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WELCOME TO DESIGN THINKING 2019
Hello Design Thinkers!
Wow! Just two years ago, we were addressing “What is Design Thinking”, today Design
Thinking has become to CX leaders what Six Sigma is to Operations. That being said, we are
far from a universal understanding of the core principles of design thinking, best practices for
implementation, and buy-in to the ROI of design transformation.
Across the spectrum of maturity, this year we aim to focus on leading challenges, trends, and
opportunities as developed from our CMP Analysts:
CUSTOMER EMPATHY—The heart of Design Thinking! We tackle all aspects of customer
empathy from ethnographic research, VoC best practices, empathy immersion, and
gathering feedback in highly-regulated ecosystems.
THE ROI OF DESIGN THINKING—As Design Thinking takes root, formalized reporting
continues to emerge to better quantify the impact of successful Design Thinking.
DESIGN TRANSFORMATION—Design Thinking expands beyond product and service
innovation, uniting stakeholders, creating visibility, transforming process, and bridging silos.
We explore customer-centric culture transformation through effective Design Thinking.
We packaged these themes with inspiring case examples, tactical implementation plans, and
hands on workshops, complete with a peer-to-peer network of design thinkers.
As 2019 marks our 20th year in CX research, we know first-hand how rapidly customer
experience is evolving. In an age of constant disruption, Design Thinking offers leaders,
executives, and practitioners an avenue to drive sustainability, growth, and relevance as
experiences transform. We hope to involve you in this journey!
See you in Austin,

The Customer Management Practice
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2019 PARTNERS

Request
Sponsorship
Information

ABSTRACT
Abstract is the design workflow management system that empowers design teams and stakeholders to seamlessly manage, version, and collaborate on
Sketch files. With Abstract, design finally has a single source of truth.
BALSAMIQ
Balsamiq is the maker of the industry-leading rapid wireframing software that combines the simplicity of paper sketching with the power of a digital tool
so that teams can focus on what’s important. Balsamiq is a small and personable company that competes on usability and customer service. Balsamiq
believes work should be fun, and that life is too short for bad software.
CANTINA
Cantina is a strategic design and development agency based in Boston’s Seaport Innovation District. We accelerate your ability to innovate, grow, and deliver
better digital products and services. Fortune 500 companies (Avid, PerkinElmer, Great-West Financial, John Hancock, and Zipcar) and fast-growth startups
(SyncThink, Toast and Your Call Football) turn to us to help them define strategies, create human centered designs, and build products customers love.
DRAWN
Drawn is a boutique brand development agency based in Oregon. We specialize in crafting authentic and meaningful experiences to which people feel
naturally drawn. We accomplish this through a deep understanding of people, along with a keen sense of a brand’s unique personality, which allow us to
form genuine connections between the two — with brand identities, digital interfaces, analog engagements, campaign productions, product innovations,
and business integrations.
EPAM CONTINUUM
Continuum is a global innovation design firm. We design products, services, and experiences that improve people’s lives, in small and large ways, while
taking our clients’ businesses into the future.
EXPERIENCEPOINT
ExperiencePoint is an award-winning training company that develops innovation and change management workshops that are transforming the way
people learn, manage change and solve complex problems. As innovation and change experts, every year we help more than 50,000 people across
seven continents flex their creativity and turn theory into action. Built on established theory but grounded in realistic business problems, our simulation
experiences challenge people to roll up their sleeves, stretch outside their comfort zones, and build confidence and commitment to make an impact.
ExperiencePoint is a place where creative, smart, lifelong learners thrive. From our innovation specialists to our change management specialists to our
global network of facilitation partners, we live what we teach every day in our own work. We’re always looking for new ways to make experience-based
learning work better for our customers.
IA COLLABORATIVE
IA Collaborative is a global design and innovation consultancy. At the forefront of user-centered design that creates business value, we work at the
intersection of design and business; of creativity and strategy. Combining human-centered design and strategic business consulting, we help multinational
organizations and emerging leaders set visions, create strategies, design compelling experiences and empower their own cultures of innovation. From
Insight to Action, we define business models — profit, process, channel, brand and partnership strategies — and create new physical and digital products,
brands, services and environments. IA Collaborative works with some of the world’s most successful brands, including FedEx, United Airlines, Hyatt,
Johnson & Johnson and Nike.
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2019 PARTNERS

IBM
IBM’s purpose is to be essential, and we intentionally design for this through how we engage, how we build bonds, and how we guide humans toward
mastery over their work environments. Since 2012, we’ve been on a mission to bring a human-centered approach to our many teams around the world.
Emphasizing the importance of teaming and co-creation to innovative outcomes, our unique design thinking framework helps establish the way IBM
engages with clients and the people they serve. And it helps enterprise teams get to market 2x faster, with a 3x return on investment.
As our program has matured, we’ve developed a distinct point of view on how to transform enterprise cultures and embed new ways of working. We know
that change is just the output of a relentless focus on delivering real business outcomes, over and over again. Through our Enterprise Design Thinking
education and services offering, IBM now brings this perspective and a set of concrete tools to our clients, with a humble dedication to their wild success.

IDEAN
Idean is a global design agency that uses design as a strategic tool to transform businesses and create bolder futures. With 22 studios and over 7000
design professionals worldwide, we partner with organizations of all sizes, from startups to Fortune 500 companies to achieve their design and business
goal. Deeply rooted in a human-first approach, we create products, services, and experiences that make long-lasting impacts with customers. In 2017,
Idean joined the Capgemini Group to strengthen our strategic capabilities and global reach.

IN2
IN2 Innovation is an experience innovation design agency. We help you create and deliver effortless experiences that drive your brand’s growth. Clients
look to our innovation team to discover meaningful insights and design high-impact new products and services. We work in both physical and digital
spaces to transform unexpected ideas into holistic experiences that delight consumers, differentiate brands, and disrupt markets. A creative culture is
central to empowering teams and shaping a company’s future. IN2 also offers corporate training courses – based on our own methods of practice – which
teach teams how to work more creatively, collaboratively, and successfully. At IN2 Innovation, we improve your organization’s innovation results.

LUMA INSTITUTE
LUMA Institute empowers people to innovate by transforming the way they work. Leading organizations around the globe rely on the LUMA System of
Innovation — a practical, flexible and scalable system of Human-Centered Design. We offer acclaimed in-person training, custom innovation programs, and
a unique digital platform (LUMAworkplace. com), used by innovators in 50+ countries around the world.

MINDHATCH
At Mindhatch, we believe insights drive results and the best insights come from people — your team and your customers. Through Design Thinking,
Organizational Improv, and Innovation Facilitation, we help you solve complex business problems, boost customer value, and improve team performance.
Our customized experiences develop team skillsets and spur collective creativity, innovation, and actionable results.
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2019 PARTNERS

POINT B, INC.
Point B, Inc. helps organizations form, execute, and thrive. With capabilities including Management Consulting, Venture Investment and Advisory, and
Property Development, our integrated businesses provide value to the organizations and communities we serve. Our 100% employee-owned firm was
named a Best Workplace in the United States by Fortune magazine, and is regularly honored as an exceptional place to work. Point B has offices in Seattle,
Portland, Bay Area, Southern California, Phoenix, Denver, Chicago, Dallas, Austin and Boston.
·· Fortune: Best Workplaces for Women (2015, 2017), Best Medium Workplaces (2015), Best Workplaces for Camaraderie (2015), Best Workplaces for
Millennials (2016, 2017), Best Workplaces in Consulting (2016)
·· Consulting magazine: Best Firms to Work For (2006, 2008, 2010, 2011, 2013, 2014, 2016)

PRAXENT
Praxent is a digital innovation agency. Our team of US-based digital strategists, UX designers, and software developers works nationwide, converging at
our home base in Austin, Texas. Our passion is to transform processes, enhance experiences, and empower people for service-based businesses who
want to win. We help our clients unlock potential and fuel growth with effortless user experiences and strategic technology tools.
STONEHILL
Stonehill is a strategy and innovation consultancy. We help companies to identify opportunities, enter new markets, and accelerate growth. Our teams
consist of an innovative blend of creative, strategy, technology, and change management experts, giving us the ability to unite the functional silos of
business in the common objective of creating differentiated customer experiences. Stonehill has been recognized by Great Agencies as one of the top
business intelligence consultants in the United States and is an Oracle Silver Partner.
USABILLA
Usabilla is a digital Voice of Customer solution trusted by major brands across the globe. Usabilla provides enterprises the ultimate toolkit to capture
the Voice of Customer on all of their digital channels which allows them to make sense of their digital analytics, transform data into actions, and truly
be customer centric. Usabilla is designed in a way that encourages customers to share feedback at any point of the customer journey, and as a result
companies get the quantitative & qualitative data they need to make decisions that drive results.

