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Welcome!



About Us

Center for Health Experience Design
The Center for Health Experience Design, founded by Mad*Pow, 
is a community of over 800 professionals and a range of 
organizations in the health space. Our partners include fledging 
startups and global corporations.

Mad*Pow
Mad*Pow leverages strategic design and the psychology of 
motivation to create innovative experiences and compelling 
digital solutions that are good for people and good for business.



GoToWebinar Interface

We will be presenting for approximately 
45 minutes, and then we will spend 5 
minutes answering your questions.

Please enter your questions into the 
question box.

If we run out of time, you can email us 
directly. 



The Design Revolution 
in Healthcare 
Aligning culture and behavior to integrate human-
centered design into healthcare organizations
Adam Connor | VP Design Transformation | | @adamconnor | aconnor@madpow.net

Lindsey Messervy | Sr. Organizational Designer | | @lindseymesservy | lmesservy@madpow.net



Strategy + Tactics



Design Ops 

Journey Maps 

Participatory Design Workshops 

Design Sprints & Workshops 

Service Blueprints 

Coaching/Peer Mentoring 

Critiques 

Reviews/Checklists 

Design Systems 

Work Shares 

Centralized Partnership Model 

Labs (research, innovation, etc) 

Collaborative Qualitative Research 

Visual Thinking/Sketching 

User Need-based Roadmap Theming 

Experience Metrics 

Design Studio

Toolkits 

Internal Incubators 

Dedicated Time (20% Time) 

Ethnography & Contextual Inquiry 

Evaluative Usability Studies 

Insight Repositories 

Interest-based, Internal Communities 

Training & Bootcamps 

Digital/Remote Collaboration Tools 

Open Office Floor Plans 

Proto-personas 

War Rooms 

Peer Recognition Programs 

Role Swapping 

OKRs 

Formative Interviews 

Facilitation as Infiltration

Influence Mapping  

Aligning Qual & Quant Research 

Dedicated, Autonomous, CF Teams 

Design/Experience Principles 

Vision Narratives (scenarios) 

Design Briefs 

Behavioral Personas 

Culture Mapping 

Governance (Web/Digital/Content) 

Team Charters 

Learning Metrics (Test-Learn Cycles) 

Jobs To Be Done (JTBD) 

Innovation Challenges/Hack-a-thons 

Eco-system Mapping 

Office Hours 

Project Briefs 

Certification/Leveling



“Benchmarking Innovation Impact 2018” Report, Innovation Leader + KPMG

Innovation Tactics in Healthcare



Problem  
Identification

Research &  
Synthesis

Ideation &  
Concept  

Development

Experimentation

Refinement

Testing &  
Learning

How? 
(Craft)

Why? 
(Direction)

The Process & Roles Approach

Detailed  
Design  
& Build



The Process & Roles Approach

Problem  
Identification

Research &  
Synthesis

Ideation &  
Concept  

Development

Experimentation

Refinement

Testing &  
Learning

Detailed  
Design  
& Build

“If we’re going to do this, 
we’re going to need…” 

• Research 
• Product/Service 

Innovation 
• UX/Product Designers 
• Developers 
• Product Managers 
• and so on… 



“Benchmarking Innovation Impact 2018” Report, Innovation Leader + KPMG

Obstacles to Innovation



Strategy + Tactics



Culture
Strategy + Tactics

Behavior



aligns an organization's  
people, practices, and systems  
to strengthen, scale, and evolve  

design and innovation capabilities

Design Transformation



Vision & Direction 
How well has a shared, clear vision for the product, 
service, etc. been established and communicated? 

Empowerment 
How well are teams and individuals able to 
autonomously make and execute decisions in 
alignment with the vision and strategy?

Learning & Measurement 
How well does the organization evolve its understanding 
of users to make decisions and assess solutions? 

Experience Orchestration 
How well does the organization manage, coordinate, 
and measure experiences across touch-points, 
channels, products, and services? 

