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Rules of Engagement

• Audio for the webinar can be accessed in two ways:

o Through your computer 

o Or through the phone (*Please mute your computer speakers)

• Q&A session will be held at the end of the presentation 

o Written questions are encouraged throughout the presentation

o To submit a question, type it into the Chat Area and send it at any time

• Other notable Zoom features:

o This session is being recorded, the chat will not be included in the recording

o Utilize the chat throughout the webinar. To chat everyone, make sure your chat reflects the picture below: 



To receive 1.0 CE credit hour for this webinar, you must: 

• Create a Duke OneLink account. You only need to create an account once – you may 
use it for all future webinars. Instructions will be chatted in and/or you may find them in 
your registration confirmation email.

o Step 1: Register for a OneLink account

o Step 2: Activate your account and confirm your mobile number

• Text JAVZUT to (919) 213-8033 after 1:00 pm ET today – 24-hour window

Continuing Education Credit 

In support of improving patient care, the Duke University Health System Department of Clinical 

Education and Professional Development is accredited by the American Nurses Credentialing 

Center (ANCC), the Accreditation Council for Pharmacy Education (ACPE), and the Accreditation 

Council for Continuing Medical Education (ACCME), to provide continuing education for the health 

care team.
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Upcoming Team Training Events

Courses & Workshops

In-person TeamSTEPPS Master Training Courses

o April 10-11 at Northwell (New Hyde Park, NY)

o April 27-28 at UCLA (Los Angeles, CA)

o May 9-10 at Tulane (New Orleans, LA)

o May 24-25 at Houston Methodist (Houston, TX)

o June 21-22 at MetroHealth (Cleveland, OH)

Custom TeamSTEPPS Advisory Services at Your Organization 

o 2-day TeamSTEPPS Master Training Courses

o Comprehensive TeamSTEPPS Programs

o Learn more

https://www.aha.org/center/team-training/courses-and-workshops
https://www.aha.org/center/team-training/custom-trainings


Webinars

Three-part webinar series on human centered design in health care:

• Applying Human-Centered Design to Health Care – January 11

• How to Use Human-Centered Design to Inspire and Focus Teams – February 8 

• What's Your Story? How to Craft Narratives Using Human-Centered Design that Inspire Your 
Audience – March 8

Upcoming Team Training Events (continued)

https://www.aha.org/education-events/applying-human-centered-design-health-care-jan-11
https://www.aha.org/education-events/whats-your-story-how-craft-narratives-using-human-centered-design-inspire-your-audience-mar-8


Matthew Kelly
Partner & Business Designer, do tank

Adam Kohlrus
Partner & Business Designer, do tank



OUR GOAL

CLIMATE

OVER THE COURSE OF THE NEXT 50 MINUTES, WE WILL SHARE TOOLS, METHODS, 

AND CASE STUDIES THAT WILL HELP YOU FOCUS AND INSPIRE YOUR TEAM.

WE WILL RAPIDLY 

BOUNCE BETWEEN 

EXAMPLES

WE WILL SHOWCASE 

TOOLS/TECHNIQUES 

YOU CAN USE

MAKE USE OF CHAT 

FOR REACTIONS



“If any field should be human-centered, it’s 

healthcare. We help teams at the intersection of 

quality, equity, and innovation design a safer, 

healthier future.



Business Model 

Innovation

Human-Centered 

Design For 

Healthcare

Design Thinking Visual 

Thinking

Pace

EMPATHY STORYTELLING 
PRINCIPLES

BUSINESS 
RIGOR

ACTION



Applying Human-Centered Design

Strategic 

Innovation

Digital
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Where can Innovation
emerge in your Health Care 

Organization?



SOLO MOMENT

REFLECT ON A TEAM THAT ARE A 

PART OF – WHAT ARE YOUR 

COLLECTIVE GOALS AND WHAT ARE 

THE CHALLENGES THAT YOU FACE?



Empathy and Creative 

Collaboration1

2

3

AGENDA

Team Vision and 

Alignment

Focus and Inspiration:   

A Case Study



Empathy and Creative
Collaboration

The Target Audiences

The Challenge

Internal Teams and 

Partnerships

Mutual Understanding, 

Leveraging Our 

Superpowers, Bringing Joy 
to Our Work







Quality Improvement Director
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Empathy Maps are an 
amazing management 
tool – they can help you 
really understand what 
people are thinking and 
feeling



Empathy Maps can be a 
creative and fun tool for 
‘focus group’ sessions



Empathy Maps are very 
useful when preparing for 
important presentations



Team Vision & Alignment

The Target Audiences

The Challenge

Internal Teams and 

Partnerships

Focused, Efficient, and 
Energetic Collaboration
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Test your vision the same 
way you would a new 
product or service



If you are doing this at 
scale, segment your 
audience and give them 
different roles



Use shared, team vision 
to inspire individual goals 
(KPI, OKR, etc.)