DISCOVER NEW OPPORTUNITIES TODAY
AUBREY WELLS
Partnerships Director,
Design and Innovation Portfolio
P: +1 212-885-2685
E: info@customermanagementpractice.com
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MEET OUR ADVISORY BOARD

Patrick Bach
Director, Service
Design
CIBC

Cindy Chastain
SVP, Customer
Experience and
Design
MasterCard

Andrew Ohm
Senior Manager,
Global Whitespace
Innovation
Starbucks

Brian Roderman
President, Chief
Innovation Officer
In2 Innovation

Robin Beers, PhD
SVP, Customer
Insights
and Experience
Design
Wells Fargo

Jose De Francisco
Lopez
Sr. Studio Director,
Solutions Engineering
Nokia

Joni Saylor
David Schell
Design Principal
VP, Global Experience
IBM Design Practice
and Design
Pearson

Laura Hahn
Head of Design
Priceline.com

Bryan Jacquot
Chief Design Officer
HPE

Shawn Johnson
Group VP, Product
& Design
Discovery Inc.

Bryan Taylor
Founder & Creative
Director
Drawn

Monica Tisminesky
Design Leader,
Restaurant Design
Innovation
Chick-fil-A Corporate

Albert Whitley
Director of Experience
Design and Voice of
Customer
The Hartford
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MEET OUR KEYNOTE
MAURO PORCINI
SVP & Chief Design Officer
PepsiCo
“People, therefore, are different. They behave in a different
way with our products and brands. They don’t buy,
actually, products anymore, they buy experiences that are
meaningful to them, they buy solutions that are realistic, that
transcend the product, that go beyond the product, and
mostly they buy stories that need to be authentic”
Since its creation PepsiCo’s Design function, led by Mauro, has been recognized
with almost 700 design and innovation awards from several institutions around
the world.
Mauro Porcini joined PepsiCo in 2012 as its Chief Design Officer. In this newly
created position, Mauro is infusing design thinking into PepsiCo’s culture and
is leading a new approach to innovation by design that impacts the company’s
product platforms and brands, which include Pepsi, Lay’s, Mountain Dew,
Gatorade, Tropicana, Doritos, Cheetos, Quaker, Mirinda, Sierra Mist and
SunChips. His focus extends from physical to virtual expressions of the brands,
including product, packaging, events, advertising, retail activation, architecture,
and digital media.
Mauro has been recognized throughout the design industry, including being
listed in Fast Company’s “Most Creative People in Business 1000, Fortune
Magazine “40 under 40” ranking rising stars, Ad Age’s “Creativity 50” and
featured in several books on design and innovation in multiple regions of
the world including “Creative Confidence” (by Tom Kelley and David Kelley),
Jugaad Innovation (by Simon Ahuja, Navi Radjou, Jaydeep Prabhu), “Il Minimo
Sostenibile” (by Gino Finizio) and “Vincere con le idee” ( by Enzo Baglieri,
Gabriella Lojacono).
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DESIGN & INNOVATION AWARDS

Introducing the
Design & Innovation Awards!

IMPORTANT DATES
Nominations Due
Thursday, February 28, 2019

The Customer Management Practice is proud to announce the Design &
Innovation Awards. These awards celebrates and recognizes innovation and
human-centered design (HCD) accomplishments across communities and
organizations. This year’s awards categories have been selected to reflect the
three conference themes of Design Thinking 2019:

Finalist Announcement
Week of March 18, 2019

AWARD CATEGORIES
1. Empathy: Empathy is the first step of design thinking and a core

Questions? Feel free to email us.

Winners Announcement
April 17, 2019 at Design Thinking!

principle of human-centered design. Empathy, for both customers and
employees, builds the foundation to user-centric innovation. This category
looks to highlight the power of empathy in creation of products, services,
cultures, and project outcomes.

2.

Design Transformation: As design thinking and other humancentered design methodologies permeate through the market, we see a
larger impact on overall organizational structure, culture, and ways of work.
The Design Transformation category pays homage to the larger impact of
design thinking and its transformative effect on the people, process, and
products of an organization.

3.

ROI of Human-Centered Design: The ROI of HumanCentered Design continues to emerge as an interesting case, challenge,
and inquiry to the design community and beyond. With the adoption of HCD
on the rise, its perception as being solely fuzzy front end has transformed to
a specific, measured, and tangible discipline across organizations.

#DIAWARDS2019
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MEET OUR DESIGN THINKING 2019 SPEAKERS
Jeremy Bailey
Head of
Experience
Freshbooks

Brian Barclay
Director of
Product
Design
Trunk Club

Jessica
Barnes
Principle
Service
Designer
Walgreens

Lily Bather
Interaction
Designer
7-Eleven

Coonoor Behal
Founder
Mindhatch

Hannah
Benson
Principal
PointB

Michael Brown
Chief Design
Officer
Dick’s Sporting
Goods

Jonathan
Campbell
Head of
Experience &
Service
Design
EPAMContinuum

Federico
Casalegno
Chief Design &
Innovation
Officer
SDIC Samsung

Andrew
Connor
VP Design
Transformation
Mad*Pow

Catherine
Courage
VP of Ads and
Commerce UX
Google

Deanna Dial
Principle,
Product Design
Praxent

Hasan Elkomey
Chairman of
Design
Thinking Board
Rutgers
University

Kathy Emsoff
Managing
Director, UX
Charles
Schwab

Slavko Eror
Principle
Experience
Designer
Intuit

Chris Finlay
Senior Director,
Member
Experience
UnitedHealthcare
Medicare &
Retirement

DESIGN THINKING • April 16-18, 2019 • JW Marriott Austin • Austin, TX • designthinkingusa.com • #DesignThinking2019

10

MEET OUR DESIGN THINKING 2019 SPEAKERS
Bruce Gay
Senior
Program
Manager
UPMC

Meriah Garrett
Chief Design
Officer
USAA

Monte Gibbs
Former VP Fan
Engagement
Marketing
Live Nation

Sally Grisedale
Former Product
Design Director
Facebook

Shaun
Gummere
VP, Service
Design
Cantina

Sam Hossa
Managing
Director, Digital
Onboarding
Charles
Schwab

Luke Hydrick
Associate
Designer
EPAM-Continuum

Pankaj Jain
VP of Technology
Charles Schwab

Shawn
Johnson
Group Vice
President of
Product &
Design
Discovery Inc.

Ben Judy
Head of UX
7-Eleven

Dan Kraemer
Founder & Chief
Design Officer
IA Collaborative

Brandon Linn
Manager, Talent
Management
Accolade

Maggie
McKosky
Head of
Design
Shutterstock

Suzanne Mehta
Chief Experience
Officer, Global
Occupier
Service
Cushman
Wakefield

Rick Menchaca
Facilitator
ExperiencePoint

Stefania Mereu
Sr. Director UX
HID
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MEET OUR DESIGN THINKING 2019 SPEAKERS
Pradeep Nayar
Director of User
Experience
Allstate
Insurance
Company

Lisanne
Norman
Director of
Design Thinking
Visa

Agnete Oernsholt
Group Design
Director
Disney

Alex Otrevoz
Head of
Search &
Experimentation
Uber

Mauro Porcini
Chief Design
Officer
PepsiCo

Kerry Renna
Director of
Customer
Insights
SharkNinja

Chi Ryan
Head of Studio
Idean

Caitlin Silverstein
Senior Program
Director
LUMA Institute

Krista Siniscarco
Principle UX
Designer
Cantina

Joseph Smiley
Experience,
Design, and
Service
Principle
Etrade

Paul Strike
VP Creative
Design & User
Experience
Prudential

Andy Vitale
Director, UX
Design, Wholesale
Banking
Suntrust

Andrew
Webster
VP of
Transformation
ExperiencePoint

Megan Welker
Design
Strategist
EPAMContinuum

Megan Wimmer
Design Thinking
Lead-Global
Design
GE Healthcare
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WHO ATTENDS
The path to design thinking requires the synergy of distinct moving parts.
Design Thinking 2019 will bring together executives invested in overhauling the talent, culture, and technology driving customer-centric change.
Take a look at who attended in 2018:

