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Module 4: Designing
• Key Topics

• Designing with customer insights
• Psychology and design
• Think like a designer
• Increasing creativity
• Using design methods to solve problems

• Activities
• Empathy Maps, Persona Design, Journey Maps, Sketching and 

Ideation

• Ask yourself:
• Have you used similar tools before?
• How can the activities described in this module be applied in your day-

to-day work?



EMPATHY MAP



Empathy Map
• Allows us to categorize our interview findings in a 

human—entered manner.
• Helps us to create personas.
• You can use your post-it notes from the affinity-diagram, 

but these can also stimulate additional memories!







ACTIVITY: 
EMPATHY MAP



DEBRIEF



PERSONA DESIGN



What is a persona?
• A hypothetical user who would use your product – a 

‘straw-man’
• We use them to answer questions while designing.

• How would <persona> use this when <something>?
• What is happening around <persona> when they are using this?
• What needs would be met for <persona> with this project?

• A persona is NOT a demographic definition.
• For example: Female, 31-45, college educated.
• There may be several types of users in this demographic.



Persona Development
• Consider what you’ve learned through observation and 

interviews. 
• Think about jobs, interests.
• What matters most to them?
• What kind of environment are the working in?
• What are their pain points?



What’s in a good persona?
• Patterns you’ve observed.
• May include an actual quote!
• Realistic.
• Descriptive of now, not the future.











Example

Will Wowsley
Male
Age 52
Medina, Ohio 
Married
2 children
CIO at FeeBank.

MY ASPIRATIONS
Own a tech startup.
Space travel.

MY TASKS
Ensure continuity of business.
Facilitate smooth operations through IT 
capabilities.
Keep our website, mobile app, and 
branches operational through our IT 
infrastructure.MY FEARS

Being blamed for things that aren’t my fault.
Not having the support of my leadership 
team.

MY FRUSTRATIONS
Bankers understand dollars and cents –
not how the technology works. I spend a 
lot of time explaining things. 
Unrealistic expectations.

MY NEEDS
Reliability.
Novel solutions – that work. 100% of the 
time.

MY MOTIVATIONS
The income is good.
Solving problems.

“I am the CIO at FeeBank. We have multiple data centers to support our online services 
(website and app); and several office centers – at least one for each state – for support 
functions and shared services (marketing, finance, human resources, etc). So that’s 
around 30-40 office buildings aside from our 1,200 branches. We are a regional bank 
with presence every state east of the Mississippi River. 

Branches are relatively small, and associates are generally stationed in fairly static 
areas. That’s not so with our corporate centers. There tends to be need for a lot of 
shared spaces, we have an auditoreum at HQ, an on-site gym at the corporate centers, 
training areas, etc. – while these are nice, they probably only get used 10-25% of the 
time – but we are providing heating, cooling, and lighting to these locations 100% of the 
time. The folks at the corporate centers love their meetings and events. There are 
inevitably conflicts in when facilities are being used – someone will book a conference 
room then not show up; at the same time other employees are hunting for conference 
rooms because it appears that all of the conference rooms are occupied. Our leadership 
team expects me to solve this, since IT manages the facility booking system.”
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Making Templates
• https://www.youtube.com/watch?v=B23iWg0koi8



ACTIVITY: 
PERSONA DEVELOPMENT



DEBRIEF



THE PSYCHOLOGY OF 
INTERACTION



Don Norman
• https://www.youtube.com/watch?v=Wl2LkzIkacM&t=2s





Don Norman Concepts
• Affordances: Attributes of an 

object, it’s ability to serve a 
purpose.

• Signifiers: Icons, signs, etc. 
that give an indication of an 
object’s affordances.

• Constraints: A physical (or 
virtual) feature that prevents 
error. For example, a car that 
requires depressing the brake 
for ignition. Or a dialogue box 
for software that must be 
addressed before something 
bad or permanent happens.



Seven Stages of Interaction
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HOW EASY IS IT TO 
CONFUSE PEOPLE?



