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DESIGN THINKING

Design Thinking
Evolution

© 
mo

ha
n k

an
ch

ar
la

Note : All Timelines are Indicative

The concept of design 
thinking was developed 
by social scientist and 

Nobel laureate Herbert A. 
Simon in his book ‘The 

Sciences of the Artificial’ 
in 1969.

1950s

1960s

1970s

1980s

1990s

2000s

Design Science as an 
example was 

spearheaded by all-
round inventor 

Buckminster Fuller at 
MIT in the mid-fifties. In 60’s America, professions 

like industrial design and 
product design made their 
first small steps to distance 

themselves from engineering 
and the sciences. 

Design thinking, as a 
method of creative 

action and innovation 
was considerably 
expanded by Rolf 
Faste at Stanford 
University in the 
1980s and 1990s

David Kelley is also the 
founder of IDEO – a firm that 
pioneered the contemporary 

and current view of design 
thinking. Tim Brown, an 
Industrial designer and 

IDEO’s CEO

Donald Norman a design 
theorist redefined 

participatory design into 
what he coined as ‘User-

Centered Design’.
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DESIGN THINKING

Design Thinking
Definition

Design Thinking
is a discipline that uses the  
designers sensibility and methods 
toto match people’s needs with what is 

technologically feasible and what a viable 
business strategy can convert into customer 
value and market opportunity.

Tim Brown
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DESIGN THINKING

Innovation
Trifecta

Source: “H2H Marketing” by Phillip Kotler
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EMPATHIZE DEFINE IDEATE PROTOTYPE TEST

Learn more about 
Users through 

Testing

Improve 
Prototypes

Generate 
New Ideas

Learn From 
Prototypes

Refine the 
Point of View

Empathize to 
Define the 
Problem

d-School
Framework

DESIGN THINKING FRAMEWORKS*
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* Google’s Design Sprints, IBM Double Diamond, IDEOs Framework,, Roger Martin’s Knowledge Funnel
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Savings a/c for 
Millennials

Conventional Approach

Re-configuring regular savings a/c

Design Thinking Approach

Human-Centred Design
Reaching out End-Customer
Empathizing with their Persona

DESIGN THINKING IN BANKING
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Premiums for 
Auto Insurance

Conventional Approach

Premium based on Price of Asset

Design Thinking Approach

Openness to Radical Collaboration
Leverage Cross-industry Best Practices
Premium based on Usage instead of Asset Cost

DESIGN THINKING IN INSURANCE
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DESIGN THINKING IN FMCG

Tooth brush
for Infants*

Conventional Approach

Resizing adult toothbrush

Design Thinking Approach

Observe end-user experiences
Adopt an outside-In approach
Prototype, test & improvise

* Additional Illustration – Peeler for Senior Citizens
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Value-added Services
for Preferred Customers

Conventional Approach

Improvisation of Existing Services

Design Thinking Approach

Embrace Ambiguity & Diversity
Integrate Services of Adjacent Industries
Evaluate Journey Maps to Enhance Value

DESIGN THINKING IN TRAVEL & HOSPITALITY
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Challenge
How to create a scanner experience that children would love?

Approach
Human-centred approach to design & innovation 

Implementation
Observing and gaining empathy for young children at a day care centre. 
Reached out to experts from children’s museum plus doctor’s & staff

Source: GE HealthCare

TED Talk: https://www.ted.com/talks/doug_dietz_the_design_thinking_journey_using_empathy_to_turn_tragedy_into_triumph

DESIGN THINKING IN LIFE-SCIENCES & HEALTH CARE
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Human-Centric
Advisory

DESIGN THINKING FOR STRATEGIC INNOVATION 
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Openness
to Radical

Collaboration

Implement
& Iteratively
Improvise

Human
Centered

Design

Embrace
Ambiguity
& Diversity

Co-Create
Impactful
Solutions

Design Thinking
Principles
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Empathy
Maps

User
Personas

How
Might We

Story-
boarding

Interviewing
Techniques

Brain-
storming

Business
Model

Canvas

Journey
Maps

Affinity
Diagrams

Morpho-
Logical
Analysis

Value
Proposition

Canvas

Raskar’s
Hexagon

Design Thinking
Practices
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Principles
The ‘What’ of Design Thinking 

Practices
The ‘How’ of Design Thinking

Design Grid
The ‘Matrix’ of Principles & Practices 
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Understand
Context

Assess
Current 

State

Define
Target
State

Analyze
Gaps

Evaluate
Solution
Options

Recommend
& Report

Consulting
Cycle
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Design Thinking
in Digital Transformation
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UC

UC

R&R

R&R

UC

UC

R&R

R&RCSA

CSA

CSA
CSA

TSD

TSD

TSD

TSD

A&F

A&F

A&F

A&F

Source: “Design Thinking in Consulting” by Mohan Kancharla

Design Grid for
Digital Transformation



Understanding
Context

Conventional Approach

Information gathering through
organization documents.

