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Paricha Duangtaweesub

- Co-founder, Amplifi Design

- Adjunct Faculty, BAScii, Chulalongkorn University
- Design Strategist at Looloo Tech

- Design Consultant at Thailand Institute of Justice

Thailand Institute of Justice



Objective: Help teams apply user-centered
design for creating meaningful policy solutions



Agenda: Design Thinking for Policy Innovation

Intro: Why and What of Design Thinking
Example: User-Centered Policy

Tool: User Persona

Interlude: Vulnerability

Tool: Journey Mapping

Outro: Fieldwork canvas

Please ask questions in-between!
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"Design's frue purpose is making life better
and providing joy"
- Roman Mars
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Why and What of
Design Thinking
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Why =

Why does this
person wanft to
walk from Ato B?

How =

How does this
person walk
from Ato B?
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Your Solution

N

Design thinking — why + how

7

User needs



Launch &
iterate

PROTOTYPE

Who is our What are
audience? possible
solutions?
What are Let’s build
their needs? something

small*
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Your Solution

Launch &
@ iterate
PROTOTYP

What are
possible
solutions?

Who is our
audience?

What are Let’s build
their needs? something
small*

User needs

Design O



Tools: User Persona + Journey Map

Band coach

“The challenge in my life right now is related to investment. | measure my success
with the investment return. Sometimes a graduation certificate doesn’t mean that

you have all the knowledge. You can continue to explore interesting subjects and

Age: 34 | Sex: Male

G About

Our band coach majored in music studies and worked as a band coach
and composer after graduation. / Most of the time, he lived in the
school where he taught so there was barely any need for him to spend
his income. He put all his money into a teacher’s cooperative savings
and lives off the dividends. / Recently, his father was diagnosed with
cancer, so he paused his teaching career to become a full-time
caretaker. / After his passing, he believed that passive income is
critical to help offset hospital bills as well as to provide for his family in
the future.

Spending habits:

He s not thrifty when it comes to music equipment; if he likes it, he
would buy it right away. He isn't picky when it comes to food . He
keeps his own spending record so he knows how much he spent every
month. He likes to go out for beers (on tap). He uses his sister’s
YouTube Premium account for movies streaming. He likes to buy books
but not newspapers. He doesn’t shop much but if he has to go buy
something, he would prefer going to a store; he would shop online
when he really doesn’t have time.

D Social media e for sending files; personal and work

@ fornewsupsate () for personal and work contact

keep onlearning on your own. For me, learning has no ending”.

B Goal

In 10 years, he wants to have at least 20 million in savings. He believes
that amount of money will be enough for a good quality of life and in
emergency [healthcare] purposes.

@ Lifestyle:

+ Doesn't like shopping or running errands

+ Loves reading about history, investment and world trend

+ Enjoys playing music in his free time

+ Accesses the news via Facebook, YouTube in quick, summarized
bites

- Enjoys hanging out with friends

 Likes watching movies with good reviews in the theater

+ Uses his sister's streaming account such as Netflix, Disney+,
YouTube Premium

+ Spends about 9 hours a day online, for work and leisure.

Frustration @ Investment app

+ Trading app doesn’t R
have an auto DCA Gtreaming
setting

« Facebook
messenger has Reading resources:
limitations on data M S

sending o o @

User Persona
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Design Thinking
= processes & mindsets
that start with understanding
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Example:
User-Centered Policy
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Tool:
User Persona



Launch &
iterate

PROTOTYPE

Who is our What are
audience? possible
solutions?
What are Let’s build
their needs? something
small*
User needs
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Assumptions: 3 flauuAgiuLazisinaznladyniia







Observed Actions = functional needs

Inferred Emotions
Belief

Worldview

emotional needs




Needs # Solution
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User Persona
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“The challenge in my life right now is related to investment. | measure my success
Ba nd C03Ch with the investment return. Sometimes a graduation certificate doesn't mean that
you have all the knowledge. You can continue to explore interesting subjects and
Age: 34 | Sex: Male keep on learning on your own. For me, learning has no ending”.

