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Managing for Innovation

How you develop distinguishing features and functionality

Products
Bt Platforms: e.g.Dysney animated

Networking: How you connect /\( P movies, health teletext

with others to create value NGNS 1= 7& ~ Solutions: to solve end-to-end
]\\{\\ ‘ customer problems

H:fw you dell\ler your Channels ' Incremental substantial | Radical| | Customers Unmet customer needS
WHER WHO!
offerings to customers (WHERE) WHOIS Underserved customer segment

and users "'\ /\></>

Logistics/ ’Q ‘ Y
s"PP'VC"a'"\ /o / Customer Experience: all touch

\, : points & all moment of
Value Chain® —™—— 1 —
REggsanes Revenue Model: how org. get paid,
Improve efficiency new revenue stream

& effectiveness

Business innovation is the creation of substantial new value for customers and
the firm by creatively changing one or more dimensions of the business system.
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Innovation come from Idea Generation
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1. Seeking opportunity from unexpected success namsfisimsaulnadiesinsa

. Seeking opportunity from unexpected failure mM3suiulaawly

. Seeking opportunity from unexpected events anaglna

Seeking opportunity from process weakness

Seeking opportunity from changes in industry and market structure

Seeking opportunity from high growth areas

. Seeking opportunity from converging technologies

. Seeking opportunity from demographic changes

O © N OO A W N

. Seeking opportunity from changes in perception
10. Seeking opportunity from new knowledge

®N.UAWBNS 91700 “Managing for Innovation”
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Ten Faces of Innovation

Learning Roles Building Roles
(Lﬁ'umumwfuazm'mﬁm) (N5HS19UINNTTN)
5““"‘19‘8“‘37@5“ * The anthropologist The caregiver
- yulilumsuilaym | e The experimenter The set designer
ihsiildifrdosnweslosiu | o The cross-pollinator The storyteller
- e The experience architect

Organizing Roles

 (MSTUARRURAIENTIATNNAT)
1D1WUEALENATUIN |« The hurdler

ldlagualviiauidn at ease
JanAlinyieuiiay practical & inspiring

@513 connection | e« The collaborator #3719 emotional connection seninarugila
MNULIEIATEUYU | o The director g519UsEaunNsUnLenag ey Uiuseivla

Kelley & Littman (2016)
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Learning Roles

The Anthropologist
The Experimenter

The Cross-Pollinator
Organizing Roles

The hurdler
The Collaborator

The Director

Building Roles

The Caregiver

The Set Designer

The Storyteller

The experience
architect

Ten Faces of Innovation @
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Observe, interact, look around, bucket list & idea wallet,
spirit of curiosity

Hard work, curious mind, fall often, succeed sooner,
prototype everything

Raw association, make connection, wide sets of interests,
avid (#1) curiosity

o s o ] -3 1 Q/ A 9 Qs
ilunisviniiavansiihanudaayg unduradauludieiniiin

o o &
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connection

WANAL ILLHULLRY Organize

Tireless problem solver, optimist, quiet determination,
perseverance, don't ‘just do the job’, look beyond failure

Create shared journeys, work multidisciplinary, more coach
than boss

Big picture thinking, accelerate team members, shoot for
the moon, wield (1) a large toolbox

1af insight ann learning roles uaziila2tay empowerment ann organizing role aliitAiauinnssu

Kldlagua vinlvieiausdn at ease uaslinisqua
v 19Lduvinlvnvineusialu practical
UnIALIN _ ..
& inspiring
o &5919 emotional connection 5£17319
AautaltIay o .
R IR
- _ @hedsTaunisaliuaneng TaaLeu
gadiindszaunisal

unseriula
Kelley & Littman (2016)

Human-powered innovation, empathy for individuals, create
relationships

Liven up the workplace, promote energetic culture

Capture imagination, spark emotion and action,
video/narrative/animation

Fend off (ud®) the ordinary, facilitate positive encounters
(Ltieyniin)
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Climate for Innovation

Challenge/engagement

Idea time J13a1 (wana¥inaudnd) lunmIas9asIa tatae lnai o
Idea support aoﬁmﬁs:uuafmagﬂmﬁ )Ll 9

Trust & openness fﬁﬂﬂaa@]ﬁﬂluﬂ’ﬁm%ﬂaLﬁ&lﬁLL@mGi’m
Playfulness éﬁﬂﬁiauﬂa’]ElLLﬂZﬁ’]ﬁJ’]iﬂﬁ‘ﬂZﬁgﬂIuﬁlﬁ’m’m

Conflict levels productive conflict G‘fidLﬂu?dﬁﬁmmi

Debates ﬂé"rﬁ'a)zﬂﬂLﬁmﬂmumLLamﬂﬁﬂummﬁmﬁuﬁu
Freedom 483z lun13vinan

Risk-taking nanfiazaasdilna g uazwsansuanudanaa
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Creativity & Innovation
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ﬁﬁ'}ﬁﬁﬂﬂ%%ﬁlﬁ challenge the status quo & take intelligent risk

Culture Hacking
® Challenge the status quo

* Seek opportunities: AINFILI? AITNANLAAY m@;mstﬁﬁ"lajm@ﬁu ag@éauiuﬂisuauﬂﬁs 113
Wasnulasluiswiasan fan1snaniaaulaatnesiats

s N - oy
® Free association '@I@ﬂizmﬂmmﬂmﬂﬂamhlm 23U

® Penguin award

uw.agﬁwﬁ qn?gaqa “Building Quality and Safety Culture for the Future Sustainability” (n3nf)1ad 2568)
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ENCOURAGE BEHAVIORAL ? COGNITIVE SKILLTO
TOINNOVATE SKILLS  uiecetonis SYNTHESIZE NOVEL INPUTS
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~ Think
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CHALLENGING " -
the STATUS QUO

Experimenting
N | &

Clayton Christensen



Free Association

Disneyland / gffiag
First come - First serve
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I-Pad

Shop online
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Culture of Asking “WHY”

Example of DM (micro-analysis)

Micro-analysis
+ At national level, young DM patients perform worse than the elders regardless of sex. WHY?

