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OBSERVE IMMERSE ENGAGE

Observe users in their 
environment

Immerse yourself in 
the task/environment 

of the user

Engage in a conversation 
to understand the users 

better (look out for 
non erbal cues)
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USER JOURNEY

Build a journey map to break a session into multiple tasks to look 
out for positive and negative emotions and experiences

before during after
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Dig deeper by asking "why" to the answers 
given to understand the real pain points

5 WHYS
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Craft your How Might We  using the method 
shown to scope your design challenge

HOW MIGHT WE

ho are you 
designing for?

What do 
you want to 

achieve

Where will 
this take 
place

Why is this 
necessary/ 
important ?

WHOM WHAT

WHERE WHY
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CREATIVE
MATRIX

Product

HMW 1 HMW 2 HMW 3

Digital

Services

Generate your ideas using a creative matrix shown 
so as to get a variety of ideas
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