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Customer-Centred Design is the
creation of interfaces and related
services that provide an effective,
efficient and satisfying customer
experience, based on customer input
and feedback.
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Learn
Unlearn

Relearn

“The illiterate of the 21st century will
not be those who cannot read and
write but those who cannot learn,
unlearn and relearn ”

Alvin Toffler
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n1sUsu u]5f.mn'szmumswmm'mﬁma::sj,ol,ﬁuvg”'%’uu%ms
fluddey dosannaavnutuIdassuusizinis 4.0

@ | AssuldaunszurunA1IsIvAuGa

idludlusdsuaavnisasvusunuwinaau (Ecosystem) TiitAaniuunans
WeIUIUInNT5UN1ATS s919NszLRUNAISNIYANUNAR (Mmindset)
229219121713 TaaTauuidn Design Thinking uilssaauilugusinans

wardsusulumsiainuinnssuuAInsg

Taaa deainsaviia
Government
Innovation Lab

‘it\ Empathize with user iszensiuuarén Design Thinking

§919 mindsets 11iAu
2iM9124 NS

'g Collaborate for outcomes

\ Experiment to try newideas 4 . v A Gl o e
'k ’ / nuiugtausn1sitlusneey

and test assumption LAzANAANTANUNAVAINUSINND
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vavlHiianisuinnssuniads

MindLab

MindLab 'HmEmummﬂﬁuﬁmmﬂﬂmu'[ﬂmuuau'[ﬂiqm-ﬂmmﬂig

Aemdlul 2002 meldinseysag3na (Ministry of Business Affair) iiavimiing
LﬁuLﬂmw’i'.urn*rn%fgﬁ'mwu'mmqjmi'mﬂuﬁﬁﬂumﬂﬂﬁﬂﬂmﬁlﬂmmﬂﬁma
Jeymamudszdniusnsnsgnstavniy  daenansnuanuddsvesdninanuasiaau
wisT® (National Audit Office) fiszyinsinnssuwnsnsrnsnasgaaulve)
vathluiinsuitgminszuaunmsvheunelumnaiaadunsUsulswEeaths
usnslmifiedaay

'LuﬂﬁLL'iﬂ'L?jﬂ'iumum'ﬂﬂw1L1*iﬂ‘ﬁﬂﬂﬂ'ﬂ 280 Aadwiumheaunsly
n5EN374 mﬂﬂmumﬂﬂiﬂﬂuuﬁuuﬂmﬁiﬂmaﬁﬂ'iul.ﬂuiﬁmmﬁmiwmmu‘lﬂmﬂ
TlszaurrudiSetuiiafnnndiiniseny neEeusieau uaznIsIRUIZYY
wiauAulasGy
nsEnieMIUTslassmuuulmidsnssurunisildiuiiuvesdilduladu

\#e  (Stakeholder) TﬂE.ILﬂ.lﬁl‘1f‘lﬂ"‘lﬂ.ﬂﬂﬂﬂﬂﬂﬁﬂiﬂﬂﬂﬂﬂﬂiuﬂﬂﬁuﬂuﬂ’lﬂuﬂ

AFZUIUNISANTIUGIUY qtﬁﬂumauﬂﬁlﬂ a¥sassaasivi wegeu wazily

Jsuldases Setaevirldifeanisusuriauaiuazsrusssumelunszniiedativ
- B &
Lﬂuﬂuu‘mmaaﬂq'\uﬂ*lLﬂ"lum-;ummna;mﬂmrlaaﬁﬂqmnﬂﬁﬂuuﬂﬁﬂmnmu
Tuszaudsznala

winnssufingy MindLab ArfliliGedlameaviiolnadn witthunsuiteyvnating
m3dlumsan agty maundygmnisneuaauussnuineegsluauunin ails
u.ﬂﬂ"riﬂ'i’nu,'iwﬂﬁ]‘[.ﬁﬁuwuﬂﬂﬂxmﬂmﬂ"mu‘[.uﬂiumﬁﬂmatﬂm WA LINS
'iﬂ'eﬂﬂu‘mm«ﬂu’lwmmiﬂﬂg’lﬁmuwﬁﬁ

a=r

MIND LAB
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Helsinki Design Lab

o ; - i e .
ol 2008 Helsinki Design Lab nauanuifianszAuliniadgun nagns
N1IN1500NUUY (Strategic Design) luldlunisdnduuazdnviruinisun
UszmwugniamiiulasldFunisaifuayuain Sitra noauuIAnTILL

fluwaun (Finnish Innovation Fund)

nsuparunUgwililassainmaenagvsniseanuuutaeliniaighinnu
wisnadislunssiuulovieiiuandsiusanlunn
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Tasvn1suavlfian1suinnssuniass
(Government Innovation Lab)