I o I = ]
Example of DM (micro-analysis)
5 Micro-analysis: Seasonal variation of uncontrolled DM. WHY?
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* Mechanisms to address the ‘how’ and ‘why’ questions are needed (e.g,,
through empirical research).

A3.UN. 32N gwasmlavanad
Utilization and capacity building for big data management and analysis on health promotion and disease prevention project, IHPP
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What kind of evaluation will you be doing?

Formative
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https://www.youtube.com/watch?v=PQHtqm1xLzk

'Nsausﬁ“'imsumuwumu%l.%u/'insqn'ﬁ HAasUSUNV4lASIANS
Wusaruuninaz ld9sasusadinnvuliin

og Tuzhanmsviamun
WINNFTN

Exploring, Creating,
Emerging

«  fenflunnslassnsingds
veadsUszaunanifu
A5ANTHAAINTTNEINE

o demnubiviuouasinesls
algnsls waslsownls

o fAanu AN
Toma Anudisa uas
Aanssulnady Aaduata
siotiloq

JsAoos ls
What is it?

Formative

Tasanmsos Tughaidusiu
waruausn
Improving, Enhancing,
Standardizing

s 29AUsENOUNANVDY
Tasanmsiasy
eniiiunslasinstang
Usuigesio

s @HNTaAMANSAINAANS
Isunndu

«  fmssusuanthlavdun
anndadu

sdistdluoagrilsv
How is it working?

Summative

Tassnmafiogsuazia

Aiud
Established, Mature,
Predictable

Axnssuaadlasensigniien
masaz liasuudaudd
isniflunslasenad
Uszaunsalageuazinay
siularozlsii [@ansle
Tasanswsouiias Idns
Uszaflumaueniidndny (value
of significance)

silatnslanisals
Did it work?

It is critical to match the evaluation’s purpose to the right approach

https://www.youtube.com/watch?v=QSyqGwjcf6s
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https://www.youtube.com/watch?v=QSyqGwjcf6s

AIMNIN18YDI Developmental Evaluation (DE)

Complex Environment

Emergent & Dynamic Realities

Developmental Evaluation ‘

Supports innovative Developmental

OUE Innovauv i ° .
levelopment to guide h\fﬂuall(fﬂ . Adaptation
1daptation to emergent and e ‘ Developmental Innovation

e el i St . — —> to Emergent
dynamic realities in complex Evaluation Development .
environments : o & Dynamic

Michael Quinn Patton 1¥ma13#singiiag DE 91
« a o o % Y] S o
DE iflunisisgifuiladuayunisadainnsss ilatli
S 'y) y o v o ¥ p= |
nsUsudsanainwasiafigmiaio TuanwwIndaud
Fudini” |
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Developmental Evaluation (DE)

Hilsz1aiwrimiT facilitator

1 Facilitator @113
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Developmental Evaluation (DE) Enquiry Framework

1. Basic descriptive questions |
What? Why? When? How? Where? Who? ‘

2. Fundamental evaluative thinking
What? So what? (interpretation) Now what? (next action)

3. Triangulated learning framework
Belief, Knowledge, Action




2. Fundamental Evaluative Thinking (Getting Started with People New to Evaluation)

WHAT?

G'; U [] []
Winozls? %’aa&auaﬂaﬂ‘s? AazIanvandenistdagnudasrnioanaanashaaszls?

aldazlsBradanauuunawinniandagwuilasllnse HALINAY

SO WHAT?

¥ 1 A Yo A 1 o
Payalval g filasulianavansadiels ludegduuazluawiaa

nmsilfanulasinmasinaluiinanats ASUARIBVBILT LAT821828IL31 38sTIsMa agnels

NOW WHAT

= =~ = Q/ =~ o d. 1 —~ r= | 1 Q
1I3ANAanazls? 1ansnensazls? azldlonaasdoniio ls ag19ls awAgIrIaIINNK?

Michael Quinn Patton. Developmental Evaluation: Applying Complexity Concepts to Enhance Innovation and Use
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What, So What, Now What? : Ladder of Inference (ﬁ'%v[ﬂa‘vgu'm)
Together, Look Back on Progress to Date and Decide What Adjustments Are Needed

w Ladder of Inference

Emphasizes the value of a step-by-step progression in debriefing or after-action
conversations. The value of staving LOW on the ladder is visually reinforced,

Misunderstandings and arguments can be avoided.

Actions

| take based on beliefs

Beliefs

| adopt about the world

| draw from assumptions

Assumptions

| make based on
meanings

Meanings

| add (cultural & personal)

Data

| select from observations

Observable data and experiences

https://www.liberatingstructures.com/9-what-so-what-now-what-w/

"3 Ly W —
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3. Triangulated learning framework

¢ Action 319311 combination 2aJ belief (theory-vision-values) & knowledge (evidence)

@ ¢ ' ~ v v Y Y g
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a P=| P=| 1

. e pan1sUsztiw-uvunawtdSaUngUsErI9ldsunIN
Action Ao & n o ¢

o mi'mﬂwugﬂmtazms’mﬂﬂsxqﬂm

6 . o
* j)sraun1Toblaz wisdom INNAWNISIH
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& v
o [ ]
Belief/values Knowledge ﬂ’nadlmumaognim%’lmu
* MSTONADUATULUWHRTIINEIY
* n13UssERANNEIAYVDILNLILK

¢ Strength of connection to outcome attainment

Michael Quinn Patton. Developmental Evaluation: Applying Complexity Concepts to Enhance Innovation and Use
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Ask Me 3 Qﬂafamﬂslﬁ’é’mma‘lmﬁouazmuﬂszmn

Good Questions for Your Good Health

Ask

Me

Every time you talk with
a health care provider

Ask these questions

1.

What is
my main
problem?

Tynmanvasandaasls

2.

Whatdo |
need to do?

