
Workshop Source/item

Tolerance for - 
Resilience of - Being 
comfortable with 
Ambiguity – 
Uncertainty

Embracing Risk
Human 
centeredness

Empathy / 
Empathic

Mindfulness and 
awareness of 
process

Holistic 
view/consider the 
problem as a whole

Problem reframing Team working
Multi- / inter- / 
cross- disciplinary 
collaboration

Open to different 
perspectives/diversi
ty

Learning oriented
Experimentation or 
learn from mistake 
or from failure

Experiential 
intelligence / Bias 
toward action

Critical Questioning 
("beginners mind", 
curiosity)

Abductive thinking
Envisioning new 
things

Creative confidence
Desire to make a 
difference

Optimism to have 
an impact

Being comfortable 
with ambiguity 
means being used 
to leave doors open 
as long as possible, 
to consider a 
solution as an 
imprecise concept 
and “often 
inconclusive” 
(Collins, 2013, 
p.37), to take part 
in a process in 
which the outcome, 
the “volume of 
iterations” 
(Schweitzer et al., 
2016, p. 11) and 
the time needed to 
reach the outcome 
are unknown 
(Schweitzer et al., 
2016).

Embracing risk 
includes “risking 
failure and failing 
fast” (Carlgren et 
al., 2016b, p.51) 
and the inclination 
to take risks in term 
of process (energy, 
time, …) that allow 
a deep exploration 
of the context and 
of new solutions, 
however 
crazy/foolish/mad 
and 
unconventional. In 
fact, designers are 
aware of 
exploration 
(Carlgren et al., 
2016b) and 
expansion of the 
design knowledge 
are not able to 
leave risk taking out 
of consideration/ 
cannot ignore the 
risk taking. It is a 
necessary condition 

Human 
centeredness 
means focusing “on 
understanding 
human behaviors, 
needs, and values” 
(Howard and Davis, 
2011, p. 18), a way 
to solve “complex 
and strategic 
problems” (Howard 
et al., 2015, p. 
184). "Being user-
centric does not 
mean asking 
customers what 
they want; rather, it 
is about finding out 
what they need" 
(Koh, 2012, p. 31). 
If you want to be 
truly human 
centered, 
“customer co-
creation is not an 
option” (Liedtka, 
2011, p. 17), it 
should be a key 
requirement 

“Empathy is the 
foundation of a 
human-centered 
design process.” 
(Both and 
Baggereor, 2010, 
p. 1). It is the ability 
to see things “from 
multiple 
perspectives” 
(Carlgren et al., 
2016a, p. 51), to 
create "customer 
intimacy" (Liedtka, 
2011, p. 16) is "the 
ability to see and 
experience through 
another person's 
eyes, to recognize 
why people do what 
they do" 
(Schweitzer et al., 
2016, p. 6). Being 
empathetic 
includes "being 
open, avoiding 
being judgmental 
and being 
comfortable with 

Design Thinkers are 
aware of the 
process in the 
sense that they 
know where they 
are in the design 
process, whether 
they are involved in 
a converging or 
diverging phase, if 
they have to be 
"highly generative 
versus when it is 
necessary to 
converge on a 
single solution 
path" (Schweitzer et 
al., 2016, p. 8).

This is the ability to 
consider the whole 
problem, taking into 
account many 
factors like 
"socioeconomic 
patterns, 
relationships, 
dependencies" 
(Koria et al., 2011, 
p. 6), "including 
customer needs, 
technical feasibility, 
organizational 
constraints, 
regulatory 
implications, 
competitive forces, 
resource 
availability, 
Strategic 
Implications as well 
as the Costs and 
Benefits of Different 
Solutions 
Proposals” 
(Schweitzer et al., 
2016, p. 12), thus 
achieving a 360 

Problem reframing 
means 
reformulating “the 
initial problem” 
(Carlgren et al., 
2016a, p. 47) in a 
“meaningful and 
holistic way” 
(Drews, 2009, p. 
41), “widen, 
challenge the 
problem” (Carlgren 
et al., 2016a, p. 
47), taking  all the 
findings and 
discovering a right 
interpretation.