Visioning and Strategic 
Planning for Community Based 

Partnerships















BUT…partnership 
chartering is missing from 
this and is necessary for a 
healthy partnership



Focus and Inspiration:         A 
Case Study

The Target Audiences

The Challenge

Leaders and Clinicians

Embedding High Reliability 

Principles into our Work 

Using Human-Centered
Design



High Reliability Organizations
• Applying tried and 

tested principles of 

high reliability to align 

teams on a process to 

minimize harm 

• A case study example 

of how human 

centered design tools 

can help translate 

theory into focused 

improvement work



HRO Observations
It took two+ years to create a level of comfort 

where

conversations can be truly open and candid.

• A skill set that can facilitate open conversation 

is imperative.

• Leadership commitment and involvement is 

imperative

• Top-down approach

• Need to Incorporate Bottom-up

• An Executive Team Assessment and Action 

Planning process were both needed to ensure 

focused action took place.

• Common theme among teams –

Accountability and a need for focus were key.



Our HRO Process

1. Identify a “Systems Issue”

2. Call out the factors contributing to that issue

3. Apply the principles of HROs to those factors:

1. Sensitivity to Operations

2. Commitment to Resilience

3. Deference to Expertise

4. Reluctance to Simplify

5. Preoccupation with Failure

4. Take your systems level issue identified and 

apply an HRO Quality Improvement Lens 

5. Create a Gameplan of activities to move this 

work forward



Adapting Healthcare Practice Through        

Human Centered Design
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HRO Canvas



HRO Canvas



HRO Canvas



• Now that you have outlined your Current State. Apply those identified factors 
you jotted down to the 5 HRO Principles. 

• Don’t worry about the definition of the principle itself. Focus on the framing 
questions under each principle. 

• Think of this canvas as allowing you to apply 5 different sets of lenses to the 
factors you identified contributing to your issue.  

• This is where we start applying High Reliability Systems Thinking to your current 
state

HRO Canvas



HRO Canvas



Reflect on past 

organizational work 

Create an aim 

statement

Identify action steps

Outline a team roster

Organizational 

supports

Potential barriers

Measurement 

(outcome and 

process)

Improvement Canvas 



Aim Statement 
Considerations

Your aim statement should 
be explicit, clear, 
unambiguous, precise, 
and plain.

An aim statement should 
include the following 
essential components:

 Population

 Goal

 Time 
Expectation

 Location

 Guidance



 Population

 Goal

 Time 
Expectation

 Location

 Guidance

Aim Statement example: 

We will increase the diversity of our

Board to better represent our 
patient population by adding 2 
Board members in 2022 who are 

demographically aligned with the 

majority of our patient population 

through the guidance of our CEO.



Measurement

Outcome Measure: 
What you are 
measuring in your aim 
statement. The ultimate 
quantitative number 
you want to achieve. 

Process Measure(s): 
The specific steps in 
the process that lead to 
your outcome metric. 

Tracking Tool: 
The system you will 
have in place to 
monitor and track your 
Outcome and Process 
measures. 



Action Steps

Action steps are 
actionable, specific 
ideas for achieving your 
aim 

They can come from 
research, best practices 
or other organizations 
that have used the idea 
(technique) to achieve 
gains.   

Think of your Action 
Steps as the key 
activities which must 
take place in order to 
achieve your aim 
statement. 







Our HRO Process

1. Identify a “Systems Issue”

2. Call out the factors contributing to that issue

3. Apply the principles of HROs to those factors:

1. Sensitivity to Operations

2. Commitment to Resilience

3. Deference to Expertise

4. Reluctance to Simplify

5. Preoccupation with Failure

4. Take your systems level issue identified and 

apply an HRO Quality Improvement Lens 

5. Create a Gameplan of activities to move this 

work forward



AHA TeamSTEPPS



RAPID REPLAY



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE

Improve health 
outcomes and patient 
experience



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE

Enhance quality and 
spread best practice



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE

Enable inclusion and co-
creation



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE

Reduce burnout and 
increase caring for each 
other



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE

Design, test, and scale 
new products, 
processes, and services



THE VALUE OF HUMAN CENTERED DESIGN IN 

HEALTH CARE

Help deal with emerging 
critical challenges



health.dotankdo.com
dotankdo.com/healthcare



Matthew Kelly
Partner & Business Designer, do tank

Matt.kelly@dotankdo.com

Adam Kohlrus
Partner & Business Designer, do tank

Adam.kohlrus@dotankdo.com



• Evaluation

o Please complete the evaluation form that appears on your screen once the webinar 
ends

• Continuing Education

o Create a Duke OneLink account if you have not done so 

o Instructions can be downloaded from the Files pod or your registration confirmation email

o Text JAVZUT to (919) 213-8033 within 24 hours

Final Reminders



www.aha.org/teamtraining

Email: teamtraining@aha.org •   Phone: (312) 422-2609

Questions? Stay in Touch!

https://www.aha.org/center/performance-improvement/team-training/courses/master-training-course
mailto:teamtraining@aha.org