Interviewing C-Level Executives.
Interviews conducted with Consultant’s Toolkit.

Design Thinking Approach

Connect with the end-customer to understand 
the real context and the real problem.
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Principle
Human Centered Design

Practice
Empathy Map

1 WHO are we empathizing with? 2 WHAT do they need to do?

3 WHAT do they see?

4 WHAT do they say?

5 WHAT do they do?

6 WHAT do they hear?

7
WHAT do they think 
and feel?

PAINS GAINS
• IT as enabler 

• IT as CRM tool 

• Reduce IT spend 

• Use IT for budgeting

• What is the growth rate?

• How many are unallocated?

• Sales Executives
• Delivery Executives
• Corporate Executives 

• IT for CRM 
• IT for better governance
• IT as Efficiency booster

• IT as a cost centre

• Make IT real-time
• Make better UI

• User IT for forecasting

• Use IT for contact management 

• How to improve top line?

• Loss of time 
• Multiple 

version of 
truth 

• Complexity

• Faster decisions
• Transparency 

• Better 
customer 
service



Current State
Assessment

Conventional Approach

Information baselined is built on 
recorded data from documents or 

systems, a third person view of the 
current state. 

Design Thinking Approach

Bring back customer to the forefront. 
Capture the real deal behind the raw data.  
Organization & Technology Assessments. 
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Principle
Openness to Radical Collaboration

Practice
Business Model Canvas



Target State
Definition

Conventional Approach

Target state definition, in most 
cases is limited to finding answers 

to current problems.

Design Thinking Approach

Sense the real problem and respond addressing 
all stakeholders. Divergent stakeholders come 
together to collaboratively define future state.
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Principle
Embrace Ambiguity & Diversity

Practice
Business Model Canvas



Analysis &
Findings

Conventional Approach

Pre-dominantly about point solutions 
that can bridge the existing gap.

Design Thinking Approach

Acknowledge ambiguity, embrace diversity and 
encourage co-creation of solutions. Analyse 
possibilities for scale and find synergies with 
other solutions. 
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Principle
Co-create Impactful Solutions

Practice
Morphological Analysis

Manual 
without Tools

Manual with 
Tools

Semi-
Automated

Fully 
Automated

Process 
Attributes

Process/
Sub-Processes

Manual goal
setting

Set Goals

OP
ER

AT
IO

NS

Basic XL based 
tools

Past 
Performance 
Review

From Project 
Management 
Tool

Draft Budgeting

Based on 
analyst reports

Cost 
Benchmarking

Manual 
without Tools

Manual with 
Tools

Semi-
Automated

Fully 
Automated

Process 
Attributes

Process/
Sub-Processes

Manual goal
setting

Set Goals

DE
LIV

ER
Y

Basic XL based 
tools

Past 
Performance 
Review

From Project 
Management 
Tool

Draft Budgeting

Based on 
analyst reports

Cost 
Benchmarking

Manual 
without Tools

Manual with 
Tools

Semi-
Automated

Fully 
Automated

Process 
Attributes

Process/
Sub-Processes

Basic Tools 
Revenue 
Management

SA
LE

S

CRM System
Customer 
Profiling

From Project 
Management 
Tool

Customer 
Relations

Basic XL based 
tools

Forecasting



Report &
Recommendations

Conventional Approach

Engagements typically end with the 
consulting report. Implementation of 

recommendations is a follow-on project 

Design Thinking Approach

Human centered recommendations. Executive 
buy-in through storytelling the rationale, 
followed by prototyping & improvisation.  
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Principle
Human Centered Design

Practice
Value Proposition Canvas
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Human-Centric
Advisory

Empathize
Focus on the End customer

Ideate
Sense & Respond to unmet needs

Co-create
Prototype to Fail fast

DESIGN THINKING FOR STRATEGIC INNOVATION 
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“ Let a constant state of curiosity drive you …
   to observe and absorb new things, to apply and create something new
   to share and contribute to society ” 
              

Dr. Mohan Kancharla

Thank You


