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Rules of Engagement

Accessing Webinar Audio:
o Listen through your computer speakers

o Dial in via phone (listen-only mode) 

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 ZAHTAV 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

4

In-person Master Training Courses – Registration Open!

oApril 24-25 | Los Angeles, CA | UCLA

oMay 6-7 | Chicago, IL | AHA Team Training
oMay 19-20 | New Orleans, LA | Tulane

Virtual Master Training Course – Registration Open!

oSeptember 25 – November 13 | University of Washington

Webinars

o May 14 – Leading the Way: Health Care Organizations' Commitment to 

Workforce Well-being, register here!

https://www.aha.org/center/team-training/courses-and-workshops
https://www.aha.org/center/team-training/courses-and-workshops
https://aha-org.zoom.us/webinar/register/WN_zjWXd4GuT6Go6fFJ9Ud4ew


Custom TeamSTEPPS Advisory Services at Your Organization

https://www.aha.org/center/team-training/custom-trainings
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Presenters for Today

Matthew Kelly
Partner & Business Designer

Adam Kohlrus
Partner & Chief Health Strategist

Leslie Wainwright
Partner & Senior Strategist



Founded in 2014, Do Tank is an interesting collection of  
entrepreneurs, human-centered designers, developers, 
artists and seasoned strategy consultants. We have offices 
in Chicago (USA) and Glasgow (UK), and we help simplify 
complexity, align thinking, and move teams to real action. 
We provide tailored blend of high value consulting enabled 
by our market leading digital engagement technology.
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Session Agenda

1 Design Thinking Overview

2 Design Thinking’s Application to Leading Change

3 Case Examples and Tools-in-Action

4 Q&A

Learning Objectives:
• Understand some fundamental concepts and methodologies for human-centered design

• Learn from specific case studies and examples about how other teams have used human-centered design

• Discover key principles and best practices for engaging teams and shepherding change
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CLIMATE

We will share processes and tools to spark ideas about how you can apply 
human-centered design techniques to shepherd change

We will rapidly 
bounce between 

examples

We will showcase 
tools/techniques 

you can use

Make use of chat for 
reactions

Our Goal



Design Thinking Overview

01.



“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.”
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Human-Centered Design Means:
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Designing solutions from a foundation of 
empathy and understanding.
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Business Innovation

Design Thinking

Pace

Visual Thinking

Business 
Design 

Thinking



Human-Centered Design Process:
Problem 

Exploration
Problem 

Definition
Solution 
Ideation

Prototyping & 
Refinement

Scale & 
Spread

Stakeholder Research Concept Validation User Testing
How are people experiencing 

this problem?
Does this concept meet the 
needs of the potential user?

How does this functionally 
work? How can we iteratively 

improve our prototype?14



How often do you think about 
your communities, 
colleagues, leadership, 
audience?

Pr
od

uct
Centric

Stakeholder Centric
The Shift
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Design Thinking’s                    
Application to Leading Change

02.
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“AND… Once one has solved a problem, there is huge 
opportunity to harvest that solution. 

The solution may apply to other challenges or tasks 
in one’s own life, or that of colleagues. There may be 
a generalizable learning that emerges, an opportunity 
to recognize a person involved in the solution, or a 
story to tell publicly for broader benefit.” 

– Nell Derick Debevoise

“If I had an hour to solve a problem, I'd spend 55 
minutes thinking about the problem and five 
minutes thinking about solutions.”  

- Albert Einstein

Truths to Live By
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Image source: https://www.optimahg.com.au/news/using-design-thinking-to-improve-patient-care, 2024.

Design Thinking Focuses on Problem Definition

https://www.optimahg.com.au/news/using-design-thinking-to-improve-patient-care
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A high-reliability organization (HRO) is an 
organization that consistently performs safely, 
efficiently, and with high quality even in the face of 
complex challenges with high hazard potential. The 
HRO concept, which has connections to normal 
accidents theory, garnered attention in nuclear 
power and aviation.

Health care organizations are complex 
environments of rapid innovation; narrowly 
focused specialties; and crises, such as emerging 
diseases. 

In the 70s, NASA developed Technology Readiness 
Levels (TRLs) to send things into space. They were 
originally created to measure the maturity of a 
technology on a scale of 1 to 9. This enabled innovation 
teams to stay focused, maintain pace and prioritize 
resources.

Organizations worldwide now use TRL’s as a cross-
disciplinary language that investors, engineers, 
sales/marketing and executives all understand.

Many organizations have 
increasingly adopted the 
principles of high-reliability 
organizations to improve 
their safety and quality.

We have taken the core elements 
of TRLs and reframed them to be 
relevant to BOTH product and 
service innovation. 

This framework a grounding in 
proven methods (business rigor), 
with an adaptation to an 
expanded set of use cases.

We’ve Taken Inspiration From Others



20

Opportunity Validation

Through field study, journey 
mapping, insight gathering, 

assumption testing, and root 
cause analysis, a deeper and 

richer appreciation of the 
problem is achieved.

Concept Development

Through ideation, rapid prototyping, field 
validation, minimally viable product (service) 

creation and business model creation, 
promising ideas turn into potential solutions.

Value Creation

Through pilot then scaled launch, 
promising ideas deliver impact to 

patients, families and care 
providers.

Our Work Is Broken Into 3 Specific Buckets…



Examples From the Field

03.



