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Learning Objectives
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In this webinar, we will cover:

ÅThe basic flow of design 
thinking

ÅVarious models incorporating 
design thinking into agile, 
scrum, and SAFe

A Pattern of Beginning



Jack J. Caine

Trainer, Mentor, Coach & Facilitator @ Many Companies

AmerisourceBergen (Pharma Distribution)
Barclays (Financial)

Cisco (Telecom)

Fiserv (Financial)
ISO Verisk Analytics (Insurance)

Kremsa (Digital Agency)

Motorola Mobility (Telecom)
Walmart (Retail)

ASPE & CPRIME (Training)

Certifications

Scrum Alliance Scaled Agile Inc. ICAgile

Certified ScrumMaster (CSM)
Certified Scrum Product Owner (CSPO)

Certified Scrum Professional (CSP)

SAFe Program Consultant (SPC4)
Instructor for the SSM, SASM, 

PMPO, SA and SP courses

Certified Professional in Agile Coaching (ICP-ACC)
Certified Professional in Agile Team Facilitation (ICP-ATF)

ACI Agile Coaching Bootcamp (ACI-ACB) (via ACI)
Instructor, Agile Fundamentals (via ASPE)

Other Activities

B.S. Biochemistry (UCLA)
Founder, ADH Hockey Association (Costa Rica)

Lead Mentor at NYC Scrum User Group
/ǊŜŀǘƻǊ ƻŦ WŀŎƪΩǎ ¢hat aŀǘǊƛȄ

9ŘƛǘƻǊ ƻŦ WŀŎƪΩǎ !ƎƛƭŜ bƻǘŜōƻƻƪ όмоллҌ ǎƭƛŘŜǎύ
Author on Mob Programming (Scrum Alliance)
Speaker at PMI, Agile User Groups, AgileCamp

Previously a Dev, BA, QA, PM, Prod. Mgr., Cost Center President

I help people 
make better 

decisions
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Why Do We Need
Design Thinking In Agile?
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Lƴ !ƎƛƭŜΣ ²Ŝ ¦ǎŜ 9ƳǇƛǊƛŎƛǎƳ ǿƘƛŎƘ ŦƻƭƭƻǿǎΧ

Å Hypothesis> Experiment > Inspection > Adaptation

Where does the original hypothesiscome from?

Lƴ 5ŜǎƛƎƴ ¢ƘƛƴƪƛƴƎΣ ²Ŝ /ǊŜŀǘŜ ǘƘŜ IȅǇƻǘƘŜǎƛǎΧ

Å Observation >>> Hypothesis

{ƻ ǘƘŜ ƴŜǿ ǇŀǊŀŘƛƎƳ ƛǎΧ5ŜǎƛƎƴ ¢ƘƛƴƪƛƴƎ Ҍ !ƎƛƭŜ

Å Observation > Hypothesis> Experiment > Inspection > Adaptation



Agile Wants To Innovate
Design Thinking Provides the Innovative Ideas
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Design Thinking Basics
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Jurgen Appelo



Design Thinking Basics
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Design Thinking (Definition)

ά!ǎ ŀ ǎǘȅƭŜ ƻŦ ǘƘƛƴƪƛƴƎΣ ƛǘ ƛǎ ƎŜƴŜǊŀƭƭȅ 
considered to be the ability to combine 
empathy for the context of a problem, 
creativity in the generation of insights 
and solutions, and rationality to analyze 
ŀƴŘ Ŧƛǘ ǎƻƭǳǘƛƻƴǎ ǘƻ ǘƘŜ /ƻƴǘŜȄǘΦέ 

ςTim Brown, IDEO

ÅEmpathy

ÅCreativity

ÅRationality
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Design Thinking Core Tenets

ÅEmpathy is necessary

ÅAbductive Reasoning:

άCƻǊƳ ƻŦ ƭƻƎƛŎŀƭ ƛƴŦŜǊŜƴŎŜ ǘƘŀǘ ƎƻŜǎ 
ŦǊƻƳ ŀƴ ƻōǎŜǊǾŀǘƛƻƴ ǘƻ ŀ ƘȅǇƻǘƘŜǎƛǎέ

ÅRemember that you are not the user

ÅDesign happens in the real world

ÅEmpathy

ÅAbductive Reasoning
ü Research through Empathy
ü Problem Framing
ü Ideation
ü Prototyping
ü Validation

ÅUsers

ÅReal World
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Design Thinking Starts with Empathy
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What is Empathy?
5ŜǎƛƎƴŜǊΩǎ !ǇǇǊƻŀŎƘ

ÅWithout judgment
Å²ƛǘƘ ŀ ōŜƎƛƴƴŜǊΩǎ ŜȅŜǎ
ÅWith curiosity
ÅOptimistically
ÅRespectfully

Area of Empathy The Numbers

Companies Need to Understand What Customers 
Want to Buy, Rather Than What They Want to Sell

68% of customers stop doing business with 
ŎƻƳǇŀƴƛŜǎ ǘƘŜȅ ŦŜŜƭ ŘƻƴΩǘ ŎŀǊŜ ŀōƻǳǘ ǘƘŜƳ

Customers Want to Feel Empowered Customers will manage 85% of their relationships 
without interacting with a human

People are Willing to Pay More for a Better 
Customer Experience

86% of people are willing to pay up to 25% more 
for a better customer experience

Companies That Want to Innovate Must Have 
Empathy

On average, loyal customers are worth up to 10 
times as much as their first purchase

You Must be Able to Turn Negative Experiences 
Into Positives

88% are influenced by online customer reviews 
when making buying decisions



Perspective Taking (Empathy)
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Adapted from Growing Communication Skill with the Empathy Toy (Andrew Annett, Sue Johnston)
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Abductive Logic

Components of
Abductive Logic

Instead of

1.Empathy through Research
2.Framing the Problem
3.Generative Ideation
4.Prototyping
5.Validation

ÅNO EMPATHY/RESEARCH. We have this 
ǇǊƻōƭŜƳΦ [ŜǘΩǎ ƧǳƳǇ ƛƴ ϧ ōǊŀƛƴǎǘƻǊƳ ŀ 
solution.
ÅSOLUTION IN SEARCH OF A PROBLEM. 

We have a new technology. What can 
we possibly use it for?
ÅPARITY. Our competitors just launched 

X; how quickly can we also do X?

άCƻǊƳ ƻŦ ƭƻƎƛŎŀƭ ƛƴŦŜǊŜƴŎŜ ǘƘŀǘ ƎƻŜǎ ŦǊƻƳ ŀƴ ƻōǎŜǊǾŀǘƛƻƴ ǘƻ ŀ ƘȅǇƻǘƘŜǎƛǎέ
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Gemba ςGo To Where The Work Is

Gather Insights About the User

ÅDemographics
ÅBackground Knowledge
ÅBehavior
ÅMotivations
ÅNeeds
ÅPains
ÅProblems

Create Personas


