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LU CIE  R I CHTE R:
CR E ATIN G  IMPAC T  THRO U G H  IN S PIR IN G  IN S I G HT S

-  A N T H R O P O L O G I S T

-  I D E O  A L U M N A

-  H E A L T H  C A R E  A N D  A G I N G

-   A D J U N C T  F A C U L T Y  A T  
C A L I F O R N I A  C O L L E G E  O F  T H E  A R T S 

P A R T I A L  C L I E N T  L I S T

• Amgen
• California HealthCare Foundation
• Eli Lilly
• Embrace 
• Facebook
• GOOD/Corps
• Johns Hopkins Hospital
• LUMO BodyTech
• National Council on Aging
• Novartis
• Novo Nordisk
• On Lok
• Proteus Digital Health
• Reputation.com
• Stanford Clinical Excellence Research Center/ 

Stanford School of Medicine
• Stanford Coordinated Care/ 

Stanford Hospital & Clinics
• The Lucille and David Packard Foundation
• UCSF
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A NTHRO P O LO G I S T  O N  
MU LTIPLE  CO NTINE NT S
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T O D A Y
•  Human-Centered  Design  Process
•  Exper ience  p ieces  of  the  process
•  Get  ready  for  v is i t ing  the  Gar f ie ld  Center
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L E T ’ S  G E T  T H E  C R E A T I V E 
J U I C E S  F L O W I N G
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Y O U  N E E D
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9 0  S E C O N D S ,  3 0  C I R C L E S

Adapt  as  many 
circles  into  objects 
of  some form

L e a r n  m o re  a b o ut  th e  30 C i rc l e  Ch a l l e n ge  h e re :  ht tp : //w w w. s k i l l s 2 1 . o rg/ 2013/01/ j u m p st a r t-cre at i v i t y-wi th-th e-3 0 -c i rc l e s-ch a l l e n ge /

Don’t  repeat 
objects

Go for  quantity, 
not  qual it y 
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S H A R E  W I T H  Y O U R  N E I G H B O R

Any surpr ises? What  was  i t  l ike?
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H U M A N - C E N T E R E D  D E S I G N



1 0 

H UM A N - CE NTE R E D  D E S I G N  I S  A  S TRU C TU R E D 
PRO B LE M  SO LV IN G  PRO CE S S

O B S E R V A T I O N S

S T O R Y T E L L I N G

I N S I G H T S , 

P A T T E R N S , 

T H E M E S

F R A M E W O R K S  & 

M O D E L S

A B S T R A C T

C O N C R E T E

“ H O W  M I G H T  W E  . . . ” 

Q U E S T I O N S

T I M E
O P P O R T U N I T I E S

P R O D U C T S ,  S E R V I C E S ,  E X P E R I E N C E S

F R A M E W O R K  B Y  I D E O



1 1 

S TE P  1:  ID E NTIF Y  THE  R I G HT  PRO B LE M

O B S E R V A T I O N S

S T O R Y T E L L I N G

I N S I G H T S , 

P A T T E R N S , 

T H E M E S

F R A M E W O R K S  & 

M O D E L S

A B S T R A C T

C O N C R E T E

“ H O W  M I G H T  W E  . . . ” 

Q U E S T I O N S

T I M E
O P P O R T U N I T I E S

P R O D U C T S ,  S E R V I C E S ,  E X P E R I E N C E S

F R A M E W O R K  B Y  I D E O
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F R A M E W O R K  B Y  I D E O

S TE P  2 -  E XPE R IME NT  
TO  FIND  THE  R I G HT  SO LUTI O N

O B S E R V A T I O N S

S T O R Y T E L L I N G

I N S I G H T S , 

P A T T E R N S , 

T H E M E S

F R A M E W O R K S  & 

M O D E L S

A B S T R A C T

C O N C R E T E

“ H O W  M I G H T  W E  . . . ” 

Q U E S T I O N S

T I M E
O P P O R T U N I T I E S

P R O D U C T S ,  S E R V I C E S ,  E X P E R I E N C E S
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D E S I G N  THINKIN G :
TA KIN G  O N  THE  R I G HT  MINDS E T S

O B S E R V A T I O N S

S T O R Y T E L L I N G

I N S I G H T S , 

P A T T E R N S , 

T H E M E S

F R A M E W O R K S  & 

M O D E L S

A B S T R A C T

C O N C R E T E

“ H O W  M I G H T  W E  . . . ” 

