nsiiles welulad fiflog)

lourney Map

4. Stakeholder Map (LLmuﬂmaqm drlagiude) ;- WDums
Aasznnluevesunas  topic fisdasrinause Lwa‘[mfmmm
Sdwitudeuisadeaiulastis aquumwammatﬁaﬂumamﬂﬁ LAZLS
%mwuﬁmmmaammmmmalmmﬂﬂuﬂqmiwu w3oluSaslatig
19
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A2281VNS:UIUNIS
Workshop 3 : Persona & Journey Map

> yolkiwsoUWorkshop thuayainnisaisoounasuidu

Persona lla: Journey Map

> onuunlkiaa:nauAaidon “uovinal” Aunaufoniu Journey Map
AVNAIDONLNINDWAIUNAD 15U
- 1Idonudvinain Emotional Journey yovanAiAUsSIUBSEUIAUIU
daaanuidumnaiuiu
- 1Idonuovinainioaandiaas vadsudsoiniy
- 1IdonyovnainanAifious:sdnduin urhfkan:awaluias va4
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Brainstorm WALANISSY ﬂmauamwﬂﬁlﬂmeﬁﬂamﬂm
(Ideation) muuﬁ]us[fd'ﬁuUUﬂmLUU Divergent L‘Vl’]uu

redek

Brainstorm "ecek  Design Thinking

1. viwlanm List Tildanniigatn Post-it
2. dewmsgiodn (WL, qnv/ia)

3. lainsoi-anamaie

4. fomasen

5. AaNNsAY

6. ANz Iwvioie
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10 x 10 Wumatialun1svenelaialig Solution
NUS1UALLDYANINT

redek

10 x 10
o
e
ﬁfﬁ"{
o r.
Post-it Z~ e  _.0°
SkeTch N : o®
@
‘o
o
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Morphological Analysis 1JumaiansAn@easeassandeulony
Tuvgjtindnenmans Iains uaznuinnss amﬂuamamwuﬂﬂa
e dululaluale (Solution) finannnane ety

Morphological Analysis redek

oy

ﬂﬁ"::LGTLL 1 Bms Bms 2 TS 3 e 4 TJ/ms 5
L d

Usziork 2 Bms 1 Bms 2 Bms 3 RBms 4 W@Bms 5
=4

ﬂ"i:Lfﬂ% 2 3@ms 1 MBns 2 3M|MNMsT 3 WM 4 |/ B

6 4 Bms 1 B/ms 2 Fms 3 Bms 4 Bms 5

&5 ™~ l - '
[Solution A J L Soilution B J Solution C Solution D j
= . N J' — /’
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A2981DNS:UIUNS
Workshop 4 : Developing and Sketching Ideas

> LLdaznejuLémﬁﬁﬂqs brainstorm LiNavUsZfY / 3‘§ms1‘7i%ﬂ%’uﬂgﬁamumsaiﬁha o] 1 Journey Map
nnsuAldasadenlesUsziiunazizniseneg wansudviugleesssila Morphological Analysis
waznmuluwuuIslafenae g wuu 1wy
nax 1 : Cheap Shop (LLﬁﬂQJJW]%@ﬁUENMWLLéjﬁlﬂLﬂaﬁuﬁQﬂﬂ’j’]) aues1alowie “uendnduiinisiauieves
LAazSuALAa9MTEn”
AAw 2 : Retail Vending Machine (uitlyvn@ovasnudinnnmvheninfidnll) iauessleieriasdmiing
LURLAID3E1599 (Power bank) 71L81 vending machine msss + SUSAMTNaINISUI8NIILIsIe
n&au 3 : Prototype Café (witameenludovedmuiildiivesiinsmuadn) wuesislewesu Retail +

14

Coffee asrallunauyiinvatgndn (ununisilusudmineuaniaes) Nddgiiyy Virtual Fitting iingnAamela

Y

AukUUIBIWIlY S5UU Virtual wan Aanunsaazdsdelaviui waziidumasgnaslufmidnulaenss
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1. Prototyping : N13%1 Prototype 88194189 Tullaguuil 2 35

a) Scale Model :1¥ “1ald” [Huimdesiielumsadrsaniunisalsnanstua
A11509NAIS7 LA lude HuAsnsnuszndanazisAun

b) POP Prototype : ¥nainuaoawesaunfzuniiothlunaaosldluaniunisaiass
.Jun1991 Demo wUUdE9 @une