Collaboration 
How well do individuals and teams collaborate on 
efforts across roles, departments, products, etc.?

Execution  
How capable is the organization of implementing and 
supporting the solutions they envision?

Design & Innovation Practice 
How well does your organization leverage design 
values and mindsets (e.g., empathy, creativity, craft)?

A “Fitness” Model



A “Fitness” Model
Vision & Direction

Collaboration

Execution

Design & Innovation  
Practice

Experience  
Orchestration

Empowerment

Learning & Measurement



These statements represent a subset of attributes

There is overlap across categories

This is meant to be a high-level assessment

About the Assessment



Self-Assessment 

Vision & Direction 
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1. Clarity: Our teams always have a clear 
vision of the product/service/offering they’re 
working on.

2. Iteration: They continually strive to refine and 
evolve this vision.

3. Connection: Team members see a direct 
connection between their work and achieving 
the vision.



Self-Assessment 

Learning & Measurement  
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1. Methods: We use a variety of complementary 
methods to collect data and insights about our 
customers and their needs.

1 2 3 4 5

2. Use of insights: We have an effective way to 
absorb and act on these insights to inform 
changes and decisions.

1 2 3 4 5

3. Continuous practice: Our organization 
understands the importance of building a 
practice to gather customer feedback, and 
identify their evolving needs and desires.

1 2 3 4 5



Self-Assessment 

Empowerment 
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1. Influence: Our team has the power to influence 
critical organizational decisions about strategy 
and products/services/offerings.

1 2 3 4 5

2. Self-direction: Our team has the autonomy to 
shape what we work on and how we work 
together, as long as it aligns to the vision.

1 2 3 4 5

3. Support: Our team can secure additional 
resources (e.g., money, people) with minimal 
bureaucracy and red tape.

1 2 3 4 5



Self-Assessment 

Experience Orchestration 
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1. Understanding: We use personas, journey maps, 
and other tools to gain a deep understanding of the 
end-to-end customer experience.

1 2 3 4 5

2. Focus: We use this understanding - along with 
customer feedback & insights - to direct our work 
in improving offerings and interactions with 
customers. 

1 2 3 4 5

3. Process maturity: We have the right tools and 
structures in place to optimize this process 
across different channels and offerings. 

1 2 3 4 5



Self-Assessment 

Design & Innovation Practice 
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1. Customer-centricity: Our organization always 
gives customer impact and business impact 
equal weight when making decisions.

1 2 3 4 5

2. Creativity: Our organization fully supports 
exploration and experimentation, including the 
possibility of learning from failure.

1 2 3 4 5

3. Craft: Regardless of the medium or output, our 
organization emphasizes quality and details to 
ensure we are creating the best version of our 
product/service/offering.

1 2 3 4 5



Self-Assessment 

Execution 
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1. Agility: We have established an effective 
structure to continuously and iteratively build, 
optimize, and deploy solutions.

1 2 3 4 5

2. Integrity: We expertly balance iteration and 
evolution with our commitment to the vision of 
the product/service/offering.

1 2 3 4 5

3. Perseverance: We have a shared determination 
to work through technical/organizational/
resource limitations.

1 2 3 4 5



Self-Assessment 

Collaboration 
 
Rate each question on a scale from 1 (strongly disagree) to 5 (strongly agree).

1. Trust: Our team feels safe and secure 
together, and we can depend on each other to 
follow through.

1 2 3 4 5

2. Team-focus. Team members put their own 
interests aside for the common good of the 
team. 

1 2 3 4 5

3. Openness: We seek out “unusual partners” 
with different expertise to incorporate new 
perspectives and expand our thinking.