AsatiudIuauLuIAa Design Thinking

1NTa ssudssifiu szauduas s919 nasiau  6AuUNS
nauihuung  deyun wInIvaan  aunUU AULLLL 39
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0
EMPATHIZE DEFINE IDEATE TEST IMPLEMENT

wuAa Design Thinking svnalliialusdannaay
AU "FAEe5 52512007 BIananN1sNSIvILAAY
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Ufiidn1sdraausnsussunalunssisny Public Sector Innovation

Action 1: uaalns
finsaenuiawaNaNsTazuarinAIINEINITa I
2N911NT1T TINAINTHTITMUGTIN 15991 Aflauiaa
sian1530n15vinouTusduuuTn
Action 2: aug
savarurgaNudgzaInTiusasnilagusanuviiutiaya
?‘{f_‘l Ltazmmjswdwﬁuar;hal,ﬂuﬁaszmm‘fu LRZUNUDYRURE
— Aanusuaiullldaauauasluideas19assAsanIy
mmeauaglan&iny 9
Action 3: iivusiuduiaunlatleyun
savdsvlsulselasasvasansiminazanssauauLily
Wusgiuanusufiaiawanumndauaziasadiia wivily
PUbliC ﬁaau}aﬁﬁLL:n‘LyﬁuaiawisiamjuLﬁvﬂouasaﬂassmﬁw
LARU FINAINTNENNTLNANITITIIUTANTTY

Sector 4+~ Action 4: ngsuitunazasrununisuladiusiuy

Innovation ol

maaaswmmuu‘tannamuuuua”ns WIUNITE 9
Aaludufigussauy aEIIWaLNaINAY AAAITNLE Y
dasifienfufaruisasn e niwennsifaguasasnogssd
uinnssului (Sandbox)



AsruNUNNsAntdvaanuuu aavidsuuurImnisvitvutlunis@auunugiu
Qs o v/ =Y =2 Qs A ¥
ANUNDINISUSTAUNISTIADINTULI NS LATANEIAMUEDINITNLNREY

Traditional market Human-centered design
research research

. &9 Tuld16Tm 9

1. dFulqedendat o L
; . ANDNNANKIULENNS
2. AauNinua Liaeniin _ P
§ . ARUUNUFIUNNS
3. AAUUNUFIUUDY .
; P SIRHITSIEN
A NNLIARAUNFIIUU _ L
L L . AUUAYRLAIRA LaiLu
4. LAUADYRL2AININY LU _
Usunau
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n19aatdvaanuuuiinlud adwaiunnszuruni1sluniaviainaian

- Core
A9UIUNNS Innovative business

B innovation

fuA1ida Product or Product
usN1s Service system

1A99&319 Business Alliances &
VAN model Network

ANsdvHviia
WaULU5NS

Branding Engagement
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1 Qs = = qul A |
AaULaNAsTINUNASAALAdvYaantUU AUnaun 0 Aa NNIFTUANNU

1
Vd

duifludiueaundrdansgn wazn1sun Design Challenge

A 4

Internal Stakeholders:

* Employees
* Managers

Connected Stakeholders:

* Distributors

» Shareholders
¢ Customers

* Suppliers

* Financiers

* Retailers

External Stakeholders:

* Government

* Press/Media

* Pressure Groups

* Local Communities
* Professional Bodies
* Society

ANWaUlvoldidoulddouide

(Interest of Stakeholder)

Odosuin
Haludiae
(Little/No
Interest)

Tunsw
(Unknow)

DANUAANY
28uUIN

(very
Important)
DrwiAcyI
(Somewhat
Important)

Ider)

dzrutAan2ay

Odasun

HSoluDiae

(Barely or
No Important)

Tunsw
(Unknow)

e
3
G
‘G
2
G
2
=
3
g
c
=
“G
3
(=)
«

(Importance of Stak

1. Busdudranisd@nsvinelaalnivuasniranu (anavinannaia

1sgan2u)