2. Business Model Canvas : L‘lJ‘IJLﬂ'iEN%JE]‘U’)EJ‘UiuLﬁJuLLu’Qﬂﬂi‘wiuﬂU‘Vﬂ‘ViiyJ B L9

UBIAUNINTINVBIINALA Business Model Canvas Usznaulusig 9 duddgy fanm

Business NModel Canvas




Persona

Persona avno:uwd8ikisarANUINRINgIAUanAladavdu waludsulsnis
JIWU Digital Marketing K3anuna Marketing iU souludvlunvuovnis
Aoudufulkdus:ansniwavduade 10unsrin research K30 NNsGY data A
UM 1I0EIKSUNSISUAU ATUDIDADVNUAINIULIY 9 IKkanT AUAIIDVIBU

« “rhluanASvoendodunuovAnl” KSD “GUAIUDVISIADUAIILUADVANSD:]S
yovanAlau1v?”

«  “anNMUDLAIACGURBDFUATKSDUSNISUDVATUDENDIS?”

« “anAminaukanndodunvovacuidulns?”

https://www.contentshifu.com/fd@damental/creating-customer-persona-for-digital-marketing



sngazidgan Persona AJSD

dedrntyPavayalu Persona anansanaumanuwiaila
Who, What, Why, How lawau3salsi?

Y

Who : @nwisasu laiinazidy %amaﬁu%mam@ 918 WA, Background, Lifestyle

A duinulusendls |
What : e¢lsAedsiianle eunnld eennil eenae uay/vie eglsredeiidadilm

What are her goals and challenges?
Why : Wunisueeu Insight ﬂmﬂ@’ﬂ@wli%ﬂmm a]vLﬁmmmmmm’jwmmmuuiﬂﬁw?

How : How to find her? agiitaamadnadlaagisls?
ﬁ@l \NTERESTS FOWErS Customer Persona TemFLate
Fa e
Name: NEEDS: BEHAVIGRS:
[refession:
Tersonal VM-UES AgrlRM-lONS
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n198149 Persona

DEMOGRAPHIC Informatior

ARe 46

£103,000 annual salery

BSN from UC Lavis

M =A from Wa de~ University (onlin2 degree)
M arried, two kids

Warkedi- a la-ge nospizal system in CA after
nursing school

THE PROBLEMS she has thal IHl solves:

*  "Ineed lo ba'ance cusieuling with
mairtaining guality and it's very comp ex.”

*  "Gelling aduption of best praclices is tlow
and not uniferm.”

*  "I'would love 10 be seen as more of 3 Fo-
1o leader within the larger crganization.”

ONE DAY in the liTe:

*  Altends luts of face-Le-Tave mestings

= Conducts off ¢z hours in CU 10 glve nurses and
prysicians tirme with her during the week,

= Handlcs a signFlcant amount of pcperwork
relatec to regu/ation and compliance

*  Hasto be “on czll” for schedul ng ang staffig
Issues 3t zny hou- of tha cay

ker VALUES AND GUALS:

son i a juriorin high school anc he- daughter
will bo o freshman nextyear: “amily
ororitizing tneir f na~cas 1o o3y for col ege
Prdes nersel” on stzying on top oF ertai s anc
oeing “esoonsive tc all levals of her
orga~lzaticn and t2am

strong advocate for workd fe balance n the
office but oftcn works scveral hours nthe
cvening cxcept for Friday and Saturday
Attznds church regula-ly

tncoureges her sta™ to grow profzssicnally

Her mein INFO SOURCES and WATERING HOLES:

* SCCM enzwslatter

* ICU Cirector magazinz

* Office hours ndepa—men:s

*  Hosp Lal celuteria

» Afterwork socizlizatlen witn desarurant sta®f
or a monthly basls

* In‘ormzlchats with formar colleagues In CA
hosonal syster:

* [HI Quallty Innovators Linkadin group. Kasn't
posted yer; oo«s through ICU-re/@vant 2osts.