JOB TITLES INCLUDED:
20%

23%

20% Finance

DESIGN

INNOVATION

20% Consumer Goods/Services

·· Chief Design Officer
·· VPs, Heads, Directors,
Managers, and Leaders of:
Experience Design:
·· User Experience/UX
·· Design Thinking
·· Human-Centered Design
·· Design Research
·· Design Strategist
·· Brand Manager
·· Engagement
·· Digital Experience
·· Experience Design

·· Chief Innovation Officer
·· VPs, Heads, Directors,
Managers, and Leaders of:
Innovation
·· R&D
·· Ideation
·· Human Factors Engineering
·· Product Development
·· Product Management
·· Product Marketing
·· Product Strategist

11% Technology
10% Public Sector

1%

INDUSTRIES

3%

6% Healthcare
4% Telecommunications

20%

4%

3% Education
1%

6%

Entertainment

23% Other
10%

11%

STRATEGY

12%

COUNTRY:

28%

12%

92% USA
5%
3%

C-Suite

22% Director

SENIORITY
Canada

22%

18% Manager
19% Designer
28% Other

Other

19%
18%

·· Chief Strategy Officer
·· Chief Digital Officer
·· VP, Heads, Directors, Managers,
Leaders: Agile Transformation
·· Brand Strategy
·· Business Systems
·· Continuous Improvement (CI)
·· Digital Strategy
·· Process Improvement
·· Technology/Development

DESIGN THINKING • April 16-18, 2019 • JW Marriott Austin • Austin, TX • designthinkingusa.com • #DesignThinking2019

CUSTOMER
·· Chief Customer Officer
·· Chief Experience Officer
·· VPs, Heads, Directors,
Managers, and Leaders of:
·· Customer Engagement
·· Customer Experience/CX
·· Customer Insights
·· Customer Strategy
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CHOOSE YOUR DESIGN THINKING JOURNEY
Now Featuring…The New Maturity Tracks!

Tuesday, April 17, 2019 | 10:45-12:30PM

Maturity as it relates to design thinking presents challenges in itself. While you may consider yourself mature in one area, others present significant
challenges. Within our maturity tracks, not only will you be able to self select levels of maturity to network with peers at similar stages in their design
journey, but with a variety of topics and sessions, you are able to jump around to meet and discuss various challenges.

Where do you belong?
No idea where to start? Here are a few common sentiments associated with each level:

101: Beginner Track
I have little to no experience using Design
Thinking in my company
My company has little design expertise,
leadership, and resources
I am a practitioner or team lead

201: Intermediate Track
I am familiar with Design Thinking and have
used before
My biggest challenges revolve around
resistance to change
Design Thinking is not a new concept in my
company

301: Design-Led Track
I consider my organization “Design-Led”
I am focusing on the new and cutting
edge conversations
I am overseeing the larger strategic
initiatives of the company

Still not sure where you to go? Feel free to email us at
info@customermanagementpractice.com to talk to one of our analysts!
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DON’T TAKE OUR WORD FOR IT

INFORMATIVE. THOUGHT-PROVOKING.
INTERACTIVE.

INCREDIBLE!
“I truly enjoyed myself! I got some great
insights & met brilliant people! Thank you
so much for hosting this! I would love to
experience this again!”

“Learned a great deal, and was able to
chat with fellow colleagues from a range
of industries who are wrestling with similar
challenges. Well done.”

– HUNTER G.

– MICHAEL J.

GOOD CONFERENCE
“It was a good networking event! Great
to meet famous company designers
and creators and inventors. I would
like to see more real world stories from
other industries like B2B”
– SARONI K.

MIND-STRETCHING!
“Great conference! I enjoyed hearing from
a variety of speakers and perspectives
I wouldn’t normally. Attendees were an
interesting mix, too.”

DESIGN THINKING TO DESIGN DOING!
“Smart Designs Design Thinking methodology
brought to life in this 1 day, Design thinking for
design thinking workshop was tremendously
rewarding! Great takeaways to directly apply to
work back at the home office. Design thinking
that transfers to design doing!”
– DAVID D.
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SITE TOUR A: IBM STUDIOS AUSTIN

IBM STUDIOS AUSTIN: Thursday, April 18, 2:45PM
IBM Studios Austin employs over 500 designers occupying 50,000 square feet
spanning four floors of IBM’s Austin Campus. This studio focuses on product
innovation and development, representing one of their 44 global studios. The
space features a combination of collaborative learning and working spaces where
product teams are empowered to design for IBM’s most invested business units.
Join fellow attendees for an intimate tour of the space led by IBM’s top designers.
A private presentation for our group will provide a window into IBM’s custom
Design Thinking methodology, leveraging unique principles, keys and an
iterative “Loop” model. See examples of how one of the world’s most powerful
and reputable technology companies applies Design Thinking in service of
differentiated market outcomes.

SPOTS ARE LIMITED!
Upgrade to a 3 day premium pass to reserve your spot.
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SITE TOUR B: USAA CHIEF DESIGN OFFICE

SOLD
OUT

USAA CHIEF DESIGN OFFICE: Thursday, April 18, 2:45PM
USAA is a company known for world-class customer service and innovation. With
12 million+ members to date, USAA was one of the first US banks to provide mobile
check deposit and online banking. Most recently, USAA launched an aerial maps tool,
utilizing drone photography to help members affected by hurricanes begin the claims
process faster, often before they were able to physically return home. USAA is making
significant investment in driving the future innovation of digital experiences to provide
the same level of exceptional care and service that it does through its traditional
channels.
The USAA Chief Design Office has employees in Austin, San Antonio and Plano. With
a team of 200+ designers and growing, the department serves not only our member
experiences, but also the evolution of our operations, innovation initiatives and
customer support through a stated design thinking program. We are happy to work to
improve the lives and financial security of our members.

SOLD OUT!
Confirm your spot at IBM Studios Austin or Charles Schwab instead.
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SITE TOUR C: CHARLES SCHWAB

New this year!
CHARLES SCHWAB: Thursday, April 18, 2:45PM
Digital transformation is all about people and Charles Schwab is using Design Thinking
to innovate new ways of developing solutions to get better outcomes faster. Through
this three-year transformation, Charles Schwab has embraced a people-first approach
of radical collaboration across the company because all of us are smarter than any of
us. This has helped establish new ways of working where people from all disciplines
come together to: Prioritize user needs work iteratively, act quickly, make to learn, and
test with users every step of the way. This people-first approach of working was made
possible through organization-wide education around design thinking to: demystify and
democratize the design process, understand the journey from a user’s perspective, and
think differently about hot to approach problems.
The Austin campus at Gracy Farms spans 55 acres with over 450,000 square feet
of space including open workspaces, hiking trails, innovative video conferencing
technology, and public spaces for hosting industry events and having fun. Large, open
spaces with lots of natural light foster collaboration across teams as well as quiet,
personal spaces to work individually. Training rooms help build a culture of innovation
where people are working together to grow and learn. A third building is under
construction that will continue our efforts toward design thinking and putting users first
with dedicated space to for user testing. Come see our space and join us to learn more
about how our space enables design thinking and collaboration.