> v o v
anaasiazlsing

5
Why is it
important

for me to
do this?

o a A v o £ o o o @ Qs
‘Yl"ll&lﬂ\‘iﬂﬂﬂ\‘lﬂ"li]\‘iﬂ"l WA IUR®

Write your health care
provider’s answers to
the 3 questions here:

1. What is my main problem?

2. What do I need to do?

3. Why is it important for
me to do this?

Asking these questions can help you:
ﬂ Take care of your health

Prepare for medical tests
ﬂ Take your medications the right way
You don't need to feel rushed or embarrassed

if you don't understand something. You can
ask your health care provider again.

When you Ask 3, you are prepared. You know
what to do for your health.

IHI / National Patient Safety Foundation

MED CMU Quality Fair 152911 2568 @334 6

L2
Qs

Your providers want to
answer 3

Are you nervous to ask your provider questions?
Don't be. You may be surprised to learn that your
medical team wants you to let them know that
you need help or more information.

Like all of us, health care providers have busy

schedules. Yet they want you to know:

* All you can about your health or condition.

e Why their instructions are important for
your health.

* Steps to take to keep you healthy and any
conditions under control.

Bring your medications with you the next
time you visit a health care provider. Or, write
the names of the medications you take on the
lines below.

Like many people, you may see more than
one health care provider. It is important
that they all know about all of the
medications you are taking so that you
can stay healthy.

Ask Me 3% is an educational program provided by the
Institute for Healthcare Improvement / National Patient
Safety Foundation to encourage open communication
between patients and health care providers.
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Personal Record / Health Passport

GENERAL SYMPTOM DIARY

Patient’s name: Date of birth: | / Medical record #:

Intensity
Date Symptom Time Duration | (1-10) Triggers Treatment used Response

My Personal
Health Record

Keeper

Fam Pract Manag. 201 3,20(3)24-28 MED CMU Quality Fair 152911 2568 AFIN 6 Fuit 10-12 waeBmuw 2568 ™ ﬁaaﬂs:qﬁufu 2 ensiSous




HAILAND
UAL

Somerville Protocol

Avualiinan 22.00-06.00 w. 10w "Quiet Time”

\Wasunatin routine vital signs 10w 06.00, 14.00 uaz 22.00 u.
vihanuith laduunng Tuidasanuunnsineweas daily, BID, TID, QID #u
g24 hrs, q12 hrs, g8 hrs, g6 hrs

nandsensiiendudaanimmvads 16.00 w.

nandoensiiidonszning Quiet Time shdlulyls

|

\

|

T
: : . < : | anntsuaulivdu 38%

T4 noise detection device 7 nurse station | |$ .

|

|

|

|

|

|

ann1sied sedatives 49% 1

\Ua lullaby vns public awareness system 1nan 22.00 w.iiaidioulnn
AunsIuINdu quiet time

Ta¥ timer wauasii hallway lauswlwiifianan 22.00 u.
wonuNalAsweuia bedtime routine fiaw Quiet Time (3a VS, snrou
uau, Juany, asdovaATaTANNADALARA, UauUsesiag, 1a)
nanlaue antecubital IV catheter site sndulule (sauvistle alarm T
NANNANAL) wazwENEINRAALEBIASIRENTHN TupounaeAwaDulyle
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Compassionate Care Bundle \ R ¢

‘Bullding better health in the bush

- — P —— AIDET (Acknowledge, Introduce, Duration, Explain, Thanks)

Policy that has become a standard

——— Hello my name is..... practice
<_r_| My Board * Checking on each patient the
. : nurse is assigned and assessing for
Y i M Purposeful hourly rounding |:> safety risk
. B Clinical handover at the bedside Change in the patient’s
condition
| Telephone discharge follow-up Pain

Additional needs they may
have

My questions / My family's questions: My care instructions:

Figure Three, My Board

Figure Four, Clinical Handover at the Bedside.
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THAILAND
Practices that Promote Patient and Family Engagement N

Bedside Shift Report
* fthe (wazAsaumsy/Kaua) 81 active participants wananavudoyasithuidantussnivanngniia

Collaborative Goal Setting
+ fJihouasiingiiihe sauAuAue areas for treatment wionsidsnuiasiinauanassio patient preferences & priorities
suAu clinical concern wasinguaie

Patient Pathways
« Wumsin clinical pathways snidaushunuiiihouazgauaithlalsdie dunsuusiazlsa

Shared Medical Records / Open Notes
o Wrhoanunsahdsdoyadumwaiuyrralunssadouiidudaau wu Tusswineuou sw. uaz/vmie nssnu

Shared Decision Making
« AsuuMsAfUidniusiudthodesasnsidusudedulaidon Wedvadoninnnimilinaden

Teach Back
» validate mnuithTawasihasiadoyadAnyi |

iU shumsvelithoasuanudh ladsswawasnulo

Care Partner
. aulursaumasnsaiiouifihuneununaliiluanidnuss care team sunihiiguariius:ning episode of care

Susan B. Frampton. Harnessing Evidence and Experience to Change Culture: A guiding Framework for Patient and Family Engaged Care
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Non-maleficence
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Compassion & Innovation

Managing for Innovation

DE: Evaluation for Innovation

Example of Compassionate Care
Examples of Compassionate Innovation
to Achieve Quintuple Aims in Healthcare
Inner Growth for Compassion

Listening for Innovation

Creative Culture

How to Challenge the Status Quo

Innovation Scorecard



Aims of Healthcare: Triple-> Quadruple -> Quintuple

Improving care
for individuals

Patient
Experience
AR
u
Enhancing the health Reducing
of populations overall costs
¥ v
G]v[,?.l/ AN AAN
u u 9

Uaaany

[=
@l’[{f/mw AANT 5 TIN
aanny
Repulation R ala/aana
Health Advancing u .
Ith
Q ﬂ % Wnrt!rzalv:arfs?i:]:l!e in 1] a a ﬂ ﬂ ﬂ

which everyone has a fair and
just opportunity to attain their
highest level
of health®

Enhancing Patient

Experiences
Motivating and engaging
patients to play an active role

Improving
Population Health

Preventing and managing
prevalent, costly, and chronic

Reducing in their care to improve Quintuple diseases™®
outcomes and satety®
Costs Aim?
¥
aad
u 9