Cognitive Load
• SA

• https://www.youtube.com/watch?v=IGQmdoK_ZfY

• CB
• https://www.youtube.com/watch?v=VkrrVozZR2c

• Seeing the World as it isn’t
• https://www.youtube.com/watch?v=9Il_D3Xt9W0



What is cognitive load?
• The amount of effort a person must expend mentally to 

understand something.
• Cognitive load is not only mental, it is physical.

• Pupils Dilate
• Pulse Quickens
• Blood Pressure rises
• Glucose floods the central nervous system

• Your nervous system actually uses more glucose than most parts of 
your body.

• High effort (Cognitive Load) is especially taxing - leads to drop in 
blood glucose.

• Lower glucose tends to lead to negative emotions

• Higher cognitive load equals harder to do (use)



JOURNEY MAPS



Journey Maps
• Journey Maps:

• May cover the lifecycle of a customer.
• Involve multiple touchpoints.
• Include more variables.
• Include emotional responses. 



Journey Maps: Components
• Personas: Who are we designing for? How will they 

respond in this scenario?
• Timeline: How long is the interaction with our product?
• Emotion: Illustrate frustration, peaks, valleys, joy, etc. 
• Touchpoints: Where are the interactions with our 

organization? Can we increase them?
• Channels: Where does the interaction with the product 

take place? Store? Home? Subway?







Journey map for selecting a new 
smartphone

Research Shop Selection Purchase Contract Use Support

Touchpoint

Emotion

Web
Store
Review Sites

Thinking

Website
Store
Ebay
Amazon

Phones are 
expensive…And 
my phone is just 
over a year old 
and I have no 
complaints. 
Maybe I should 
get a refurb for 
my son.

My Carrier is 
running a 
special – get 1 
Pixel 2, get a 
second for 
free. I can get 
that and give 
the second to 
my wife so she 
doesn’t get 
jealous. Then 
put her old 
one on ebay.

Digital Advert

Persona: Ben
Scenario: Ben’s 
son broke his 
phone.

I just bought stuff 
for Christmas. 
This will be the 
third phone in a 
year. Should he 
get a refurb for 
Christmas? 
Should he buy his 
replacement? Or 
maybe I give him 
mine and get a 
Pixel 2 for me.

I don’t want to 
wait, I’ll just go 
to the store… 
Although they 
are really 
slow... Sigh.

Store Store

Ugh. I 
hate 
contracts. 
Although, 
my terms 
are pretty 
good.

Website
Device

This phone is 
quick, and 
takes 
advantage of 
faster network 
speeds that 
the old one 
couldn’t

Web Chat

So.. How do 
I get my 
son’s apps 
onto my 
phone? 

Post 
Experience

Friends Family
Review sites for phone

Overall it’s 
good. Some 
things could 
be better, 
but 
everything 
could be 
and it’s not 
really their 
fault.



ACTIVITY: 
JOURNEY MAP



DEBRIEF



THINK LIKE A DESIGNER



Curiosity



https://flic.kr/p/6G3AHW

Find a better problem to solve



Basketball courts
Challenge assumptions



Challenge assumptions



Systems



Collaborate



CLASS ACTIVITY:
CAN’T COME UP WITH A GOOD 
IDEA? COME UP WITH BAD IDEAS!



DEBRIEF



SKETCHING





You can use an eraser on the drafting table 
or a sledge hammer on the construction 
site.

-Frank Lloyd Wright









Southwest Airlines

https://ffbsccn.files.wordpress.com/2011/07/sw-2.jpg



https://flic.kr/p/73HuSy



https://flic.kr/p/73DArn



https://flic.kr/p/73Dq8K



https://flic.kr/p/73DCGP



https://flic.kr/p/794ix4



https://flic.kr/p/794mn6



https://flic.kr/p/794tai



ACTIVITY
SKETCHING AND IDEATION



DEBRIEF



Module 4: Wrap up
• Key Topics

• Designing with customer insights
• Psychology and design
• Think like a designer
• Increasing creativity
• Using design methods to solve problems

• Activities
• Empathy Maps, Persona Design, Journey Maps, Sketching and 

Ideation

• Ask yourself:
• Have you used similar tools before?
• How can the activities described in this module be applied in your day-

to-day work?