SPOTS ARE LIMITED!
Upgrade to a 3 day premium pass to reserve your spot.
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AGENDA-AT-A-GLANCE

DAY 1: PRE-CONFERENCE WORKSHOPS
8:30AM 		
9:00-4:00PM 		

Registration and Coffee
Design Thinking University

Tuesday, April 16
8:30AM 		
9:00-4:30PM 		
9:00-4:30PM 		

Registration and Coffee
Workshop GROUP ONE
Workshop GROUP TWO

DAY 2: MAIN CONFERENCE
7:30AM
8:00AM
8:15AM
8:45AM
9:15AM
9:45AM
10:55AM
12:35PM

Registration and Coffee
Chair Opening Remarks
THE FUTURE OF DESIGN: How Design Can Save Lives
ACTIVATING DESIGN THINKING: ROI-Focused Initiatives You
Should Be Leading Right Now
DESIGN FOR TRUST: Creating Delightful Experiences Designed
for User Safety
Networking Drive
MATURITY TRACKS
Lunch

Wednesday, April 17
1:30PM
2:00PM
2:30PM
3:00PM
4:05PM
5:10PM
5:40PM
6:00PM

PRODUCT BY DESIGN: Navigating Meaningful Innovation in
Today’s Digital Economy
BEYOND THE PRODUCT: Creating a Brand Ecosystem to Create
Lifelong Customers
Networking Break
Activating Design Workshops
Customer Empathy Workshops
BUILDING THE DESIGN A-TEAM: Driving Employee Engagement,
and Talent to Transform Customer Experience
AWARD ANNOUNCEMENT
Design & Innovation Awards After Party

DAY 3: MAIN CONFERENCE + SITE TOURS
7:30AM
7:50AM
8:30AM
8:45AM
9:00AM
9:30AM

Registration
Chair Opening Remarks
DESIGN TRANSFORMATION: The True Power of Design Thinking
DESIGN CULTURE: Design Thinking that Lasts
HOLISTIC DIGITAL TRANSFORMATION: Driving a Design
Thinking Culture
Networking Break & Meet the Customer

Thursday, April 18
10:00AM
10:30AM
11:00AM
12:40PM
2:15PM
2:30PM

THE ROLE OF THE DESIGNER: How Leadership Can Optimize
Design for Innovation
PEOPLE, PROCESS, AND DESIGN: Developing a Behavioral
Model for Human Centered Design & Innovation
INTERACTIVE DISCUSSION GROUPS: Design Thinking for…
Lunch
Main Conference Concludes
Site Tours
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U

UNIVERSITY

Tuesday, April 16, 2019: 9AM-4PM
A full day, immersive experience living the Design Thinking mindset
Hosted by:

Presented by:
Jonathan
Campbell
Head of
Experience
and Service
Design
EPAM
Continuum

Luke Hydrick
Associate
Designer
EPAM
Continuum

Megan
Welker
Design
Strategist
EPAM
Continuum

This introduction to Design Thinking provides a crash course on the design thinking mindset, from the
fundamentals of human-centered design to design thinking mindset in practice. Beyond just the step-bystep methodology, take this opportunity to live human-centered design with the opportunity to address real
case challenges and conduct primary research through interaction with Austin’s lively downtown scene.
At the conclusion of Design Thinking University, you’ll feel confident in your ability to evangelize design
thinking principles throughout your organization. Walk away with an actionable toolkit to improve design
methodologies both at the project and functional levels.

Should I attend?
This session is ideal for those who are new to design thinking methods, need a deeper understanding
of the design thinking process or who require a refresher on how to effectively facilitate the design
thinking process.
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DAY 1: GROUP 1 - DESIGN-LED WORKSHOPS
8:30AM

Check-In

9:00AM

WORKSHOP A: Helping cross-functional teams adopt Design
Thinking principles in their everyday work.

2:00PM

WORKSHOP C: How to Create a Design Thinking Movement
Caitlin Silverstein
Senior Program Director
LUMA Institute
Pradeep Nayar
Director of User Experience
Allstate Insurance Company

Slavko Eror
Design Principle
Intuit

11:00AM
11:30AM

Tuesday, April 16, 2019

Hosted by:

Learn about the importance of having all your employees understand and apply the
basic Design Thinking principles in their everyday work. As part of Innovation Catalyst
group, Slavko dedicates his time to coaching, facilitating and teaching cross-functional
teams about Intuit’s Design for Delight (D4D) methodology:

Unlock the potential of Design Thinking and learn how it can be used to empower
everyone in your organization to be more innovative and create incredible customer
experiences that deliver business impact.

·· Developing deep customer empathy

·· Identifying real-world customer problems

“Five Principles to Creating a Design Thinking Movement” will be addressed, including
ways to:

·· Developing and testing Leap of Faith Assumptions

·· Leverage Design Thinking to accelerate innovation across your organization

·· Running rapid experimentation with customers

·· Transform design and innovation from a peripheral skill into standard practice

MORNING BREAK

T
U
O
D
L
SO

·· Convert your company culture to deliver sustainable results for your customers, your
business, and your employees
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Rick Menchaca
Facilitator
Experience Point					
Hosted by:

At the core of human-centered design is an understanding of the customer. The
importance of putting customer-driven research at the forefront of your business
strategy cannot be overstated. This starts with building a solid customer journey map
mixing the right blend of data and intuition-based decision making. This workshop
tackles the customer journey mapping process through a case study approach,
highlighting best practices at each step.
1:30 PM

AFTERNOON BREAK
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NEWLY OPENED
due to popular demand!

GROUP 2 - DESIGN-LED WORKSHOPS
8:30AM

Check-In

9:00AM

WORKSHOP D: Ideation to Implementation: Driving Break-Through
Ideas Through Customer Empathy

2:00PM

Tuesday, April 16, 2019

WORKSHOP F: How to Create a Design Thinking Movement
Hosted by:

Jessica Barnes
Principle Service Designer
Walgreens
Design thinking has continued to grow as a tool for innovation and ideation, however
new ideas fail when you fail to plan. Understanding how to solve your real problems
through thoughtful ideation, user empathy, existing data, and cross-functional
collaboration moves ideation from fuzzy front end, to tactical, implementable strategy,
product, and service. Jessica will address steps including:
·· Framing and re-framing problems to drive thorough understanding
·· Balancing break through ideas with current business goals

Unlock the potential of Design Thinking and learn how it can be used to empower
everyone in your organization to be more innovative and create incredible customer
experiences that deliver business impact.
“Five Principles to Creating a Design Thinking Movement” will be addressed, including
ways to:
·· Leverage Design Thinking to accelerate innovation across your organization
·· Transform design and innovation from a peripheral skill into standard practice
·· Convert your company culture to deliver sustainable results for your customers, your
business, and your employees
In the end, you will have built new relationships with fellow design thinkers and
gathered multiple ideas for how to advance your own Design Thinking movement.

·· Harnessing the power of storytelling and metrics to drive empathy
11:00AM

MORNING BREAK

11:30AM

WORKSHOP E: Building Journey Maps, Personas, and Blueprints for
Design Success
(lunch & learn)					
Hosted by:
At the core of human-centered design is an understanding of the customer. The
importance of putting customer-driven research at the forefront of your business
strategy cannot be overstated. This starts with building a solid customer journey map
mixing the right blend of data and intuition-based decision making. This workshop
tackles the customer journey mapping process through a case study approach,
highlighting best practices at each step.

1:30 PM

AFTERNOON BREAK
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DAY 2: MAIN CONFERENCE
7:30AM

Check-In

8:00AM

Chair Opening Remarks

8:15AM

THE FUTURE OF DESIGN: How Design Can Save Lives

10:15AM

DESIGN FOR TRUST: Creating Delightful Experiences Designed for
User Safety
Catherine Courage
VP Ads and Commerce UX
Google
As designers we have traditionally focused on delight, efficiency and an overall great
user experience. In today’s world our roles are much more complex. As designers it
is our responsibility to think about an experience that includes user trust, control and
preventing harm. Catherine will discuss strategies to deliver an experience that is both
delightful and safe for our users.

