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Welcome Back!
Say hi to others, get some breakfast

and get settled.

Be ready to start at 8:55a
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Your 30-second share this morning:

(1) What is your project about?

(2) One insight or realization you had yesterday that 

is informing what else you want to learn about.

Keep it tight and clear!
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1. Characterize your project’s topic.

2. Characterize the objective of your project.

3. Describe who you will talk doing what activity and 

what you want to learn about from them.

4. Describe other things you will research and what 

you hope to learn from them.

5. Identify what you’re most excited/concerned 

about in your plan to engage in or learn about your 

project.
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Organizing and Displaying 

Project Research
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Find a wall/board for project work
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Organize digital assets
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Organize physical notes, pictures, etc.
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Analyzing 

Qualitative Research
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Grounded theory comes from 

gathering, thinking about and 

explaining situations from rich, 

qualitative data.
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The analytical approach to creating 

grounded theory.

Identify concepts in the data and 

constantly compare them to additional 

data to reinforce or negate the concept.
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Write out facts, insights, quotes, on individual sticky 

notes from your research. 

Then use affinity sorts to group your sticky note data. 

(Patterns, consistent behavior, set ups, pain points, 

etc.) 

Give these concepts names. Find additional evidence 

to reinforce or negate the idea.

Settle on a small number of concepts, organized 

hierarchically with supporting evidence.

Construct a narrative that explains what happens, why 

it happens and implications for change.
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How can we characterize the 

experience of people transitioning 

from hospital care?
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“I chose the dvd, Lost, due to how I felt 

after my surgery -- I woke up by 

myself in the hospital and recovering a 

bit after at home with pretty much 

myself on an island.”
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I had ample opportunity to ask 

questions but many were just read off 

a paper or given a cut dry answer. In 

the tender state I was in upon release, 

I really just needed comfort.”
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“The shoes signify a new slate. I 

think I can create a new normal, be 

healthier, exercise more, and a good 

pair of shoes is necessary to be 

successful with this.”
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“I feel relieved when I 

talk to my doctor but 

angry when they are 

in rush to get to the 

next patient. 

I have to rely on them, 

but I feel like I’m on 

hold until they are 

available.”

“I believe the 

doctors, nurses, 

patient, caregivers, 

etc should all come 

together to make 

key decisions 

regarding a patient's 

discharge planning.”

“The nurses that took 

care of me in the 

hospital for both 

surgeries and my 

urologist's nurse were 

incredible... They were 

also an invaluable 

resource for me during 

recovery when I had 

questions.”

coordinating care



Catalyst Training: Session 1       |       2019      |     Center for Care Innovations 27Catalyst Training: Session 1       |       2019      |     Center for Care Innovations

pain 

management

managing

medications

economic

recovery

emotional

well being

uncertainty

coordinating 

care
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Lots of points Handful of themes Unifying idea

bottom up & top down analysis
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• Focus on an activity/phenomenon you wish to 

understand.

• Gather data across many dimensions through 

observation, show-and-tell interviews, participation.

• With a small team, go through the data. Characterize 

what actually happens. (Affinity Sort, Journey Map)

• Identify concepts and themes in the data. What is 

challenging? What are different patterns of behavior?

• Categorize the concepts and themes in a hierarchy and 

illustrate with examples from the data.
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• Brainstorm what you might do over the coming 

years to adapt your household for more volatile 

environmental conditions on sticky notes.  (10m)

• Step back and together, make affinity groups from 

the many stickies. (5m)

• With another color sticky, name those groups as 

themes.  (5m)

• Create an over-arching concept or idea that 

characterizes adapting households to volatility. (5m)

• Prepare to share what you came up with.
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Personas
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Characterize who you are designing for
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• A persona is a document that characterizes a group of 

end users with similar needs

• It is built from interviews you have completed with 

real-life end users

• It captures their behavior, attitudes, challenges and 

needs

• It is used to communicate and maintain awareness of 

these end-users throughout your project
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Demographics

• Adult female (25-35 years old)

• Third Pregnancy 

• Married/stable partner

Attitudes 

• Tired/Overwhelmed: with a family, two kids, often a job, and now a 
pregnancy, she is physically and emotionally exhausted

• Scared:  “I was afraid because I did not know how my kids would 
react [to having a new sibling]” 

• Worried about future of family’s wellbeing- education and finances 

Behaviors related to prenatal care

• Attends appointments even though she wishes that she did not 
have to spend as much time at the clinic

• Is confident in her own knowledge/experience of caring for her 
baby but also knows that there are always new things to learn

• Is not afraid to ask questions about anything - The good, the bad, 
and the ugly. Knows that the clinic is a safe place and that staff will 
not judge her.

Needs/Goals/Motivations related to prenatal care

• Highest concern is the safety of her baby

• Worries about taking care of her other kids as well

• Would like to minimize time at the clinic, without impacting care
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• Conduct show-and-tell interviews to capture rich 

information about your users.

• On sticky notes, populate the different categories of 

your user persona with information from your user 

interviews.

• Use affinity sorting to cluster the sticky notes into two 

or more different draft personas.

