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1. Learn how to think like a designer 
2. Learn more about the human centered 

process and methods.  
3. Identify opportunities to apply design 

methods in quality improvement & 
communications.

Objectives
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Using the design process and design methods can lead to 
better, more effective interventions and solutions. 
Design can do this by:
1. Making the voices of stakeholders central to the planning and 

development process
2. Building in ways to test and iterate 
3. Identifying new, more innovative possibilities
4. Helping to anticipate unintended consequences 

Why is this important?



Why is this important?

Can you think of a solution/program/intervention 
that didn’t work?



“Creative potential is the most precious human 
resource. It is the capacity for creative problem 

solving and the human right to co-create solutions 
that address the needs of your community.”

- Dalberg Design



Secret Skills (your 5-9)



What does it 
mean to design?



Design ≠ 
making it pretty



“Design is a process by which aesthetic,
cultural, social, technical and economic

potential is imagined and then
translated to give order to objects,

environments and activities.”
- John Marshall



“The natural sciences are concerned with how 
things are ... Design, on the other hand, is 
concerned with how things ought to be.

Everyone designs who devise courses of action 
aimed at changing existing situations into 

preferred ones.”
- Herbert Simon



“Every human being is a designer. Many also
earn their living by design - in every field that

warrants pause, and careful consideration,
between the conceiving of an action and a

fashioning of the means to carry it out, and an
estimation of its effects.”

- Norman Potter



Design = 
Envisioning & 

building a preferred 
future



Everyone can 
design



The Design Process

START WITH A “HOW MIGHT WE” OR PROBLEM STATEMENT 

"How Might We" (HMW) statements are small but mighty questions that 
allow us to reframe our insights into opportunity areas and innovate on 
problems found during user research. https://dscout.com/people-nerds/how-might-we-statements



DISCOVER DEFINE DEVELOP DELIVER

The Design Process



The Design Process

DESIGN THE RIGHT THING DESIGN THINGS RIGHT 

DISCOVER DEFINE DEVELOP DELIVER

REVISE YOUR HMW 
STATEMENT 



Human-
centered 
Design (HCD)

Centering real human needs, wants, and 
perspectives at all stages of the design 
and development process. 

Focus on people and 
their context in order to 

create things that are 
appropriate for them.

Think of everything as a 
system of 

interconnected parts.

Work to solve root 
causes not just address 
symptoms of a problem

Do iterative work 
and don't rush to a 

solution.

People-centered

Everything is a 
system

Understand and solve 
root problems

Small and simple 
interventions

What is Human-Centered Design? Interaction Design Foundation - 
IxDF. (June 2021) 
14).https://www.interaction-design.org/literature/topics/human-c
entered-design



DISCOVER DEFINE DEVELOP DELIVER

https://dalberg.com/



When starting a piece/project, do you:
❏ Identify stakeholders or target audiences?
❏ Investigate and define what matters most to them?
❏ Ask how your work will help solve a problem they face?

Throughout development, do you:
❏ Brainstorm and generate multiple ideas?
❏ Test your ideas and make changes along the way?
❏ Build buy-in through testing, feedback, and adaptation?

Once you’ve launched/published/delivered, do you:
❏ Measure your success?

A quiz



You’re already doing it.

Congrats you’re a designer!



Communicators as Designers
Design can de-escalate your 
toughest problems.

● Why is no one is taking ownership of this 
problem?

● Why is our approach just not working?
● How do we get unstuck?
● How do we get the right people to 

read/click/act?
● How can we prioritize to make the most of 

our limited resources?
● How can we show value or impact?



Solving your 2 am challenges

Who is the audience?

Audience-first 
communication
● Active listening
● Defining their 

pain points

Decide on the 
deliverable
Plan development 
with key stakeholders 
and checkpoints
D

Audience-first 
communication
Audience first = User 
centered
Market research and 
active listening

DISCOVER DEFINE DEVELOP DELIVER



information (qualitative and quantitative data) & inspiration 
(generative ideas and solutions)

Design Methods



“If I had asked people what they wanted, they 
would have said faster horses.”

- Henry Ford



information (qualitative and quantitative data) & inspiration
There are 100s of possible methods - choose the method that fits 
best with your work, your team, and the phase of the design 
process.

Design Methods

DISCOVER DEFINE DEVELOP DELIVER

Methods that generate 
lots of information. 
(Divergent thinking)

Ex. Brainstorming

Methods that allow you 
organize and analyze 

your findings and refine 
your HMW statement. 
(Convergent thinking)
Ex. Affinity Mapping

Methods that help you 
generate and explore lots 

of ideas.
(Divergent thinking)

Ex. Rapid prototyping

Methods that help you 
evaluate and refine your 

ideas.
(Convergent thinking)

Ex. Focus groups or user 
testing



https://www.designmethodsfinder.com/

Design methods are 
expansive and exist to 
inspire

The User Experience Team of 
One: A Research and Design 
Survival Guide

Universal Methods of Design, 
Expanded and Revised: 125 
Ways to Research Complex 
Problems, Develop 
Innovative Ideas, and Design 
Effective Solutions

From 1 to 125



https://dalberg.com/
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How might we address 
improving healthy behaviors 
related to physical activity?



Mapping Interviews Literature

Methods

DISCOVER

Co-creation



Cardiac rehab is 
underutilized

DISCOVER



DISCOVER



Save 25,000 lives and prevent 
180,000 hospitalizations annually in 
the US.