Michael Brown
Chief Design Officer
Dick’s Sporting Goods
In a world full of disruption, not all changes lead to the betterment of our community. At
Dick’s Sporting Goods, the mission is to give every child and adult excitement and activity,
but looking into the current school systems, you find 40% of kids dropping out of sports.
Inactivity leads to high levels of obesity, diabetes, depression and more. How can a
company’s great design change this outcome through customer experience, storytelling,
and effective omnichannel delivery? Michael will address:
·· Designing for sustainability and social responsibility

Wednesday, April 17, 2019

·· Understanding the evolution of consumer trust
·· Creating accountability and responsibility for user safety
·· Driving experiences that delight and protect
9:45AM

Networking Break and Design Drive

·· Utilizing the art of storytelling to drive your message
·· Evolving design beyond a skill and worksheet to a culture and mindset
·· Understanding the complete customer journey to find pain points
8:45AM

ACTIVATING DESIGN THINKING: ROI-Focused Initiatives You Should
Be Leading Right Now
Dan Kraemer
Founder and Chief Design Officer
IA Collaborative
Using the design process to realize new business opportunities demands a balance
between addressing human needs and developing a sound business strategy. Dan
Kraemer will take you behind the scenes of his work with Fortune 100 companies and open
the playbook on what it takes to work at the intersection of human-centered design and
business strategy. Through the lens of real-world case studies, you’ll leave this talk armed
with the knowledge, tools and inspiration to:
·· Activate design thinking in your organization;
·· Work smarter and collaborate effectively across departments/functions;
·· Create sustainable and measurable business impact.
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Wednesday, April 17, 2019

MATURITY TRACKS
Design Thinking has different applications based on maturity and stage of implementation. Divide into top challenges per stage to discuss with peers in the same lifecycle of their Design
Thinking Journey

101: Beginner Track
10:55AM

Design Thinking 101
Welcome to Design Thinking! You’ve heard of design
thinking, you may even know the first steps, but what does
this really mean for your organization and how can you start
to practice within your teams?
·· Understanding fundamentals of design thinking
·· Team buy-in needed for successful implementation
·· Methods of starting within your organization

201: Intermediate Track
Design Thinking Activation
Bryan Taylor
Founder, Creative Director
Drawn
Your organization has started to understand design
thinking, but you may not have buy-in across the entire
organization. How are you managing, proving value, and
facilitating a design led culture?
·· Facilitating Design Thinking throughout teams
·· Gathering management buy-in to implement cross
functionally
·· Moving from beginner to advanced

11:30AM

Translating Design Thinking into Effective
Project Management
Bruce Gay
Senior Program Manager
UPMC
Design Thinking is a catalyst for innovation through
collaboration and customer empathy. How do you begin to
engage your team across functions in creation of specific
experiences, products and/or services? Creating a baseline
to connect designers, CX professionals, researchers and
other members of your team requires the project owner to
speak many languages to create unity. Bruce will address:

Integrated Design: Breaking Siloes between
Teams, Customers, and Experiences
Megan Wimmer
Design Thinking Lead-Global Design
GE Healthcare
Facilitating design thinking throughout an organization
requires cross-functional collaboration and breaking
down silod divisions to create full pictures of customer
experience. However, can we take this a step further
moving to co-create with the customers in which our
products are designed? Megan will address:

301: Design-Led Track
What Next? Top Trends
Deana Dial
Principle, Product Design
Praxent
Ryan Spanswick
Director, Product Design
Praxent
Design is your way of working and has permeated the
culture. How are you maintaining momentum? What’s next?
·· Is design thinking a trend or a sustainable strategy?
·· How to not lose traction within the organization
·· Building internal design talent

Designing for the Customer Lifestyle:
Proactively Engage Customers in Hyper
Personalized Experiences
Monte Gibbs
Former VP of Fan Engagement Marketing
Live Nation
Holistic customer empathy expands beyond a singular
interaction or channel and dives into the customer lifetime
value. Monte’s experience at LiveNation specifically
addresses delivering experience through use of:

·· Building Design Thinking principles at scale

·· Holistic human centered design to drive customer
satisfaction and conversion

·· Benefits of incorporating design to build cultural buy-in

·· Designing organizational structure based on
experiences

·· Translating business to design to create unity in vision

·· Data driven insights and analytics to the customer’s
lifestyle

·· Collaborating with customers to drive product success

·· Proactive engagement based on interests, location, and
network

·· Addressing obstacles for design thinking deployment

·· First contact conversion through hyper personalized
connections
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101: Beginner Track
12:05PM

Facilitating Effective Design Thinking
Workshops: Growing Human Centric Leaders
Andy Vitale
Director of UX
SunTrust
When beginning your design thinking journey, workshops,
sprints and immersions can be a powerful tool to gain
cultural buy-in. Understanding effective skills to execute
these sessions can determine long term success and
cultural buy-in. We will address:
·· Best practices for workshop facilitation
·· How to empower yourself and others to lead workshops
·· Essential skills and tools to drive organization wide
success

201: Intermediate Track
Scaling Design Culture

Wednesday, April 17, 2019

301: Design-Led Track
Digital Trust: Designing for a Generation that
Doesn’t Trust Big Business

Maggie McKosky
Head of Design
Shutterstock
There is more to design than the often uttered “can you
make it pretty?” request made by colleagues of designers
all over the world In this talk, Maggie McKosky draws on
her experience both as a freelance designer and as an
in-house design leader to address ways design teams
and leaders can better inform, influence and scale design
culture throughout organizations.
·· Employ design as a powerful collaboration tool
·· Prove value in generating business

The news is littered with scandal and privacy violations.
Younger generations no longer carry the same loyalty
and dedication, but instead will move their business at the
slightest sense of distrust. Because of this, companies must
design with the basis of building customer trust across all
products and services. This session will address:
·· Understanding the skepticism of today’s customer base
·· Creating a factor of trust integrated into the design
process
·· Understanding the digital landscape and implications of
hyper personalized experiences

·· Build foundation for growth and scale

12:35PM

Networking Lunch

1:30PM

PRODUCT BY DESIGN: Navigating Meaningful Innovation in Today’s
Digital Economy

2:00PM

Customers no longer consume products and services the same. You no longer hail a
cab or print a boarding pass. Instead customers are consumed with digital services,
with information, media, and experiences at their fingertips. Organizations have
taken advantage of this trend by utilizing content, acquisitions, and media to meet
customers at all aspects of their journey, creating an ecosystem for brand loyalty in the
experience economy. We will discuss:

Shawn Johnson
Group VP of Product & Design
Discovery Inc.
With expectations rapidly transforming, understanding design and design operations
through a product lens is essential to drive products supported by customers. Specifically
in entertainment, how customers consume media is dramatically shifting. Focused on
creating a culture immersed in human-centered design, Shawn will address his journey
navigating the ever-changing digital landscape with Discovery through customer empathy,
meaningful product innovation, and design thinking.
·· Designing experiences and products that integrate into you customer’s lifecycle

BEYOND THE PRODUCT: Creating a Brand Ecosystem for Lifelong
Customers

·· Creating future customers through brand immersion
·· Focusing on lifetime value over single transactions
·· Tying brand and business goals into one strategy
·· Strategic acquisitions to build out product offering
2:30PM

Networking Break

·· Creating a design-led culture sustainable in today’s experience economy
·· Adjusting journeys to accommodatee external digital disruptions
·· Utilizing AI & machine learning to drive customer analytics
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ACTIVATING DESIGN

3:00 PM

Many merits of design thinking are challenged due to roadblocks, pitfalls, and challenges around implementation. Choose one of five workshop sessions to address best practices for
effective design thinking implementation.

Build Your UX Playbook:
Core Principles of Effective
Design Thinking
Ben Judy
Head of UX
7-Eleven
Lily Bather
Interaction Designer
7-Eleven International
Designing digital experiences is
essential to remain competitive in
the experience economy. Viable
product and user experience
requires a steady pulse on the
customer’s needs as well as
cross-functional collaboration.
Ben and Lily address their
journey building their user
experience team from the ground
up, creating a framework for
purpose, practice, and product.
They will address:
·· Core principles of effective
Design Thinking
·· Collaborating across
functional, product, and siloed
teams
·· Creating a framework for rapid
scale and growth

Digital Transformation:
Design Thinking and
Collaboration as a
Catalyst for Change
Kathy Emsoff
Managing Director, UX
Charles Schwab
Sam Hosa
Managing Director,
Digital Onboarding
Charles Schwab
Pankaj Jain
Vice President,
Technology Owner,
Schwab Digital Accelerator
Charles Schwab
Digital transformation is all
about people and Charles
Schwab is using Design Thinking
to innovate new ways of
developing solutions to get to
better outcomes faster. Through
this three-year transformation,
Charles Schwab embraced
a people-first approach of
radical collaboration across the
company. This led to established
new ways of working bringing all
disciplines together to: Prioritize
user needs, work iteratively, act
quickly, make to learn, and test
with users every step of the way.
·· Demystify and democratize the
design process
·· Understand the journey from a
user’s perspective
·· Think differently about how to
approach problems

