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Design	
  Thinking	
  is	
  “a	
  systematic	
  approach	
  to	
  problem	
  solving.	
  It	
  starts	
  with	
  customers	
  
and	
   the	
   ability	
   to	
   create	
   a	
   better	
   future	
   for	
   them.	
   It	
   acknowledges	
   that	
   we	
   probably	
  
won’t	
   get	
   that	
   right	
   the	
   first	
   time	
   .	
   .	
   .	
   .	
   Design	
   ‘insists’	
   that	
   we	
   prepare	
   ourselves	
   to	
  
iterate	
  our	
  way	
  to	
  a	
  solution.”	
  	
   [Jeanne	
  Liedtka	
  and	
  Tim	
  Ogilvie,	
  in	
  Designing	
  for	
  Growth]	
  

	
  
Who	
   this	
   course	
   is	
   for:	
  Community	
  members	
  who	
  are	
  ready	
  to	
  take	
  a	
  fresh	
  look	
  at	
  their	
  
transportation	
   challenges,	
   and	
   design	
   and	
   implement	
   bold,	
   pre-­‐tested	
   community-­‐based	
  
solutions.	
   Potential	
   participants	
   include	
  mobility	
  managers,	
   transportation	
   providers	
   and	
  
executives,	
   community	
   leaders,	
   and	
   other	
   stakeholders	
   who	
   have	
   the	
   motivation	
   and	
  
capability	
  to	
  improve	
  transportation	
  options	
  in	
  their	
  community.	
  
	
  
About	
   the	
   course:	
   In	
   this	
   two-­‐day	
   training,	
   participants	
   will	
   learn	
   how	
   to	
   facilitate	
   a	
  
customer-­‐centered	
   innovation	
  process,	
   known	
   as	
  Design	
  Thinking,	
   to	
   design,	
   iterate,	
   test,	
  
and	
   deliver	
   responsive	
   mobility	
   solutions.	
   Trainers	
   will	
   teach	
   a	
   four-­‐phase	
   process	
   that	
  
takes	
   the	
   facilitator,	
   community	
   partners,	
   and	
   target	
   customers	
   through	
   challenge	
  
identification,	
   in-­‐depth	
   conversations	
   with	
   customers,	
   brainstorming,	
   prototyping,	
  
customer	
  feedback,	
  and	
  solution	
  launch.	
  	
  
	
  
Participants	
   will	
   probe	
   the	
   breadth	
   of	
   mobility	
   management	
   activities,	
   explore	
   real-­‐life	
  
examples	
   of	
   innovative	
   problem-­‐solving	
   from	
   transportation	
   and	
   other	
   arenas,	
   and	
   learn	
  
customer-­‐centered	
   steps	
   they	
   can	
   take	
   in	
   their	
   communities	
   to	
   solve	
  mobility	
   challenges.	
  
Participants	
  will	
  leave	
  with	
  worksheets	
  and	
  other	
  tools	
  for	
  use	
  in	
  their	
  communities.	
  	
  	
  
	
  
Here’s	
  what	
  past	
  Design	
  Thinking	
  for	
  Mobility	
  training	
  participants	
  shared:	
  
	
  

A	
  very	
  innovative	
  approach	
  to	
  addressing	
  needs	
  and	
  gaps	
  in	
  transportation	
  services.	
  
Some	
  great	
  tools	
  that	
  can	
  be	
  applied	
  in	
  part	
  or	
  at	
  great	
  length	
  to	
  improve	
  planning	
  
projects.	
  	
   —June	
  2013	
  training	
  participant	
  
	
  
You’re	
  all	
  are	
  a	
  great	
  team!	
  I	
  hope	
  I	
  can	
  share	
  this	
  process	
  with	
  my	
  co-­‐workers.	
  "What	
  
if	
  every	
  planner	
  used	
  Design	
  Thinking	
  principles	
  with	
  each	
  of	
  their	
  projects?"	
  :	
  )	
  	
  
	
   —June	
  2013	
  training	
  participant	
  
	
  
The	
  fact	
  that	
  the	
  seminar/training	
  was	
  free	
  is	
  what	
  allowed	
  me	
  to	
  attend.	
  With	
  
budgets	
  today,	
  I	
  wouldn’t	
  have	
  been	
  able	
  to	
  come;	
  this	
  was	
  a	
  very	
  valuable	
  training.	
  	
