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Disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP.

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service

or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related document, or to
develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and functionality are
all subject to change and may be changed by SAP at any time for any reason without notice. The information in this presentation is not a commitment,
promise or legal obligation to deliver any material, code or functionality. This presentation is provided without a warranty of any kind, either express or
implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement. This presentation is for
informational purposes and may not be incorporated into a contract. SAP assumes no responsibility for errors or omissions in this presentation, except if such
damages were caused by SAP’s intentional or gross negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially from expectations. Readers
are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates,

and they should not be relied upon in making purchasing decisions.



Dramatically Increased Pressure to Change in
Challenging Times
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How to deal with the new normal?
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The innovation process

Revisited
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Scope

Common understanding and the right focus



Are we all alighed on...

How the customer

explained it

How the project leader
understood it

documented

L

How the project was What operations

installed

... the

How the engineer
designed it

How the programmer
wrote it

How the customer
was billed

How the helpdesk
supported it

How the sales
executive described it

What the customer
really needed

of the Problem?



Question: Do we understand the challenge? Do we understand the same thing?
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Goal: Reformulate the challenge expressing the shared understanding of the team

* Several methods to get to a shared understanding

* The core is communication
— express your understanding and where you feel the focus lies
— discuss with the others their understanding

e Come up with a formulation
— the team agrees on (it resonates with the team)
— everyone understands what the focus is
— and that is user-centric

* Method: Creative Reframing
— Mark words of the Challenge to be discussed in the group
— For each of these words find different meanings

— Reformulate the challenge using some of the new words
* setting a focus




360° Research

Get empathy for the user



Why do we need Research?

Understand User’s behavior
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Why is empathy so important?

“Walk in the shoes” of your End-Users




From Pain to Pleasure



http://www.google.de/imgres?imgurl=http://www.slate.com/content/dam/slate/blogs/the_eye/2013/10/18/131018_EYE_Pirate_029708.jpg.CROP.original-original.jpg&imgrefurl=http://www.slate.com/blogs/the_eye/2013/10/18/creative_confidence_a_new_book_from_ideo_s_tom_and_david_kelley.html&h=767&w=920&tbnid=IU7-nZGML41g0M:&zoom=1&docid=n9KFD01B9CCivM&ei=9_H-VIKKIYXnyQODp4HYAw&tbm=isch&iact=rc&uact=3&dur=4335&page=1&start=0&ndsp=32&ved=0CDkQrQMwCA

Find out what people NEED and where it HURTS




Setup a questionnaire and get out of the building!

How to prepare the interview
* Agree on User Group and potential End-Users

* Gather questions whose answers
— let us understand who we are talking with
— let us learn about the user’s perspective
— might help us to find insights

* Compile the Questionnaire by

— choosing questions such that it

* Do interviews

— It should always rather feel like a nice conversation rather than an interview




Synthesize

Share and structure your learnings, find patterns
and set a focus



Synthesize

Question: For whom do we solve which problem?

Storytelling + Cluster and make Define a user-centered problem
Structure the mass of meaning statement
information to data (Persona and Point of View
statement)
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“Typical” but fictional user based on research
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Point of view

Reframe your design challenge in a user centered way

User Insight Need
Emotional or physical necessities, Derived from contradictions/tensions
expressed as verbs “Why” do users say/behave/... this way?
Explicitly stated or implicitly derived Includes your interpretation
by you




... where is the Pleasure?

Pain State:

* From a problem we most likely do not have a lot of insights
* Do not know exactly who is involved

* Do not know exactly who suffers

* And do not know where it hurts

- We feel powerless and not able to act

Pleasure State:

* We collected valuable insights

* We validated assumptions

* We learnt new insights we would have never thought of
* and went to an actionable statement

- We feel empowered and ready to strike
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Roland Martin & Anthony Ryan
Design Thinking Coaches

Roland.Martin@sap.com

Anthony.Ryan@sap.com
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© 2021 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials.
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional

warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation,
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or
functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names
mentioned are the trademarks of their respective companies.

See www.sap.com/copyright for additional trademark information and notices.
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