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(YHQ�ZLWK�DOO�ZH�NQRZ�DERXW�FKDQJH��RUJDQL]DWLRQV�
continue to struggle with driving the changes needed 
WR�PHHW�WRGD\¶V�HYROYLQJ�PDUNHW�QHHGV���)DLOLQJ�WR�
HVWDEOLVK� D� FRPSHOOLQJ� UHDVRQ� IRU� FKDQJH�� ODFN� RI�
EX\�LQ�� DQG� IHDU� RI� WKH� XQNQRZQ� DUH� DPRQJ� WKH�
FRPPRQO\�FLWHG�EDUULHUV�IRU�FKDQJH��.RWWHU��������
.HJDQ�	�/DKH\�� ������ 3DUGR� GHO�9DO�	�)XHQWHV��
��������,Q�WRGD\¶V�FRPSHWLWLYH�ODQGVFDSH��IDLOLQJ�DW�
change is not a viable option.  In fact, organizational 
successes in current times require nimbleness and 
DJLOLW\� WR� PHHW� HYROYLQJ� DQG� HPHUJLQJ� PDUNHW�
QHHGV�� � 2UJDQL]DWLRQV� VXFK� DV� %ORFNEXVWHU� DQG�
.RGDN� VHUYH� DV� WKH� FDXWLRQDU\� WDOH� IRU� ZKDW�
EHFRPHV�RI�FRPSDQLHV�WKDW�IDLO�WR�NHHS�XS�ZLWK�WKH�
times.  This article explores why change is critical 
to organizational success, the common barriers that 
KROG�RUJDQL]DWLRQV�EDFN��DQG�KRZ�'HVLJQ�7KLQNHU�
capabilities can shift the mindset around change to 
create organizations that thrive in driving change.
 
 Keywords: 'HVLJQ� WKLQNHU� FDSDELOLWLHV�� GHVLJQ�
WKLQNHU�SUR¿OH��OHDGLQJ�FKDQJH��HQDEOLQJ�FKDQJH
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)LQDQFLDO� LQVWLWXWLRQV� WKDW� GLGQ¶W� ZDQW� WR� ORVH� RXW�
KDG�WR�TXLFNO\�DGDSW�DQG�ZKHQ�WKH\�GLG��FXVWRPHUV�
didn’t see this as an exciting new feature, but simply 
as meeting the new standard. 
 Third, globalization, has virtually eliminated 
physical geography as a barrier to entry.  Today, 
consumers shop on the global stage and while there 
is a move to buy locally and support local businesses, 
when those local businesses fail to meet customer 
needs, customers don’t hesitate to go to go online 
WR�¿QG�ZKDW�WKH\�QHHG���*OREDOL]DWLRQ�GRHVQ¶W�MXVW�
EHQH¿W� FRQVXPHUV�� LW� DOVR� OHYHOV� WKH� SOD\LQJ� ¿HOG�
for new entrants.  Today, anyone can set up shop 
and have access to customers around the globe.  In 
fact, many startups today begin with the mindset of 
GRLQJ� EXVLQHVV� LQWHUQDWLRQDOO\� �&DPSEHOO�� ��������
And this trend isn’t limited to digital companies 
�/XQQ����������&RQVLGHU�IRU�H[DPSOH��$OHSK�%HDXW\�
a company that manufactures ethically made 
PDNH�XS�WKDW�LV�VXVWDLQDEOH��FUXHOW\�IUHH��DQG�JRRG�
IRU� \RXU� VNLQ�� � )RXQGHG� LQ� ������ EDVHG� LQ� 1HZ�
Zealand, Aleph is already shipping its products 
internationally. 