Q U E S T I O N S

T I M E
O P P O R T U N I T I E S

P R O D U C T S ,  S E R V I C E S ,  E X P E R I E N C E S

G O  B E Y O N D 

A S S U M P T I O N S

S T O P 

S E L F - E D I T I N G

B U I L D 

T O  T H I N K

Framework by IDEO
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THRO U G H O UT  PRO B LE M  SO LV IN G  THE R E  A R E 
TIME S  TO  E XPA ND  A ND  TIME S  TO  FO CU S

E X P L O R I N G F O C U S I N G



1 5 

I N S I G H T S ,  F R A M E W O R K S  & 
D E S I G N  P R I N C I P L E S

I N S P I R A T I O N

OV E R  THE  CO U R S E  O F  A  PROJ EC T, 
WE  CO NTIN U E  TO  N A R ROW  D OWN

P R O T O T Y P E S

I D E A T I O N

E X P E R I E M E N T S  &  M E T R I C S

I T E R A T I O N  & 

I M P L E M E N T A T I O N
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IT  I S  A  ME S S Y  A ND  N O N -LINE A R  PRO CE S S
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V I A B I L I T Y 

( B U S I N E S S / O R G A N I Z A T I O N )

D E S I R A B I L I T Y 

( P E O P L E )

F E A S I B I L I T Y 

( T E C H N O L O G Y )

S T A R T  H E R E

WE  B EG IN  WITH  IN S I G HT S  A B O UT 
PEO PLE ,  U ND E R S TA ND IN G  THE IR  NE E DS 
A ND  A S PIR ATI O N S

F R A M E W O R K  B Y  I D E O
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IT ’ S  IMP O R TA NT  TO  CIRCLE  BACK  TO  PEO PLE 
THRO U G H O UT  THE  D E S I G N  PRO CE S S

E X U B E R A ,  I N H A L A B L E  I N S U L I N  D R U G 
P H O T O  C R E D I T  F L I C K R  H A N D L E  M I K E D U D E R X
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IT ’ S  IMP O R TA NT  TO  CIRCLE  BACK  TO  PEO PLE 
THRO U G H O UT  THE  D E S I G N  PRO CE S S

E X U B E R A ,  I N H A L A B L E  I N S U L I N  D R U G 
P H O T O  C R E D I T  F L I C K R  H A N D L E  M I K E D U D E R X

S M O K I N G  D R U G S  I N  A  G L A S S  B O N G 
P H O T O  C R E D I T  A P  P H O T O / C H U C K  B U R T O N



2 0 

People do not always do what they say they do.

People do not always do what they think they do.

People cannot always do what we think they do.

People cannot always tell us what they need.

O B S E RVATI O N  LE T S  U S  FIND  O UT
WH AT  PEO PLE  R E A LLY  D O  A ND  NE E D

F R A M E W O R K  B Y  I D E O

O B S E RVATIO N       |       E MPATH Y

S A Y

D O

T H I N K

F E E L
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E X T R E M E  U S E R S  H I G H L I G H T  C O M M O N 
N E E D S  A N D  B E H A V I O R S

F R A M E W O R K  B Y  I D E O
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What  to  look  out  for

5  T H I N G S  T H A T  S H O U T  
O P P O R T U N I T Y !
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1 T H I N G S  O R  Q U A L I T I E S 
T H A T  P R O M P T  B E H A V I O R S :
Meeting people in their context to understand what prompts behaviors.

W H A T  T O  L O O K  O U T  F O R
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W H A T  T O  L O O K  F O R

2 W O R K A R O U N D S  &  A D A P T A T I O N S :
How have people applied creativity to solve their own problems?
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W H A T  T O  L O O K  O U T  F O R

3 W H A T  P E O P L E  D E E P L Y  C A R E  A B O U T :
What matters most to people and why?



2 6 

4 B O D Y  L A N G U A G E :
Interpreting what people think and feel rather than how they want  
to be perceived.

W H A T  T O  L O O K  O U T  F O R

P H O T O  C R E D I T  S A N  D I E G O  P L A S T I C  S U R G E R Y / A M I R  K A R A M  V I A  F L I C K R
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W H A T  T O  L O O K  O U T  F O R

5 S U R P R I S I N G  B E H A V I O R S  A N D  U S E S :
Keeping an open mind to discover where errors make sense.
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Let’s  tr y  this  out
O V E R  T O  Y O U
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W H I L E  A T  A  C O N F E R E N C E , 
H O W  D O  P E O P L E  M A I N T A I N 
T H E I R  W E L L B E I N G ?

5 minutes
Turn  to  your  other  neighbor,  th is  t ime, 
and  inter v iew them
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While  at  a  conference,  how do  people  
mainta in  their  wel lbe ing?

