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Human centered design starts with framing challenges in a generative way to open up a search for new solutions.


In senior care, this approach to innovation is centered on understanding older adults and their families’ unmet needs. 

It balances what is desirable to them with what is feasible and viable to deliver.


Human centered design is a collaborative, discovery driven, iterative process. Inherently flexible, it is well suited to the changing contexts and complex systems that must meet the needs of many people.



Think big.  
Start small.

By focusing on the unmet needs of the older adults that you serve (and by thinking of them as customers), human-centered design reveals opportunities for innovation - in terms of products, services, experiences - and even culture.


Human-centered design enables organizations to generate bold new ideas and equips you with powerful ways to reduce the risks of implementing them at scale - by prototyping, and starting small. Failure is good because you learn 
from it.




Fall in love  
with the question,  
not the answer.

Framing a challenge is about identifying a question that drives work forward, and creates a plan for how that work will happen. Using a question to frame a focus or challenge means you’re looking for new solutions—not ones you 
already assume to be right.


A big part of being a champion for your customers is asking the right questions. It ensures that you focus your time and resources on what matters most to the people you care for. Rather than assuming answers, this approach also 
invites your teams to step up: to share

thinking, collaborate, and build upon each others’ ideas. 


Looking at your organization’s priority areas as open-ended, generative questions is a way to start a discovery-driven process, and enables you to uncover unexpected solutions that truly meet customers’ needs.



What is an unmet need or issue that you are trying to 
address? 

Example: Many of the older adults that we care for  
miss their communities.

Frame it as a “How Might We” question to enable your 
team to seek new solutions that they might not yet 
have thought of: 

Example: How might we maintain and strengthen links 
to the larger community?



Start with 
empathy and 
get inspired  
by your 
customers’ 
needs.

EMPATHY: Design research is based on insights, information, and inspiration from understanding human behavior.


Qualitative research enables us to put ourselves in someone else’s shoes to get beyond what they say or do, to what they think and feel.

People are often unable to articulate, or even be aware of, what they need. The goal of design research is to uncover people’s latent, underlying needs—and to understand ‘why.’


By understanding people’s motivations, values, and context, we can use design to address existing challenges and identify opportunities to better serve their unmet needs.



INTERVIEW 5 OF YOUR CUSTOMERS

Visit them where they are - context is important. 

Ask them to show, not just tell, and observe them 
using your services, experiencing the space, or 
using products in the space depending on what 
you want to explore with them. Where do they 
get stuck? What workarounds do they use? 
Why? 

Ask open ended questions, avoid yes and no 
answers, and encourage relevant story telling.



Develop ideas  
and shape  
solutions.

Ideation is a generative phase all about going wide and exploring possibilities. The goal is to come up with as many potential solutions as possible, not to filter or narrow at this point. The best way to have a great idea is to have many 
ideas!


Brainstorming is a method of coming up with many ideas, quickly and collaboratively. It’s a way of structuring a loose, energetic, visual, optimistic, and intuition-led group session. Though brainstorms can seem messy, the best ones 
are quite structured: by using clear, focused ‘How Might We’ questions, and by following a few rules.



HOST A BRAINSTORM 
Start with a ‘How Might We’ question, invite a 
group of 6-10 people, and use the rules on the 
previous page to generate lots of ideas (on 
brightly colored Post Its!).

SEEK ANALOGOUS INSPIRATION 
What’s a parallel experience to the one you’re 
creating? Think about experiences that have 
similar goals and research them to get ideas for 
your own challenge.



Prototype to 
iterate, learn, 
and refine  
ideas toward 
implementation.

Get tangible early. Build to think. Iterate. Fail often to succeed sooner.  
A prototype is a representation of an idea that allow customers to engage with it. Prototyping isn’t about being precious - simple, scrappy prototypes keep the focus on testing the critical elements. Prototyping in iterative feedback 
loops enables us to validate and refine ideas along the way.


Prototyping is an incredibly effective way to make ideas tangible, to learn through making, bring multidisciplinary teams together, and to quickly get key feedback from the people you’re designing for. And, co-creating with your 
customers and incorporating several rounds of piloting lowers the risk of bringing big new initiatives forward.



FORM AN SPECIAL PANEL OF CUSTOMERS 

Assemble a group of customers who 
represent a broad spectrum and who reflect 
key needs you are designing for.  

Share design ideas with them regularly to 
gather repeated feedback and engage them in 
co-creation - iterating and refining prototypes 
with you.



Going wide to 
find the right 
focus: 
diverging and 
converging.

The Human-Centered Design process is best thought of as a system of overlapping spaces rather than a sequence of orderly steps. There are three spaces to keep in mind: inspiration, ideation, and implementation. In each, there 
are both divergent and convergent moments.

Inspiration is the problem or opportunity that motivates the search for solutions. 

Ideation is the process of generating, developing, and testing ideas.

Implementation is the path that leads from the project stage into people’s lives.


With Human-Centered Design, you can use both analytical tools and generative techniques to see how your new or existing operations could look in the future—and build road maps for getting there.



Thank you.

The main tenet
of Human-Centered
Design is empathy for
the people you’re
trying to design for.


