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Big Motive is an experience 
design & strategy studio. 
We collaborate with ambitious teams to 
design digital products and services 
that address their biggest challenges.

Increasingly, we also help our clients 
to build design capability and nurture 
a culture of innovation.

➔ Digital products
➔ Service design

➔ Strategy
➔ Design capability
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➔ What's happening in the world of design?

➔ How are design teams responding to the pandemic?

➔ What can we learn from this and what can we do?

Let’s talk about design
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A Global Pandemic and emergence 
of the ‘Low Touch Economy’

Source: ‘The Winners of the Low Touch economy’, Board of Innovation, 2020
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Let’s talk about design
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What is Design?

Generation of new ideas Linking creativity and 
innovation, design shapes 

ideas into practical / attractive 
propositions for customers. 

Design is creativity deployed 
to a specific end

Successful exploitation of 
new ideas and process that 
carries them through to new 
products, new services, new 
ways of running the business 

or new ways of doing business

InnovationCreativity Design

Source: Understanding design-intensive innovation, Design Council, 2017



8 Source: Design in Tech Report, John Maeda, 2018
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Design Thinking

EMPATHISE

DEFINE

IDEATE

PROTOTYPE

TEST



10 Source: Four Orders of Design:  ‘Design for Europe’: Richard Buchananm Bas Leurs and Isobel 
Roberts from Nesta

INFORMATION
Logos, signs, 

communication

PRODUCTS
Tools, furniture

INTERACTIONS
Services

SYSTEMS
Businesses, 
ecosystems

COMPLEXITY

+

ARTEFACTS EXPERIENCES TRANSFORMATIONS

LOW
Discrete 

problems

HIGH
Holistic / networked 
problems

DESIGN THINKING
Refers to the mindset 
and skills needed to 
work with complex 

interactions & systems

Designing Thinking
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Why design?
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InVision surveyed 
thousands of companies to 
explore the relationship 
between design practices 
and business performance. 
The report found that those 
dominating their industries 
are the ones treating the 
screen like the most 
important place on Earth.

The New Design Frontier

Source: The New Design Frontier 
Invision, 2018
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Design Maturity Model

We identified five natural levels of design maturity, with 
Level 1 being the least mature and Level 5 employing the 
most mature design practices...

1. Design is what happens on screens — PRODUCERS
2. Design is what happens in a workshop — CONNECTORS
3. Design is a standardized scalable process — ARCHITECTS
4. Design is a hypothesis and an experiment — SCIENTISTS
5. Design is business strategy — VISIONARIES
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Good design is good business
THOMAS J. WATSON JR.
CEO AND PRESIDENT, IBM 1956–1971

“
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Retail analysts are citing 
Apple’s reopening strategy 
as the future of retail.
Like everything Apple 
does, the strategy has 
been designed.
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Designing change
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Designing change
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Design in Crisis

Start with empathy

Define the problem

Develop a creative approach

Build a prototype

Test the hypothesis



19



20



21



22



23



24



25

Start with empathy

Define the problem

Develop a creative approach

Build a prototype

Test the hypothesis



26

Why design, now?
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The opportunity for innovation

Source: ‘The Winners of the Low Touch economy’, Board of Innovation, 2020
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Design in crisis principles

1. Do no harm
Do not take actions that actively put your 
staff or users in harm’s way

2. Speak the truth
Be open and honest, using only verified facts
from trustworthy sources

3. Be clear, and actionable
Give your users clear, actionable 
instructions on what to do

4. Go to where people are
Understand where your users are accessing 
information and how they are able to 
access your service

5. Prioritise the most vulnerable
Make sure that people who are most at risk, 
or most in need, can use your service

6. Give power back
Provide people with the tools to enable 
them to support themselves

7. Encourage the right behaviours 
from users and staff
Help your users and staff to work in a way 
that benefits themselves and those around them

8. Respond to change quickly
Respond to the changing crisis and your 
user’s changing needs quickly

9. Scale responsibly
Make sure you’re able to meet demand by p
lanning affordances in the way you scale

10. Remove barriers to ask for help
Make it easy for your users to ask you for help, 
when, where and how they need it
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1. Start with empathy

2. As yourself How Might We?

3. Dive in to digital tools

4. Cultivate an 

experimental mindset

5. Optimise your team

Five ways to leverage 
design in recovery
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1. Start with empathy

➔ Have you spoke to your best customers lately

➔ How well do you understand their needs

➔ You personas and storyboards to empathise with customers



32 Source: Scenes from the Host Experience, Nick Sung, Airbnb
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2. Ask yourself ‘How Might We’

➔ What problem are you trying to solve? 

➔ What problem could you solve

➔ Frame your problem by turning it into a question
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3. Dive into digital tools

➔ The pandemic has lead to mass acceleration of a 20 year trend

➔ Virtual meetings, whiteboards and collaborative design tools will 

help you to build better, safer culture

➔ And to quickly create, launch and iterate better services

Source: ‘New Human Truths that Experiences need to Address’, Accenture
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4. Cultivate an experimental mindset

➔ Get started by reframing ‘innovation’ as 

‘experimentation’

➔ Learn from failure by practicing ‘design sprints.

➔ Find out what works and build toward a solution

Source: The Design Sprint, gv.com



38

5. Optimise your team

➔ How can you reorganise to support innovation

➔ Take the opportunity to define and prioritise roles

➔ Use your new tools to design new ways of working

Source: ‘The Winners of the Low Touch economy’, Board of Innovation, 2020



39

A reset of society is the perfect 
opportunity for change.

Design thinking will help you 
get started, learn quickly from 
experimentation and create 
new services that your 
customers need.
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➔ ‘The Winners of the Low Touch 

economy’: Board of Innovation

➔ ‘From thinking about the next 

normal to making it work’: McKinsey

➔ covidinnovations.com, Trend 

Watching

➔ COVID-19: The Ultimate Design 

Thinking Use Case, Miklos Philips
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Thank you