S W I T C H

5 minutes
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L E T ’ S  H E A R  S O M E  H I G H L I G H T S
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N O W  A S K  “ W H Y ? ”

5 minutes
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Now ask  “ WHY? ”
S W I T C H

5 minutes
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L E T ’ S  H E A R  S O M E  H I G H L I G H T S
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N O W  H A V E  T H E M  
S H O W  Y O U  W H A T  T H E Y  D O

5 minutes
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Now have  them show you  what  they  do
S W I T C H

5 minutes
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W H A T  D I D  Y O U  N O T I C E ?
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D E S I G N  T H I N K I N G 
F O R  H E A L T H  C A R E
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D E S I G N  THINKIN G

O B S E R V A T I O N S

S T O R Y T E L L I N G

I N S I G H T S , 

P A T T E R N S , 

T H E M E S

F R A M E W O R K S  & 

M O D E L S

A B S T R A C T

C O N C R E T E

“ H O W  M I G H T  W E  . . . ” 

Q U E S T I O N S

T I M E
O P P O R T U N I T I E S

P R O D U C T S ,  S E R V I C E S ,  E X P E R I E N C E S

F R A M E W O R K  B Y  I D E O
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1 C U R I O S I T Y
Keeping an open mind and going beyond the assumptions,  
especially important for experts.



4 1 

2 E M P A T H Y
Discovering the needs of all stakeholders involved. There are many more in 
health care than just the patient.

P H O T O  C R E D I T  I D E O
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3 I N T E G R A T I V E  T H I N K I N G
Going beyond either/or solutions by seeing the nuances  
and complexity of the challenge.
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4 O P T I M I S M
Believing that at least one potential solution is  
better than the existing alternatives. 

P H O T O  C R E D I T  F L I C K R  H A N D L E  K Y K N O O R D
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6 E X P E R I M E N T A L I S M
Getting tangible early and creating safe spaces to fail.



4 5 

7 C O L L A B O R A T I O N
Working across multiple disciplines while putting titles  
and organizational hierarchies aside.
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S U M M A R Y

I N T E G R A T I V E  T H I N K I N G
Going beyond either/or solutions by seeing the nuances and 
complexity of the challenge.

O P T I M I S M
Believing that at least one potential solution is better than the 
existing alternatives.

C U R I O S I T Y Keeping an open mind and going beyond the assumptions.

E M P A T H Y

Putting all people first
Who are all the stakeholders?
What are their latent and unmet needs?

C O L L A B O R A T I O N
Working across multiple disciplines while putting titles and 
organizational hierarchies aside.

E X P E R I M E N T A L I S M Getting tangible early and creating safe spaces to fail.
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D E F I N I N G  T H E  P R O B L E M : 
“ H O W  M I G H T  W E  . . . ? ”
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A  “ H O W  M I G H T  W E  . . . ? ”  Q U E S T I O N S 
( H M W )  I S  A  W A Y  T O  F R A M E 
A N  O P P O R T U N I T Y  T O  I N S P I R E  I D E A S  - 
L O T S  O F  I D E A S !
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-  I T ’ S  A N  I N V I T A T I O N  F O R  I N P U T ,  S U G G E S T I O N S  A N D  E X P L O R A T I O N . 

-   I T  I M P L I E S  D I F F E R E N T  P O S S I B L E  S O L U T I O N S ,  A N D  E N C O U R A G E S 
P E O P L E  T O  F E A R L E S S L Y  E N V I S I O N  M U L T I P L E  F U T U R E S . 

-  I T ’ S  E X C I T I N G  A N D  F U L L  O F  P O S S I B I L I T I E S !

W H Y  D O  W E  S A Y  “ H O W  M I G H T  W E  . . . ? ” 
A N D  N O T  H O W  C A N ,  S H A L L  O R  D O  W E ?
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I T  T A K E S  M U C H  P R A C T I C E  T O  W R I T E  A 
G O O D  H M W  Q U E S T I O N

-   O U T  O F  2 0  A T T E M P T S ,  Y O U  M I G H T  H A V E  O N E  G O O D  O N E .  G O  F O R 
Q U A N T I T Y !

-   Y O U  R E C O G N I Z E  A  G O O D  H M W  B E C A U S E  I T  T R I G G E R S  L O T S  A N D  L O T S 
O F  N E W  I D E A S



5 1 

A  G O O D  H M W  I S  N O T  T O O  B R O A D ,  
A N D  N O T  T O O  N A R R O W

T O O  B R O A D :

HMW...  design  pat ient-centered  pr imar y  care 
ser v ices?