Design Thinkers 
needs to 
collaborate, share 
their knowledge, 
discuss using 
visualization tools in 
order to better 
communicate and 
clarify what they 
have in mind. It is 
considered a pre-
condition of the 
implementation of 
Design Thinking: 
“Affinity for 
Teamwork: […] 
designers routinely 
work closely with 
other designers and 
experts from other 
fields.” (Owen, 
2006, p. 5). Team 
working “is about 
sharing and jointly 
developing 
knowledge, and 
supporting other 
team members” 
(Efeoglu et al., 

Collaboration "is 
essential to design 
thinking" (Davis, 
2010, p. 6536) and 
each Design 
Thinker needs to 
collaborate in a 
multidisciplinary 
team with other 
people with 
different 
backgrounds, 
perceptions and 
perspectives, or 
collaborating with 
people from other 
organizations. 
Stanford d.School 
calls it “radical 
collaboration”: 
bring together 
innovators with 
varied backgrounds 
and viewpoints. 
Enable 
breakthrough 
insights and 
solutions to emerge 
from the diversity 

Diversity can be 
understood as 
“encompassing 
collaboration in 
diverse teams, and 
the integration of 
diverse outside 
perspectives 
throughout the 
process” (Carlgren 
et al., 2016a, p. 
48), not always the 
term refers to skills 
but also to 
hierarchy (Carlgren 
et al., 2016a). 
Diversity of 
“perspectives, 
talents and 
experiences” 
(Liedtka, 2014, p. 
44) and “expertise” 
(Koh, 2012, p. 31) 
that “encourage 
collaboration 
beyond the usual 
disciplines to tap 
into knowledge and 
experiences” 

Learning 
orientation is a key 
feature of Design 
Thinkers. Design 
thinkers have "an 
appetite for 
learning" 
(Schweitzer et al., 
2016, p. 8), "a 
desire to learn, 
including learning 
about others, 
challenging existing 
frameworks and 
seeking new 
contexts in which to 
learn something" 
(Schweitzer et al., 
2016, p. 8). Their 
main source of 
learning is action: 
"learning by doing" 
through 
observations, rapid 
prototyping, and 
hypothesis 
formulation.

Design Thinkers are 
confident in 
experimenting with 
failures because, 
due to their 
ambiguity, the 
failure is seen as a 
way to discover new 
opportunities, a 
way to learn. Failing 
is not seen as a 
waste of time, but it 
is even encouraged 
(Davis, 2010): "fail 
often and fail soon" 
(Carlgren et al., 
2016a, p. 48). 
Experimentation, 
according to 
Carlgren, is “a bias 
towards testing and 
trying things out in 
an iterative way, 
and moving 
between divergent 
and convergent 
ways of 
thinking.”(Carlgren 
et al., 2016a, p. 

Design Thinker are 
characterized by 
the Experiential 
Intelligence: the 
ability to make 
tangible what’s not, 
“to bring them to 
life” (Liedtka, 2011, 
p. 17), “to 
understand and 
activate all five 
human senses to 
make innovation 
tangible, known, 
and vibrant” (Clark 
and Smith, 2008, p. 
9), to transform 
“the concepts 
generated in the 
What if stage into 
feasible, testable 
models” (Liedtka, 
2011, p. 17), to 
prefer “action-
oriented behavior 
over discussion and 
conceptual or 
analytical behavior” 
(Schweitzer et al., 

It is “the exercise of 
questioning 
everything” (Davis, 
2010, p. 6536), is 
the ability of 
“asking the right 
question” (Drews, 
2009, p. 41), “to 
keep an open-mind 
about possibilities” 
(Schweitzer et al., 
2016, p. 13), to 
have a “beginner 
mind”, that is going 
to the origin of the 
problem by avoiding 
losing “sight of 
what [the team] is 
working towards” 
(Schweitzer et al., 
2016, p. 13).