G2 About R Goal

In 10 years, he wants to have at least 20 million in savings. He believes
that amount of money will be enough for a good quality of life and in
emergency [healthcare] purposes.

Our band coach majored in music studies and worked as a band coach
and composer after graduation. / Most of the time, he lived in the
school where he taught so there was barely any need for him to spend
his income. He put all his money into a teacher’s cooperative savings
and lives off the dividends. / Recently, his father was diagnosed with
cancer, so he paused his teaching career to become a full-time @ | .if(‘s‘l) le:
caretaker. / After his passing, he believed that passive income is
critical to help offset hospital bills as well as to provide for his family in
the future.

» Doesn’t like shopping or running errands

Loves reading about history, investment and world trend
Enjoys playing music in his free time

Accesses the news via Facebook, YouTube in quick, summarized
bites

. = < + Enjoys hanging out with friends

Spending habits: Likes watching movies with good reviews in the theater

He is not thrifty when it comes to music equipment; if he likes it, he Uses his sister’s streaming account such as Netflix, Disney+,
would buy it right away. He isn't picky when it comes to food . He YouTube Premium

keeps his own spending record so he knows how much he spent every Spends about 9 hours a day online, for work and leisure.
month. He likes to go out for beers (on tap). He uses his sister’s

YouTube Premium account for movies streaming. He likes to buy books

.

but not newspapers. He doesn’t shop much but if he has to go buy Frustration Investment app
something, he would prefer going to a store; he would shop online )
when he really doesn’t have time. + Trading app doesn’t [Atreamin
have an auto DCA q
setting
+ Facebook
Social media e for sending files; personal and work messenger has ] Reading resources:
limitations on data

e for news update o for personal and work contact sending Q o e




“The challenge in my life right now is related to investment. | measure my success FINTECH

B dan d C0acC h with the investment return. Sometimes a graduation certificate doesn’t mean that Persona details should be
you have all the knowledge. You can continue to explore interesting subjects and relevant to the topic
Age: 34 | Sex: Male keep on learning on your own. For me, learning has no ending”.

G2 About R Goal _

In 10 years, he wants to have at least 20 million in savings. He believes
that amount of money will be enough for a good quality of life and in
emergency [healthcare] purposes.

Our band coach majored in music studies and worked as a band coach
and composer after graduation. / Most of the time, he lived in the
school where he taught so there was barely any need for him to spend
his income. He put all his money into a teacher’s cooperative savings
and lives off the dividends. / Recently, his father was diagnosed with
cancer, so he paused his teaching career to become a full-time @ Lifestyle: _
caretaker. / After his passing, he believed that passive income is

2 . 3 : : - » Doesn’t like shopping or running errands
critical to help offset hospital bills as well as to provide for his family in

Loves reading about history, investment and world trend

the future. + Enjoys playing music in his free time
« Accesses the news via Facebook, YouTube in quick, summarized
bites
. = < + Enjoys hanging out with friends
Spending habits: _ « Likes watching movies with good reviews in the theater
He is not thrifty when it comes to music equipment; if he likes it, he * Uses his sister’s streaming account such as Netflix, Disney+,
would buy it right away. He isn't picky when it comes to food . He YouTube Premium

keeps his own spending record so he knows how much he spent every Spends about 9 hours a day online, for work and leisure.
month. He likes to go out for beers (on tap). He uses his sister’s
YouTube Premium account for movies streaming. He likes to buy books

but not newspapers. He doesn’t shop much but if he has to go buy Frustration ’ Investment app _

something, he would prefer going to a store; he would shop online

when he really doesn’t have time. * Trading app doesn’t [Jtreamin
have an auto DCA a
setting
+ Facebook
Social media e for sending files; personal and work messenger has ] Reading resources:
limitations on data

e for news update o for personal and work contact sending Q o e




BUNDUN15Y1 User Persona

General Information

1.
2.

