
Design Thinking
creating stuff that makes people happy 

(or at least doesn’t annoy them)
and how you should help doing it



I.Design
is on 
steroids



Investment flows into expanding 
design capabilities faster and faster

Design in Tech Report 2018
#DesignTech M&A Activity

John Maeda
Kleiner Perkins



Companies with 
high Design Index 
outperformed 
industry
benchmark 
growth by as 
much as 
two to one.



89%
“of companies 
believe that 
customer experience 
will be their primary 
basis for competition 
by 2016, versus 36% 
four years ago.” 

— Gartner

81%
“of executives 
surveyed place the
personalized 
customer experience 
in their top three 
priorities for their
organization”

— Accenture

89%
“of executives 
surveyed agreed that
customer experience 
and engagement
are objectives of 
their corporation's
digital strategy.”

— MIT Sloan / 
Deloitte
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Design thinking 
is promoted as 
the remedy 
to all 
organizational 
problems.



II.Cyborgs have 
wicked 
problems.



A cyborg is 
an organism 
whose 
abilities are 
enhanced or 
extended by 
technology.

“We are all 
cyborgs now” 



Digital and Physical 
realities merge

CX



Customer Journey of 
meeting with my wife



Ensuring good experiences in 
such a complex environment is a 
wicked problem.



III.Design 
thinking is just 
smart thinking.



Design 
means 
defining 
problems 
and finding 
viable 
solutions.
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Clarity 
■ of what 

customers need
■ of what we need 

and want
■ of what are we 

able to do





Lack of clarity derailed more products 
than anything else.

No customer focus

Siloed 
organization

Short-term thinking

Resistance 
against 
innovation

Extreme fear 
of failure







Empathy

Total focus on
customers’ needs

Curious mindset



Learn Make sense Create
solutions

TEST



Collaboration 
and 
co-creation



Balázs Fónagy
Head of Product Design

Supercharge 

Thank you for 
your attention!





IT as support function



IT as a core 
function

IT as integrated 
activity


