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What is this?




Power, agency, resistance... and human-centred design.
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Firm Topple Rate

Figure 23. Firm topple rate
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Source: Compustat; Deloitte analysis; Thomas C. Powell and Ingo Reinhardt, "Rank friction: An ordinal approach to
persistent profitability," Strategic Management 31(11), November 2010, pp. 1244-55.



A Knowledge Economy

Figure 21. Economy-wide ROA
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Firm performance, as measured by ROA, continues to decline.
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A new core org metric:

Beyond efficiency
A7,

Adaption

Design as source of
innovation, strategic
renewal

Liedtka, J. (2015). Perspective: Linking Design Thinking with Innovation Outcomes through Cognitive Bias
Reduction. Journal of Product Innovation Management, 32(6), 925-938. doi:doi:10.1111/jpim.12163



® Design thinking ® Total quality mana... @ Lean startup
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Rise of design thinking (blue)
Fall of total quality management (TQM, in red)
Lean startup (yellow).



Design as Adaptive Capability

i.  Thrill of the tech push

1.  Hard to reach stakeholders
1. Pressure on the value chain
iv. Aggravation



¢¢ Human-centred design can temper the
thrill of the tech push ??

Sensitivity, reflection, ethics, responsibility




IBM’s Transformation

S0 hot, we had to

make it red.
“Dear tech, let’ s talk.”
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The purpose ot
everything we do
1S to guide the
people we serve.
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Design Fluent Design System Inclusive Design Careers Articles

Inclusive De5|gn Inclusive Design is a methodology, born out of digital environments, that enables
and draws on the full range of human diversity. Most importantly, this means
including and learning from people with a range of perspectives.




Focus
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¢¢ Human-centred design allows us to

engage hard to reach stakeh®d¥ders

Persuasion, empathy, innocence



Court of North Holland: Reform of Bailiff Processes

4 feel stupid
that | don’t
get'this.”

Eveline, participant

“You want
to know what
toexpect.”

-‘l-t -
Itis just
annoying
to read.”

Defendant

Floris, participant -
Fig. 43 Interview with defendants after a trial

The preparation: unclear where to get The session: making choices under
explanations and advice. pressure.

Rens de Graaf (2019) Master
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Redesioned Process
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Reaching Judges: “The Hard to Reach’.

Fncus o 30 aspacts a5 3 grMar or 3 gawn ara clckabie for axtars|ve In this digital weeld, by being easily findable
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Eig. 72 Sconned QR-code for mere orline information

“Why is there
actually a judge in
the roll session?”

Jorieke Jansen,
Subdistrict judge
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Persuasion: So real, it could be already implemented.

An active role
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¢ ¢ Human-centred design creates pressure

for change within the value chain >

Leadership, customer insights, provocations
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Source: Adidas Annual Report 2017

SAVINGS ACROSS THE VALUE CHAIN

SAVINGS TO BUSINESS PARTNERS
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¢ ¢ Human-centred design can

aggravate internal org tensions 2

Co-evolution, politics



Want to work on Radical
INnnovations @KLM?

who dares to take on the challenge to join the KM Radical Innovation team'in
building the future of aircraft component services. We are looking for a DFI/IPD
Msc student 2-3 days a week part time job or an internship for the coming

4-6 months.

If you are interested, please send your portfolio of motivation to:
Rogier-vanbeugen@kim.com (also feel free to email in case you need

more background information) - kim.com

Roval Dutch Airlines
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Employee design trainings
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Internships, course collaborations, conferences, etc.
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Great Project — Shelved!
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Valley of Death.

Fbﬁure / : Beware the “valley of death” in change programs

Organizational commitment

A

Need for catalyst }
| can
“Let's transform see results”
the company” Success

Early excitement

“We need to
act now”

“Maybe there

Source: Bain & Company
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“This is not a ~ . _ Failure
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>
Time

Klitsie, Price, De Lille (2020) Design Management Journal, Forthcoming



Problem-Solution co-evolution.

Problem-Space
Dimension

Solution-Space
Dimension

P(t) initial problem space
P(t+1) partial structuring of problem space

S(t) initial solution space
S(t+1) partial structuring of solution space

S(t+2) developed structuring of solution space
P(t+2) developed structuring of problem space

Klitsie, Price, De Lille (2020) Design Management Journal, Forthcoming
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Organisations are under pressure to transform!

Design as Adaptive Capability

1.
11.

111.
1v.

Thrill of the tech push
Hard to reach stakeholdets
Pressure on the value chain
Aggravation

Deeply understanding the human
condition (of employees, of
customers, of partners, of your
competitors, of the government
etc.)



The Netherlands: Power and Politics

Future Research : A3  Land of Dairy
Role of design in system S |
level transitions

“Lock-in implies that a system has
reached an inefficient or unwanted
equilibrium which cannot be easily
escaped due to the increasing
returns”

Vasileiadou, E., & Safarzyniska, K.

(2010). Transitions: Taking complexity
setiously. Futures, 42(10), 1176-1186.

doi:https://doi.org/10.1016/j.futures.
2010.07.001

Dairy cows and

Dairy exports Export revenues milk yield

€7.2

bitlion
ﬁ‘

Social, cultural, technical, economic, political
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Thank you!
Dr. Rebecca Anne
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