7RGD\¶V�&RPSHWLWLYH�/DQGVFDSH

 So, how can organizations compete in 
D� PDUNHWSODFH� ZKHUH� FXVWRPHUV� VRXUFH� WKHLU�
own information, and in which geography and 
technology are no longer a competitive advantage?  
&RPSHWLWLYHQHVV� LQ� WKHVH� PDUNHW� FRQGLWLRQV�
require nimble organizations that can change 
TXLFNO\�� �+RZHYHU��FKDQJH�IRU� WKH�VDNH�RI�FKDQJH�
DFFRPSOLVKHV� QRWKLQJ�� � 2UJDQL]DWLRQV� WRGD\�PXVW�
have the ability to understand the emerging and 
XQPHW�QHHGV�RI� WKHLU�FXVWRPHUV�DQG�DGDSW�TXLFNO\�
to meet those needs.  To meet customer needs, 
organizations must understand their customers 
beyond the surface level.  We must dig deeper to 
understand customers holistically to uncover their 
SDLQ�SRLQWV�DV�ZHOO�DV�ZKDW�GHOLJKWV�WKHP��6WLFNGRUQ�
HW�DO���������/LHGWND�	�2JLOYLH��������%URZQ���������
� )RU���VW�FHQWXU\�RUJDQL]DWLRQV��ZKDW�GH¿QHV�
success is a deep understanding of customer needs  
DQG�WKH�QLPEOHQHVV�WR�SLYRW�TXLFNO\�WR�PHHW�WKRVH�
QHHGV�� � 'HVLJQ� 7KLQNLQJ� SURYLGHV� D� ZD\� IRU�
organizations to overcome the common barriers to 
change, to become nimble, and better understand 
the needs of their customers.  Companies that have 