• Write in other aspects of the personas, inspired by 

your real users, to flesh out final personas.
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Journey Mapping



• A flow chart of a user’s experience 

• Made up of core activities

• Layered with important 

information like feelings, 

interactions, and pain points
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• Infuses process with human stories

• Makes user experience tangible and 

easy to share

• Weaves different kinds of 

information into one diagram

• Offers spring board for solutions and 

strategy
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• Interviews and observations are your 

foundation

• Start simply, then add on and remake the 

map as you learn

• Display relevant information thoughtfully 

and creatively

• Show users your map to get feedback
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1. Choose a user journey for your project

2. List key activities user does

3. Order them from left to right

4. Label “stages” of related activities

5. Add in “layers” of information

• Thoughts, feelings, pain points, 

quotes, etc.

30 minutes



• How did it go?

• What’s challenging about it?

• What value do you see in it?

• How could you apply it to 

your project?
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Convention & 

Orthodoxies





Catalyst Training: Session 1       |        2019       |     Center for Care Innovations 62

“a way in which something is 

usually done, especially 

within a particular area or 

activity.”
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“Tightly-held beliefs that guide 

an organization’s decisions and 

their interpretation of new 

information.”
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When can they be bad?
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Why is it hard to change 

them?
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• Convention is stable but the world is 
changing quickly

• Organizational memory can be faulty - some 
things aren't meant to be conventions at all!

• New value creation often comes from 
challenging convention
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• The first goal is to identify without judgement

• There are internal ones, specific to the 
organization

• And external ones, common to the industry

• They exist on many levels

• Challenging convention needs to be done with 
respect and curiosity
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• Dig deeper into iconic stories of the organization

• Ask “Why is that?” numerous times

• Ask "How do we know that?" numerous times

• When you hear the same phrase from many 

different people in the organization

• Look for them here: “We can’t do that because…” or 

“We tried that once…”

• Ask your newest colleagues what they see as strong 

beliefs in the organization
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1. With your team, brainstorm conventions and 

orthodoxies related to your project - use a sticky 

note for each one. (10 min.)

2. Consider internal, industry and cultural ones.

3. Identify a few that might be worth questioning.

4. Find another team and share your results with 

each other. Encourage the other team to add to 

your own list! (10 min.)
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Project Scoping
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1. Many projects become too ambitious. 

2. A small project done well is better!

3. Restate what your project is about, re-articulate what 

you're working on.

4. Identify constraints you have. 

5. Don't be vague. | Think small | What can you do in five 

months?



• We're working on ___________________________

• Our goal is to _______________________________

• Key areas of research for us are                 

____________, ____________, & _______________

• Types of solutions we could come up with are: 

___________________________________________

• What we probably can't address is: 

___________________________________________
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• We're working on ___________________________

• Our goal is to _______________________________

• Key areas of research for us are                 

____________, ____________, & _______________

• Types of solutions we could come up with are: 

___________________________________________

• What we probably can't address is: 

___________________________________________
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Project Research 

Roadmap Planning
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Project planning calendar activity
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1. Consider your project definition and areas of 

design research

2. Work on a calendar plan of your activities over 

the coming 9 weeks - 30-40 minutes

3. Pitch your project and work plan to two other 

teams for feedback

4. Discuss in your team to refine approach
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• Breakout into groups of 2 teams

• Team A pitches their project and shares their 

initial research plan. (3-4 minutes)

• Team B listens, jots notes, questions and 

feedback on sticky notes.

• When pitch is done, team B gives feedback to 

team A. 

• Team A listens to feedback without defending. 

Discuss after all feedback has been shared.
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Day 2 Evaluations
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How Might We Statements
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• You've done of a lot of research and have a structured basis of 

insights and supporting data.

• How do you keep from going straight to individual ideas?

• How do you create many ideas that can be sorted and 

evaluated?

->  Use "How might we?" questions
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• How might we welcome the clients in more appropriate 

ways?

• How might we continue serving post partum mothers 

and their family?

• How might we try new behaviors that improve staff 

morale?
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Try one or two on us...
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Team Activities

Program Offerings

Phase 1: February - April

94
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✓ Do the things you lay out in your research plan.

✓ Take photos and video (with consent!) during your research 
activities. These will be helpful for the June showcase.

✓ Set aside time regularly to “synthesize” and reflect on what you are 
learning. Create a visual framework of your key themes and insights 
to discuss with your sponsor and stakeholders. 

✓ Narrow in on the pain point(s) you will focus on for the rest of the 
program. How might you re-frame those challenges so they are 
articulated as optimistic and collective opportunities (“How might 
we…[HMW]”)?

✓ Bring your journey maps/personas, hierarchy narrative (quotes, 
sub-themes, and major theme), and HMW statements to Workshop 
2.

96
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• Design research office hours (Q&A)

• Recruiting design partners

• Ethnographic research techniques

• Organizing research artifacts (quotes, photos, 

videos)

• Making sense of your research

• Taking better video with a smartphone

• “How Might We…” Statements

• Maybe more!
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Please complete your 

evaluation forms.