=

Improving Provider
Well-being

Providing access to tools
and resources to address

fias
Reducing

Care Costs
Reducing resource utilization
and readmissions while

que Teqm provider burden and burnout? assuming greater risk?
Well-being
o
AABNNTW o

AAWNIIW AN
u u 9




Combined Patient Journey Map & Service Blueprint

< -— ATEHANHH IS > e IS THIH I TH = e e > - U I I T2

| \ Process #2 Process #3 Process #8 Process #9
TSR - - - - -

Expected Outcomes . ¢ i
of ;:; ; Process Performance ; ; Jl ummATE ouTcoMES

Each Process

” { io P i . j. : . : : Desirable patient’s experiences
Patient’s ' ' . : the whole j o (i.e..Patient-
. e who ey
Action : mm&wn’wmm
. Patient Reported Outcome Measures (PROMS))

— :  Desirable
e  PREM/PROM

e ; . 5 . B Desirable dlinical outcomes for
Provider’s o : i : . P the whole journey
Actions in P L . i 4

- | g | | Desirable
P ider" T b : « .
Pain Points B 1 | ; ~ Clinical Outcome

Key cost drivers along the dinical
pathway

Cost Drivers

IALATUN.LITAN HITTWHS AUSUNNLFN amﬂidw BIUNRIINITLA
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Compassionate Innovation for Person-Centered Care

uﬁ’mqssuLmawﬁiu”ﬂawua‘iwﬁ’muﬁ’n individual's unique story, preferences, &
dignity taliiiulainnisquaxg ladunisaantiuuadnotaniIglangad AT ey
Afiafivmnutiunum i Liazg
1. "My Life, My Story" Digital Biographies in EHRs

gnsanuanunitanwizly EHR Msthaindeladra auisailausraaziaas
mmnmjammaommao 12fu uastsn aasaldfludin inaanie
IUBTIN fia/gsswunuiiaznluizan Aafasisydntu Anund ANundY LAz
fovivinlviwinnianugauiasdnaunela
2. AI-Driven "Preference Englnes for Care Customization

Weuun Al algorithms 7igunsai3aug patient's preferences wiataienuli
\2iu preferred communication style (e.g., direct vs. gentle), szaunisfigiu
NUAIATAUATY, ANNFEMNTATIRETANATURE, WInATIIERIUE UL
AANTTUNTQUR, ANNABUEATUAINTS, amwumaaumaﬂsvmmauwammaams
12y ANUTEY LEIER) AnnTTusTuLazi@uanIsdeA A liAuauaLia
WATUN

uw.a%f@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum umfﬂq%u‘n‘? 28 WOAANT8L 2568
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Compassionate Innovation for Person-Centered Care

3. Virtual Reality (VR) for "Empathy Immersion" Training for
Caregivers

1512 VR simulations Lwa"muﬂmnsmomsuwmu"lm&uwaﬂsuaumsmms
duihedfinnsanizanig (1 ansauaddaniiduay anuenauInlunis
waaulny ufaanuiandnaannnissanisifdasda)
4. "Co-Creation"” Health Plan Platforms with Interactive Patient
Portals |

Interactive digital platform falveiha susaviusnuduinguacihe
TunsagsvLasdsuLNuAITaULaRsgIULAAR TINAINITAILINUNNE ANTLRanIENS
Fh Mstanune waznstdayailaundu
5. "Sensory-Inclusive” Care Environments & Wayfinding

msaammnwummuaammw Wavsa uagitnsdaansliasaumauuarsadsy
nﬂﬂamummmaom'smoﬂs”mmauwazmumnumﬂ mwmmnmomoamﬂmumuw
(1211 aandu ma”amaal,aiau) WIadnaINIITIULTIN 12U "Wasdau” Tuunun
anLdu szuyAuMLdUMIiaanuuumawiudnalifidaaunaziinladng wa/
WK UFu'le wazoudadsianisiaiuassy

uw.a%f@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum umfﬂq%u‘n‘? 28 WOAANT8L 2568
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Compassionate Innovation to Improve Clinical Outcome

uinnssuilliitiasumn1s¥nn1sa weesotiulai holistic well-being uav
Wil Tealadisglaiain empathy & human-centered design WalWlanadwe
fuguATWAfdu nsfudiNs du waraaumwdianfdu draanuaserindn
fladaneansual §9AU LATIATNENRINANTTNLALNIINAGE physical healing

1. Personalized Digital Health Coaching & Behavioral Support
AI-powered digital platforms or apps delinistAdguainanizyana 1o
motivational interview technique wagn1sacnanganssu ﬁaﬂ%’n‘lﬁmmzﬁ’nmw
sunnanizyanatadiihe (Lau Tsaunwu Wlaauual nMsunnavnig
N16H) FULLUATITIFEUT LRLHANRINIIIMNUETTN TaaA1IZNNNT AL ULN g 14
ldgnsvinaunlagdassasia adherence aavunazyAARDEINILIRFY

2. Virtual Reality (VR) for Pain Management & Anxiety Reduction
A5 ladaWe VR tiagvuaulsaun1saliiguasy Waumaty wialn1siniie
LmvgﬂmmmaaLmsnms‘mmmwﬂm (12U MQUAaLNA A1TViLATiLnTe A3
Aanwiinie) wiagihaniiannisihe/iandnaiiass
pating: Tdsunsu VR Mlalussninomsulqaumdiuunaanausalulvg as
Yindnan1Imeriuanssu iasgnsuihaganaidoundareininda

uw.mp‘“@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Compassionate Innovation to Improve Clinical Outcome