*  Membezr of AACN

THE EXPERIENCE SKE WANTS when seeking oul
IH! products or serv ces:

Warits to ve sble to read cummeants 21d
fezdback on th=z IHI programs in the way that
che reads Yelp reviaws of resta_rans

Wo_ld ike to conduct 3 “chat” whe- sheis
dec ding whether or not tc signup fora
program

Warts to oe recognized as a fan” of IH even
if her attendance level is not what we consider
high. Sne was an anthus'astic (1S natticdpant
wher she got her VIHA in 2009.

Diane Director, BSN, MHA
Director of Critical Care at

Terre Haute Regional Hospital in Terre Haute, IN

Their ROLE AND LEVEL SENIORITY ir detail:

Repo-is Lo VP of Patient Care Services.,
Administrative =esponsibllities for 2 32 bed
ICL ur't, 35 bued CVICU unil, and 4 cardisc
inpal eni unis.

Has bucgelng powe- for 3C0 FE staff ICU

Her most COMMON OBJECTIONS Lo IHI's oroducts

Or SPIVires:

*  Needs cusl culling guidance; coesn’'L k- ow if
Bedsidz to 3alance Sheet is for her

*  Wanls more conlent o~ cullure criange that
could enhancz process improvemensts

*  Needs mure matesial on ow o gel senivr
leadzrship behind her- efforts; mchi ity in the
ICJ was treatzd 35 an experiment in the eyes
of z-e VP of Pzt ent Ca-e, nct a way “arward.

* RNsonly get 5500 a yezr in pro. developnent
funds for ~on-Jdegrze arogrzms; puts IHI
cantent aut of reach for her staft.

IHI Areas of Facus that she would be interested in: Qualily, Cost, Value £ Patient Safely
IHI Rings she would engage in (by %): Innovate (5%), Jemonstrate liesults (125¢), Build Capability (25%€), Disseminate snowledga (5%)
IHI programs she has attended/resources used: U5 courses, Reth nk ng Cntice Cere seminar, Survey Lesign WA, WIH broadcasts on ICU subject ~atter
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35U 13 YUMaUN1591191U Design Thinking

walanelyal 73

#4 Big Research Question
sonbuiivtaya (e pilot nau negeuAInINAULioUY Noweanlunas)
Share Uayanfiunieluiy

. 11¥yauyin Persona wag Journey Map —

AN Journey Map gaihaulanisuiasinluvineslsdnag1enie

. ﬁﬁﬁ;ﬂﬁmaﬂﬂﬁ]mﬂiu Journey Map 9811 e brainstorm / 1 Morphological Analysis
. Sketch Idea Twiq Nuraula (a3n9a 7) 88nu 10 dU LWUNTLAU concept NoY
. hlalfgannts 8 iy Prototype iatinlunnaeu Tullazisuiiu feature & function 1N

10. Whghuua Iterative (Ve 2u9) wiewnluuiuuss feature & function dhluneaaulvaiaunsznsla

NAANG
11, Wenalawar AMeaansuuluyin Business Model , Kano’s Model (Mna3aUsenauiitdu Must,
Want, Wow)

12. 1 Cost & Benefit Analysis
13. 11 Requirement list tkag Project Brief
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KudQ 1

ANSUNOVANS

Wvune :

o LNBlWTZUUNITUNIDIANTVDIFIUTIVNITHIUUUSUND
HAKAZAI19AUGEUlRUBIANT IngnTuunddediel
LASWHUYNSAEAS MFDASUNUYNSAEAIYR

o Muaulguglunismnuguaniiuseansnaluizanis
UJaanunasauazn1sasnendnulysals

o LNBHTINENINKINADUNYTUNYAUUNITUTTAHNARNYNS
VDIHIUTIYNS

o adwEINlAAUINNTIURAZ NN LT FUAY
LASDUNY

o LNDAAMINUSSIAUNANITANLUNISVRIFIUSIVNISUA
NANSSNUNLAAYUN IS YA ULLAS L2818 811 D9
(Argnalnvaanaluladfana)