7KH�(YHU�,QFUHDVLQJ�,PSRUWDQFH�RI�&KDQJH

 Change is not a new challenge for 
RUJDQL]DWLRQV�� KRZHYHU�� IRU� ��VW� FHQWXU\�
organizations, the pace and intensity of change 
has increased due to three things happening in the 
PDUNHWSODFH�� VDYY\� FRQVXPHUV� ZKR� VHOI�VRXUFH�
information, commoditization of features, and 
JOREDOL]DWLRQ��6WLFNGRUQ�HW�DO���������:RUOH\�HW�DO���
��������
� )LUVW�� FRQVXPHUV� WRGD\� GR� QRW� UHO\� RQ�
LQIRUPDWLRQ� GLUHFWO\� IURP� FRPSDQLHV� WR� PDNH�
purchasing decisions.  Enabled by social media 
and online reviews, consumers today source their 
own information about products and services.  This 
means that many purchasing decisions today are 
LQÀXHQFHG�E\� WKH�H[SHULHQFHV�RI�RWKHU� FXVWRPHUV���
It is only when options are narrowed down that a 
customer will approach a company directly.  By this 
point much of the purchasing decision has already 
been made.  This shift in consumer behavior has 
LQFUHDVHG�WKH�LPSRUWDQFH�RI�FXVWRPHU�H[SHULHQFHᅀD�
FXVWRPHU� LV� XQOLNHO\� WR� UHFRPPHQG� D� SURGXFW� RU�
service they are frustrated with.  Customers today 
have a platform with large reach to share their 
IUXVWUDWLRQVᅀVRFLDO�PHGLD��
 When one customer shares their experience, 
LW�DOHUWV�DQ�HQWLUH�QHWZRUN�RI�SHRSOH�RI�WKH�SURGXFWV��
services, and companies to avoid and which to 
FRQVLGHU�XVLQJ� �³5HYLHZ7UDFNHUV�2QOLQH�6XUYH\�´�
������� � &XVWRPHUV� DUH�PRUH� OLNHO\� WR� EHOLHYH� WKH�
ZRUG� RI� IHOORZ� FRQVXPHUV� DQG� SHRSOH� WKH\� NQRZ�
personally than sales promotions and advertising 
FDPSDLJQV�IURP�FRPSDQLHV����7KRPDV���������
� 6HFRQG�� FRPPRGLWL]DWLRQ� RI� WHFKQRORJ\ᅀ
gone are the days when free internet was considered 
to be a feature that distinguished a desirable hotel 
from one that was not.  No longer is a website 
with a chatbot a distinguishing factor.  Today, 
IHDWXUHV� OLNH� WKHVH� DQG� FRXQWOHVV� RWKHUV� DUH� WKH�
H[SHFWHG�VWDQGDUG���2QFH�RQH�FRPSDQ\�LQWURGXFHV�
a technology, consumers today expect that 
IHDWXUH� WR� EH� XELTXLWRXV�� � )RU� H[DPSOH�� FRQVLGHU�
the technological advancement of contactless 
SD\PHQWV���)LUVW�LQWURGXFHG�E\�%DUFOD\V�LQ�������LW�
was slow to catch on but once consumers caught on 
to how much easier this new technology made the 
FKHFNRXW�SURFHVV�DW�VWRUHV�� LW�EHFDPH�WKH�VWDQGDUG�
consumers expected from every card in their wallet.  
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HPEUDFHG� WKH� 'HVLJQ� 7KLQNLQJ� ZD\� RI� ZRUNLQJ�
KDYH�RXWSHUIRUPHG�WKH�6	3�����E\�������FDSWXUH�
����JUHDWHU�PDUNHW�VKDUH��DQG�LQFUHDVH�VDOHV�E\�XS�WR�
�����ᅀVHH�)LJXUH����6KHSSDUG�HW�DO���������5DH��
������
� )RUZDUG� WKLQNLQJ� RUJDQL]DWLRQV� KDYH� XVHG�
'HVLJQ�7KLQNLQJ�WR�GULYH�RUJDQL]DWLRQDO�FKDQJH���)RU�
H[DPSOH��WKH�1DWLRQDO�+HDOWK�6HUYLFH�RI�WKH�8QLWHG�
Kingdom used this approach to improve patient 
FDUH� �%HYDQ� HW� DO��� ������� � $V� DQRWKHU� H[DPSOH��
WKH�$XVWUDOLDQ�7D[DWLRQ�2൶FH� XVHG� WKLV� DSSURDFK�
to change their process to be easy to navigate for 
WD[SD\HUV� �%RG\�� ������� � .DLVHU� 3HUPDQHQWH� KDV�
used this approach to change the level of care they 
GHOLYHU�WR�WKHLU�QHWZRUN��0F&UHDU\����������,Q�WDNLQJ�
D�'HVLJQ�7KLQNLQJ�DSSURDFK�� WHDPV� LQ� WKH� VWXGLHV�
mentioned above reported experiencing a mindset 
shift in how they see change.  These teams now view 
change as a central function needed to provide the 
EHVW� VHUYLFH� IRU� WKHLU� VWDNHKROGHUV� DQG�XQGHUVWDQG�
the importance of change to organizational success.  
Teams that have made this mindset shift embrace 
DQG� HYHQ� FKDPSLRQ� FKDQJH�� WKH\� QR� ORQJHU� VHH�
it as something that is forced upon them, but as 
something with purpose and something they can 
play a part in creating.

)URP�'HVLJQ�7KLQNLQJ�WR�'HVLJQ�7KLQNHUV�

 While much has been written on Design 
7KLQNLQJ� DV� D� SURFHVV� PHWKRGRORJ\� DQG� WKH�
FKDUDFWHULVWLFV� RI� 'HVLJQ� 7KLQNHUV�� WKH� TXHVWLRQ�
VWLOO� UHPDLQV�� KRZ� GR� ZH� EXLOG� GHHS� FDSDELOLWLHV�
WKDW� HQDEOH� 'HVLJQ� 7KLQNLQJ� �%URZQ�� ������
0DUWLQ��������%RODQG�	�&ROORS\��������%XFKDQDQ��
�����"� �'HVLJQ�7KLQNLQJ�ZDV� LQLWLDOO\� LQWURGXFHG�
to organizations as a methodology because such an 