Biography: sc1a1g) LN azau

Hopes: 18 udvii persona sauluilagiiu uazuivliluauian
2-3 a1

Fears: 198 U&¥1 persona livau 1eana1I1eAndiu 2-3 ati1v
Quote: LAaNATWAT represent persona a6

Story: LRaNUAzLUEULF9917 1 2tV persona NFafivAIW
UNNIAAINUNAIUAY persona

Persona Name: eivdia Persona 1¥li1andn (Unfiazladgailaa)

Picture: °l&51) w13a illustration 1 represent persona
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Vulnerable Persona Template

Persona Name

Picture

Quote:

Biography:

Story: Goal / Lifestyle / Habits / etc.

Hopes:

Fears:




Vulnerable Persona Template

Persona Name

Picture

Quote:

Story: Goal / Lifestyle / Habits / etc.

Biography:

Hopes:

Fears:




Key Takeaways
Persona hopes & fears — Product features
Persona artefact — Team alignment
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Interlude:
Vulnerability



nguLlsazue

“anvatzndadninindanutu ] lsnazgn
TuFNFariN18 N NNIanaIanIvansual’
“the quality or state of being exposed to the
possibility of being attacked or harmed,
either physically or emotionally”
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1. 1asAanautls1zunv

Who is vulnerable?

2. nanLds1zuNAULRaNmaaL g

To what particular risks are they vulnerable?

3.9 lunautdsrzuedaliauL e

What makes them vulnerable to that risk?



User Research: Understanding farmers’ household spending
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—
30 %- 2.35
25210

Interviews and observations
(recommended)
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1. Who is vulnerable?

Farmers in the central region of Thailand

2. To what particular risks are they vulnerable?
Climate, market prices, availability of labour, middle-person
3. What makes them vulnerable to that risk?

Limited negotiating position, income channels

© 2022 Amplifi Design Q



Now, let’s integrate
persona with
vulnerability.



Vulnerable Persona Template

Persona Name

Picture

Quote:

Story: Goal / Lifestyle / Habits / etc.

Biography:

Hopes:

Fears:




Vulnerable Persona Template

Persona Name

Picture

Quote:

Biography:

Story: Goal / Lifestyle / Habits / etc.

Hopes:

Vulnerability:

Fears:




BUNDUN15Y1 User Persona

General Information

1.
2.

Biography: sc1a1g) LN azau

Hopes: 18 udvii persona sauluilagiiu uazuivliluauian
2-3 a1

Fears: 198 U&¥1 persona livau 1eana1I1eAndiu 2-3 ati1v
Quote: LAaNATWAT represent persona a6

Story: LRaNUAzLUEULF9917 1 2tV persona NFafivAIW
UNNIAAINUNAIUAY persona

Persona Name: eivdia Persona 1¥li1andn (Unfiazladgailaa)

Picture: °l&51) w13a illustration 1 represent persona

Vulnerability Review

a.

lasAanguilsizune
Who is vulnerable?

naulds1zuliauFavsiaas s
To what particular risks are they
vulnerable?

inlunguidsizunefielianuides
What makes them vulnerable to
that risk?

/N
N



UNDER THE ROPES

Under the Ropes

MY STORY IS NOT YOUR TRAUMA - e
SERVICE
PORN: HOW NOT TO INTERVIEW me

SURVIVORS OF SEXUAL ASSAULT

Artwork by

Since I first wrote my story of being

nizations have approached me to share it

on their platforms. Universities, journalists, documentary makers,

and even the have invited me to retell it. They each used my story

Respect boundaries: LmﬁwmaUmeaﬂﬂﬂ:N
RICTRIATRN

Beware of power dynamics: SEUNTEIN
ANLANAN TUED UL (LHU N3
@110 v. Uav)

Be mindful of asking specific details: 1381
diayatiuLfina1sAa1iauatdn
151a81n3aya lvinly

/N
N



For user-centered policy, we should reframe

User — Vulnerable Group
Wl — nauAnLlls1zuy
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Tool:
Journey Mapping



Your Solution

Launch &
iterate

PROTOTYPE

What are
possible
solutions?

Who is our
audience?

