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Design Thinking
Design thinking is a human-centered approach to problem-solving that emphasizes empathy, creativity, and iteration. Applied to quality improvement (QI), design thinking focuses on deeply understanding the needs and experiences of individuals involved in or affected by a process or system. This method encourages QI teams to step into the shoes of patients, staff, or other stakeholders, uncovering pain points and opportunities for improvement. 


YOU (project team member)  ≠  USER (person in the process whose behavior you are trying to change)


By integrating empathy with data, design thinking complements traditional QI tools, bringing new perspectives and fostering innovative solutions. The process typically involves defining the problem, ideating solutions, prototyping potential changes, and testing them iteratively to refine and adapt based on real-world feedback.

UNDERSTAND YOUR PROBLEM FIRST!!!



TEST (and measure) YOUR SOLUTIONS !!!

Step 1: Empathize 
· What do your users (person in the process whose behavior you are trying to change) experience in their current state?

· Why do your users act the way they do now?

Step 2: Define
· Compare what your users told you in Step 1 (Empathize) to your problem statement. How are the users actions/behaviors contributing to your problem?

· What do you your users need to act differently/better?



Step 3: Ideate
The goal of this step is to brainstorm many different possible interventions. Don’t get bogged down in the details, the goal here is VOLUME. You will narrow these options later.
Based on what you learned in Steps 1 and 2, ideate THREE different possible interventions:

1. ____________________________________________________________







2. ____________________________________________________________










3. ____________________________________________________________
(Make this one “defy gravity” = something that does not seem possible but if implemented would solve your problem.





Step 3: Ideate (cont.)
Share your ideas with your users. What are their thoughts? Feedback?

1. ____________________________________________________________







2. ____________________________________________________________










3. ____________________________________________________________
(Make this one “defy gravity” = something that does not seem possible but if implemented would solve your problem.



[image: Finger Reminder Stock Illustrations – 2,314 Finger Reminder Stock  Illustrations, Vectors & Clipart - Dreamstime]Remember, you must be able to measure the use of the intervention (process measure) and its impact (outcome measure). If you can’t measure it, you can’t improve it.




For each of your interventions from above, list how you will measure their usage.

1. ____________________________________________________________

What I will measure to know it’s HAPPENING: _______________________





2. ____________________________________________________________

What I will measure to know it’s HAPPENING: _______________________








3. ____________________________________________________________

What I will measure to know it’s HAPPENING: _______________________






Step 4: Prototype
Abstract design ideas sometimes fall apart when they are put actually into practice. 

After integrating their feedback, choose the idea from above that your users liked the best. Then TEST IT. Build a low budget prototype and observe your users testing it. If it is a physical object, build it! If it’s a new process, do a mock-walk through with a hypothetical typical patient. If it’s an electronic order change – mock it up using PowerPoint and give users a typical scenario. The goal is here to OBSERVE how the users interact with the new thing to ensure they are using how you intended to fix your problem.

What did you observe? Was your design used as you intended? What did users think? How might you make changes to improve the utilization or experience?




Step 5: Test
Once you have a promising prototype, implement the intervention in the REAL WORLD. Track usage and impact to see if this is your final design, or if tweaks need to be made. Start local/small and then scale. This can be done with one person, or on one shift, or with one patient to start.

Where will you try this first? With whom?


These materials are developed and created by IHQSE faculty and are the property of the Institute for Healthcare Quality, Safety and Efficiency (IHQSE). Reproduction or use of these materials for anything other than personal education is strictly prohibited. Please contact IHQSE@cuanschutz.edu for questions or requests for materials.
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