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““Design is the The rigorous humanization
~ of technology” - sohn Kolko

S br to f ”.— Kristofer Kelly-Frere ‘ T HE d

Design is a verb and a‘houn .
| will use itas @ verb

There is an element of destructi
Take apart

This is why design is so trouble
We can’t take apart the whole

de-

many verbs inherited frofn French@nd Latin, from
Latin de "down, down ffom, fromy off; concerning"
(see de), also used as g prefix infLatin, usually
ay, fromlamong, down

to the boftom, totally" hence
"completely” (integive or complletive), which is its
sense in many Engli
As a Latin prefi

prefix in English, as
in defrost (1895), defuse (394%
etc. In some cases, a red

t h In

word technology comes from two
Greek words: techne, meaning "art" or
"craft", and logos, meaning "logic" or
"reason. Technology has been evolving

since the first tools were created up to A%R—" ?

2.5 million years ago.
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But really...




A rigorous process

(hint... here there be dragons)
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Content in the product design process ...
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UX Design Processes
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Why is this a
thing?

The world is changing quickly




RATE OF CHANGE

|
|

THE FUTURE

Learning quickly and rethinking our
assumptions (aka design) closes

|
|
[
[
|
|
the gap. |

YOUR CAPACITY TODAY

In this age of
acceleration, systems
are challenged to
adapt to a rapidly
changing world.
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But it’s not that simple...

"You can never direct a living system. You can only disturb it."

Humberto Maturana and Francisco Varela,
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the [3dl€1a1] thing
the THING right



OUR APPROACH @

It’s about UNDERSTANDING
THE RIGHT THINGS,

READY TO GO AND
CREATE BIGGER
IMPACTS

THE ORIGINAL
PROBLEM

(

Discover Define (O Develop Deliver Scale

)

REFRAMED BY
RESEARCH +
EXPLORATION

BEFORE DESIGNING THE
THINGS RIGHT.
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Never Stop
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Starts With Good About What
Conversations Might Be Possible.

Deep...
Exploratory...
Creative...
Value bestowing...
Authentic...







Field Research

The J5 team supported RDHA in
engaging their residents onsite at 3
buildings. The stories captured during
these engagements have been
included in the “It's [not] complicated
book.”

The team also visited renovated and
recently vacated units, interviewed
staff, explored the current offices and
service touchpoints, and learned
about the complexities of the service
delivery realities faced by RDHA.

Research materials, templates and
other tools have been shared with the
RDHA team so future engagement
can continue.

Hunches & Insights Researcher: L)
Participant Name and Rough Age AQu
Aarmare. 25 s hard

Situation / Location Lse k aehy
ok order (95 sordown R

Background / Key Facts y
= Cascastan Clean anc
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example of all

" - the counterfeit
y is put into laundry coins
e systems they collect
dry coins)
don't make
se on the
urface.

note left at
the door/

truck asking
for
information.

HMW keep the
communication
as human as a
note?

the van Is very
recognizable,
people come to
Luke to ask
questions about
every part of the
service.

HMW utilize the
positive presence of
the vans? And
support them to
improve
communication and

firepit = focal
point =
connenction

it's all bad
news.

the most

damaged door
is a bathroom
door (because
you can lock it)

of the properties
take up a lot of
energy and brain-
space (the bad
stories)

a small
number of
units take up
a lot of brain
stapce.

some bulldings have
arealy strong sense |
of community but not
much space to do it
comfortably in the
cold months / shade

o e g o ¢y

403-588-6461

residents have very
limited financial
capacity, AND are n

some residents

are taking worried enough b
it doesn't take security into about security to ar
much to make their own hands take it into their own
a space where hands.

people will
connect.

when you
engage the
kiddos the
adults can
actually share
their ideas

most people
smoke / so
the inside

doesn't work.

there are
many sides
to every
story.

1 you recognize these two, or have any
mﬁndmm

this incident takes
up a lot of
Imagination. And
might lead to folks

being more risk
averse.

e thowgh 10 ok




JOURNEY

TOUCHPOINTS

Current State Customer Journey
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The gap people experience

‘ Somethlngs ‘ | need help We're We have a
wrong figuring it out : ' plan
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SYMPTOM

Something
- sn'tright PQ—




Unfolded Systems Map

diagnosss sarvicss for intoke 3nd.

referran. closed loop comems with

Indigeecus communiy is complex and

~  thedegreeto 8 /

~ which healthcare
service is known
to exist

TREATMENT LOOP

We can't mis-
\ the symtpoms of @\ ::::“““ diagnosis
wrong.

cancer are also
a myriad of

==

I don’t think
. .. it'spossible
"/ tofindout

“  what's wrong
with me.




Defining the desired Experience

1. Engagement Data 2. Insights 3. Design Principles
(From People & Communities, (Preliminary Synthesis) (Themes, actionable, and center
Patients & Providers) elevate the human experience)






DESIGN PRINCIPLES
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Holophrase...

ake a word you care about.
Describe it, in all of its complexity,
without using the worditsel

-inspired by Dr. Melanie Goodchild






(your hope...)






noun
noun:

verb

/da'zZIn/

design; plural noun: designs

. aplan or drawing produced to show the look and function or workings of a building, garment, or

other object before it is built or made.
"he has just unveiled his design for the new museum"

Similar: = plan blueprint drawing scale drawing sketch outline map v

e the art or action of conceiving of and producing a plan or drawing.
"good design can help the reader understand complicated information"

an arrangement of lines or shapes created to form a pattern or decoration.
"pottery with a lovely blue and white design"

Similar: = pattern motif device style arrangement composition makeup v

purpose, planning, or intention that exists or is thought to exist behind an action, fact, or material
object.
"the appearance of design in the universe"

Similar:  intention aim purpose plan intent objective object goal v

verb: design; 3rd person present: designs; past tense: designed; past participle: designed; gerund or

present participle: designing

decide upon the look and functioning of (a building, garment, or other object), by making a detailed
drawing of it.
"a number of architectural students were designing a factory"

Similar: = plan draw plans of draw sketch outline map out plot v

¢ do or plan (something) with a specific purpose or intention in mind.
"the tax changes were designed to stimulate economic growth"

Similar:  intend aim devise contrive purpose plan tailor fashion v