Materializing Innovations:
Moving from Insights to
Actualization
Chris Finlay
Director of Member
Experience
United Health
Marrying experience across in
depth data insights and analytics
to human centered design, Chris
utilizes design thinking as the
translation between data and
action. Facilitating ideation,
brainstorming, customer journey
mapping, and data analysis
create a baseline for product
and service innovation, but what
techniques move the needle from
pen on paper to actualization.
·· Understanding the customer
through data insights and
journey mapping
·· Operationalizing insights
utilizing service design
·· Driving practical value through
materializing tools and ideas

Jumpstarting Innovation:
Brainstorming terrible, awful,
no good, very bad ideas.
Krista Sinascaro
UX Principle
Cantina
Shaun Gummer
VP Of Service Design
Cantina
Do you ever feel stuck when
trying to solve a problem? Have
you ever been in a brainstorming
session that felt uninspired?
Are you looking for a teambuilding activity or professional
development that is actually fun?
Bad-idea brainstorming may be
just what you are looking for.
During this workshop we will
introduce a concept that flips
traditional ideation session on
their head. Participants will work
individually, and in small teams,
to prototype the worst ideas they
can think of. This workshop is the
perfect session for anyone who
wants to laugh, have fun, get their
creative juices flowing, or unleash
their inner evil genius.
·· Transform terrible ideas to
inspired ones
·· Push boundaries of individual
and team creativity
·· Understand facilitation to drive
meaningful ideation
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Cultural Activation:
Driving Design Buy-In
Across the Organization
Agnete Oernsholt
Group Design Director
Disney Yellow Shoes
Fostering cultural buy-in
throughout your organization
can be difficult, especially with
teams not necessarily native to
design. However, design can
be a piece of your business that
lasts forever, and once the buy-in
of design and design thinking is
established, your organization
can start to see longstanding
transformation.
·· State of Design in the
experience economy
·· Articulating the value of design
in a non-design environment
·· Creating a brand story that
lasts forever
·· Demonstrating design value
through success stories
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CUSTOMER EMPATHY

4:05PM

The first step of design thinking revolves around empathizing with the customer, and often brings the most difficulty to overcome. Choose one of five workshops to build your empathy skill set.

Voice of the Customer:
How to Hear Your
Customer Beyond a
Survey

Human Centered
Design: The Study of
People, Behavior and
Environments

The first step to design thinking
is empathy, requiring a pulse
on the voice of your customer.
VoC tools and techniques help
bridge the gap between product
development and customer
feedback. We will address:

Paul Strike
VP, Head of Design
Prudential
Truly empathizing with customers
challenges typical systems
of feedback collection, and
challenges design thinkers to
understand organic customer
behavior. Paul will address using
ethnography and anthropology
to challenge leaders to view
product, service, and experience
through customer perception. He
will address:
·· Best practices of ethnographic
and anthropological research
·· Understanding the end-to-end
brand experience
·· Developing customer
personas based on lifestyle
·· Pulling insights from disruptive
and sporadic customer behaviors

·· Defining goals and success
metrics for your VoC program
·· Road mapping customer
journey through feedback
·· Predicting engagement and
experience drivers

5:10PM

Empathize Now: How to
Create Personas from
Existing Data
Stefania Mereu
Sr. Director of UX
HID
One of the biggest pain points of
design thinking can be tackling
the first step: empathy. However,
there are initial steps you can
take using existing data to
jumpstart the process:
·· Understanding the customer
personas
·· Utilizing analytics to drive
personas
·· Addressing the fringe
personas that create pain
points

The ROI of Customer
Empathy: Understanding
the Impact of User
Research
Lisanne Norman
Director of Design Thinking
Visa
While empathy is a soft skill, hard
metrics in both the organization
at large and on a per-project
basis also proves tangible
value. However, in organizations
typically rigid, analytical, and
risk adverse, how can you really
prove the value of empathy in
a way that resonates? Lisanne
addresses her journey building
the value and implications of
effective empathy, addressing:
·· Involve diverse teams into the
research process
·· Present team and skillset as
a known as a organizational
resource
·· Put dollars and cents around
impacts of empathy

Building the Empathy
Skillset: Tools and
techniques for facilitation
of human-centric research
Hasan Elkomey
Chairman of Design
Thinking Board
Rutgers University
Empathy drastically effects business
outcomes, however creating this
skillset organization wide presents a
cumbersome task laced with questions
on effective learning formats, engaging
examples and best practices. Barriers
surround employees, management,
and practioners with an education
gap on the impact, meaning, and
application. Addressing best practice
facilitation, Hasan will address:
·· Building the foundation of empathy
with best practices, tools and
techniques
·· Identifying critical customer
interactions and emotions across
multi-channels.
·· Creating insightful stories that
empower employees to advocate
and take action.

BUILDING THE DESIGN A-TEAM: Driving Employee Engagement, and Talent to Transform Customer Experience
Suzanne Mehta
Chief Experience Officer, Global Occupier Services
Cushman & Wakefield
In an innovation and human-centered transformation, employees are your biggest advocates and toughest clients. Many organizations face the roadblock of cultural buy-in, but also need to
realize this stems from an employee experience built without a foundation of trust, innovation, ideation, and client co-creation. In Suzanne’s role, she explores building an organization with
employee experience in it’s DNA and sourcing talent to drive the vision into reality.
·· Avoiding tunnel vision when hiring designers & innovators
·· Building the cross-functional team capable of withstanding disruption
·· Creating a revolution through excellent proof of concept and ROI

5:40PM

DESIGN AND INNOVATION AWARDS ANNOUNCEMENT

6:00PM

Design & Innovation Awards After Party
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7:30AM

Check-In

9:30AM

Networking Break & Meet the Customer

7:50AM

Chair Opening Remarks

10:00AM

THE ROLE OF THE DESIGNER: How Leadership Can Optimize
Design for Innovation

8:00AM

DESIGN TRANSFORMATION: The True Power of Design Thinking

Federico Casalegno
Chief Design & Innovation Officer, SDIC
Samsung

Mauro Porcini
SVP & Chief Design Officer
PepsiCo

Design has dramatically evolved in today’s experience economy. From classic design
on the fundamentals of engineering, visual identity, and creative, design has evolved
to be inclusive of experience, strategy and innovation. Translating this change in
your organization requires the development of more holistic understanding, strategic
collaboration, and focus on constant disruption in the role of the designer.

Design thinking has dramatically transformed over the last few years. Specifically, an
emerging use case of design thinking that is transformative in nature. Spanning from
digital, cultural, organization, and brand transformation, the design thinking process
brings collaboration across siloes, stakeholder buy-in, and an emphasis on customer
centricity that drives holistic change.

8:30AM

·· Driving new market and category discovery

·· Creating a human-centric culture obsessed with your customer

·· Creating a culture focused on human value

·· Sustaining growth as a design led organization

·· Designing products that disrupt

BUILDING A DESIGN CULTURE: Design Thinking Made to Last
Meriah Garrett
Chief Design Officer
USAA
Design Thinking offers a platform to facilitate incredible change, cultural
transformation, and visibility across silos, in many cases introduced through design
thinking bootcamps, workshops, and training. But how do we sustain this design-led
culture outside of the design practice? Meriah addresses moving the Chief Design
Office past education and into sustainability addressing:
·· Beginning a culture of innovation and design expertise
·· Researching from inside to understand employee feedback
·· Analyze the internal journey to find gaps in knowledge
·· Facilitate top down acceptance to create implicit permission

9:00AM

·· Building classic and experience design expertise

·· Understanding the value of design cross-functionally

HOLISTIC DIGITAL TRANSFORMATION: Driving a Design Thinking
Culture
Today’s’ experience economy is filled with digital disruption. How are we building the
capacity to handle not only emerging channels and new technology, but the process,
mindset, and procedure necessary for designing products and services that resonate
with customers.