3. Remote Patient Monitoring (RPM) with Human-in-the-Loop &
Proactive Outreach |

nA1sinalnsal RPM ﬁuaam“l?j (1iu Lﬂ'saomumuﬂaaasu LAIAIATIAIR
syditaaludanuuusaiiag Uaaninanuaulaia) Wiadvdayasile
Anunwndatrolaands uinnssufiiinannnsnanunaluladdainduns
AMIUANAUR LA EINY 14 £ sﬁonﬂaNﬂsvmumumawmmmawwvmammﬂ‘mmm
mﬂmaamosnimﬂmaaomnmmwmﬂﬂmaowamLLaummLﬂuaﬂmmao
wmﬂm'smmu wyan A LuzlILay intervention lawWIzUAAR

4. "Therapeutic Environment Design” with Sensory Integration
asaanuuuaewnlutseneuna duddunaussanin wiamhaguasie
lszAuilsemay @ae integrated sensory elements m“lmumswaauu,mnmﬂ
Tunns healing & well- belng saumsuuuuaoLm‘u”l,mumﬂmLaﬂutmmmﬂmao
655120 ATAAYANAULR I NHNRINHNRULREITIIUEATINAUARNE ANTRIELATN
LuRTILLEuNasuanin was aromatherapy

uw.mp‘“@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Compassionate Innovation to Improve Clinical Outcome

5. Digital Platforms for Shared Decision-Making & Patient
Empowerment

Interactive digital tools muuauawauamommwmﬂmjwau Nn9LRan
Tun1sinEN LLa‘"waaWﬁmmaanu‘lu'sﬂuuumm"lamﬂ (1du 3612 auln
nsAn mmmsumm) Ltauﬂsn"mmmunu'suﬂummsmmLm"lwaomhﬂ
wwsasiiawanfitheawiaanuazainlunssunuiseninegihauazylusaig
thalvinihaaunsa clarify values wazdag&ulaidannividaniizannaasdu
AMUGDINITUIAULAY

uw.mﬁwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum um“ﬁ'&q’%u%% 28 WOAANT8L 2568
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Compassionate Innovation for Patient Safety and High Reliability

1. Fostering a Culture of Psychological Safety & Open Reporting
(Compassionate Openness)

« "Just Culture" Reporting Platforms with AI Sentiment Analysis: 1in
anonymous reporting systems 115U errors, near misses, & safety concerns
unled Tee integrating Al iia3ias1zvitiamnuiilasuduni sentiment
(Augdn), szy patterns of frustration, fear, or systemic issues Aanaiily
algssAsiani1ssavIu MugnsAiInualIniiag focus support |

- "Peer Support for Second Victims": &379 peer support programs #L2i1év
Tavradgniuyaarnsi lasuxansznuain patient harm (the "second victims")

2. Human-Centered Design for Error Prevention (Compassionate Design)

- "Empathy Walk-Throughs" for Workflow Design: fiauniaziniunaunsa
watuladlumig ity g (uaszyihadnaag) “walk through” aszuiunis
MnNeNYNNaINRaInuate 1an1sinaay VR/AR tialiudnfioilavany s i
anaLAndu 121U Aalana1n InaauaT uIadulnasinadigusu

- Patient/Family Co-Design of Safety Checklists: lvitjilhauazasauniiil
grusinlunisaanuuu checklist 19a communication protocol & %5u high-risk
transitions (e.g., discharge instructions, pre-surgical checks).

uw.mi,’sbwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Compassionate Innovation for Patient Safety and High Reliability

3. Proactive Patient Engagement for Safety (Compassionate
Partnership) |

- "Patient Safety Advocate" Digital Tools: uauadriaunanwasuinluviu
Jalvidufihe/asaunsd WandoLaun1saLa TIEATTEN URLIILAITAIDIN
WWITYAAAEINTLaNsEWIINTaTIAaWsaLl Saurfihe &eflahelvihe/asaunda
sunsadluwiugiurinseiiazasulunisquamnulaaadauasanuias

- "Patient Perspective Simulation"” for Staff Training: 12ivavifiitin1s
maaoamumsmmmmﬂsaﬂmuNanummsaﬂwaomaﬂuwﬂw‘lumanmmu
mmtaﬂam 1y nsgneraantlamuludodios n1slasuAIwugtinAdudauly
aueiifiannsiiviig)

4. AI-Driven Predictive Risk Assessment with Human Oversight
(Compassionate Foresight)

- Predictive Deterioration Algorithms: 121 Al 31A5134 real-time patient
data (vitals, lab results, nurse notes) Lwammmsmammwmtsumuwao clinical
deterioration, sepsis, falls, #3a other adverse events naumutmamannqm

- AI for "Never Event" Hotspot Analysis: 12 Al 1iassyuuuwnui |
aztaamaaaulu adverse event reports, incident data, wauwiiue facility layout 1
Aa1nnsathigh-risk areas or times &115u "never events"

uw.mi,’sbwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Compassionate Innovation for Patient Safety and High Reliability

5. Continuous Learning & Adaptive Systems (Compassionate
Evolution)

- "Safety Huddles" with Digital Data Dashboards: n131lsv2iu1i13a
ApsNuuLuULRYFNNLENa (LU s1edu) M integrate Au real-time,
easily digestible safety data dashboards (e.g., near-miss trends,
patient flow issues, staffing levels).

e unanwWasuatdsulivnalianluaanisiinaususuamnulaaadauuule
AN TaaINNATIENULUANITAIRIFA NTTLATITLRAATalLREAANE
uaznuwnlfananganiiadulvi thalvitulaindeufaidaating
satiiag

- Adaptive Learning Management Systems: E-learning platforms
il dynamically update safety training modules 1aaavann recent
incident reports, near-miss analyses, wag emerging best practices,
WaTvdulandeaadl continuous relevance

uw.mp‘“@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Compassionate Innovation for Efficiency and Waste Reduction @