2. A6 Stakeholder mapping wag Stakeholder analysis
3. ialvitAauuifnlny 9 TATEURNNRIUNINTUR LI ULRY
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dunaun 1 da arsirlanguihuung wialimunsassyfealnusasnis
itvanaavnauiihuung (Deeper personal understanding)

PERSONALITY BACKGROUND
Neme....oooovcooeerrerene.
MOTIVATIONS & GOALS FRUSTRATIONS
LOCATION & oo
INCOME =
STATUS & STRENGE & WEAKNESS
—
U0 3 N
E—
[ 74 (- 74 Y o
1. Tans9ine WY WAALLAZLAULLLIL

2. naudangingsy (What) antneuasnabingsu (Why) (nanw
Lagasual) wuIAan1suaslan uasauA1anuay (Core value)
AGEUS 1YY ENRTd
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dunaun 1 da arsirlanguihuung wialimunsassyfealnusasnis
itvanaavnauiihuung (Deeper personal understanding)

Observe Engage Immerse
View users and their behaviors in the Interact with and interview users Experience what your user experience
context of their lives AN BT

.“'o

This user was asked to keep a photo
diary, capturing a day in a life.



dunaui 2 da nsasvilsziduilain srysrnnivaasilaintuireiadaman
warsrulsziauilarinnalsualasraaraiud “isnay...aene'ls”
(How might we...?)

navnLlanauihvnadausasus? 151ALE DN UAAFULAIT
HayviniuviaseAaazlsAuui Taauiunisda ladia Tunisuaileyin ileunn
naauazvinmsinnaulaialviilu Cluster Tuasyuiunsiiisazunssy
ANuaavnITuadnautihune twaxg launtlau lagnaaunnitiu




Aunaun 2 Aa nsasvisziduilann szysrunvvaasilainTuinidaaan
warsrulsziauilarinnalsualasraaraiud “isnay...aene'ls”
(How might we...?)

The problem statement

matrix ; tase 1

LW LR R el P Average number of
complaints increased 10%.

Who is experiencing All submitting
the problem? departments.

L R R e g e L=l WOrk order processing o
OCCurfng? department. » L3NA...

When does the Each month during the 2 gi ']\‘j\'lj?
problem occur? last three months.

LUV e Rl (o B Introduced a new Excel
occur recent changes elaileR oolol BioTgle] gela=t17g 1
in the process?—5 Ms) R LEelel=5N

5 Ms = man (personnel), machine, material,
methods and Mother Nature (internal and ] _
external environmental factors) (Root Cause)

wans:-nu
(Effect)

1. ldayaanndunaui 1 wass1iunilduasainusasnisiu
(Insight)

2. naudIngingsu (What) antneuasnagéingsu (Why) (nanaw
Lagasual) wuIAan1suaslan uasaaAIanuay (Core value)
nauLtihuuanIu Problem statement

2 MG aaYAN T Visvary aeivals” (Hoaw micahy wea 2)



Junauil 3 da N1sszaNANNER taladnaudriauannduanauii 2 Teenilu
1 1ausanaavn1s1in Design Thinking (Aawuuaang Divergent was
AaLUUL55U Convergent)

ANSUALLIANMNAAYTY 2 uuudinTdnauna usY wsausEiau
AunN151innszuIun1s Design Thinking ananuaiziiily

e Empathize User.....12fudnn15 Divergent Thinking lsigsileiayai ey
e Define POV aay User.....1au1ann15 Convergent Thinking Tuirfatau

o Ideate Solution 1% User.....1s11a8nn15 Divergent Thinking 1u'le'laiéel
U TaLNSFFIL

e Prototype & Test 1aailii User nadau.....12vwann1s Convergent Thinking
TvitAaduanuLanIZLANLAY



gatvAaaNNzUNAUN 1 tNatiunGvAIaU

Insight Wluisa
wans:nu
(Effect)

lugzaia

] ?jnmu?jan‘l?maam
Wavu1&1815a1y 14l muwumﬂmmaom
AUl 8187156012 LilavanANag

MNudaaads iy
JUADIAUTNIR LAY L1
2216

(Root Cause)

wavun mm;mz“tu‘ Ldlay
L2 LU

: m‘vijaam”l,slu”ms‘l?j"ﬁ’aommmsmsjmﬁauﬁ’ums
12N LU

. IRgENIANUIAndaaadalunisldviavinanoisae
laatnals




Junauil 3 da N1sszaNANNAR taldnauaiauannduanauii 2 Teenilu
W lananuavn1s1in Design Thinking (@auwuu Divergent uas
Convergent)