10:30AM

PEOPLE, PROCESS, AND DESIGN: Developing a Behavioral Model
for Human Centered Design & Innovation
Adam Connor
VP, Design Transformation
Mad*Pow
Interest in Design Thinking, brings the promise of transformation in health
organizations by uncovering opportunities, creating new and valuable ways to
improve health and deliver care, and connecting with patients and populations by
meeting their needs through the creation of engaging, effective experiences. But
the introduction and integration of these practices often meets with challenges–
resistance and obstacles to change–ranging from adoption to acceptance. Adam will
share the current elements of our model, and how it came to be:
·· Developing a behavior led model to facilitate human-centered design
transformation
·· Scaling design and innovation teams and traversing change-resistance
·· Integrating design practices from establishing innovation labs to holding
bootcamps/trainings

·· Analyze set backs of driving organizational transformation
·· Prioritize innovation to compete in the digital economy
·· Evaluate experiences across industries, not solely by competitors
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“DESIGN THINKING FOR…”
Design thinking came to our attention for a variety of reasons, in these Interactive Discussion Groups, explore the use case across
different projects, focuses, and divisions

Each session runs three times back to back. Pre-Select 3 of 8 sessions to attend

DESIGN
CONSORTIUM
(invitation only)

11:00AM | 11:35AM | 12:10PM
1

Digital Transformation
Brian Barclay
Director of Product
Design
Trunk Club

·· Identifying true pain points of
customer’s digital touchpoints
·· Designing an infrastructure
capable of digital innovation
·· Analyzing success based on
experience versus competitors

5

Employee
Engagement

Coonoor Behal
Founder
Mindhatch
Brandon Linn
Manager, Talent
Management
Accolade
·· Involving HR into design
thinking initiatives
·· Understanding your
employees journey
·· Applying design thinking to
your onboarding process

2

Automation

Joseph Smiley
Design, Experience, and
Service Principle
E*Trade
·· Roadmapping experiences to
define avenues for effective
self service
·· Creating a culture of strategic
design to humanize automated
interactions
·· Utilizing AI to revamp
employee experience

6

Innovation
Jessica Barnes
Service Design Principal
Walgreens

·· Identifying meaningful
products to pursue
·· Fostering an innovative
mindset in all teams
·· Empowering pockets of
innovation across teams

3

Brand Experience
Hannah Berson
Principal Designer
PointB

·· Designing for a holistic brand
ecosystem
·· Identifying customer
perception of brand

4

Cultural
Transformation

·· Activating the frozen middle

A closed door brand discussion
on Human Centered Design and
expert benchmarking, learning,
and networking.

·· Garnering executive level
buy-in
·· Designing for sustainable
buy-in

·· Creating digital products that
represent brand

7

Collaboration

Sally Grisedale
Former Product Design
Director
Facebook
·· Fostering cultural buy-in
·· Identifying key stakeholder
involvement
·· Working across remote and
dispersed teams

12:40PM

Networking Luncheon

2:15PM

Main Conference Concludes

2:30PM

SITE TOURS: IBM Studios Austin | USAA Chief Design Office | Charles Schwab

8

Product Design
Kerry Renna
Director of Customer
Insights
SharkNinja

·· Cross functional collaboration
on product development
·· Strategic ideation before
implementation
·· Methods of Rapid prototyping
and reiteration
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SITE TOURS

Thursday, April 18, 2019

Experience the bespoke Design Thinking approaches of cutting edge companies in Austin.
IBM STUDIOS AUSTIN

USAA CHIEF DESIGN OFFICE

CHARLES SCHWAB

SOLD
OUT

What to Expect:

What to Expect:

What to Expect:

Intimate tours of IBM’s Austin design
studio led by its top designers. A private
presentation for our group will provide a
window into IBM’s custom Design Thinking
methodology, leveraging unique principles,
keys and an iterative “Loop” model. See
examples of how one of the world’s
most powerful and reputable technology
companies applies Design Thinking in
service of differentiated market outcomes.

Private tours of USAA’s new design studio

The Schwab UX team has 80+ team members

which opened in February 2017. Explore
USAA’s recent launch of an aerial maps
tool, utilizing drone photography to help
members affected by hurricanes begin the
claims process faster, often before they
were able to physically return home. USAA
is making significant investment in driving
the future innovation of digital experiences
to provide the same level of exceptional
care and service that it does through its
traditional channels. Come see how design
thinking at USAA drives that innovation.

across our San Francisco, Austin, Denver,
and Chicago offices. The Austin campus
at Gracy Farms spans 55 acres with over
450,000 square feet of space including open
workspaces, hiking trails, innovative video
conferencing technology, and public spaces
for hosting industry events and having fun.
Come see our space and join us to learn
more about how our space enables design
thinking and collaboration.

Our
 Host:
Joni Saylor
Design Principal

IBM Design Practice

O
 ur Host:
Meriah Garrett
Chief Design Officer

O
 ur Host:
Kathy Emsoff
Managing Director, UX

Charles Schwab

USAA

SCHEDULE:
2:45PM Depart for Site Tours
(transportation provided from hotel)

3:00PM Experience IBM Studios Austin or USAA Chief Design Office or
Charles Schwab Tours
5:00PM Depart from Site Tours to Airport
6:00PM Return to Hotel

DESIGN THINKING • April 16-18, 2019 • JW Marriott Austin • Austin, TX • designthinkingusa.com • #DesignThinking2019

30

ABOUT OUR MEDIA PARTNERS

Special thanks to this year’s media partners and networks. Our partners are integral to the development and execution of Design Thinking, supporting the
strategic positioning of the event and are true thought leaders within the community.
THE ACCIDENTAL DESIGN THINKER
The Accidental Design Thinker is a design thinking blog featuring tools, resources, and best practices for both aspiring and experienced design
thinkers. Our mission is to build awareness, appreciation, & know-how of design thinking to the masses. We have a global readership including visitors
from over 130+ countries. Created by a Fortune 500 brand marketing & innovation leader, built for design thinkers across all industries and functions.

THE INTERACTION DESIGN FOUNDATION
The Interaction Design Foundation is a nonprofit organisation which specialises in education and career advancement for designers. They offer
self-paced, online courses on topics across the field of UX design as well as networking opportunities in 90 countries across the world. IDF Course
Certificates are recognized by industry-leading corporations such as IBM, SAP and Accenture, and their course materials are developed by leading
practitioners as well as academics from top-tier universities like Stanford and MIT.

CUSTOMER
CONTACT WEEK
DIGITAL

CCW DIGITAL
Formed through the union of Customer Contact Week, the world’s largest and most influential customer service event, and Customer Management
IQ, the world’s largest and most influential customer service online platform, CCW Digital reigns as the most significant community, resource hub and
advisory for contact center and customer experience professionals.

DIGITAL AGENCY NETWORK
Digital Agency Network (DAN) focuses on collaboration, knowledge-sharing, business support and exploration. DAN’s mission is to support
member agencies’ businesses and enhance the intelligence, expertise, reach and effectiveness of the members through knowledge sharing and
collaboration.

CRMXCHANGE
CRMXchange is a premier website dedicated to providing information in an interactive environment for CRM/Contact Center professionals. The site
offers white papers, newsroom, monthly columns, a showcase for products and services for the industry, and free webinars on a variety of CRM and
Contact Center issues.
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ABOUT OUR MEDIA PARTNERS

INDUSTRIAL DESIGNERS SOCIETY OF AMERICA
Founded in 1965, the nonprofit Industrial Designers Society of America (IDSA) is one of the oldest and largest membership associations for industrial
design professionals, with thousands of members in dozens of Student Chapters, Professional Chapters and Special Interest Sections in the United
States and internationally.

THE HEART OF UX- CULTIVATING TOOLS FOR EMPATHIC CONNECTION
We are taking UX research to the next level in this training! Dive deep into the heart of UX research: the ability to connect with people and
understand their needs. Join us for a four-week series of engaged, hands-on learning that will deepen and strengthen your moderation skills with
compassionate mindfulness techniques. This series is intended for those just beginning in UX research as well as seasoned and experienced
researchers, as it integrates breakthrough approaches in the psychology of connection with classic methods of data collection.

DESIGN THINKING & INNOVATION (DT&I)
Design Thinking & Innovation (DT&I) is a hub for creative talent who seek to share their skill & knowledge to create meaningful positive impact
in the community. Our focus is designing for change and creating positive social impact using techniques in Human Centered Design (Design
Thinking), UX & Lean.