1. Advanced Predictive Analytics for Supply Chain & Inventory
Management
n13laf Al uay machine Iearnmg meLﬂswmmauanwsusﬁlﬂmuamm
Usanauefihe dunaunisineididoasiindy LazLU THNM9sE LN AT NEN
wuuaang Waman1salanusasnisadmuiiniudy wuudiansduding
AavuuuAIN lig dynamic, demand-driven procurement and storage
2. Telehealth-Enabled "Hospital at Home" Programs
Taflsgla2iann remote monitoring technology, virtual visits uagviu
auaninu tialvinsquanihaszagidaunauainsuainisianizudainig
(1iu Tsadaauin annsAsuaaIIIlaauLa)) NinuaadKihe unuiazsag
U UUULALI TUTIINENUNA
3. Smart Waste Segregatlon & "Reprocessing” Technologies
nsindvaasdaasusniiduiaasinfasneiia guide Wi Aluniswen
UfZALIIYNGaY (11U BLAUATIE wpgfinidia vaeiall vegdlanda) wuasnns
aomu‘lumm’iu’iaﬂm reprocess single-use medical devices atinviaaasie
Warhnduunlain

uw.awﬁ“@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifmq?uﬂ‘? 28 WOAANT8L 2568
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Compassionate Innovation for Efficiency and Waste Reduction

4. AI-Optimized Surgical Scheduling & Operating Room
Utilization

Tof Al u,avaanasmumuaoLwmmswvumauamsmmm‘luam ANGAINIT
ADIARELUWNE ﬂaamammaowﬂm uazaNuwsanlwuzavalnsal WWa&s9
AT 9NTENGATISIUsEANEangedn F8fhean "naldnurag” wavase
gUaARTUAUNITLINUY

5. Digital Patient Engagement for Adherence & Preventive Care
AsWauadrIaunaaWasud  nTunihalnanse ?jo"mmmsmuammw
fuuAAa MsuAtfiaunslaen AsuIfaunIsiaving LazAITAAAIN
aNsuuuaduLnNasari tAdadliatnardgataann1sd e uLHUNITTNEN
wavassuwafnssuguA WL ilasAu iy waldnnisisatunuinunsannisg
TAARIUGN LLwamwasummummmuiaummmL?jaumaﬂummumauauaso

uw.mi,’sbwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂif 28 WOAANT8L 2568
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Compassionate Innovation for Healthcare Worker Well-being

1. AI-Powered Predictive Burnout & Stress Monitoring

AslddayaIUN lussUAIAUNIALLUUNUNITYINIU (LAY FEELIRING LIRIVINIU
829181 N1sla PTO nialingszuu EHR) employee pulse survey waznisitasigif Al
Wassumitanundayamaiifianudasgeiasuuainviaifinanuaiaanauiag
aaneiuinga
2. Virtual Reality (VR) for Empathy & Stress Reduction
- Empathy Training: nisdnaavaaiunisaieng VR mmw‘lummﬂsmamsuwmu
latusAulssaunisaluanihe (L2 aNusinzasnisiluisasuacidan a1ns
1haTasy mams‘hjsvnnmsmu,aawmw‘lumuvauwniumanmu)
- Stress Reduction: VR environments Maanuuuu&niy "meditation breaks"
W32 "nature escapes' ' doazinwiyaainslfeiudiasiauasefinaueanaiianaie
LAEIA TUIINZINUNTUNE
3. Peer-to-Peer Emotional Support & "Buddy Systems" with Digital
Facilitation

msasw'iﬂmnsuaunauutwau‘msa svnmwaummwau fiTaseasrouazaiuae
ANURLAIN ﬁzjatmmLLauamms“meﬂmuuwamﬂasumsaamsmﬂ‘luaaﬂnsmauaﬂ
watatuanizny fouariizhabiviausivousunsadiansaduiananusslaisual
ndennansaifinsznunseiiauinla wusifunagngnissuiia viaiaowalninng
warafnauKatilulsydn

uw.agﬁ@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂif 28 WOAANT8L 2568
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Compassionate Innovation for Healthcare Worker Well-being

4. "Micro-Respite” & Automated Self-Care Nudges
11 small, non-intrusive tech tools un1zduAvifiaun1sauanulay Kralvillan s
g115U "micro-respite™ 12y |
« Automated notifications tWalwiin1sWamINAIKUALIAN
 Short (1-2 minute) guided mindfulness exercises HIUTNIANY
« "Compassion break" alerts uu EHRs after particularly demanding tasks.

5. "Meaning in Medicine" Digital Storytelling Platforms

u,wamw;asumﬂ"lumﬂaamm douAaInTmIvNITLHngInsaLtviiudassIau
yaRuSudndedusiiha dronaiuvsanuning deynin1easasssu wianisnssvindu
L]JmeﬂmmmuanL‘gm"lamw:mLm"lmmumansum Taeldssumau (Waa'lasuminu
fiueian) BFasTnadaIu1saa U LFAIANUAALIAU LRZIINARUARDI'L6

uw.mﬁwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Compassionate Innovation to enhance Healthcare Equity

1. AI-Powered "Social Determinants of Health” (SDOH) Screening &
Resource Nawgatlon

AsHEUINAIavlaTituiadausia Al windusyuu EHR MInNTTUIUNTTTU e
mmmummnsaaﬂaw SDOH atihvzinauaana (12u AnuluiuaIniIvaInig Al
STuavauatande al&37AATIUMSLAUNTY ABITNEIUANINFANNLENTANIIAIVIR)
s¥I9NIsnsunIsesIaaNlad anatiu Al asdanTavihafuniwennsyuaudi
Aasluriasdu wazdrwraanuazadnlunisdesasiilae
2. Culturally Tailored Telemedicine Kiosks/Hubs in Underserved
Communities

n53a6 user-friendly telemedicine kiosks or mini-hubs 1u trusted community
locations (t2u AueizgnAY WaIRUA 2IANTNIVARUT swumm"l,ﬂ“lu?juum) ) dalvinTs
wihdensdinaaulalividaassawadugiud hubs warlaralyiuinns on-site
digital navigators wa¢ real-time translation services
3. Mobile Healthcare Units with Integrated Social Support Services

msumaumﬂaaum (sawsasaua) 1l defiadlnsalasuasudiniunisauanie
aswwneidagsu (Ldu Nsdaiadu n1sdansad Imsamms'ismsasa) ufvnFuau
goiaszilszdnsa dniliamguninaa uaznsiiansadusuiAsalmns Msatuayusu
Natalde LarANNMELLN]ANIIAYUNNE

uw.awﬁ“@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂi‘ﬁlq?uﬂ‘i{ 28 WOAANT8L 2568
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Compassionate Innovationo to enhance Healthcare Equity