T O O  N A R R O W

HMW...  ca l l  a  pat ient  the  day  before  they  need  to 
ref i l l  the ir  prescr ipt ion?



5 2 

E X A M P L E

D I S C H A R G E  S U M M A R Y
Problem
At a teaching hospital the residents took one month to 
write their discharge summaries. How do we achieve a 24 
hour turnaround?

Reframed problem
• How might we create a culture of support for the 

residents to make discharge summary writing easier?

• How might we enable residents to learn how to write a 
discharge summary without losing face?

• How might we provide residents with timely feedback 
to improve their discharge summary writing skills?



5 3 

L E T ’ S  T R Y  I T  O U T
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S H I F T I N G  T O  A  H U M A N -
C E N T E R E D  M I N D S E T
4 Steps  for  def in ing  problems,  before  so lv ing  them
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S T E P  1 :
D E C I D E  O N  A  P R O B L E M

H E R E  A R E  A  F E W  C U R R E N T  A N D 
P O T E N T I A L  P R O B L E M S :

1  -   Physic ians  tend  to  leave  af ter 
National  Health  Ser v ice  Corps 
repayment  ends

2  -   Staf f  burnout  and retention  issues
3  -   Special i s t s  tend  to  be  re luctant  

to  col laborate  with  Safety  Net  cl in ics
4 -   Newly  insured  patients  might  f lood 

into  cl in ics  in  Januar y  2014
5 -   Newly  insured  patients  need  more 

hand hold ing  and guidance
6 -   Competit ion  with  other  prov ider s  over 

newly  insured  patients 
7  -   Trans it ion  from the  o ld  way  to  new 

arrangements  under  Obamacare
8 -   Increased  demand on  rural  c l in ics 

be ing  the  so le  prov ider s  in  a  region .

Tip:  Find  out  what  is 
re levant  to  people  in 
your  team.  If  none  of 
the  proposed  problems 
resonate,  come up  with 
your  own.  

1  minutes



5 6 

Tip:  Capture  a l l  the  obv ious  as  wel l  the  hidden  reasons 
on  post-it s:  one  reason  per  post-it .  Focus  on  people, 
their  behav ior s ,  emotions  and  struggles .  Have  ever yone 
par t icipate  in  wr it ing  post-it s .

S T E P  2 : 
W H Y  I S  T H I S  P R O B L E M 
W O R T H  S O L V I N G ?  W H A T ’ S 
S T O P P I N G  U S ?

10 minutes
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Tip:  Pick  something  that  has  an  e lement  of  surpr ise, 
something  unusual  or  unexpected.

S T E P  3
S E L E C T  1  R E A S O N  T H A T  H A S N ’ T 
B E E N  A D D R E S S E D ,  Y E T .

2 minutes
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Tip:  It  takes  pract ice  to  wr ite  a  good  HMW. You 
recognize  a  good  HMW because  it  immediate ly  tr iggers 
lots  of  ideas .  Have  ever yone  par t icipate  in  wr it ing  one 
HMW per  post-it  note.

S T E P  4
N O W  W R I T E  A S  M A N Y  H M W S 
A S  Y O U  C A N

10 minutes
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L E T ’ S  H E A R  S O M E  H M W S



60 

Note:  Go for  quantity  because  there  might  only  be 
1-2  good  ideas  out  of  100

N E X T  S T E P S
S E L E C T  T H E  M O S T  I N S P I R I N G 
H M W  &  R U N  A  B R A I N S T O R M



6 1 

7  B R A I N S T O R M  R U L E S
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1 D E F E R  J U D G M E N T
Don’t dismiss any ideas. Any idea is a good idea, no matter how crazy. Nothing 
can kill the spirit of a brainstorm quicker than judging ideas before they have a 
chance to gain legs. 

P H O T O  C R E D I T  F L I C K R  H A N D L E  A L L I E  K E N N Y

7  B R A I N S T O R M  R U L E S
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2 E N C O U R A G E  W I L D  I D E A S
Embrace the most out-of-the-box notions because they can be the key to 
solutions. The whole point of brainstorming is coming up with new and 
creative ideas. 

7  B R A I N S T O R M  R U L E S

P H O T O  C R E D I T  F L I C K R  H A N D L E  S O P H I A  L O U I S E



6 4 

3 B U I L D  O N  T H E  I D E A S  O F  O T H E R S 
No “ buts”, only “ands.” Sometimes people say crazy and bizarre things, like 
“make it on Mars”, but there is some element of truth in it. When you build 
on the ideas of others, you might bring those crazy ideas back down to earth 
and make them real innovations. 