.—"}‘—.
PLP 11}
1.1 s=uumsUthovANs
Aaswaoudviu

R

(%=

1.2 DoviiunaSanas
aswanulusvid

A5a

a8
1.3 msyvituua
dugnSumsaswnms
Odousaunnnsauiv
Avnmwlulamuuon

A

1.4 Arvfivuans:znu
dodvAura:Msyviouli
Ifovaduws

Basic
(A&D)

Tovimi/ynamand
MOUAUBINUETR

wloemitlesdunein
uazsuunNuauang

Uszdnginw

s¥eanmuandonfispuiu
uadsgnitumsiidiudon
vesyARInIMuluuas

nsadamintiemeauan

FaF R ALaT A
Anfiusrustenofiog
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Advance
(Alignment)

e/ gnerand
ganduiugnermand
UtzinA

nMIEams Uiuup uas
TENTURAA DB IL
UATHULITULNAUTYT

nrssatlmaneiime
unzMItuE3IN AN
UIRNTINTOINIZUIUNTS
wasMIuInag

nslEnalnnsiteansuas
malulaBitia eihlug
msudlutlgywietng
YUNIA

Significance
(Integration)

afudinnysa/ImusIsy
Ao seloniguusznmeu

wan U sziiulussdui
[rowminuaumeauan
Duuvuatreffuasms
¥ afuuuusuaaludels

adeudinnysnifeulouie
in"ﬁunm:nuq«:ﬁmmm
witdowidudou

AnmnnafuiduMInae
nnm:wm:u:ﬁuua:
wuzanfdiawiegii
AN FIET0NEHY une
Rundon



MindLab
MindLab mpanuuinnssumumsininulouenazlasin1seesnasg M | N D LA B
Resvlul 2002 AelNTEN$I933Aa (Ministry of Business Affair) WNeviutng
LUume‘wTum'ﬁLsziﬁymwmamqjmaamuﬂﬂﬂummmﬁﬂwmiﬂmmmﬁma
Ty 9audse 917 uu9enIe NIty @9nAaednUIILIUDIEINNIIUATIEDU
W@ (National Audit Office) fiszyinuinnssuvesesdnsnasaulvg)

v lufimsuAtgmnszuiumsvhaunelunnninasdunisufulsmdeain
usnslniiiodany

Tugawsnldnszuiunisdaingsngaundn 280 ASsdmumoerunel
NSENTI MABRILBIANTluLarUaNIATaLiietUstiiuluinswammlewe
svauanuddaiuiisiiinnninse  madeusieay LaENSINUTTYY
w¥euruliTEu
N13KNYIANITUTNIslATINsuuUTvsinenssuIunisiidlusiuvasniidiulagdlu
|8y (Stakeholder) Iﬂ‘c’lL’iﬁJﬁ]’]ﬂﬂ’]iLﬂU‘UﬂﬁJaﬂﬁiﬁﬂ?ﬂﬂﬂiuﬁﬁﬂLLauﬂﬁ‘Vi‘L!ﬂ Ay, bt Do
N3TUIUNITANLTUIY 'aLﬂ'i'luwuanaw‘lﬂ a¥9assAasva nadeu uastily
U's‘u’tmsa szmi'awﬂw,nﬂn'ﬁﬂiuwﬂuﬂﬁLLaufamusssumﬂiunsmmwauu
Lﬂuwmn%ammmLiaﬂumsLﬂﬂaqnqmumzaswmquaemmJaﬂmnﬂﬁuu
Tuszaulszmala

u%fmﬂ'ﬁuﬁﬂa'u MindLab AnflildEedlaweniolnad widunsuAtymedng
n3alUnsen agedy NsuAdyninisuiaueaussauinwegsluauuisn lall
meﬁaﬁqLLﬁwqiﬂwﬂummmmammmuluﬂﬁvmmammm WA EI8NS
3ﬂmﬂuwmmﬂwmmﬁaagimqum

Source: http://www.mind-lab.dk/en/cases/away-with-the-red-tapefor-young-people-who-have-suffered-industrial-injuries.