4. "Health Literacy Chatbots" with Multilingual & Accessible Formats
15U Al-powered chatbots w3aszuunavsudanludé (IVR) Alvidaya
gunwdadalduasiznladalunainraltanznazsluuy (12U 4aAINUETTUAN
a9 Aw) wesasfiamarfianunsanaudiainildiiaduen 15a nsiavang wia

Asguailagiu

5. Participatory Design & Community Co-Creation of Health
Interventions 5

ununnagaanuuuldsunsuguaiwliidu (for) Aquau uinnssuilaan1sigiugu
2£N9AFININURU AN YU AU (‘Emmawunamnﬂman) Tugauy co-creator Tunns
aanuuu ANsELIuY LLauﬂ'ﬁﬂSuLﬂJuNaﬂ'ﬁﬂLLZ\]&"}.Iﬂ']WLLaulISﬂ'ﬁG\'N‘I mma"l?j
\A3avdiase wafu design thinking workshop, focus groups, LAYAIEATTUNTTI
UFnEuAY 10U ANuPNTaduanauRuLiasiawaun TUsuasuilasfuTsaunvinu
NRUNTRIUAUINUGTT

uw.agi‘wﬁ ANTANS “Compassionate Innovation Shaping the Future of Care” HACC Forum umﬁ'mq%um’ 28 WOAANT8YL 2568
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Innovation for Palliative Care @

1. Enhancing Communication & Connection (ﬂnszﬁ’umsﬁamsuamﬁauda)
Digital Platforms "My Wishes" (ayuis15aunaasiiu) :
Innovation: User-friendly digital tools fi2halvigilhagusaiiuvin advance care
directives, preferences for end-of-life care, spiritual needs, personal messages
musnmﬂumsn
Compassionate Element: 1alviijihaaiuau final journey uavay, uu‘lmuaﬂa
waommmmum"l,mﬂu ammsqfuaomanma‘lumsmau‘la‘mmnmmn \dasans
fasnsvifianuvane
Example: Platforms like "Five Wishes" or hospital-developed secure digital ACP
portals.
Virtual Reality (VR) for "Legacy Building" & Experience:
Innovation: 12 VR headsets Walviihadadaeladuddaaiuiininiun'ly
mmsa“l,ﬂl,ﬂﬂmm“lmanmavl,ﬂ (vdu geve 1l uluiadin) wiasuduasnousen
\&iaua3e Ly Bassndia mwmmvaams“lmuumu) |
Compassionate Element: &519aua1ala ananuiaaiaen anduau
UssauAlilanariaanun #vanunsindviiulnsauaniy f9uauauINIL
&
Example: Programs - "My Last Days" VR experiences or custom-designed virtual
environments.

uw.mi,’sbwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Innovation for Palliative Care @

2. Personalized Comfort & Symptom Management (n1s3ann1sau
graAJAUNELLAZAINS)
AI-Powered Predictive Symptom Management:
Innovation: Al aIgonthms Iwmnevrayarihe (e.g., vital signs, medication logs,
symptom reports) Lwammmsmmmsmwaa (L‘]ju annsthadinduanIag
aduld waladiunn) Aauiazguusedu woavaoammwmmauwmmamasn naall
AsUTueNan TuN G
Compassionate Element: lasAuanunndnsuuibisdudran1saiuquainisuuy

proactive unuiiaziilu reactive, tilaTanaluilafiaiuindusginsu meaningful
engagement

Example: Specialized EHR add-ons or standalone platforms in hospice settings.
Ambient Assisted Living (AAL) for Home Palliative Care:

Innovation: n1su&1usIN smart home sensors, K2aad9UMELRHY, uazallnsal

AaeuN tWaliAmudzaIn&ae Anudaande wazauamdanihavinulael

sunIueihe Iu69 automated lighting, temperature control, medication

reminders, uagnsdindvnsdasdnsatindaae

Compassmnate Element: mﬂ‘l‘n”w”‘]'.lwau‘luamwu,:maaummutaomaomﬂmmuﬂu
m“lmzjammsamﬂuaasuuauuﬂﬂmﬂ% RANTLUDIHNAUR Ltauuu’taiummﬂaamﬂﬂimﬂ“l,uammﬂ
ANt uzgIuG

uw.mi,’sbwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Innovation for Palliative Care @

14

3. Support for Families & Caregivers (n152hatidansauasrnazHiaua)

"Grief Tech" & Bereavement Support Apps: | |
Innovation: Mobile applications w3a online platforms MiaanuuutAamILLKRAN
ganRaadroiilussuy uunavdayadwiugganie Lﬂumsaouaamsnmmmsom
(11U FUANNAINR), u,avnamnﬂmaaLwaummnam?jnﬂsanﬂaumamLaﬂ
Compassionate Element: Wimnuthawdaatvsatiiasuaziangelas sy
ﬂsanmmmaa‘iﬂmﬂsw Liiau‘immmmnnwaumm‘la LA TUWINLUIHIUNY
nsELNUNSTIdua U ldaNIeTINITURIAY o
Example: Apps like "MyGrief," or digital memorial sites Mizianavdu hospice
services

Caregiver "Respite Robots" or Automated Companionship:
Innovation: a1312 non-humanoid robotic companions #3a advanced voice
assistants tiWauau basic companionship, waAauuudag WatiauaINd1 vinlu
Nataladmnanwngus
Compassmnate Element: 40n3AunMenua TWuadfguaslIan1sussininIm
willaadn2aAs anANIaaLAeIuadhe LLa”uaumsﬂsmammaau‘iﬂumawmta
A funuwdsaoniswn

uw.mp‘“@uﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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Innovation for Palliative Care @