Free flow of Non linear S L. :
ideas thinking ’ : =
Divergent thinking " S-Sl | |
o B o=l L
B HEE =2 R REEE R
Multiple Unexpected T o G

12fim3aviia Post it

iEuamuAaINNIsAaLLL Divergent way Convergent
WRanufatiluldlége (Practical) tdauunilasian
(Disruptive) uazauaiuluajiviusa (Favorite) anashesuuuuly
dunauin 4

28 N L=
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AUMNAUN 4 1az 5 Aa ANSAIVLATNAIALGULLULU LNAaMSIAIAL
AaNugnaavaavtiIAatasawiullia

Prototype azisussisnnudiaasuazinlinesaudugldoiuasadiain

Feedback °uaow“l?jnanmwmmumnssu‘lumﬂwumsaswmuuuuLﬂum'smm
maomaﬂ‘lumaaﬂmtﬂuaowaomwmaoimmnﬂwu'l',mﬂmm”l,maoaouso
maaomu‘tummumnaom‘luﬂsvuﬂmmmumu AT LRLAUNUATIULIAN

ANEIEl

Test nsas9 Role Play tuusay Scenario 1aan151a Prototype innaaay
wAtayrinInaunsarinlaxzvnia’li Tnadita3aviia Scenario and Role Play

e Fast Feedback

Q,»




AUMNAUN 4 1az 5 Aa ANSAIVLATNAIALGULLULU LNAaMSIAIAL
AaNugnaavaavtiIAatasawiullia

1. Tun1sa96unuulialstatIa1uu

2. AMnagzausunuuazyintugaiIun1saiazy vinaluagrusavinla

TAUNUVINFUUALNY

3. MInaFausdadtAudanany AagtnaatAenAuaIsuLul Aagetne

LAenAUKNTY uasRensiaslinlddsulsesduuuy




Growth

Mindset Mindset
- I can learn anything I - I’m either good at it,
want to or I’m not
- When I’m frustrated, - When I’m frustrated,
I persevere I give up
- I want to challenge - I don’t like to be
myself challenged
- When I fail, I learn - When I fail, I’m no good
- Tell me I try hard - Tell me I’m smart
- If you succeed, I’m - If you succeed, I feel
inspired threatened
- My effort and attitude - My abilities

determine everything determine everything
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AsUFunsAaluLdvnssnseiaunau (Reverse logic) n1sszu
oy uazasaasuaINa Ay uadila
msaswmmmnmaamﬂaaonuuummmmnﬂmmu,aumsmu
Aayanraynsin iy
msﬂsusﬂu,funmsmmu"lummsaﬂsum“l,mammmﬂﬂawu
LU AslauuIAn Agile

AIFNIFANNULIARaNVIRINARAY NTeLdauTiilimuiiaieu
12U AN3AAYiN Sandbox



NEANIIAITLNSLALLENITANATTNIUUINNSTU

Customer Experience Strategy

A5 Tvidiaya
(Information)

Personalization of
Government Services

AAURUDIANUGAINITAITTUUTANS
NUANAIIAULILARTL AAR

The Citizen Life Cycle
Approach

Aslusasuuy end to end
onuATIR/ e ATl uavd sE U

Phygital

AsysaInsUlseaunsal
MINLATNLREAINR
2AIHFULIANT

m's"lﬁa.l_‘%n'\fs
(Service)

Seamless Government

s suuuLialasa o aLéen
AIELINITUTUINATTEN KUY
Aalunaignauysal

Omni-channel Government

vinluidszaunisalnssuusnisdu
1TuaszriindnaadaIniy lulnay
dlunanwnsaaaulayd

Automated Online Services

AsaLKdaLarA1sliusng
AASFULUUAR TUTRN T
aau'lau

N385 aAMUNINaTlA
(Satisfaction)

Proactive Government

vinoudesniiiadlsuilsenis
Tiusnsatngsaifiasuaz uila
nuANTAsRIIMIn Aa uiiazfinig
Fa9L3EU

Co-created services

A lvidsyanaufigiusiu
TunsAinviua aanwuy
wazlusnsuanInsg

Real-Time Customer
Feedback

AFItATEviANuNInalaag
dayataun’duuadsuuInITIaL
Tddselaiann Big Data




IN AND EXPECTING DIFFERENT RESULIS™

kushandwizdom.tumbir
albert einstein
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