Helsinki Design Lab

319U 2008 Helsinki Design Lab nausuiieonsedulviniadgi nagms
N9IN159NLUU (Strategic Design) lUlglun1ssinduiagdnvinusnisun
Uﬁg%ﬂ%ugﬂ%’m&gﬂ%ﬂﬂalﬁ%umiaﬁuawmﬂ Sitra NBINUUIANTTULNS
Wulaua (Finnish Innovation Fund)

N1suBakazkN Uy dalasaasienenagninisesnwuuylislnaiassAnAuy
psesilelumsiiiunlounefiunndneiusenluniy

ufazide fadu weuignsianguszneunslufiulaudiaulassinyi
gafasuemsialdduiiulassnsiiGenin Open Kitchen Mlumsdiass
Fupnsaitunuasdalidfaulassinagyigsinuemsundisam
lasensnasnszezian 3 dUav
fausnauAnulnglfaouiitsuasuransfiasfonaslunisvigsfianss
faudan  (dn1siu dwnaneoed  dedvuaygems  vhaemsh
UfuRnungszileuiunnuazetauazaveudy aaswine iy Tuau
nszviadadu

Source: Boyer et al. (2011). 48




Behavioral Insight Team (UI().

EAST The EAST framework is at the heart of this methodology. These four simple principles for applying

behavioral insights are based on the Behavioral Insights Team’s own work and the wider academic literature

Make it Easy
- Harness the power of defaults.

‘ ) . . In the first si hs aft | inl fir ticall
R Reduce the haSS|e factor Of tal(lng up a SerVICe. n e first six months a er empicyees Inlarge ms were automatica Y

enrolled into pension schemes, participation rates rose from 41 to 83%.

- Simplify messages.

Make it Attractive
- Attract attention

When letters to non-payers of car tax included a picture of the offending

) vehicle, payment rates rose from 40 to 49%.
- Design rewards

Make it Social

- Show that most people perform the desired behavior

When people were told in letters from HMRC that most people pay their
- Use the power of networks. tax on time, it increased significantly payment rates. The most successful

message led to a § percentage point increase in payments.

Encourage people to make a commitment to others
Make it Timely

- Prompt people when they are likely to be most receptive.

Prompting those owing Courts Service fines with a text message 10 days

« Consider the immediate costs and benefits. before the bailiffs are to be sent to a persen’s home doubles the value of
payments made, without the need for further intervention.

- Help people plan their response to events.

http.//www.behaviouralinsights.co.uk/wp-content/uploads/2015/07/BIT-Publication-EAST FA WEB.pdf
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ansvenandnsnefamihenudungAnssuuneed (Behavioral Insight
Team) W3ewae Nudge Juiilel 2010 muulounevesin AmToU
(David Cameron) ‘mEJﬂ%’guum%‘?ié}’aﬂmiﬂ%’wqw‘%mﬁmﬁﬁwLLag
Usgngnauussunn

vuaedlalaiunnisilasundaadalaseadrsuniiunisaas qusy

a = Y A 1 Y a = <
WaRAn3sUYasUssyIvuLNalviianaluniwlvainiuiaTasiiaran

v

donq WU  Msdieauiiensyduiounsuiudsudeninuly
RvNevSeN A maTanuIsaunnudEluvanensdl

du nsuSudemnsluasvuneifeuiiddiiunguifidnsdisnidin
“N5ENE  YIIISIGUETUINITANTITULATUAVAIN ALY WAy
l5a80u” Gedemnudananiinartisanduiunisisdienidadld

uferfunsaienuduiusiuindnviiioandasinsonidnsunu
vestinAnwiannnieierar 36 nMsdstenuMAL U IR
“smiraugitisnaindeuiifaeiuduasinin  Tusawmdsuns
fnsumaiisiutuSeuinendoumivanes”

35 Uadd T RS SiR) ua SIS Uih
f' f' ll 'l ll I‘ 1‘\1

r 1‘\:'\
1 e

| S

A
B

P

https.//www.gov.uk/eovernment/oreanisations/behavioural-insights-team
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_—_ 4 a va v/ o/
A GOV| AR 1A59N1518IURUANITUINNTTUAIATY
- NBUNILAUUTNITNIATTVRIUTEMAlNE D198 98U