introduction made the approach more palatable to 
organizations that use structured processes to solve 
SUREOHPV���:KLOH�'HVLJQ�7KLQNLQJ�LV�D�PHWKRGRORJ\��
it is very limiting to see it only as a method to be 
used or a process to be followed.  With the wider 
DGRSWLRQ�RI�'HVLJQ�7KLQNLQJ�DFURVV�LQGXVWULHV�DQG�
organizations, the time has now come to shift the 
focus from doing 'HVLJQ�7KLQNLQJ�WR�being Design 
7KLQNHUV�� �7R� IXOO\� UHDOL]H� WKH� EHQH¿WV� RI�'HVLJQ�
7KLQNLQJ��ZH�PXVW�JR�EH\RQG�WKH�VXUIDFH�OHYHO�RI�
applying the methodology and dig deeper to build, 
embed, and master the capabilities that enable this 
ZD\�RI�ZRUNLQJ��%URZQ���������
� � 7KH� ZRUN� RI� EXLOGLQJ�� HPEHGGLQJ�� DQG�
mastering capabilities requires understanding 
an organization’s current level of capabilities.  
7KH� 'HVLJQ� 7KLQNHU� 3UR¿OH� �&KHVVRQ�� ������ LV�
a validated assessment that helps organizations 
XQGHUVWDQG�WKH�'HVLJQ�7KLQNLQJ�FDSDELOLWLHV�RI�WKHLU�
WHDPV���7KH�'HVLJQ�7KLQNHU�3UR¿OH�ZDV�GHYHORSHG�
LQ� D� ����� VWXG\� LQYROYLQJ� RYHU� ���� SDUWLFLSDQWV�
DFURVV� PRUH� WKDQ� ��� LQGXVWULHV� WR� XQGHUVWDQG� WKH�
FRUH� FDSDELOLWLHV� RI� 'HVLJQ� 7KLQNHUV�� � 7KH� VWXG\�
IRXQG�WKDW�'HVLJQ�7KLQNHUV��HQJDJH�RSWLPLVWLFDOO\��
dialogue visually, explore empathetically, imagine 
possibilities, embrace collectively, and navigate 
XQFHUWDLQW\ᅀVHH�)LJXUH���IRU�GHVFULSWLRQV�RI�WKHVH�
capabilities. 
 These capabilities are not mystical gifts 
bestowed upon a selected few.  In fact, the study 
found that many of these capabilities currently 
exist in organizations, but they lay dormant waiting 
WR� EH�XQWDSSHG�� � � )RU� H[DPSOH��ZKHQ�SDUWLFLSDQWV�
ZHUH� DVNHG� WR� GHVFULEH� WKH� SURFHVV� XVHG� LQ� WKHLU�
RUJDQL]DWLRQ� WR� VROYH� SUREOHPV�� ���� RI� WKH�
WLPH� WKH\� XVHG� ODQJXDJH� WKDW� GHVFULEHG� ZRUNLQJ�
FROODERUDWLYHO\� DQG� ���� RI� WKH� WLPH� WKH\� XVHG�
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Figure 1. The ROI of Design Thinking  
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+RZ�'HVLJQ�7KLQNHUV�)DFLOLWDWH�&KDQJH��

� )DLOLQJ� WR� HVWDEOLVK� D� FRPSHOOLQJ� UHDVRQ��
ODFN� RI� EX\�LQ�� DQG� IHDU� RI� XQFHUWDLQW\� DUH� RIWHQ�
FLWHG�DV�NH\�EDUULHUV�WR�FKDQJH��.RWWHU��������.HJDQ�
	�/DKH\�� ������ 3DUGR� GHO�9DO�	� )XHQWHV�� ��������
8QWDSSLQJ� WKH� KLGGHQ� 'HVLJQ� 7KLQNHU� SRWHQWLDO�
in organizations can be a catalyst for overcoming 
these barriers. 