CAPITAL FACTORY
Capital Factory is a community in Austin for entrepreneurs to join in order to have a space to work as well as connect with investors, employees, mentors,
and customers. Capital Factory’s mission is to be the center of gravity for entrepreneurs in Texas, the number one startup state in the U.S. Last year more
than 100,000 entrepreneurs, programmers, and designers gathered day and night, in-person and online for meetups, classes, and coworking.

DESIGNMODO
Designmodo creates websites and email builders designed for developers and non-tech users.

DESIGNRUSH
DesignRush is your guide to finding the best professional agencies, categorized by their areas of expertise. Find top full-service agencies, web
design companies, digital marketing firms & top technology companies.

UXMEMO
UXmemo is all about fitting experience design’s biggest thinking into small moments, every day. These snappy squares of wisdom are informative,
thought-provoking and brighten your feed and your brain no matter is you are a designer, strategist, or marketer.
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CONFERENCE VENUE

WELCOME TO

Austin, Texas!

WELCOME TO THE JW
As the Design Thinking conference continues to grow, we are excited to
partner with the JW Marriott! With the large Grand Ballroom, rooms galore
for break outs and interactive workshops, we are excited to give our
attendees the VIP Experience.

JW Marriott Austin
Address: 110 E 2nd Street, Austin, Texas 78701
Phone: 512-474-4777 | Website: www.jwmarriottaustin.com
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ACCOMMODATIONS
Monday, April 14th is currently SOLD OUT at the JW Marriott. The Design Thinking Team has secured an
additional room block at the Omni Austin Hotel Downtown. To help make your reservations seamless:

2 DAY PASS HOLDERS
(Wednesday, April 17 - Thursday, April 18, 2019)

If you plan on staying in Austin starting Tuesday, April 16, we
suggest you book your stay at the JW Marriott Austin Tuesday
and Wednesday night for a total of 2 nights.
JW Marriott Austin
110 E 2nd Street			
Austin, Texas 78701
Room Rate: $209
Phone: (512) 474-4777
Website: www.jwmarriottaustin.com
Simply call 844-473-3959 and mention you are attending
“Design Thinking 2019” for the Special Group Rate. You
may also make your reservation HERE. You must make your
reservation no later than Monday, March 25th, 2019.

3 DAY & 3 DAY PREMIUM PASS HOLDERS
(Tuesday, April 16 - Thursday, April 18, 2019)

If you plan staying in Austin starting Monday, April 15, we
suggest you book your stay at the Omni Austin Hotel Monday,
Tuesday, and Wednesday night for a total of 3 nights.
Omni Austin Hotel Downtown
700 San Jacinto at 8th Street
Austin, TX 78701
Room Rate: $229
Phone: (512) 476-3700
Website: omnihotels.com/hotels/austin-downtown
Simply call 512-476-3700 and mention you are attending
“IQPC Design Thinking” for the Special Group Rate. You
may also make your reservation HERE. You must make your
reservation no later than Monday, March 25th, 2019.

Please note: IQPC will never recommend, approve or appoint any third party rooming service to act on our behalf. Please be extremely wary if you are approached by any such companies. We will always
endeavor to negotiate the best available rates for you so please use the Hotel´s website link provided. For questions, feel free to email us directly or check out our venue page for more details.
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KEEP AUSTIN WEIRD!

CHECK OUT EVERYTHING AUSTIN HAS TO OFFER WHILE AT
DESIGN THINKING.
CONGRESS AVENUE BRIDGE
BAT KAYAK TOUR

BARTON SPRINGS
POOL

AUSTIN EASTCIDERS
COLLABORATORY

According to Bat Conservation
International you can see about 1.5
million (yes, million) bats fly out toward
the skyline at sunset at Congress Avenue
Bridge. Enhance your experience as you
paddle down stream in a kayak.

Within Zilker Park’s 358 acres lies one
of the crown jewels of Austin - Barton
Springs Pool. The pool itself measures
three acres in size, and is fed from
underground springs with an average
temperature of 68-70 degrees, ideal for
year-round swimming. Over the years,
Barton Springs Pool has drawn people
from all walks of life, from legislators who
have concocted state laws there to freespirited, topless sunbathers who turned
heads in the 1970s.

Austin Eastciders launched in 2013
with the goal of making America fall
in love with cider all over again. Since
creating our Original Dry cider, we have
experimented with other styles of cider to
add new cider lovers into the fold. Texas
Honey, Hopped, Pineapple and Blood
Orange are just the beginning.

PERLA’S

GARAGE BAR

EAST SIDE

Located on South Congress, Perla’s offers
fresh fish and oysters flown in daily from
both coasts paired with coastal cocktails
and an extensive wine list. Enjoy the
patio on a sunny day and people watch.

Don’t let the name mislead you. Stop
here for a classy atmosphere and tasty
cocktails in a “secret” bar within a
parking garage.

Visit this trendy and artistic scene where
you’ll find many cool bars ranging from
chic to grungy, including Whisler’s and
the casual but hip honkey-tonk
The White Horse.
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Our Collaboratory where you can try
all five flavors along with some special
edition ciders is open on the east side of
Austin (get it? Austin EASTciders...)
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PRICING & REGISTRATION

3

EASY WAYS TO
PURCHASE YOUR PASS

END USER PRICING

Email
info@customermanagementpractice.com

Visit
www.designthinkingusa.com

Call
1-800-882-8684

TEAMWORK MAKES
THE DREAM WORK!

Register by 3/22

Standard & Onsite Pricing

2 Day Pass

$2,299

$2,799

2 Day Premium Pass

$2,999

$3,499

3 Day Pass

$2,999

$3,499

$3,699

$4,199

Register by 3/22

Standard & Onsite Pricing

2 Day Pass

$3,299

$3,599

*IQPC reserves the right to determine who is considered an End-User or a Vendor
upon registration for an event. Those who are determined a vendor will be denied
access to End-User pricing. These prices are featured as a limited time only
promotion. IQPC reserves the right to increase these prices at its discretion.

2 Day Premium Pass

$3,899

$4,199

Please note multiple discounts cannot be combined.
A $99 processing charge will be assessed to all registrations not accompanied by
credit card payment at the time of registration.

3 Day Pass

$3,899

$4,199

*CT residents or people employed in the state of CT must add 6.35% sales tax.

$4,699

Details for making payment via EFT or wire transfer:
JP Morgan Chase & Co.
Penton Learning Systems LLC dba IQPC
Account#: 937-332641
ABA/Routing#: 021000021
Reference Code: 28038.003

3 Day Premium Pass

Best Value

VENDOR PRICING

Ask about
our Team
Discounts!

Email
us

end-users only off standard price packages;
discounts automatically applied during checkout.

MAKE CHECKS PAYABLE IN U.S. DOLLARS TO: IQPC

3 Day Premium Pass

$4,399

Best Value

TEAM DISCOUNTS

PACKAGE DESCRIPTION
2 Day Pass (4/17-4/18)

(APPLICABLE TO END-USERS ONLY)

Main Conference

2 Day Premium Pass (4/17-4/18)

Main Conference Day + Choice of Site Tour

3 Day Pass (4/16-4/18)

Main Conference + Workshop Day OR Design Thinking
University

3 Day Premium Pass (4/16-4/18)
Best Value

Main Conference + Workshop Day OR Design Thinking
University + Choice of Site Tour

Group of 3-4

Group of 5+

40% off standard
rate

50% off standard
rate

DESIGN THINKING • April 16-18, 2019 • JW Marriott Austin • Austin, TX • designthinkingusa.com • #DesignThinking2019

Team Discounts: For information on team discounts, please contact IQPC
Customer Service at 1-800-882-8684. Only one discount may be applied per
registrant.
Payment Policy: Payment is due in full at the time of registration and includes
lunches and refreshment. Your registration will not be confirmed until payment is
received and may be subject to cancellation.
For IQPC’s Cancellation, Postponement and Substitution Policy, please visit www.
iqpc.com/cancellation
Special Dietary Needs: If you have a dietary restriction, please contact Customer
Service at 1-800-882-8684 to discuss your specific needs.
©2019 IQPC. All Rights Reserved. The format, design, content and arrangement of
this brochure constitute a trademark of IQPC. Unauthorized reproduction will be
actionable under the Lanham Act and common law principles.
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