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Learning Objectives 

•  Understand Design Thinking methods for drawing 
out user needs and incorporating into the design 

•  Learn how a blended approach using Design 
Thinking & Lean Thinking provides a better design 
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Why this approach? 

•  Blend Design Thinking and Lean 3P 
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Current State 



Yarnall et al. Am J Public Health 2003;93:635  
Ostbye et al. Annals of Fam Med 2005;3:209 

Nationally  

© 2016 Lean Enterprise Institute. All rights reserved. 



For each Primary Care Doctor  
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National Perspective   
Rising Primary Care Doctor Burnout 
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ABC Medical Group 

•  Medical Group 

–  500 Physicians & 
Advanced 
Practitioners (APs) 

–  320,000 patients 

–  Outpatient primary 
care and specialty 
care 
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The Presenting Problem 
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4 Questions from Management 
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Why Design Thinking? 

© 2016 Lean Enterprise Institute. All rights reserved. 





Purpose: ‘Human Centered’ Design through empathy 

3 Lenses: 
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Design Thinking Innovation Approach 

Ideate 

Frame  
Opportunities 

Inspire Implement 
Translate 

Brainstorm Ideas 

Try Experiments 

Form Insights 

Observe People 

Define the Challenge 
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Approach & Methodology  

•  Wide and deep 
–  Study full range of stakeholders & goes beyond the conventional consumer 

•  IDEO's collaborative approach to service design 
–  Brings wholeness to inherent fragmentation (in the consumer experience) 

•  Uncover latent and explicit needs 
–  Interview & encourage story-telling to reveal more than facts 
–  “Go See” – Observe behaviors in the field (context of the process & 

environment) 

•  From Ideas to Action  
–  Generate creative ideas and bring them to life 
–  Rapid Prototyping: Make your ideas tangible, so you can gather feedback 

from others 
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4 Questions from Management 
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Customer-First Focus: 
User Research 
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User Research 

  Study full range of stakeholders & goes beyond the 
conventional ‘average’ consumer 
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Our Extreme Users 
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Developing Extreme User Interview Questions 
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Extreme User Interview Process 
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Extreme User Interview Process 
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Extreme User Interview Process 
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Extreme User Interview Process 
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Translate
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Time to Make the Donuts  

•  Flow 
•  1x1 
•  Pull 
•  Cell 
•  ERACS 

  Eliminate 
  Rearrange 
  Add 
  Combine 
  Simplify 
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Why Lean Thinking? 
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Conceptual Design 
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Game Time! 
7 Ways:  Paperclips 

•  Directions (5 min): 
–  Come up with 7 ways to use a paperclip 
–  Work individually 
–  Draw your idea 
–  1 idea per box 
 

•  Share with your table your ‘most interesting’ idea 
 

•  Reflection: 
–  Why 7? 
–  What was your “most interesting” idea? 
–  At what point was it hard to come up with another idea? 
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7 Ways:  Paperclips 
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Core Functions 
within Primary Care 
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7 Ways in Nature 
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‘The Whats’ – Inspired by Nature 
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Capture Big Ideas 
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Functional Design 
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Exercise:  Design Challenge 
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•  18 minutes 
•  Build the tallest freestanding structure with 

the marshmallow on top 



Our 1st Design Challenge 

•  18 minutes 
•  Build the tallest freestanding 

structure with the marshmallow on 
top 
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and the winning team! 
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From Concept  
to ‘How & Who’  
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From Concept  
to ‘How & Who’  
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Full Scale Prototyping  
& Simulation 
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Supply & Demand Methodology 
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4 Questions from Management 
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Team Care Model 
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Others  
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Model Cell 
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•  Progress from macro to micro process design 
through test & iteration using: 
–  Real Patients 
–  Real Teams 
–  Real Space 
–  Real Operational Challenges 

Model Cell  Model Site Development 
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Resources 

•  3P 
–  http://www.mwcmc.org/Resources/Documents/02-06-03_Coletta-

Earley_Lean_3P_Advantage.pdf  
 

•  Design Thinking 
–  https://www.ideo.com/work/human-centered-design-toolkit/ 
–  https://challenges.openideo.com/content/resources 
 

•  Marshmallow Challenge 
–  http://marshmallowchallenge.com/Welcome.html 
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Questions? 
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