(VWDEOLVKLQJ�WKH�:K\ 
� 'HVLJQ� 7KLQNHUV� DUH� HPSDWKLF� DQG� KXPDQ�
FHQWHUHG� LQ� WKHLU� DSSURDFK� �%URZQ��������/LHGWND�
	�2JLOYLH��������0DUWLQ��������2ZHQ����������7KH\�
engage with customers and teams from across the 
RUJDQL]DWLRQ�WR�XQGHUVWDQG�D�SUREOHP�GHHSO\�� �)RU�
example, they engage with customers to understand 
not only how they use the company’s products and 
services but also to learn about the customer as a 
ZKROH� SHUVRQ� �%URZQ�� ������ /LHGWND� 	� 2JLOYLH��
��������7KH\�DUH�LQWHUHVWHG�LQ�WKH�HQWLUH�MRXUQH\�RI�
the customer, not just how the customer interacts 
with the company.  This holistic view of customers 
KHOSV�'HVLJQ�7KLQNHUV� GLVFRYHU� XQPHW� QHHGV� DQG�
pain points and develops empathy for the problems 
WKDW� SHRSOH� H[SHULHQFH� �%URZQ�� ������ /LHGWND�
	� 2JLOYLH�� ������ 2ZHQ�� ������� � (PSDWK\� KHOSV�
'HVLJQ� 7KLQNHUV� XQGHUVWDQG� SDLQ� SRLQWV� ZKLFK�
inspire solutions that alleviate the pain points.  In 
the context of leading change, the capability of 

ODQJXDJH� WKDW� GHVFULEHG� WDNLQJ� DQ� HPSDWKHWLF�
approach.  Conversely, language that described 
navigating uncertainty, imagining possibilities, 
and engaging optimistically were rarely mentioned 
as part of their organization’s problem-solving 
SURFHVV�� �+RZHYHU��ZKHQ� DVNHG� WR� UDWH� WKHLU� RZQ�
SUREOHP�VROYLQJ�FDSDELOLWLHV�RQ�D�VFDOH�RI����ORZ��WR�
����KLJK���SDUWLFLSDQWV�UDWHG�WKHLU�RZQ�FDSDELOLWLHV�
EHWZHHQ� �� DQG� ��� � 7KLV� VXJJHVWV� WKDW� LQGLYLGXDOV�
EHOLHYH�WKH\�KDYH�VNLOOV�WKDW�DUH�QRW�IXOO\�XWLOL]HG�LQ�
WKHLU�ZRUN���$�FRPPHQW�IURP�RQH�SDUWLFLSDQW�IXUWKHU�
illustrates that while individuals may have these 
FDSDELOLWLHV��RUJDQL]DWLRQV�DUH�VHW�XS�LQ�D�ZD\�WKDW�
GRHV�QRW�HQDEOH�WKHP�WR�WKULYH��

Sometimes it is just hard to maintain that 
optimism when there are so many forces 
around me that won’t support ideas.  So, 
there is a constant tension between what I 
NQRZ�WR�EH�DQ�H൵HFWLYH�ZD\�WR�DGGUHVV�LVVXHV�
DQG�WKH�UHDO�ZRUOG�DURXQG�PH���,�NQRZ�\RX�
DUH� DVNLQJ�DERXW�PH��\HW� ,� DP��ZH�DOO� DUH��
constrained by the organization in which we 
ZRUN��&KHVVRQ���������SJ������

 That these capabilities exist to some degree 
LQ�DOO�RI�XV� LV�JRRG�QHZV��EXW� WR�EH�H൵HFWLYH� WKH\�
need to be developed so they can be used to their 
IXOO�SRWHQWLDO���7KLQN�RI�WKHVH�VNLOOV�DV�PXVFOHVᅀWKH�
more we use them the stronger they get. 

Figure 2.�'HVLJQ�7KLQNHU�3UR¿OH

 