It is “the logic of 
what might be” 
(Lockwood, 2009, 
p. 31), it means 
“moving from what 
is ‘‘known’’ to the 
exploration of 
alternative 
solutions” (Fraser, 
2007, p. 72), is “the 
generation of new 
ideas” (Carlgren et 
al., 2016a, p. 40). It 
is the ability of 
“being future 
oriented” (Carlgren, 
2016a, p. 51), of 
“building 
conclusions from 
incomplete 
information, making 
small leaps into a 
partially known 
future” (Collins, 
2013, p. 37).

It is the ability to 
make ideas 
tangible, “to 
envision 
possibilities” 
(Liedtka and 
Ogivile, 2012, p. 9; 
Liedtka, 2014, p. 
41) thanks to the 
use of drawings, 
mock-ups and 
“bring them to life” 
(Liedtka and 
Ogivile, 2012, p. 9; 
Liedtka, 2014, p. 
41). It “includes the 
ability to 'see' the 
end result as a 
concrete and 
complete picture: to 
'see' the complete 
solution played out 
in its most robust 
form, to 'see' the 
way the business 
will work with all of 
the necessary 
partners and 
enterprise systems' 

Creativity is “a 
mental activity, but 
it can also be part 
of a systems model” 
(Lockwood, 2009, 
p. 37), is the “ability 
to think differently” 
(Davis, 2010, p. 
6533), to challenge 
“traditional 
processes and 
styles” (Lockwood, 
2009, p. 37). 
“Creativity is critical 
to DT as a mode to 
explore and express 
less tangible and 
more subjective 
content by making 
the abstract or non-
experienced come 
to life” (Schweitzer 
et al., 2016). The 
creative confidence 
is manifested when 
“person’s trust in 
tackling problems 
of which you rather 
know what you 

DT professionals 
have the desire and 
therefore are 
determined to have 
an impact, to make 
a difference, for 
example by 
creating something 
visual that breaks 
through, or are 
inclined to turn a 
discussion into a 
strategic intent. 
They have "a desire 
to develop the 
skills, structures 
and processes to 
generate value 
from valuable 
insights." 
(Schweitzer et al., 
2016, p. 13) and 
they are 
determined to 
persuade someone 
of their idea and 
justify it if they think 
it is valuable.