1 2 3 4 5



Prioritization of efforts

Alignment & Understanding

Identification of tactics

Value of Fitness Model



Capability 

Motivation 

Opportunity 

Behavior
COM-B Model 
For Understanding 
Behavior

Physical & Psychological

Automatic & Reflective

Physical & Social

Susan Michie, et al



Skills & Knowledge

Tools & Materials

Communication & Language

Incentives & Metrics

Structure & Roles

Processes & Policies

Spaces & Environment

Vision & Strategy

Levers For Change



Capability 

Motivation 

Opportunity 

Behavior

Physical & Psychological

Automatic & Reflective

Physical & Social

Skills & Knowledge

Tools & Materials

Communication & Language

Incentives & Metrics

Structure & Roles
Processes & Policies

Spaces & Environment

Vision & Strategy



Case Study: 
Fitness Model in Action



Large Insurance 
Provider
Growing (scaling) quickly: current 
design team of ~40 (inc. research) 
Aiming to double by 2020

Dedicated, cross-functional 
teams using a variation of the 
Spotify Model.

Each new team stood up using a 
two-stage, DT-based workshop



Large Insurance 
Provider
Growing (scaling) quickly: current 
design team of ~40 (inc. research) 
Aiming to double by 2020

Dedicated, cross-functional 
teams using a variation of the 
Spotify Model.

Each new team stood up using a 
two-stage, DT-based workshop



They routinely, openly share and explore diverse 
feedback–including dissenting perspectives–to drive 
iteration, not just approval.

Collaboration

The team is able to narratively describe an ideal customer 
experience for a given future interaction that is consistent 
with the experiences for other use cases.

Vision & Direction

The team incorporates an understanding of the 
customer’s experience pre and post touchpoint to 
inform their design.

Experience Orchestration

Built critique skills through training and 
incorporation into their process cycles.

Created “Product” Principles that 
describe the character of their 
organization and its solutions.

Co-created an end to end customer journey 
that highlighted the spaces between 
touchpoints (and by extension, teams).

Ideal Behaviors & Characteristics Selected Tactics



Example Behavior: Critique
Capability 
• Provided structure through modeling, facilitation and education. 
• Collaboratively framed objectives using principles, behavioral personas and 

outcomes.

Motivation 
• Luckily, people were already motivated to give feedback. 
• By establishing principles and framing collaboratively, we aligned that motivation 

to shared objectives.

Opportunity 
• Created additional touchpoint focused on critique. 

• Established regular workshares to spur feedback beyond the immediate team. 

• Began non-critique meetings with quick recap of pertinent principles, personas, 
and outcomes.







Understand current state1

Identify areas of focus2

Develop a vision3

Enact experiments4

Evaluate impact5

Iterate & Scale6

Approach to Design Transformation



Problem  
Identification

Research &  
Synthesis

Ideation &  
Concept  

Development

Experimentation

Refinement

Testing &  
Learning

Detailed  
Design  
& Build

Approach to Design Transformation



Problem  
Identification

Research &  
Synthesis

Ideation &  
Concept  

Development

Experimentation

Refinement

Testing &  
Learning

Detailed  
Design  
& Build

Approach to Design Transformation

STEPS 
4, 5 & 6

STEPS 
1, 2 & 3



What are the fitness categories that are impacting your success?

Now what?

What are the behaviors that need to change, and relevant tactics you could employ?

What aspects can you leverage that are within your control?

What are some small experiments can you set up to try new ways of working?



And come to our CHXD design transformation workshop 

Transformation by Design:  
Strengthening Design and Innovation  

Capacity in Your Organization
on October 17th at our Boston offices. 

centerhxd.com/events
 

Now what?



Thank You!
Adam Connor 
                      |  VP Design Transformation 
@adamconnor  |  aconnor@madpow.com

Lindsey Messervy 
                      |  Sr. Organizational Designer 
@lindseymesservy  |  lmesservy@madpow.com

mailto:lmesservy@madpow.com


AT THE END OF THE PRESENTATION SLIDE
Q&A



Thank you!
We’re here to help

We can help with your design and innovation goals:
• Research & Strategy
• User Experience Design & Development
• Service Design
• Intervention Design & Evaluation
• Design & Innovation Challenges

For any questions, contact
khautanen@madpow.net