Figure 2. Design Thinker Profile 
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empathy enables transformation because when 
teams feel connected to the pain points, they start to 
see why change is needed.   
/DFN�RI�%X\�,Q  
� $QRWKHU� NH\� UHDVRQ� WKDW� RUJDQL]DWLRQDO�
FKDQJH�IDLOV�LV�ODFN�RI�EX\�LQ�DFURVV�WKH�RUJDQL]DWLRQ�
�.RWWHU�� ������� � 2UJDQL]DWLRQV� KDYH� D� WHQGHQF\�
WR�ZRUN� LQ� VLORV�ZKHUH� GHSDUWPHQWV� GRQ¶W� HQJDJH�
with each other or understand the functions of 
each area.  This means that a change that seems 
OLNH� D� JRRG� LGHD� IURP� WKH� SRLQW� RI� YLHZ� RI� RQH�
department might not be viewed the same from 
DQRWKHU�GHSDUWPHQW���:RUNLQJ�LQ�VLORV�DOVR�PDNHV�LW�
easy for those that are not involved in creating the 
FKDQJH�WR�GLVPLVV�LW�� �'HVLJQ�7KLQNHUV�XQGHUVWDQG�
that good solutions are not created in a vacuum, 
VR� WKH\�EULQJ� WRJHWKHU� VWDNHKROGHUV� IURP�DOO�DUHDV�
RI� WKH�EXVLQHVV��%URZQ��������/LHGWND�	�2JLOYLH��
������0DUWLQ����������7KH\�RSHQO\�VKDUH�WKH�LVVXHV�
and engage others in discussing potential solutions.  
7KLV�ZD\�RI�ZRUNLQJ�EULQJV�WKH�HQWLUH�RUJDQL]DWLRQ�
on the change journey by engaging representatives 
from all areas.  Change scholar-practitioners for 
decades have been calling for collaboration, open 
channels of communications, and early engagement 
as necessities for successful change implementation 
�.RWWHU�� ������+LDWW�� ������� � 7KH�'HVLJQ�7KLQNHU�
approach organically enables these necessities for 
change. 

&OHDULQJ�WKH�)RJ�RI�8QFHUWDLQW\  
� $QRWKHU� NH\� UHDVRQ� RUJDQL]DWLRQDO� FKDQJH�
fail is a desire to hold on to what is, for fear of not 
NQRZLQJ� ZKDW� PLJKW� EH� �.RWWHU�� ������ .HJDQ� 	�
/DKH\��������� �'HVLJQ�7KLQNHUV�DGGUHVV� WKLV�KHDG�
on by engaging others in conversations about what 
³FRXOG�EH´�WR�JHQHUDWH�LGHDV��%URZQ��������/LHGWND�
	�2JLOYLH�� ������� �7KH\�FDSWXUH� LGHDV�YLVXDOO\� WR�

help further the conversation about what could be 
created.  These types of discussions help people 
PRYH� EH\RQG� ZKDW� WKH\� NQRZ� WR� H[SORUH� WKH�
XQNQRZQ�DQG�WR�YLVXDOL]H�SRVVLELOLWLHV���,PDJLQLQJ�
possibilities gets us a step closer to moving toward 
FKDQJH�EXW�VWLOO�TXHVWLRQV�RI�³KRZ�ZLOO�LW�ZRUN´�RU�
³ZLOO�LW�PDNH�D�GL൵HUHQFH´�OLQJHU���'HVLJQ�7KLQNHUV�
address these types of questions by testing out 
ideas early on before too much is invested in them 
�%URZQ�� ������ /LHGWND� 	� 2JLOYLH�� ������� � 7KH\�
PLJKW�WDNH�LGHDV�WR�SHRSOH�ZKR�ZHUH�QRW�LQYROYHG�
in coming up with them, or they might put ideas in 
front of customers, or test them out with friends and 
IDPLO\���'HVLJQ�7KLQNHUV�¿QG�ZD\V�WR�PDNH�VXUH�WKDW�
ZKDW�WKH\�SODQ�WR�GR�ZLOO�DFWXDOO\�ZRUN�DQG�PDNH�D�
GL൵HUHQFH���,PDJLQLQJ�SRVVLELOLWLHV�DQG�WHVWLQJ�WKHP�
out provides some certainties about what the future 
VWDWH�PLJKW�EH�OLNH���:LWK�D�FOHDUHU�SLFWXUH�RI�ZKDW�
might be, change doesn’t seem as scary as it once 
did.  
� 'HVLJQ� 7KLQNHUV� KHOS� VKLIW� PLQGVHWV�
DERXW� FKDQJH� ¿UVW� E\� IRFXVLQJ� RQ�ZK\� FKDQJH� LV�
QHHGHGᅀWR�DGGUHVV�SDLQ�SRLQWV�DQG�FUHDWH�D�EHWWHU�
H[SHULHQFH� IRU� VWDNHKROGHUV�� �6HFRQG��E\�ZRUNLQJ�
collaboratively which organically creates buy-in 
for new ways forward.  Third, by easing fears of 
uncertainty through ideation, visualization, and 
testing.  Even more encouraging is that Design 
7KLQNHU�FDSDELOLWLHV�DUH�QRW�P\VWLFDO�JLIWV�WKDW�VRPH�
people have, and others don’t.  These capabilities 
can be developed. 

