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How Human-Centered Design

Can Uncover Insights g Create Solutions
for Low-Income Communities
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IDEO.org is a non-profit design and innovation firm
that uses an approach called Human-Centered Design
to improve the lives of poor and vulherable communities.
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1. 2. 3.
Introduction to Methods in Action— Brainstorm—

Human-Centered Design Case Studies Ideas for Digital Finance
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A Few Methods In
Human-Centered Design
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Latent Needs

Say Think

Do\ Feel






Analogous Inspiration
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Human-Centered Design

has 3 phases—Inspiration, Ideation, and Implementation.
In the end, you'll know that your solution will be a success because
you've kept the people you're looking to serve at the heart of the process.
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INSPIRATION IDEATION IMPLEMENTATION

| have a design challenge. | have an opportunity for design. | have an innovative solution.
How do | get started? How do | interpret what I've learned? How do | make my concept real?
How do | conduct an interview? How do | turn my insights into How do | assess if it’s working?
How do | stay human-centered? tangible ideas? How do | plan for sustainability?

How do | make a prototype?
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New systems
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Making cents
of saving
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for the clean
cookstoves
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SmartLife:
Two pilots for
water & health
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HCD TOOLKIT

THE
FIELD GUIDE
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DESIGNKIT.ORG

FILTER METHODS

HOW DO | CONDUCT AN
INTERVIEW?

WHAT TOOLS CAN IUSETO
UNDERSTAND PEOPLE?

FILTER METHODS

HOW DO | MAKE A PROTOTYPE?

HOW DO | KNOW IF MY IDEA IS
WORKING?

VIEW ALL

BRAINSTORM RULES




The Mindsets

Creative Confidence Make It
Empathy Learn from Failure
Embrace Ambiguity [terate, Iterate, Iterate

Optimism



EXERCISE

Sketch
your
neighbor!



How Human-Centered Design can Uncover Insights
g Create Solutions for Low-Income Communities

1.
Introduction to

Human-Centered Design
2:30

2.
Methods in Action—

Case Studies
2:50

3.
Brainstorm—
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MERCY CORPS + BPI GLOBE BANKO

Tapping creativity
to design better financial conversations
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TIGO CASH + CGAP—GHANA

Building empathy
to better understand customer experiences
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Immersion

Activities
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Visible Community &
Continuous Support

Pop-up customer service touchpoints
in low-income customers, open-ended
and relevant offerings in communities
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Tools for better education about use cases
among actual customers; materials with
greater accessibility for low-literacy users




AMRET MICROFINANCE + CGAP—CAMBODIA

ldentifying aspirations
to design for motivations and desires
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We prototyped storytelling as we
prototyped a new financial service

week week week

Animatic: Screen Test: Screen Test:
“You Think You “Call Your Mom” “Looking Back”
Know Someone”
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Questions?

Mercy Corps Tigo Cash Amret Microfinance
+ BPIl Globe BanKO + CGAP + CGAP

Tapping creativity Building empathy |dentifying aspirations
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1.

HMW build on new
and alternative
channels that
consumers use?

Facebook, Whatsapp,
and other messaging

2.

HMW engage new
actors in providing
financial inclusion in
low-income
communities?

Retail stores, companies, faith
institutions

3.

HMW help consumers
who rely on over-the-
counter service to
become self-service
users?



Brainstorming Rules




1. Defer Judgment




2. Encourage Wild Ideas
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3. Build on the Ideas of Others




4. Be Visual




5. Stay Focused on the Topic




6. One Conversation at a Time




7. Go for Quantity




1.

HMW build on new
and alternative
channels that
consumers use?

Facebook, Whatsapp,
and other messaging

2. 3.

HMW engage new HMW help consumers
actors in providing who rely on over-the-
financial inclusion In counter service to
low-income become self-service
communities? users?

Retail stores, companies, faith
institutions

BRAINSTORMING 1. Defer Judgment 5. Stay Focused on the Topic
HEHE 2. Encourage Wild Ideas 6. One Conversation at a Time

3. Build on the Ideas of Others /. Go for Quantity
4. Be Visual




What Can You Do Next? INSIGHTS
INTO ACTION
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MINDSETS METHODS CASE STUDIES DOWNLOAD TOOLKIT HIJACQUI ~

WWW.Cgap.org
“Insights into Action”

Apply It!

THE
FIELD GUI
TO HUMA

plusacumen.org/courses/hcd-for-social-innovation
www.designkit.org Take an
Learn It! Online Course!



http://plusacumen.org/courses/hcd-for-social-innovation
http://www.designkit.org
http://www.cgap.org

Thank you!

Questions?
john@ideo.org




