
A6 #qfa6



hello
Creative problem solving: 

how design can help



who are we?
Mollie Courtenay
@molliecourtenay

Chris Howroyd
@chrishowroyd

https://internationalforum.bmj.com/glasgow/2018/09/20/mollie-courtenay/
https://internationalforum.bmj.com/glasgow/2018/09/20/chris-howroyd/


in the next hour
- design defined
- design thinking
- insight exercise
- example tools in context
- q&a



question
when you hear the word design, 
what do you think of?















definition 
“Design is what links creativity and 

innovation. It shapes ideas to become 

practical and attractive propositions for 

users or customers”



not just pretty things



design 
has moved upstream



tactics to strategy 
across industry













discuss:

the good (and the bad) 
- product / service / anything
- why is it good / bad for the user?
- 2 mins



design as a process 
process vs artifact



Design Council’s Double diamond



Damien Newman’s Squiggle 



Design Council’s Double diamond







empathy





Observing: 
“Listen with your eyes” and 

discover what people really 

care about. 

Interviewing: 
Conduct interviews to get 

deeper, more honest 

responses.

Immersive empathy: 
Learn what it means to 

“walk in someone else’s 

shoes.”

.



workshop
1. Draw out insights through conversation
2. Listen and empathise. Ask why? 
3. Define user needs
4. Re-frame a problem into an opportunity.



Goals:

●

●

●

●

Frustrated by:
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Motivated by:
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Age:

Lives:

Family:

Works:

Persona

Interview notes 

a memorable experience of a healthcare service
User needs

Problem statement

re-framed as an opportunity

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

Quote

Name

Sketch
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user 1, create a persona 

based on user 2
- Draw out insights through conversation
- 3 mins



user 2, create a persona 

based on user 1
- Draw out insights through conversation
- 3 mins



Interview notes 

a memorable experience of a healthcare service



user 1, interview user 2
- Listen and empathise. Ask why? 
- 8 mins



user 2, interview user 1
- Listen and empathise. Ask why? 
- 8 mins



User needs

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

As a user, I want _________________________________________________________,

so that _________________________________________________________________.

As a user, I want _________________________________________________________,

so that _________________________________________________________________.



synthesis
- Define user need
- 8 mins



Problem statement

re-framed as an opportunity



re-frame - individually
- Re-frame a problem into an opportunity
- 5 mins



share
- Volunteer to share what you heard, and what 

your design opportunity is.



value every interaction:

journey mapping





initial assumptions

1. People want an online service

2. People want an online account

3. People will complete a risk assessment online

4. People will order a full STI test kit

5. People are happy to receive their kit at home

6. People are confident in doing the test at home

7. People will return the test by post

8. People will prefer to receive their results by text

9. People will be prepared to log into their account for more details about their test(s), 

diagnosis and treatment





needs vs. assumed wants

1. People want an online service

2. People want an online account

3. People will complete a risk assessment online

4. People will order a full STI test kit

5. People are happy to receive their kit at home

6. People are confident in doing the test at home

7. People will return the test by post

8. People will prefer to receive their results by text

9. People will be prepared to log into their account for more details about their test(s), 

diagnosis and treatment













fail fast, fail cheap: 

prototyping





“Any service is made up of people 
interacting with physical stuff, 
processing information and having 
encounters with others - all can be 
prototyped’
David Townson





















thank you
but before you go...



use less words



what is it?
"Quadruped. Graminivorous. Forty teeth, namely

twenty-four grinders, four eye-teeth, and twelve incisive. 

Sheds coat in the spring; in marshy countries, sheds hoofs, too. 

Hoofs hard, but requiring to be shod with iron. 
Age known by marks in mouth.”

Charles Dickens – Hard Times







collaborate







iterate







think; user first







innovate 

with appropriation