7KUHH�6WUDWHJLHV�IRU�8QWDSSLQJ�'RUPDQW�
&DSDELOLWLHV�

� 2'� 3UDFWLWLRQHUV� SOD\� D� FULWLFDO� UROH� LQ�
helping organizations expand their capabilities.  
+HUH� DUH� WKUHH� VWUDWHJLHV� ZH� FDQ� LQFRUSRUDWH� LQWR�Table 1 

Key Barriers to Change 

Key Barriers to Change  Design Thinker Capabilities the Overcome Barriers 
Not understanding the why Employs empathy and human-centeredness to establish a 

compelling reason why change is necessary  
Lack of Buy-In   Understands that power of collaboration and brings people 

together to co-create solutions  
Fear of uncertainty  Navigates uncertainty by confronting it and creating a vision 

for the future  
�
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WKH�RUJDQL]DWLRQ�LW�OLNH�IRU�RWKHUV���2QFH�D�WHDP�KDV�
spent some time seeing the organization through a 
GL൵HUHQW�SDLU�RI�H\HV��IDFLOLWDWH�GLVFXVVLRQV�WR�VKDUH�
what the teams learned in observing each other’s 
ZRUN�� �7KLV�DFWLYLW\�DOVR�ZRUNV�QLFHO\� LQ� WKH�GDWD�
gathering phase of a client engagement where teams 
can participate in gathering information about the 
organization. 

+RVW�³+RZ�0LJKW�:H´�6HVVLRQV�
� ,Q�WKH�IHHGEDFN�SKDVH�RI�D�FOLHQW�HQJDJHPHQW��
VKDUH� ¿QGLQJV�ZLGHO\� DFURVV� WKH� RUJDQL]DWLRQ� DQG�
DVN� WHDPV� WR�FRQVLGHU�³KRZ�PLJKW�ZH´�TXHVWLRQV��
³+RZ� PLJKW� ZH«PDNH� WKLV� EHWWHU�� «VROYH� WKLV�
SUREOHP��«PRYH�RXW�RI�WKLV�VLWXDWLRQ�´��$VN�OHDGHUV�
RI�WKH�RUJDQL]DWLRQ�WR�KRVW�³KRZ�PLJKW�ZH´�VHVVLRQV�
with their teams.  If collecting ideas live and in 
person isn’t practical, designate wall space where 
SHRSOH�FDQ�VWLFN�WKHLU�WKRXJKWV�RQ�D�SRVW�LW�QRWH�RU�
create a virtual space where people can post their 
suggestions.  This activity helps teams see beyond 
what is and start to engage in possibilities.  The 
ideas gathered then need to be incorporated when 
UHFRPPHQGLQJ�DFWLRQV�DQG�FUHDWLQJ�VROXWLRQVᅀWKLV�
is an important step in enabling teams to play a role 
in creating change.

&RQFOXVLRQ

 Savvier consumers, the commoditization 
of technology, and globalization means that 
organizations will continue to exist in a state of 
constant change.  Companies that can improve their 
rate of successful change implementation will gain 

WKH� 2'� FRQVXOWLQJ� SURFHVV� WR� KHOS� RUJDQL]DWLRQV�
DZDNHQ�WKH�GRUPDQW�FDSDELOLWLHV�ZLWKLQ�WKHLU�WHDPV�
to overcome resistance to change.  