  
	
   —November	
  2013	
  training	
  participant	
  

	
   	
   	
   	
  
Thanks	
  again	
  for	
  providing	
  us	
  with	
  such	
  a	
  great	
  program	
  and	
  learning	
  experience.	
  	
  	
  I	
  
am	
  looking	
  forward	
  to	
  utilizing	
  what	
  we	
  learned.	
  

	
   —May	
  2014	
  training	
  participant	
  
	
  
	
  

	
  



	
  
	
  
	
  

	
  
Design	
  Thinking	
  for	
  Mobility	
  

Training	
  Description	
  
	
  
	
  
This	
  two-­‐day	
  training	
  in	
  Design	
  Thinking	
  will	
  include	
  the	
  following:	
  
	
  

Introduction	
  to	
  Design	
  Thinking	
  

Overview	
  of	
  the	
  4-­‐Phase	
  Design	
  Thinking	
  Process	
  

Design	
  Thinking,	
  Innovation,	
  and	
  Mobility	
  Management	
  

Phase	
  1:	
  What	
  is?	
  	
  

• Framing	
  and	
  reframing	
  the	
  challenge	
  
• Interviewing	
  and	
  observing	
  to	
  uncover	
  community	
  needs	
  and	
  wishes	
  
• Visualizing	
  through	
  Customer	
  Journey	
  Maps	
  and	
  Service	
  Blueprints	
  
• Analyzing	
  data	
  for	
  use	
  during	
  What	
  if?	
  phase	
  

Phase	
  2:	
  What	
  if?	
  

• Identifying	
  the	
  elements	
  of	
  a	
  good	
  solution	
  
• Brainstorming	
  a	
  wide	
  range	
  of	
  possible	
  solutions	
  
• Creating	
  concepts	
  for	
  a	
  solution	
  

Phase	
  3:	
  What	
  wows?	
  

• Identifying	
  assumptions	
  for	
  each	
  concept	
  
• Testing	
  assumptions	
  through	
  research	
  and	
  with	
  customers	
  
• Developing	
  a	
  single	
  concept	
  to	
  explore	
  and	
  refine	
  

Phase	
  4:	
  What	
  works?	
  

• Co-­‐creating	
  with	
  customers	
  
• Learning	
  before	
  launching	
  
• Developing	
  a	
  business	
  plan	
  to	
  make	
  the	
  solution	
  successful	
  

	
  
	
  
Course	
  Trainers:	
  Carolyn	
  Jeskey	
  and	
  Amy	
  Conrick,	
  National	
  Center	
  for	
  Mobility	
  Management	
  
	
  
	
  
For	
  more	
  information	
  and	
  to	
  register,	
  visit:	
  
https://www.surveymonkey.com/s/DesignThinkingTraining_Portland	
  
	
  

	
  
	
  

	
  
	
  
	
  

This	
  training	
  is	
  made	
  possible	
  with	
  Federal	
  Transit	
  Administration	
  (FTA)	
  funding	
  through	
  the	
  National	
  
Center	
  for	
  Mobility	
  Management.	
  The	
  Center	
  is	
  an	
  initiative	
  of	
  the	
  United	
  We	
  Ride	
  program,	
  and	
  is	
  
supported	
  through	
  a	
  cooperative	
  agreement	
  with	
  the	
  FTA.	
  The	
  Center	
  brings	
  together	
  the	
  shared	
  
expertise	
  of	
  the	
  American	
  Public	
  Transportation	
  Association,	
  the	
  Community	
  Transportation	
  
Association	
  of	
  America	
  and	
  the	
  Easter	
  Seals.	
  To	
  learn	
  more,	
  visit	
  http://www.nc4mm.org.	
  	
  