*Estimated benefit of increasing cardiac rehab 
enrollment from 20% to 70%, as part of the 
CDC’s Million Hearts Collaborative. 
millionhearts.hhs.gov



Enrollment rates are far lower than the 
Million Hearts initiative goal of 70% 

millionhearts.hhs.gov 

DISCOVER



Understanding the 
challenge
● Participants who received a personal 

letter were significantly more likely to 
attend vs usual care.  

● 86% vs 59% p<0.0025

Method: Literature review



DISCOVER

MVC

PATIENTS

BMC2

EXTERNAL 
STAKEHOLDERS

(MSHIELD, BCBSM, 
AACVPR, content experts)

Method: Stakeholder Mapping
Who needs to be “at the table”?



Patient Perspectives
By some miracle, I survived what 
turned out to be a pretty serious heart 
attack–they were calling it a 
“widowmaker” and had emergency 
surgery to get a stent put in. 

Somewhere in that process, once I 
was completely stable, at the point 
of kicking me out [of the hospital] 
they gave me a whole bunch of 
paperwork.

Method: Semi-structured Interviews



By some miracle, I survived what turned 
out to be a pretty serious heart 
attack–they were calling it a 
“widowmaker” and had emergency 
surgery to get a stent put in. 

Somewhere in that process, once I was 
completely stable, at the point of kicking 
me out [of the hospital] they gave me a 
whole bunch of paperwork.



Advocate Perspectives
● Affordability and availability of CR in 

non-hospital based outpatient settings 
● Smarter Medicare reimbursement for 

CR - regardless of geographic proximity 
to a hospital

● Expanding the ability of APPs to order 
CR

● Reduce delays in CR enrollment
● Increase capacity of CR programs to 

take new patients 

Method: Co-creating



Provider PerspectivesMethod: System Mapping



Pause and Reflect

DISCOVER DEFINE DEVELOP DELIVER

What has the “discover” phase looked like for you?
How have you incorporated stakeholders perspectives in your work?

DISCOVER DEFINE DEVELOP DELIVER



Opportunity 
Mapping

Prioritizing 
User Needs

Data 
Analysis

Methods

DEFINE



What were your most common barriers?
Method: Data Analysis



BARRIERS
Provider 

Knowledge & 
Referral 
Process

Limited CR 
staffing, time, 

program 
capacity

TransportationAffordability 
& Copays



Method: Opportunity Mapping



OPPORTUNITIES
There's got to be an effective greeting 
for patient to understand in layman's 
terms what why cardiac rehab

New fellows and interventional cardiologists will 
be provided with CR education and will be made 
aware of NCDR/BMC2 P4P requirements

Educate patient on benefits and CLASS I 
RECOMMENDATION – as important as 
your medications 

Staff education

Offer other facilities; creative 
scheduling; Risk Stratification for all 
patients/visits to prevent long waits 



How might we…
Increase enrollment in and utilization of 
cardiac rehab by addressing the major 

barriers of patient/provider knowledge and 
transportation?



Prototyping Focus 
Groups Co-creation

Methods

DISCOVER DEFINE

DEVELOP

DELIVER



Method: Prototyping



Method: Focus Group



Interviews Surveys
Scenario 
Building

Methods

DELIVER
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03

Try these at home!



Micro Design 
Jam

What is one challenge you are experiencing 
in your work?

Write your HMW statement and quickly map 
out the topic including important themes

What are some things that you could design 
for this theme that would answer your HMW 
statement?  

LIGHTNING INTERVIEW (4 mins)

MINDMAP (5-10 mins)

IDEATE SOLUTIONS (10 mins)

01

02

03

DISCOVER

DEFINE

DEVELOP

PROTOTYPE & SHARE OUT!
DELIVER

04 Sketch out an idea and share it with a 
coworker for feedback.



Discover: Lightning Interview
2 mins for each person.
What is one challenge that is currently impacting your work?
What is causing this? Who are the stakeholders impacted by this 
challenge? What has already been done to try and address this 
challenge?

Take notes!



Discover: Lightning Interview
Draft a HMW statement that will help you frame the challenge your 
partner is experiencing as an opportunity area. 

HOW MIGHT WE…

Write your HMW statement down on a piece of paper!

"How Might We" (HMW) statements are 
small but mighty questions that allow us 
to reframe our insights into opportunity 
areas and innovate on problems found 
during user research.



Define: Mind Mapping

learningfundamentals.com.au/developing-razor-sharp-focus-with-zen-habits-blogger-leo-babauta/



Define: Mind Mapping

Generate innovative ideas

Capture & share ideas quickly

Identify new ways to approach  
problems

See how other team members are 
thinking about a topic



Define: Mind Mapping

How might we…



Discover: Mind Mapping
Take 5 minutes

Start with a central topic or 
question

As quickly as you can start by 
writing out major theme and then 

branch into subthemes 

How might we…

Use as few words as possible for 
each theme/subtheme

Look for places to make 
connections between themes



Define: Major themes
Over the next 5 mins, share your mindmap with your coworker 
and identity 3 major themes. 
What are some major themes related to your challenge?

Then choose 1 of these themes to focus on.



Define: Major themes
Example: 
Accessibility
Relationship building
Reaching diverse audiences  



Define: Major themes
Example: 
Accessibility
Relationship building
Reaching diverse audiences  



Develop: Ideate Solutions 
Generate ideas that address the HMW statement under this 
theme! 



Deliver: Sketch an idea and 
share it!

Choose one of your ideas and sketch it 
out. It can be rough, just a enough to give 
your idea form so that you can gather 
feedback on it from your coworker.  



Thank 
you

Contact me at
laryoung@med.umich.edu

& Noa 
cczu@med.umich.edu 

with any questions!

mailto:laryoung@med.umich.edu
mailto:cczu@med.umich.edu