%H�<RXU�2ZQ�&XVWRPHU 
 Build empathy and promote a human 
FHQWHUHG� DSSURDFK� E\� DVNLQJ� FOLHQWV� WR� EH� WKHLU�
own customer.  Every employee of a company 
VKRXOG�NQRZ�ZKDW�LW�LV�OLNH�WR�EH�D�FXVWRPHU�RI�WKH�
RUJDQL]DWLRQ�IRU�ZKLFK�WKH\�ZRUN���$Q�H൵HFWLYH�ZD\�
to do this is to have them engage with the company 
as if they were a customer.  This does not have to be 
DQ�HODERUDWH�H[HUFLVH��LW�FDQ�EH�DV�VLPSOH�DV�YLVLWLQJ�
your website and trying to buy a product or calling 
FXVWRPHU�VHUYLFH�WR�DVN�D�TXHVWLRQ���7KHQ�IDFLOLWDWH�
discussions across the organization to share what 
was learned from the experience.  Explore questions 
VXFK�DV��³ZKDW�ZDV�GHOLJKWIXO�´�³ZKDW�ZDV�SDLQIXO�´�
DQG�³ZKDW�ZRXOG�PDNH�WKH�H[SHULHQFH�EHWWHU"´��7KLV�
¿UVW�KDQG�H[SHULHQFH� LV�D�SRZHUIXO� WRRO� WKDW�KHOSV�
clients build empathy while surfacing pain points 
and helps develop a compelling case for change.  
7KLV�DFWLYLW\�ZRUNV�ZHOO�LQ�WKH�GDWD�JDWKHULQJ�SKDVH�
of an engagement. 

'D\�LQ�WKH�/LIH�RI«  
� %UHDN� GRZQ� VLORV� DQG� IRVWHU� FROOHFWLYLW\��
by having one team invite another team to spend 
WLPH�ZLWK�WKHP�WR�VHH�ZKDW�WKH\�GR���)RU�H[DPSOH��
a few members from the sales team might come 
spend an hour with the accounting team.  These 
W\SHV�RI�LQWHUDFWLRQV�ZKLOH�DW�¿UVW�PD\�VHHP�IRUFHG��
over time they help foster relationships across 
departments and helps individuals see what life in 

Table 2
Strategies for Untapping Design Thinker Capabilities

Table 2 

Strategies for Untapping Design Thinker Capabilities  

Strategy Capability  OD Phase  
Be Your Own Customer Build empathy by walking in the 

customer’s shoes  
Data Gathering  

Day in the Life of… Improve collaboration by 
encouraging teams to spend time in 
another department  

Data Gathering  

How Might We Foster the skill of imagining 
possibilities by facilitating sessions 
where teams can engage in 
ideation 

Feedback  

�
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D� FRPSHWLWLYH� HGJH� LQ� WKH�PDUNHWSODFH� �:RUOH\� HW�
DO��� ������� � 'HVLJQ� 7KLQNHU� FDSDELOLWLHV� SUHVHQW�
a way for organizations to overcome traditional 
barriers to change by creating a mindset shift in 
how individuals view change.  The good news for 
RUJDQL]DWLRQV� LV� WKDW� 'HVLJQ� 7KLQNHU� FDSDELOLWLHV�
exist in their organizations today, but they go 
XQUHDOL]HG�DQG�XQXWLOL]HG��&KHVVRQ��������&RQQHOO��
��������%\�LQFRUSRUDWLQJ�DFWLYLWLHV�WKDW�KHOS�DZDNHQ�
WKHVH� FDSDELOLWLHV� LQWR� FOLHQW� HQJDJHPHQWV�� 2'�
practitioners can help organization improve their 
FDSDFLW\� IRU� GULYLQJ� FKDQJH�� 'HVLJQ� 7KLQNHUV� LQ�
FROODERUDWLRQ�ZLWK�VWDNHKROGHUV��XVH�HPSDWK\�WR�WR�
create compelling reasons why change is needed. 
They demystify the uncertainty of the future and 
create a paradigm shift in which change is no 
longer something that happens to people, but rather 
something they help create. 

~~~~~~~~~~~~~~~
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