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&
…using design approaches and tools 

outside of their traditional realm
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create
choices

make
choices

Divergent Convergent

Björklund, 2019; Futurice
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• Discover. The first diamond helps people
understand, rather than simply assume, what the
problem is. It involves speaking to and spending
time with people who are affected by the issues.

• Define. The insight gathered from the discovery
phase can help you to define the challenge in a 
different way.

• Develop. The second diamond encourages
people to give different answers to the clearly
defined problem, seeking inspiration from
elsewhere and co-designing with a range of 
different people.

• Deliver. Delivery involves testing out different
solutions at small-scale, rejecting those that will
not work and improving the ones that will.

Design Council
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IBM



Dorst, 2015; 2016



Many paradigms,
shared premises?



Problem space
Finding and defining the right problem

Solution space
Finding and fine-tuning the right execution

Opi

Learn

Build

Measure

Opi Opisprint sprint

Empathize

Redefine

Prototype

Ideate Test

Empathize

Redefine

Prototype

Ideate Test
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Is the world ready?



80% of companies report 
providing a superior 

customer experience

8% of their clients agree

Bain and Company 

Björklund, 2019
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Themes in
design thinking

literature
(1985-2017)

Creativity and
innovation

Gestalt
view

Ability to
visualize

Problem
solving

Abductive
reasoning

Design tools
and methods

User centeredness
and involvement

Iteration and
experimentation

Interdisciplinary
collaboration

Tolerance of ambiguity
and failure

Blending rationality
and intuition
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Key takeaways:

1. Design thinking IS NOT one method

2. Design thinking IS NEVER a linear process

3. There ARE many good tools and methods, but you HAVE TO 
know their constraints

4. All this ambiguity IS SUPER GREAT because
it gives you a lot of freedom! :)

5. Design thinking IS ALWAYS about managing tensions
(of course we can’t “productize” design or designers)
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Why start with the users?

Björklund, 2019
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Designer is the developer User is the developer

Market research

Inspiration

User-centered 
design

Investigation

”Design for”

Participatory 
design

Cooperation

”Design with”

User Innovation

Community

”Design by”

Degrees of interaction

Björklund, 2019



The problem of putting people into 
boxes?
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Born in 1948

Grew up in Great Britain

Married with children

Successful and wealthy

Likes dogs

Spends his winter holidays in the Alps
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Tomorrow we start with mapping
stakeholders connected to your problem area

users and
stakeholders

Primary users and stakeholders

Secondary users and staekholders

Users, customers, target stakeholders Service providers, producers, enabler stakeholdersBjörklund, 2019
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