7  B R A I N S T O R M  R U L E S
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4 S T A Y  F O C U S E D  O N  T H E  T O P I C 
Always keep the brainstorm on topic. It’s easy to go off on a tangent and lose 
sight of the selected problem.

7  B R A I N S T O R M  R U L E S
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5 O N E  C O N V E R S A T I O N  A T  A  T I M E 
No interrupting, no dismissing, no disrespect, no rudeness. Let people have 
their say. 

7  B R A I N S T O R M  R U L E S

P H O T O  C R E D I T  F L I C K R  H A N D L E  F L E E  C I R C U S
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6 B E  V I S U A L 
Nothing gets an idea across faster than drawing it. It doesn’t matter how 
terrible of a sketcher you are. 

7  B R A I N S T O R M  R U L E S

P H O T O  C R E D I T  F L I C K R  H A N D L E  M A R C O P O L I S
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7 G O  F O R  Q U A N T I T Y 
Aim for as many new ideas as possible. In a good session, up to 100 ideas are 
generated in 60 minutes. Crank the ideas out quickly.

7  B R A I N S T O R M  R U L E S

P H O T O  C R E D I T  F L I C K R  H A N D L E  F L E E  C I R C U S



6 9 

B R A IN S TO RMIN G  RU LE S

3 B U I L D  O N  T H E  I D E A S  O F  O T H E R S

4 S T A Y  F O C U S E D  O N  T H E  T O P I C

1 D E F E R  J U D G M E N T

2 E N C O U R A G E  W I L D  I D E A S

6 B E  V I S U A L

5 O N E  C O N V E R S A T I O N  A T  A  T I M E

7 G O  F O R  Q U A N T I T Y



7 0 

V I S I T I N G  K A I S E R ’ S 
I N N O V A T I O N  H U B
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O B S E RVATI O N  G U ID E  FO R  V I S ITIN G  
THE  G A R FIE LD  CE NTE R

C C  I M A G E  C O U R T E S Y  O F  T E D  E Y T A N  O N  F L I C K R

T H E  G A R F I E L D  C E N T E R  I S  A  L I V I N G 
L A B O R A T O R Y  where people come together to 
develop new solutions in a hands-on, mocked-up clinical 
environment. New technologies are brought here to explore 
and test out before considering, and new designs are tested 
here before implementing in Kaiser hospitals.

T H E  G A R F I E L D  C E N T E R  B R I N G S 

I N T E R D I S C I P L I N A R Y  T E A M S  T O G E T H E R  T O :

 • Collaboratively solve complex problems
 • Accelerate decision-making
 • Provide a safe space to experiment.



7 2 

O B S E RVATI O N  G U ID E  FO R  V I S ITIN G  
THE  G A R FIE LD  CE NTE R

C C  I M A G E  C O U R T E S Y  O F  T E D  E Y T A N  O N  F L I C K R

W H A T  T O  L O O K  F O R :

 • How have the spaces been designed to support ideation 
and prototyping?

 • How are the various spaces supporting the exploration of 
all aspects of people’s lives, such as home environment, 
clinic, hospital, out in the world?

 • How is technology being showcased in the space?



Thank You

me@lucierichter.com    •    650.223.5781
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S E T T I N G  U P  A  B R A I N S T O R M

D E F I N I T I O N  
Brainstorming is a process for groups to generate lots of ideas quickly, 
fluidly and effectively.  

B E N E F I T S  
Speed, quantity, jump-start inspiration, enthusiasm, team building

I N G R E D I E N T S  
Set up in advance,  provide some snacks, prepare the team, use 
a facilitator, do a warm-up exercise (borrow from improvisation 
theater), follow the rules, record every idea, set a timer for 15-20 
minutes, aim for 60 ideas per round, switch topics when energy dips, 
evaluate the ideas after the session. 

P E O P L E  
Invite 6-8 people, get a diverse group 

A PPE ND IX

F A C I L I T A T O R  
Review the rules, introduce the topic, lead warm-up exercise, make 
sure everyone records their ideas, lead the group, provide energy. 

F L O W  

Participants write and sketch their ideas on post-its, wait for their turn 
to speak, introduce idea and hand post-it to facilitator. Facilitator puts 
ideas up, encourages people to be visual, keeps track of time, keeps 
the drum beat going “go for quantity!”, “3 more ideas, come on!”, 
stops side conversations, reminds people of the rules such as “defer 
judgment.” 

B R A I N S T O R M  E V A L U A T I O N  
Distill ideas promptly to not forget the reasons, have a small core 
group identify the best ideas, cluster and classify ideas into themes, 
one great idea makes the effort worthwhile! 


