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we all believe in human-centered design. 

WE all believe that when it comes to 
design, empathy is everything.
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in the last decade,
our context has changed. 

we live in a world where 
technology has enabled a 
multitude of connections 
and has accelerated the 
pace of change. 



IDEA 2008 Conference
08.10.08 ©

in my 10-year career,
architecture | urban design | information design | service design 

i have seen our design
challenges evolve 
from:
tangible to intangible,
permanent to temporal,
reactive to predictive. 
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these open challenges 
require a fundamental 
shift in where we look.

we not only need 
empathy for individuals, 
but also need to get the
pulse of the collective. 
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people
empathy 
a.k.a

human 
factors

collective
pulse 
a.k.a

trend 
factors

or in other words...

+
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What are the human factors?

Cognitive

ContextualCultural Emotional

Physical Social
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what are the trend factors?

societal
trends

shifts in 
cultural 
landscape

behavioral 
change

connections 
between domains

technology 
enablers

state of the art

new potential 
opportunities

patterns of 
adoption

business
trends

changing the 
value equation

emerging 
revenue models

stakeholder 
ecosystems
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While trends have always 
been an important design 
element in the past,
present technologies are 
enabling meaningful reach 
and aggregation.

its time we dig deeper.
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+
human 
factors
what to design?
who to design for?
how to design?

from micro context

trend 
factors
where do we look?
what informs design?
what is possible?

to macro context

in order to inform design thinking, we need both:
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let’s look at some trends...

this is not an exhaustive 
list. it represents broad 
patterns that i have 
noticed in the past year 
across various design 
challenges.
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societal trends
01 culture of networks

02 nomadism

03 conscientious consumption
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01 culture of networks
connections and reputation as a new 
form of currency
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01 culture of networks
defining a core financial offer

green note
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01 culture of networks
enhancing brand by engaging community

amex members project
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02 nomadism
parasitic living
seamless transitions between contexts
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02 nomadism
redefining hospitality for travelers

citizen M | yotel
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03 conscientious consumption
sustainable living
physical scarcity + Digital abundance
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03 conscientious consumption
creating new behavior + personal brand

toyota-prius | zipcar
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technology 
enablers
04 platform approach

05 adaptive services

06 multi-channel conversations
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04 platform approach
no killer application
choice & flexibility
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04 platform approach
not one size fits all

apple-iphone | google-android
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05 adaptive services
evolutionary
customization over time
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05 adaptive services
creating a new paradigm of loyalty 

netflix | amazon | pandora



IDEA 2008 Conference
08.10.08 ©

06 multi-channel conversations
anytime, anywhere
seamless and ubiquitous



IDEA 2008 Conference
08.10.08 ©

06 multi-channel conversations
new paradigm of customer service

zappos | comcast | southwest
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business trends
07 free!

08 crowd sourcing

09 micro-transactions
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07 free!
shifting focus from money to currency
of attention, reputation, network
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07 free!
redefining value for commodities

skype | flickr | nokia-CWM
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08 crowd-sourcing
distributive co-creation
open innovation
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08 crowd sourcing
leveraging employee power

zappos | best buy | air new zealand
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09 micro transactions
Long tail effect + network reach
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09 micro transactions
as applied to emerging markets

M-pesa | grameen bank | kiva
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+
human 
factors
user interviews
in-context observations
extreme users

digging into context

trend 
factors
media audits
era analysis
expert panels

finding the context

these complementary approaches have different sets of tools
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i’d like to end with a 
discussion on some 
recent challenges i have 
faced at ideo that have 
shaped my thinking.
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01. 
design a converged 
services portfolio for a 
telecomunications and 
entertainment company.
cellphone | landline | tv & media | internet

no existing mental model for consumers
no clear definition of convergence within the organization 
four different profit & loss siloes with competing objectives

where to start?
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02. 
make mobile phone top of 
the wallet (financial tool)
no existing behavior in u.s.
what will inspire consumer adoption?
how to define partner ecosystem?
identify the potential competition?

where to start? 
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03. 
design concepts for the 
future of retail banking  
(10 years from now).
envision the future
with constant changes, can we project today’s reality into the future? 
while broadening our horizons, is there a threshold?

again, where to start?  
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where to start?

for open-ended challenges, 
go beyond the individual  
to the collective pattern.

dig deep into trends 
to create meaningful 
contexts for design.
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While trends have always 
been an important design 
element in the past,
present technologies 
have enabled meaningful 
aggregation, without 
significant investment.
dig deep now.
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thank you

aradhana goel 
agoel@IDEO.com 
08.10.08


