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Check-in

Team Reflection and Practice Principles



Solving Complex Problems:

● Describe a time when you designed a solution to a 
complex problem

● How did you do it?
● What worked well?
● What could have worked better? 
● What was the impact of your solution? 
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Check-in



Empathy in practice 



Program Overview

By utilising deep reflection and 
practical application we can work to 
immediately apply our skills into real 
world projects. 

Each 2.5 hour sessions, we will learn 
essential co-design skills and tools 
and between the weeks, we will apply 
our learnings to our real world  
projects. 
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Agenda

● Step into the discovery phase of co-design

● Experiencing tools for discovery

● Making discovery happen

● Check out



Diving deep into the problem to understand it in context

Talking to real people, especially people with lived 
experience of our problem
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Discover



Discover
Today we will explore these tools 
for unlocking insights:

● Empathy Interviewing 
● Empathy Mapping
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The primary reason we do discovery is to build 
empathy with our problem end-users so that 
the solutions we design accurately reflect their 
needs
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Discover: 
Diving deep into the problem
 

The mindsets and behaviours for 
the discovery phase are: 

● Beginner’s Mindset
● Avoid jumping to solutions 
● Divergent Thinking 
● Cultivating Empathy

We hold off on solutions so we can seek out multiples 
perspectives. We want to deeply understand the problem 
area before converging on a solution.

We will shift from expert to beginners mindset so we can 
grow and change ours views when we gain new information 
or acquire wisdom. We ask rather than assume. 
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Discover: 
Diving deep into the problem
 

The mindsets and behaviours for 
the discovery phase are: 

● Beginner’s Mindset
● Avoid jumping to solutions 
● Divergent Thinking 
● Cultivating Empathy

We are disciplined in our practice of curiosity. We 
want to think broadly and consider all possibilities so we 
can make informed decisions. 

We want to listen deeply so we can better understand the 
needs of our end users and stakeholders. We aim to hold 
our own views lightly enough to hear the 
experiences of others. 

  



Share:

What does empathy 
mean to you?



Empathy

Empathy is the ability to be aware of, understanding of, and 
sensitive to the experiences of others without having had 
that same experience…

...and where we have had the same experience, to hold our 
own view lightly enough to hear others

Where empathy fuels connection, 
sympathy drives disconnection.

(Brene Brown) 
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Empathy

Empathy requires us to let go of our own 
experience, assumptions and importantly our 
motivations for talking to people, and to just listen.
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In groups of two decide who will be the interviewer and who 
will be the interviewee

Interview each other on the subject:

The meaning of home
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Empathy Interviewing



Tips for empathy interviewing: 

● Practice your beginner’s mindset
● Suspend judgement to be an objective observer
● Be curious and genuinely interested
● Have themes to explore, not questions to answer
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Empathy Interviewing

● Ask why
● Invite stories and follow the interviewee where they want to take you, 

rather than staying ‘on topic’
● Ask questions you might already know the answer to
● Pay attention to body language and respond as necessary
● Look out for anomalies and paradoxes
● Go Deep
● Don’t be caught up in capturing every word! 
● Fight the urge to fix or solve



Tool: Empathy Mapping

Activity Instructions:

Interviewers reflect back what you heard in the interview

In you pairs, work together to complete the empathy map
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In your pairs, debrief for 5 minutes on the interview you 
just completed: 

1. What did you notice?
2. What assumptions if any showed up?
3. What did you notice about both of your body Language? 
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Reflect



Break
5 mins



Swap your interview roles
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Empathy Interviewing: 
Round 2



Tool: Empathy Mapping: Round 2

Activity Instructions:

Interviewers reflect back what you heard in the interview

Work together to complete the empathy map
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In your groups, debrief for 5 minutes on the empathy and 
mapping tasks you just completed: 

1. What did you notice? 
2. What surprised you? 
3. Did the exercise challenge you in any way? 
4. What, if anything, was missing for you?
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Reflect



‘Empathy resides in the ability to consider the complexity 
of issues… it is the cornerstone of 21st century global 
competency’

- Harvard Graduate School of Education
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Making Sense of Empathy 
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“When you experience empathy, and then communicate 
stories of lived experience, you not only generate an 
understanding of other people’s circumstances, you also 
generate a strong desire or inclination to help and to 
improve the situation”

- Daniel Goleman
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Making Sense of Empathy 



Checklist

1. Contacting the field

Enter the space with curiosity and respect to those you wish to 
engage with

2. Seeking consent

Invite people in and offer a gift for contribution if appropriate

3. Reducing harm

Ask yourself and others if there is capacity for harm and seek to 
reduce this in anyway you can 
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Ethics

Considering the following to ensure ethical practice: 

● Transparency 
● Honesty
● Inviting involvement
● Cultivating collaboration not seeking consultation
● Having a harm strategy in place
● Reciprocate for involvement
● Be self aware
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Homework

Between now and our next session, it’s time for you to apply your learning 
to your real world project: 

1. Empathy interview:

● Each team member to conduct 2 x 1 hour empathy interviews with your 
problem end-users

● Record your findings on empathy maps
● Bring your results to our next session

2. Connect with your critical friend 

3. Watch the Brene Brown video on Empathy vs Sympathy
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Homework

Schedule to meet with your team 15 minutes before the next 
session to conduct the following reflection. 

4. Do this reflective exercise with your team:

● How are you progressing?
● What are we noticing? 
● How are we feeling? 
● What is emerging? 
● What questions are we walking into the next session with? 
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Next session

Continue to practise the Discovery phase of 
co-design 

● Converging in our discovery phase 
● Synthesizing and making sense of our data
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Check out

1. Check out in your teams
2. Share how your team is feeling
3. What is your team leaving the room with 
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