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                                            is a strategic consulting firm specializing in 

innovation and engagement for the public sector. 



Our Focus Areas



 Co-Create Solutions



 Build Capacity



Practice Community



Human-Centered Design

EMPATHIZE

DEFINE

IDEATEPROTOTYPE

TEST



What is Human-Centered 
Design?



Human-Centered Design
● An approach to design that involves human 

input throughout the entire process.
○ Collaborative problem solving
○ Multi-stakeholder engagement
○ Creative experimentation
○ Design with not for the end user



Public Sector Context
● Greater Complexity and Constraints
● Larger Systems
● Organizational Hierarchies
● Higher Stakes
● Triple Bottom-line 

And...simply put, government can not choose its customers



CASE STUDIES
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Em·pa·thy
 

NOUN · /ˈEMPƏTHĒ/



EMPATHIC LISTENING
When communicating about feelings and attitudes, words 
– the things we say – account for only 7 percent of the 
total message that people receive. The other 93 percent 
of the message that we communicate when we speak is 
contained in our tone of voice and body language.

- Professor Emeritus, Albert Mehrabian of UCLA



PRACTICE EMPATHIC LISTENING
● Listen first to understand
○ Resist the urge to formulate your response 
○ Avoid applying the lens of your own story

● Listen for feeling, actions and motivations
○ Pay attention to both verbal and nonverbal cues
○ Confirm your understanding by restating the content 

and feelings in your own words



EXERCISE
● Find a partner and determine who will go first.
● Spend 3 minutes each answering the prompt: “Describe 

a time when you really felt heard. What made you feel 
heard? How did you know you were being heard?”

● The listener will not make any indication they’re listening 
- no head nodding, no smiling, just maintain eye contact.

● After 3 minutes, listeners and speakers switch.



Group Debrief
● How did the speaker feel? 
● How did the listener feel?
● Why did we do this?



Key Takeaways
● People are uncomfortable when they don’t feel heard
● Power of nonverbal communication
● Listening and collaborative problem-solving are about 

empowering others to solve their own problems



Human-Centered Approach
● What are people doing, thinking and feeling?



TOOL: Empathy Map
● Helps teams develop deep, shared understanding and 

empathy for other people.
● Has many uses: 
○ improving customer experience 
○ redesigning a workspace 
○ navigating organizational change



Empathy Map
In pairs, create two Empathy Maps:
1) Customer;  2) Colleague

● First, define the subject of your Empathy Map
● Then, work your way clockwise around the canvas 

through Seeing, Saying, Doing, and Hearing
● Finally, focus on what’s going on inside: Think & Feel



Let’s Move From This:





To This:





Thank You!
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