What are Let’s build
their needs? something
small*

Design O



Journey Map a1V lavatsuLuy

Rail Europe Experience Map

Journey
Model

Qualitative

Insights

Quantitative
Informatioin

Using the railway system in Europe

e

Onboard

Host journey for Airbnb



AIan15¥i1 Journey Map
Y

Journey Map

Stakeholder
A

[ ]
O N @

@ oe I}

Insight

Activity = what is happening?
Insights / Pain Points = what is interesting about that activity, if any?

Stakeholder = who is involved in that step?



= | |
EV Champions

Enthusiastic, community-minded EV
drivers who are open to sharing
knowledge they leamnt the hard way

Drive with
Me: User

New Adopters
People who are consider EV for their
next purchase yet minorly skeptical
about its use case for their lifestyle

Journey

Awareness
Education
L] Point of action
- Point of interaction
Onboarding
Matching Match
adopt ar
model lifestyle, location
Interaction
Feedback

Re-Engagement ’ &

— New service app for EV drivers!

& look to family friends society recovery

life

rage against

stressors the system

feeling
supported

recovery

shitty 1st

physical impression

symptoms

~ Identify where to change and actions to take



Journey map help describe the details your solution

& look to family friends society recovery

life
rage against
the system

stressors

SEEDS &
FUTURE

feeling
supported

&)

Language is one
of the “causes” physical
of stress Symptoms

PEecovery

shitty 1st
impression

r/A\
&



Solution = safe space to
talk about mental
health... but what is that

safe space???



#1 - Social Media

94 940 23

Posts Followers  Following

SMILE\ SPACE

aln | wordisms live interview with

p Siriwan
wnpsieiilddu #ddauin maniinaiuagy uadr el a (nwa

o #laslaigh lasdn leam #wordisms

certified facilitator with LEGO® SERIOUS PLAY® Method

#smilespace #unknowntogether 3 :n‘g."ti—{
See Translation =
Could you take notes?
Edit Profile Promotions Insights Come join us for a live interview with our collaborator
a. Do I look like your secretary? May Siriwan as we discuss how you can build
emotional resilience with your hands through Play!
+ Take your own notes. Y,
Who are we?  Template 20 All&ll&‘f 2020 | 750 = 350 PM
(ICT/ GMT+7)
112

e SHILE
SPACE

I

PLAY G
_WORDISMS

SIGN UP NoW!

SHILE
SPACE

Qv N

YAI'CH

wearesmilespace What do you think about always
having people make you take the note... n

Qv

6 Liked by ysealiseeds and 271 others

wearesmilespace Come join us for a live interview

with our collaborator May Siriwan as we discuss how
you can build emotional resilience with your... more

t 19

st 2 - See Translation

m wearesmilespace

n Q

IG: @wearesmilespace

7\
NI



#2 - Workshops

JOIN OUR WORKSHOP

PLAY ON
WORDISMS

UNDERSTAND AND EXPRESS YOUR EMOTIONS
USING LEGO® SERIOUS PLAY®

SIGN UP NOW!

OCTOBER 18, 2020
10:30 AM-12:20 PM
@ STARBUCKS, MARKET PLACE

NANGLINCHEE
RDFATINAVINDA | Free Movement for Mental
ESMILE SPACE | Well-Being Workshop
LED BY MAY SIRIWAN
CERTIFIED FACILITATOR
ion and information : paricha@amplifidesign.com
SMILE\_ SPACE
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#3 - Exhibition

T A
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Journey maps create “before” & “after”
+ Identifies the "how” of your solution



Fieldwork canvas



Justice Design Toolbox: Fieldwork-shop Guide

3. Desired Outcome
What does an ideal future scenario look and feel like if
you are successful in this project?

2. Problem Statement
What is the scope or prompt of your problem space?
This could be your given HMW statement.

1. Introduction
How would you introduce yourself, your role, and
interest in this project to a community member?

5. Community Members and Stakeholders

Who are the people affected by the problem that you're looking to address and how much influence they have?
Community members (sometimes referred to as "users’} are people who are directly affected by the problem.
Stakeholders are people or organizations who have some influence on or the problem, whether directly or indirectly.