ANUNNUANENTTUNTINAILITEUUIIUNNS (N.N.5.) 39UNU United Nations Development Programme
(UNDP) wagaudasnaassauaanikuy (TCDC) 3avlasInIsauwuy 7 lasinisiienunnisnisimuigauly
msaﬂsmummmuusmﬁmﬂﬁﬁsumi‘vlsJ lng 1135n15AATNeaNLUL (Design Thinking) La¥N139BNWUY
USns  (Service De5|gn)mLUuLﬂ'ﬁaqmaiuﬂﬁwwuw':?ﬂfrﬁsuaqzﬂﬂ'wmLﬂuﬂﬁvmumsﬂm‘mLmamqmﬂ
LUININITNRAIUINITIAUTNITAATTLUULAL

* 71A59N130UMUY lawn 1. mMswawrszuunsiiusnislulsameiuia 2. prswauinisdunsiisuayulnsine

3. NISWAILINITEBNNIATFIU ISO 4. NMIWAHUIFIANEEDIEIMIANIAT 5. NITWHUITIAMNIYUYY
6. NISNAIUINISINEATOUNTY NI &5 7. NSWRINIAIUNISTIDUNYININIANING

o N15YNUFIEIEAMTRENLUUTIRDIT “AMTadieiulUy
31899 (Prototyping)” ag “MsnaasdiionsIvday
AYUABINISVOR LY (Testing)

. mﬁﬁuamuuvmmﬂmuﬂm (End Users) 11U3N154ae
aﬁmﬂ‘wmmi‘v]Lﬁﬂﬁﬁ'}qmumﬂﬁvia%umamuﬂmmaiu
o NINAADULAZUTULUUIADY (Testing and Adjusting)

FagoainugluBen LazdewingenuTInG,

http://www.tcdc.or.th/creativethailand/article/TheCreative/28081
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1A59N157189URUANITUINNTTUAIAST

(Government Innovation Lab : Gov Lab)

lAsan137esUfURn1swinNIsun1Asg (Government Innovation Lab) tJuArusauiiasewinndg1inau
A9, AUNUIBUNUSTRT USenausle Lasinisneauieanydszenad (UNDP) Usyzandsewnelne

AUGATINEATIANUBBNLUY (TCDC) UMINYIRLTITUAENT Lag W Inedmaluladnszanunaisuys
12891U1U150958AUNTENTI 4 NUIBNU UTenaunley

*  NITNTHNIUYE m———— 8008 @8&

on 1 WaF s O, rpar albzes kel
P o i “mdanws 1t B Y (7 woant \ ! Fo i ny L dannsuen sy
% o 2Tk 5 YV A
NIENTIUAA N e | A
i v oo ol o Lor@Ela i vin <z NS 4

Gavet i ne - Peavabion Lak

* NsEVTIIMEIMmEnsLazinalulad ' ey ety e

fnsdnqeenioeiu s L ic (Viedsa) PR WAL ATL RS 1 D A u.-; L) Gl S wiuis
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e MNoreuEEs MOTS LU ALt Atrms v -":~ Oufsdneaiels ¥ V. AR ‘L'S.M'.ls’u'-'fl'k

Ly 1hrengt voan o I eredear o s s s LT R0 el U ey 00 0eky ko ﬂ:\e’ shudviomaiy
¢ LLﬁ%ﬂi%‘Wﬁ’J\‘iﬁ’lﬁﬁimﬁjﬂ = smbzan
.

o {2 ..). ruv 7T [haire: 4 1‘1 zh(uon ol e 1%,
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N o it u’r

. kg aczan A e 1 il - ”
s see o Baiy
- 1‘-, """‘ S8R O .y e 2 arumeviulugatney

- O T ws: O -\-I Ll SN Y x of ..
PG0 TR TRRTTARL 24V ® fonsmapaiw
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https://www.opdc.go.th/page.php?url=tab_view&cat=N&id=113



1A59N159189U)URANITUINNTIUNIATY

(Government Innovation Lab : Gov Lab)

