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Examples of Design in Government
• GIVING PARTNERSHIP A PURPOSE

USDA School Lunch

• CUTTING RED-TAPE, POLICY DESIGN and WEBSITE OVERHAUL
USAJOBS

• TRAINING PEOPLE TO UNDERSTAND DESIGN
US Federal Government

• GRANT PROGRAMS
MCC and Poverty in the Philippines

• UNSTICKING PROGRAMS
Veterans Affairs



Case Study: Red Tape, Policy, Website

Because USAJOBS shapes applicant’s perception of 
the federal government at large…

… we focused on designing the hiring experience, not 
just the USAJOBS website.













New Application 



Now Its Your Turn!

• You will now take on the persona of a designer.

• You will partner with someone at your table and design a new way of 
giving gifts that is customized to meet THEIR NEEDS in gift giving, not 
your own 

• We will walk through 9 steps over the next ~1.25 hours



Stanford Design School: Design 
Thinking In a Nutshell…



Reflect

Think about the last gift you gave. What was the experience like? Reflect on the following:

• The point you realized you needed to buy a gift

• Figuring out what you were going to buy

• Figuring out what you were actually going to buy

• Purchasing the gift

• Wrapping the gift

• Giving the gift



1. Interview

Introduction

You are going to interview your partner about their gift giving experience. Important, you 
are not trying to help them with selecting a better gift, instead you are trying to gain an 
understanding of what they went through. Our ultimate goal is to create a better gift giving 
experience. 

Directions
Partner A will interview Partner B for (4 minutes)

Partner B will interview Partner A for (4 minutes)

Ask why to find motivations and emotions

Take notes



2. Dig Deeper
Introduction
The challenge is to dig deeper. Think about things, in your conversation, that stood out to 
you because they were interesting or unexpected. Probe into areas to seek emotions, 
stories, and motivations.

Directions
Partner A will interview Partner B again (4 minutes)

Partner B will interview Partner A again (4 minutes)

Seek motions, stories, and motivations

Take notes



3. Capture Findings
Introduction
Reflect on the conversations you had with your partner. Catalog an inventory of the needs 
and insights you uncovered in your conversations. 

Needs are things your partner was trying to accomplish when giving a gift. For example, 
look for verbs such as show love, express themself, and be appreciated. 

Insights are unexpected nuggets that you may be able to leverage in design someway but 
you are not sure yet. For example, your partner thinks hand made gifts are better than 
bought gifts 

Directions
Catalog a list of needs and insights (3 minutes)

Take some creative leaps and inferences

Does not have to come directly from your partner

Get messy



4. Define Problem Statement
Introduction
Now we move to articulate a problem statement. This is your unique statement of the 
problem as informed by empathy for your user. Look at your list of needs and insights and 
find the most compelling or unexpected.

Directions
Write down your problem statement (3 minutes)

Use your list of needs and insights

This is just a first pass, does not have to be permanent



5. Sketch Radical Ways to Meet Your 
User’s Needs 
Introduction
Explore the different possibilities to a solution. Create drawings in the boxes that 
represent those solutions even if they are crazy such as time travel or magic. The goal is 
to use up all of the boxes and possibly more. Important, go for quantity instead of quality. 

Directions
Sketch 5 solutions (5 minutes)

Have fun!



6. Share Solution and Capture 
Feedback
Introduction
First, everyone is going to stand up and switch seats with your partner. You are going to 
share you sketches with your partner. Provide honest feedback to your partner when 
reviewing their sketches. Honest feedback is important to help them decide in what 
direction to go in. Important, this step is used to continue learning about the user and not 
validate a solution.

Directions
Partner A will share sketches with Partner B (4 minutes)

Partner B will share sketches with Partner A (4 minutes)

If they like something, ask why

If they did not like something, ask why

Take notes



7. Reflect and Generate a New Solution

Introduction
Some of your ideas might have tanked, some might have been great. However, hopefully 
you have a deeper understanding of the user. Based on all of the solutions you created, 
feedback received, and what you have learned about the user, bring it all together into 
one new solution sketch. 

Directions
Revise your sketch (3 minutes)



EXAMPLE SMART LAUNDROMAT, LUMA 



8. Build Your Idea

Introduction
Now we will bring your new solution sketch to life. You will build a physical, tangible 
representation that the user can engage with.

Directions
Build a prototype (10 min)



9. Share Your Idea and Get Feedback

Introduction
Your prototype may not be finished but that is okay. You are going to fill in the feedback 
grid and treat your prototype the same way your treated your sketches. Important - do not 
try to sell your prototype, continue to learn about the user. 

Directions
Partner B gives feedback to Partner A’s prototype (4 minutes)

Partner A gives feedback to Partner B’s prototype (4 minutes)

Place the prototype in the users hands

Write down anything meaningful in the feedback grid



Recap

Human-centered design – build empathy

Experimentation and prototyping

A bias towards action

Show don’t tell

Power of iteration



Activity Reflection

1. What surprised you about this activity?

2. What did you like?

3. What did you wish was different?

4. What are you skeptical about?

5. Does this activity change the way you view your 
work in any way?



5 Lessons For Building This Capacity 

1. Build Support Internally

2. Build an Innovation Mindset

3. Build a Diverse and Creative Team

4. Ask Questions 

5. Measure and Communicate Results



Build Support Internally

• Start with an example of a 

project that worked

• Talk about how it may solve a 

problem and create impact 

• Try it in small ways 

with your team



Build An Innovation Mindset

• Co-Create

• Experiment and test

• Believe anything is 
possible



Build A Diverse And Creative Team

• Skills

• Background

• Personalities

• Perspectives

In
no

va
tio

n

Diversity



Ask Questions

• Traditional practice vs. 
actual rules

• Where does it say we 
can’t?

• USAJOBS Example 



Measure and Communicate Results

• Reduce exit rate on 
home page

• Increase percent 
completion of 
application

• Increase effectiveness 
of hiring process



THANK YOU

Stephanie.Wade@gmail.com

@stephawade