6. Target Group

Who would care the most about the problem? Pick 1 of each
group to explore. You will want to engage the "power” and
“"average" users: power users can share the most painful
experiences with the problem space. Think about who might
have the most to say. You can describe and identify both
groups, starting from these characteristics:

Background Acti Place
Who are they? What do they do? ‘Where are they?

User group:

Power Average

Name/Team Name:

4. Purpose of Fieldwork
Why are you planning to engage with this members of
this community?

(O To discover unmet needs () To share resources

() To co-create ideas O To

7. Community Engagement Design Tools

What tools will you use to engage with your community? You can refer to
Justice Design Toolbox for an overview of each tool and how to get started. Use
this space to reflect on why you have selected the tools and how you will use
ther to achieve your purpose.

Tool Name Why this tool?

Quick start questions:

Tool Name Why this tool?

Direct stakeholder: Indirect stakeholder:

How would you approzch sensitive topics that might come
up during your engagement?

T{le © 2020 Thailand Institue of Justice

Quick start questions:

8. Final checklist

(O Do you understand the desired outcome of the project?
(O Do you know where to find your users and stakeholders?
(O Do you know you want to learn from your users?

O Do you know how to use the tools you selected?

Good empathy
requires good
planning
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Summary



Your Solution

Launch &
@ iterate
PROTOTYP

What are
possible
solutions?

Who is our
audience?

What are Let’s build
their needs? something
small*

User needs

Design O



Tools: User Persona + Journey Map

Band coach

“The challenge in my life right now is related to investment. | measure my success
with the investment return. Sometimes a graduation certificate doesn’t mean that

you have all the knowledge. You can continue to explore interesting subjects and

Age: 34 | Sex: Male

G About

Our band coach majored in music studies and worked as a band coach
and composer after graduation. / Most of the time, he lived in the
school where he taught so there was barely any need for him to spend
his income. He put all his money into a teacher’s cooperative savings
and lives off the dividends. / Recently, his father was diagnosed with
cancer, so he paused his teaching career to become a full-time
caretaker. / After his passing, he believed that passive income is
critical to help offset hospital bills as well as to provide for his family in
the future.

Spending habits:

He s not thrifty when it comes to music equipment; if he likes it, he
would buy it right away. He isn't picky when it comes to food . He
keeps his own spending record so he knows how much he spent every
month. He likes to go out for beers (on tap). He uses his sister’s
YouTube Premium account for movies streaming. He likes to buy books
but not newspapers. He doesn’t shop much but if he has to go buy
something, he would prefer going to a store; he would shop online
when he really doesn’t have time.

D Social media e for sending files; personal and work

@ fornewsupsate () for personal and work contact

keep onlearning on your own. For me, learning has no ending”.

B Goal

In 10 years, he wants to have at least 20 million in savings. He believes
that amount of money will be enough for a good quality of life and in
emergency [healthcare] purposes.

@ Lifestyle:

+ Doesn't like shopping or running errands

+ Loves reading about history, investment and world trend

+ Enjoys playing music in his free time

+ Accesses the news via Facebook, YouTube in quick, summarized
bites

- Enjoys hanging out with friends

 Likes watching movies with good reviews in the theater

+ Uses his sister's streaming account such as Netflix, Disney+,
YouTube Premium

+ Spends about 9 hours a day online, for work and leisure.

Frustration @ Investment app

+ Trading app doesn’t R
have an auto DCA Gtreaming
setting

« Facebook
messenger has Reading resources:
limitations on data M S

sending o o @

User Persona

o5 / Stress o e
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Journey Map



Vulnerable Persona Template

Persona Name

Picture

Quote:

Biography:

Story: Goal / Lifestyle / Habits / etc.

Hopes:

Vulnerability:

Fears:




AIan15¥i1 Journey Map
Y

Journey Map

Stakeholder
A

[ ]
O N @

@ oe I}

Insight

Activity = what is happening?
Insights / Pain Points = what is interesting about that activity, if any?

Stakeholder = who is involved in that step?



Good innovation comes from deep
understanding of our end-users.

Design thinking can help.
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Q&A