TassnshsesazdulassnsisguiadiuiGuduldnouinaninsoyilfads (Doable) waraninayUszaunadiFauiueume sz
Uadudrdglunisimunu3nisniasgmeuinnssuife “nsauaudn (Mindset)” 99901519013 1agn139:5n¥1AUARYeININILA
sodludiud - Fafudinsdenyiilasinisihiesdifllonadssauaudifageou  duneidslildyadauinsildanmailasins
(End Service) niauszamuffuuinis (Service Receiver) iwszthuanglvgluseuil Adenisairenseuanudaibod uuas
nszuaunsEauiuazinanudhlalidmenisdhlandnnisuasnssurunisin@seanuuy - deasidunuamislunisaniisnisud
‘f]aJu‘Vi']aEJ"]\‘i‘lﬁNa (Innovative Service Design Thinking Process)

maiAsuuUasesdunnauiiiiielrfeglitsiutyriiudufogne venand drwnmseiserldiledosmmnisuimanudags
MsfenamIngTInITUssmAby nsuaniudsulssaunisainisvinnu feivszauanudiSauasidumaivesusemedidl Gov Lab
prwddiyronszuaunaUdsunseuanudavesiisnsinglussezenuummealy andla aleniddn Atudiunumlunisiaun
uinnssunInsy winesa Gov Lab TuflukauduaskiunsuasBnvanesUssmaluglsy nildutiufo MindLab vesauansniilundsly

GovLab %uihvadlan MindLab \Junilsnuuinnssuludiinvainiagg Jauddnagldsunisatvayudiutunuainiguiauazau
A o aal < [ Ak ¥ a < a = 1 a [ [y a A . 1
MihuntazitutisvnisuaninlviuinsidunusneuiniaensulasUssmaus A8 wazsgunausidadl Mindlab ¥iegua

nagnsauuInnssusgkarieiauUseansanluntsinauresfiusemalazdnsvn1ssEaunae NoaUNITRUTENIUTEmNA
(IMF) NdagusnnsseruamnaulUiineusuiu MindLab wieasenseunuAnfivngauiumumdamntii

Tun15UasUNTaUAMUAAYDITUI51TN5 e T1HENATN159119UA 9N 811U U TH I UNSEUAUNISITNIURSS 1519998l 3 84 AB
Uszaunisal anandudin wasdatuayu (Champion)

vaffatuayuitoglusumissziugaarlussiunans faduayufenuiindoufiagnad “Tfodsimmmh way “simsviegail” nu
NANNTHEN ﬂﬁjwﬁﬂjﬁﬂﬁﬁﬂ’ﬁﬁLﬁULLﬂUHa’NGUENiz‘UUWJiﬁ]zLgﬁluﬁﬂﬁﬂL%QE]E]ﬂLLUU%&MN@%Qﬂ’]iﬁmuﬂﬂé%uﬁ?uL‘ﬁuﬁimﬁéf@ﬂ%waﬂ L7
psfuogetumneindoinsiuedounsruiunuinnssulunisinuresnady femanssreUssaumniilddoudan
Tasamsisedlugnsznsrseineg uazueumneligatiuayu (Champion) Tunsensrauaznsusieg i ddugliusnusu
uInN355 (Government Innovation Advisor) Wagns1ziimsduindeunszurumsuinnssufanandoadunseuiunisairsassd

JIUAUNNNRY
ttp.//www.tcdc.or.th/creativethailand/article/TheCreative/28081
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Airport Service Cuality

m5w°’mm1/§msgairhmmﬂmuun'aamﬁm
1. BACKGROUND (>~ ,y & wz!’ A

Airport Servica Quality
Body Body

Airport
Facilities

Arrival
Sarvices

3. GOAL / TARGETS

Benchmarking Programe Measuring Passengers’
Satizfaction

v
3 Provides the research teols and Manasementinfermation '- A
o betler understand passengers' views and what Uiy

want froman airpoit's oroducts and services. '-l Qﬁ'ﬁl
2 Making the zirport morecompetitive Is sood business and D
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snga:idgan Persona AJSD

dedrAeyAavayalu Persona dusanaumanuwmanilla
Who, What, Why, How lawaausala?

Who : @nwidieu gy %auaﬂumuaem

9
< -y

918 WA, Background, Lifestyle mmmummu &':,%";:%5;;?«3;"3. %:.3%’5

LUuasmls ) e
What : ezlsredafiaula eennld pe1nil 98NAY  weat VAU
LAZ/UT0 aﬂmaawmamﬂwm What are her

goals and chattenges7

Why - 1 JuNuBIn Insight ﬂmﬂmmﬂﬁnﬂm

3] ﬁ]vmmmumuﬂmmmamulmw?