Optimism, called 
urgent optimism by 
Kelley and Kelley 
(2013), is “a state 
of mind of DT teams 
[…] [is the] ability to 
move forward, 
knowing they will 
not always be right 
but optimistic about 
their ability to 
experiment and 
conduct midcourse 
correction further 
down the road” 
(Schweitzer et al., 
2016, p. 12).
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- F5: "Which in one senF5: "Just going to test- F5: "I guess it looks in- - F5: "The next thing is F1: "Planning the iteraParticipants: "More abF5: "It is a way of proj F5: "So, the first thingF5: "There's a quote f Participant: "Then we F5: "So, what I want pParticipant: "And then- - -
- Participant: "AcceptanF5: "As much as actua- Participant: "Just som- - F5: "You want to go a - F5: "So, there's differeF5: "Just going to testF5: "In essence, it alloF5: "It's about mockinF5: "There's no reaso F5: "There's no reaso F5: "She might try and- - -
- F5: "'We must be allowF5: "So, they actually - F5: "Try and get their - - F5: "As much as actua- F5: "...from the conveF5: "It's about finding F5: "The second part F5: "Just mocking up F5: "And, something y- F5: "It really helps the- - -
- F5: "So, how can we tParticipant: "And inte - F5: "You could do it fa- - F5: "We analyse these- F5: "So, it shows that F5: "And chefs do thaF5: "Whilst prototypinF5: "As I said, I see prF1: "Too often we don- - - - -
- F5: ". So, there's som F5: "So, a lot of peopl- F5: "There's somethin- - F5: "It's something to - F5: "It's that iteration F5: "As I said, I see prF5: "as a pre-pilot, preF5: "We've done one - - - - - -
- F5: "I think you've donF5: "So, you can take - F5: "Iterating. The firs- - F5: "as a team, worki - F5: "The other thing t F5: "In prototyping th F5: "By taking the timF5: "That's really quic - - - - - -
- F5: "And it's somethinF5: "And this is when - - - - F5: "So, you can mak - F5: "These is somethi F5: "If you make one F5: "So, again, promoF5: "And one of our co- - - - - -
- F5: "The big thing wit F5: "Something peop - - - - F5: "So, a lot of peopl- - F5: "The next step is aF5: "Another really bigF5: "Again, it's throug - - - - - -
- F5: "People might dis F5: "It feels a bit silly - - - - F5: "So, if you're mak - - F5: "These are just a F5: "A big thing when F5: "And this is when - - - - - -
- F5: "So, even if it's noF5: "It's paired with o - - - - F5: "This very practica- - F5: "We did a prototypF5: "We want no learnF5: "Something peop - - - - - -
- F5: "I really like it. It's F5: "...we could protot- - - - F5: "The really good t - - F5: "And we showed nF5: "In here we got soF5: "It's that iteration - - - - - -
- F5: "There's somethinF5: "The whole thing a- - - - F5: "People can then - - F5: "So, even if it's noParticipant: "AcceptanF5: "It's basically draw- - - - - -
- F5: "I think the big th - - - - - F5: "It just makes it v - - F1: "Do go deep until F5: "If you put ten thi F5: "You just need a v- - - - - -
- - - - - - - F5: "The discussions y- - - F5: "And this is when F5: "How would you v - - - - - -
- - - - - - - F5: "What's nice abou- - - F5: "It's basically drawF5: "It's basically actin- - - - - -
- - - - - - - F5: "And then you can- - - F5: "And they do it agF5: "[artefacts] It's ba - - - - - -
- - - - - - - F5: "It's a nice way to - - - F5: "And just by doingF5: "sometimes when- - - - - -
- - - - - - - F5: "I think the big th - - - F5: "If you make one F5: "I would have love- - - - - -

Frequency 10 27 22 0 21 0 4 27 7 22 41 43 41 11 12 18 2 2 3
Slide 44 (comments): Slide 5 (comments): " Slide 4: "Engaging witSlide 5 (comments): " - -   Slide 4: "Finding the pSlide 12 (comments): Slide 6: "Session 1 - BSlide 5: "Open Policy Slide 19 (comments): Slide 4: "Prototyping a- Slide 5 (comments): " Slide 4: "Generating i - - Slide 9 (comments): " Slide 37 (comments):  
- Slide 45: "Be prepare - Slide 8 (comments): " - - Slide 12 (comments): - Slide 9: "Session 1 - BSlide 5 (comments): " Slide 45: "Be prepare - - Slide 12 (comments): Slide 12 (comments): - - - -
- Slide 45 (comments): - Slide 13: "Be wary of - - - - Slide 13: "Choose thr Slide 8 (comments): " Slide 45 (comments): - - Slide 45 (comments): Slide 12 (comments): - - - -
- - - Slide 37 (comments): - - - - Slide 14 (comments): Slide 20 (comments): - - - - Slide 13: "Take your l - - - -
- - - Slide 37 (comments): - - - - Slide 14 (comments): - - - - - Slide 30: "What are th- - - -
- - - - - - - - Slide 16: "Why might - - - - - - - - - -
- - - - - - - - Slide 19: "Policy Lab b- - - - - - - - - -
- - "Engaging with people- - - "Finding the problem"- - - "What did you learn?""Prototyping and itera- "Remind participants "Generating innovativ - - - -
- - - - - - - - - - - "What are you going t - - - - - - -