Opportunity Validation
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Understanding the goals, 
problem to solve and the 
people involved…
this is where you plant 
the seeds of change 
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1.) Gather the Right Cast 
of Characters



Invite People to Explore the 
Problem/Challenge…
Not just the solution!  This will help 
develop individual understanding around 
the ‘Why’ for your change initiative.
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2.) Create a Strong Foundation

27



Who You Are (Current State)
What’s Around You (Context)
Where You Are Going (Vision)
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2024

Missouri 
Community Forums 
Report
On Maternal Rural Health Care
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The Burning Platform

The need to assess the gaps within Missouri’s maternity care deserts

The desire to identify what supports are needed to improve outcomes

The opportunity to challenge stakeholders to ideate ideal future state 
actions which they believe would enhance maternal health outcomes
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Intro

The Missouri Perinatal Quality Collaborative (PQC) and 
Missouri Hospital Association (MHA) partnered to address 
maternal health disparities in rural Missouri. The communities 
of Miner, Chillicothe, Hannibal and Joplin were chosen as the 
four sites to hold these Community Forums which would help 
PQC and MHA ascertain the strengths, weaknesses, 
opportunities and actions which should be considered as we 
all strive to enhance maternal health outcomes.

Our goal was to identify strengths, weaknesses, 
opportunities, and potential solutions to improve maternal 
health outcomes in these underserved areas.
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1,700

24Community 
Forums

Hours of 
programming

participants “Big Ideas”

Data Points 
Collected



HCD Approach

REFLECT

REFLECT

IDEATE

IDEATEPLAN + SHARE



The State Report

This report captures the data and 
feedback from these 4 maternity 
care deserts in Missouri

Both Regional and Statewide analysis 
are included in the report as well as 
future state ideas which should be 
considered

https://heyzine.com/flip-
book/pqc_statereport#page/1

https://heyzine.com/flip-book/pqc_statereport
https://heyzine.com/flip-book/pqc_statereport


REFLECT

Strengths

Weaknesses

Hopes

Opportunities



IDEATE

The IDEAL 
FUTURE STATE



PLAN

THE BIG IDEAS



SHARE

MARKETPLACE



Human-Centered Design Process:

Stakeholder Research Concept Validation User Testing

How are people 
experiencing this 
problem?

Does this concept meet the 
needs of the potential user?

How does this functionally 
work? How can we iteratively 
improve our prototype?

Problem 

Exploration
Problem 

Definition
Solution 

Ideation

Prototyping & 

Refinement
Scale & 

Spread



HCD Approach

REFLECT

REFLECT

IDEATE

IDEATEPLAN + SHARE



Concept Development

41



1.) Your Change Initiative 
Has a Business Model

42



A Business Model
Describes the rationale of how an 
organization creates, delivers, and 
captures value.

- Business Model Generation
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Regarding your proposed 
change…
• What key internal people will it impact?
• What value does the change provide THEM?
• Through what channels will you communicate with your 

audience?
• What value will the change create?
• Will new resources be required to make and sustain the 

change?
• What key partners will be required?
• What are the associated costs?
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2.) Leverage the power of 
validation and testing
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The stated rationale is the 
improvement of the the 
change initiative…
BUT by giving people the space and respect 
to offer their input, you invite creative 
thinking along with deeper understanding 
and ownership of the change.
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What is a MVP [S]?

The minimum set of features for an initial product 

that you can afford and that will solve an important 

enough problem for target customers. A customer's 

purchase and use of your MVP will provide vital 

feedback for you to improve the product for a 

broader market. 

It will also demonstrate to potential funders that 

your product or service has real potential.
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Definitions Matter
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MVPs Need To be Valuable AND Allow for Iterative 
Improvements 

Source: https://almironconsulting.com/marketing/mvp-minimum-viable-product-agile-scrum-lean-startup-371/#.W3gmq-hKjIU, 2018.

https://almironconsulting.com/marketing/mvp-minimum-viable-product-agile-scrum-lean-startup-371/
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Specific HCD Tools Help with Idea Selection and MVP 
Creation
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Example: Creation of a MVP to Address Vaccine 
Hesitancy 
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Example: An MVP for Same Day Scheduling
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Example: New Approaches to Senior Peer Networks
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Viable Business Models Anchor the Hand-off From 
Concept Development to Value Creation



Value Creation
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1.) Storytelling is critical
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“Storytelling” helps you refine your strategic plan and fortify your team 
culture. It accelerates your work and helps you reach your goals.

Content Alignment Channels Plan

Story + Telling
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Head
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Heart Eyes



2.) It is important to create 
experiences for people



You can’t just give people 
a recipe.  Teach them 
how to cook…
It is critical that you go beyond updated 
operational manuals and KPIs 
(those are important though) and think 
about interactive workshops, town halls, 
short video interviews, etc.
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Value Creation: 
Best Practice, Scale 
& Storytelling
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Innovation Challenge
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Clinical Playbooks
https://health.dotankdo.com/



INTRODUCING THE 
PLAYBOOK
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Plot out your timeline. Could be by month or by 

quarter depending on your project scope. 

Center your project in 

the target then start to 

articulate other 

objectives or 

stakeholders you will 

need to engage

Outline your action steps which need to be 

taken. Start by plotting the 5 action steps from 

the Improvement Canvas

Identify your supports needed and 

challenges

Call out what 

members of 

your team are 

needed to 

execute this 

work

76
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To learn about our work in 
healthcare, please visit 
dotankdo.com/healthcare

To download some of the tools that 
were highlighted today, please visit 
health.dotankdo.com

To learn more or chat….

Leslie.Wainwright@dotankdo.com
Adam.Kohlrus@dotankdo.com
Matt.Kelly@dotankdo.com

mailto:Leslie.Wainwright@dotankdo.com
mailto:Adam.Kohlrus@dotankdo.com
mailto:Matt.Kelly@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 ZAHTAV to (919) 213-8033 within 24 hours

Final Reminders
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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
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