How : How to find her? a¢ii%aan1aw1aala
ae1als?




DEMOGRAPHIC Informatlor:

ARe 46

£103,000 annual salery

BSN from UC Lavis

M =A from Wa de~ University (onlin2 degree)
M arried, two kids

Warkedi- a la-ge nospizal system in CA after
nursing school

THE PROBLEMS she has thal IH] solves:

*  "Imeed o balance custcutlng with
maintaining guality and its very comp e
"Gelling aduption of best praciices is slow
and not unifcrm,”

"I'would love 10 be seen as more of 3 Ro-
1o’ leader within the larger crganization.”

ONE DAY in the |iTe:

*  Altends luts cof face-Lu-Tave mestings

= Conducts off ¢z hours In CU 10 glve nurses and
prysicians time with her during the week,
Handlcs a signiflcant amount of poperwork
relatec to reguation and compliance
Has to be “on ccll” for schedul ng anc staffing
Issues atzny hour of tha day

ker VALUES AND GUALS:

son & a jurior in high school and he- daughzer
will be 2 freshman next year; “amily
ororitizing tneir f na~cas to oay for col ege
Prdes nersel” on stzving on top o ¢ertai s anc
oeing “esoonsive 1c all lzvals of her
orga~lzaticn and team

strong advocate for workd fe balance nthe
office but oftcn works scveral hours nthe
cvening cxcept for Friday and Saturday
Attznds church reg.lacly

tncoureges her sta™ to grow profzssicnally

Her mein INFO SOURCES and WATERING HOLES:

* SCCM enzwslatter

* ICU Cirector magazinz

* Office hours ndepa—men:s

*  Hosplal caleteria
After work socizlizatlen wit~ deosarurant staff
or a monthly basis
In“ormzl chats with formar colleapues In CA
hosohal syster:
IHI Quallty Innovators Linkadin groap. kasn't
posted yer; oo«s through ICU-re/@vant 2osts.
Member of AACN

THE EXPERIENCE SKHE WANTS when seeking oul
IH! praducts ar serv ces:
.

Warits to ve sble to read cummeants 21d
fezdback on th=z IHI programs in the way that
she reads Yelp reviaws of resta_rants

Wo_ld ike to conduct 3 “chat” whe- she is
dec ding whether or not to signup fora
program

Warnts to oe recognized as a “fan” of IH even
if her attendance level is not what we consider
high. Sne was an anthus’astic (1S natticdpant
wher she got her VIHA in 2009,

Diane Director, BSN, MHA

Director of Critical Care at
Terre Haute Regional Hospital in Terre Haute, IN

Their ROLE AND LEVEL SENIORITY ir delail:

*  Repo-is Lo VP of Patient Care Servicas,

* Administrative esponsibliities for 2 32 bed
ICL un't, 35 bed CVICU unil, and 4 cardisc
inpal eni unis.

Has bucgelng powe- for 3C0 FTE stalff ICU

Her most COMMON OBJECTIONS Lo HI's oroducts

Or SPIVires:

*  Needs cusl culling guidance; coesn’'L k- ow if
Bedside to Salance Sheet is for her
Warts moure content o~ cullure criange that
could enhancz process improvements
Needs mure mate-ial on 1ow o gel senior
leadzrship behind her- efforts; mchi ity in the
ICJ was treatzd 25 an experiment in the eyes
of z-e VP of Pet'ent Ca-e, not a way “arward.
RNs only get 5500 a yezr in pro. developn-ent
funds for ~on-Jdegrze orogrzms; puts IHI
content aut of "each tor her staft.

IHI Areas of Facus that she would be interested in: Qualily, Cost, Value £ Patient Safely
IHI Rings she would engage in (by %]: Innovate (5%), Jemonstrate liesults (125¢), Build Capability {25%], Disseminzte nowledgz (5%)
IHI programs she has attended/resources used: U5 courses, Reth nk ng Cntice Czre seminar, survey Lesign WHA, WIH broadcasts on ICU subject ~atter
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