Card sort - - "How might you go ab- - - - - - - "Consider how you are- - - - - - - -
- F2: "And it's also a bitF2: "You need to spenF2: "And to listen to o- - F2: "It's a very helpfulF2: "Meetings can be F2: "And then 'we' is i F2: "Open Policy Mak F2: "What are the diff F5: "It's quite courageF2: "How do you bringF2: "It's about bringin F2: "So, how might weF5: "Also, how are youF2: "So, rather than bF5: "If you walk in wit F2: "Everyone can fac 
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Workshop Source/item

Tolerance for - 
Resilience of - Being 
comfortable with 
Ambiguity – 
Uncertainty

Embracing Risk
Human 
centeredness

Empathy / 
Empathic

Mindfulness and 
awareness of 
process

Holistic 
view/consider the 
problem as a whole

Problem reframing Team working
Multi- / inter- / 
cross- disciplinary 
collaboration

Open to different 
perspectives/diversi
ty

Learning oriented
Experimentation or 
learn from mistake 
or from failure

Experiential 
intelligence / Bias 
toward action

Critical Questioning 
("beginners mind", 
curiosity)

Abductive thinking
Envisioning new 
things

Creative confidence
Desire to make a 
difference

Optimism to have 
an impact

- F2: "Facilitating you feF2: "People who are aF2: "To make everyon- - F2: "So, rather than b- - F2: "And it's certainly F2: "If we're thinking - F2: "Could it be aboutF2: "How do we still m- F5: "If you walk in wit F2: “Reframing the qu- F2: "How do we still m 
- F2: "The key thing is tF2: "'Today we're hereF2: "But actually, if yo- - - - - F2: "It's about bringin F2: "Acting on our lea - F2: "There's no point F2: "Why are you usin- - F2: "We're discussing - F2: "So, how might we 
- - F2: "If you want to he F2: "So, you need to u- - - - - F2: "So, this morning F2: "The key thing is t- F2: "If you use peopleF2: "It's a very helpful - - F2: "Choose a couple - F2: "And 'might' impli  
- - F2: "There's no point F2: "There's enormou - - - - - F2: "Then we're gonnaF2: "You just give it a - F2: "Whereas that is tF2: "What are the diff - - F5: "And then there's - F2: "Might is like, 'Aha 
- - - F2: "Names are so po - - - - - F2: "Thinking about a - - F5: "The important th F2: "There is a great b- - F2: "You might not fee- F2: "Not necessarily s  
- - - F2: "And if we want to- - - - - F2: "You need to spen- - F2: "If we're thinking F2: "If we hear somet - - - - F2: "So, rather than b 
- - - F2: "People who are a- - - - - F2: "Meetings vs. wor - - F2: "Acting on our lea - - - - - -
- - - F2: "What our policy p- - - - - F2: "How do you bring- - - - - - - - -
- - - F2: "If you have a mo - - - - - F2: "And why do you b- - - - - - - - -
- - - F2: "If you use people- - - - - F2: "Especially in the - - - - - - - - -
- - - - - - - - - F2: "Who are those ne- - - - - - - - -
- - - - - - - - - F2: "People who are a- - - - - - - - -
- - - - - - - - - F2: "So, if you're gonn- - - - - - - - -
- - - - - - - - - F2: "say, you've broug- - - - - - - - -
- - - - - - - - - F2: "'Today we're here- - - - - - - - -
- - - - - - - - - F2: "If you want to he - - - - - - - - -
- - - - - - - - - F5: "And then there's - - - - - - - - -
- - - - - - - - - F2: "If we're thinking - - - - - - - - -
- - - - - - - - - F2: "We need to be op- - - - - - - - -

Frequency 1 6 8 16 0 0 5 2 8 24 10 4 8 11 7 2 6 2 8
Total Frequency 38 42 165 102 55 41 78 62 68 129 136 84 78 63 73 46 34 23 20
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