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“Design thinking has come to 

be defined as combining 

EMPATHY for the context of a 

problem, CREATIVITY in the 

generation of insights and 

solutions, and RATIONALITY

in analysing and fitting 

various solutions to the 

problem context.” 

(Kelley and Kelley, 2013)



Credit: Bhatia (2018) https://uxdesign.cc





Hoyt, D. & Sutton, R.I. (2016) What Design 
Thinking Is Doing for the San Francisco 
Opera. Harvard Business Review

You Tube: SF Opera Lab Pop-Ups: 
Innovative, Intimate, Eclectic Opera

How might we get 

new, younger patrons 

to visit the Opera?

Shared goals***** trusted systems ***** human-centred *****

Put yourself in 

their shoes

Overcome inhibitors 

(systems and human)

Listen to feedback 

and learn what works 

by not being afraid of 

failure



How might we…make it easier for nurses to refer 

potential donors to the Hospital Foundation?

All staff must know 

our strategic priorities

Nurses must know 

how to refer to the 

hospital foundation

Nurses must feel 

empowered and 

comfortable being 

donors themselves

Shared goals***** trusted systems ***** human-centred *****

Meyer, M., Barrie, K., Davis, S., & Moisan, L. (2015). Perceived Role of Registered Nurses in Advancing a 
Culture of Philanthropy in a Healthcare Environment.



How might we….
retain donors for 
longer than five 
years?

YOUR Design Challenge



1. Are you a long term 
donor?

2. Listen and be 
curious

3. Identify your key 
insights

DONOR

Empathy mapping 

interview

DONOR



The conversation made me realise we should 
consider…..

What might the problem might be?

One idea that might address this?

Empathy -

Define -

IDEATE

EMPATHISE

DEFINE



How might we 
conduct empathy 
mapping with our 
current and 
prospective donors?

Empathy -

Define -

FIELD STUDIES

SURVEYS

STORIES

INTERVIEWS & 

FOCUS GROUPS

Always conduct 
ethically responsible 

research ☺



Empathy maps helps you build empathy with your stakeholders. They can:

REMOVE BIAS
from our designs and align the team 
on a single, shared understanding of a 
person or group

DISCOVER WEAKNESSES
in our methods and approaches

DISCOVER PEOPLE’S NEEDS
that the person themselves may not 
even be aware of

UNDERSTAND WHAT DRIVES 

PEOPLE’S BEHAVIOURS

GUIDE US
towards meaningful change and 
innovation

CREATE A GOOD 

WORKPLACE CULTURE



Did you know? 

QUT offers research and 
courses on Fundraising, 
Governance, Social Enterprise 
and Human Centred Design

Visit our Courses webpage to find out 
more, or speak with us at our stand 
during the conference

www.qut.edu.au/business/acpns

We have 

available in 

2020/21!