4. Fulfilling Last Wishes & Creating Meaningful Experiences
(Augiuauls1sausgnning)

"Wish Granting” Programs via Community Partnerships:
Innovation: muHufiadugsAaluviasdu LA3aNaARNAT URY
A9ANT LNULEUINRAT LS u,aofumr;matummmmsmuamammmnmm
ﬂswsamammﬂmummumamaowﬂaﬂ doarafludvustiaamisiia
gnving msliBsugauiiiAe wian1sasInAanssuaInTaLAi
Compassmnate Element: nauanuauialanivinlawazaisual
ati9dndy vauaaA liAudinuasfihe Lad1IANUNTIIIFUR AT
amma‘luﬂnwﬂwuauﬂsaumn
Example: "bucket list" ('smmsmammm) 13a "legacy projects"
(Tasvns&unan) Gﬁounmaomﬂﬂmsumusmmammjuamoaswafssﬁ

uw.mﬁwﬁ ANTANa “Compassionate Innovation Shaping the Future of Care” HACC Forum uﬂifﬂq?uﬂg 28 WOAANT8L 2568
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When s it performed?

Palliative sedation Is offered at the end of Y
life, when there is an intolerable suffering

due to symptoms and/or high distrass
that are not atherwise sufficiently relleved

¢
Y ¢ e
w34 (@

Pain \»_’/
§

%H

G

Anticipation and aftercare

In advanced diseases, it is good practics to
find out patients” prefarences and essential to
talk with famiy members regarding treatment
and palliative sedation. In additon, the death
of aloved one can causs a lot of grief and
aftercare is theretors important.

Pallistive sedation has to be

IAA

> |
)"YLS“)

Evietor
Existential

< Palliative Sedation at the End of Life

What s I1?

The level of consciousness of the
patient is reducad in order to relieve
suffering. Midazolam is an example of
medicine that s used

Calm
axpression -
Palliative Sedation practice
This medical practice does not intend to shorten Ke: death

happens naturally. Paliative sedation relieves patient’s
suffering at the end of life, which is a common concarn.

Who does it?

OCptmaly, It should only be started after consultation
of a spaciaized team in palliative sedation. In cass
of complex patients, this team can advics tha
traating team and hefp with the follow-up.

How Is it evaluated?

Once sadated, the wellbeing of the patient
15 assessad by indicative signs of comfort
and consulting with relatives

No negative
vocakzations

Slow and skent



Palliative sedation
at the end of life

Face / Breathing
Calm € | Slow and silent |
expression
VAN
r
Voice Body
No negative ' Relaxed
vocalizations N W
Suffering

Sedation

/—\Comfort

Palliative
Sedation

— — — - — — W —— -
3 [Compassionate Innovation, Shaping (the Future of jcare Ja usanssunijeuiioosnonidly aswoarusoonsose S




e N .o R e =

-
=

Compassion & Innovation

Managing for Innovation
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qﬁ%‘[ﬂﬂx (Dreamwork)

. v ®
Subconscious maatsﬂﬁaﬂaamuﬁ’agammma
= 1 dl (~4 1Y o
am'mm%mmﬂﬂmul*’a’[ﬂﬂhgm
Y N Q U1

LSIEINITOLDIDIN LA AN 1k

(W] P=| (W] :; U A

A LHAMNA WA DA IAWNUNDIIVDILI

BIUNIASILIN NG DINTT LNIIENW LU ANDEIRILLI

|A' (V) G;'A' 1

LLAEINA N%ﬂﬂaag%aﬂmﬁamsmuqu
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liTngnesaann 2 ldaa ) & | e

Pain vs. Suffering
Pain Suffering
PAIN TS INEVITABLE * First Arrow * Second Arrow
SUFFERTNG LS OPTIONAL * Inevitable * Optional
* Sensation * Pain + resistance
* Impermanence * Attachment to the
(Sickness, old age, outcome
death) is inherent in (Avoidance/Clinging)
human condition
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nununnsosel touiedh lan taunsnuns g gousn
st Dugmuonsh v fsenufadiuilow wtdeauans
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HOPE spiritual history tool

H: Sources of hope

O: Organized religion

P: Personal spirituality &
practices

E: Effects on medical
care & end-of-life
issues

Source: Al-Ubaidi, Basem
Integrate of Spiritual Needs into Patient Care

or sy TR aufiAunts Anuuuds anuauela uas
Anuaauaw? aaudadues lsluranafisnnaun?

Aautufiondal U uandnNUUNFNEaUINEDIN YU e
or lansolai? siuthomaulst lvwn? aenals?

AufANNIdadudINasudndeuanaunsali?
msﬂﬁﬁﬁﬂ%aLL\‘iuqﬁ[mmqﬁmﬁmmwmﬁﬁﬂsﬂmﬂf TURaUTgn?

G) bl

anmunmasaliinaundeynouilinasiodesing shudndsyso
fppahunalsnialu?

punnltvihes lsiiahdsdsiiimaenuaalls?
finsugvansedednrines lsfiviumsslunsguasnunmad?
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FICA Spiritual Assessment Tool

Faith

Important

Communit
y -

Address/
Action

Source: Christina Puchalski MED CMU Quality Fair 1/52313) 2568 3311 6

F: What is your faith or belief?
* Do you consider yourself spiritual or religious?
* What things do you believe in that give meaning to your life?
I: Is it important in your life?
 What influence does it have on how you take care of yourself?
* How have your beliefs influenced your behavior during this illness?
* What role do your beliefs play in regaining your health?
C: Are you part of a spiritual or religious community?
* |s this of support to you and how?

* |s there a person or group of people you really love or who are
really important to you?

A: How would you like me, your healthcare provider, to address these
issues in your healthcare?

AU 10-12 Woednuw 2568 t WasLlsTTNTY 2 2NTITIUTIN
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®

Mode Empathize

-

~ Empathy Lﬂ%‘ﬁ%g'milaa human-centered design

o o mesandluinlailsTamaans udifiveasdliuan

* &30 empathy §WSUR IF209L IR IBNITT IR IA BNV IR 1

* suiesnalIanudldinmadsine SUpanws wazsansulssaunisol
S AWK insight L‘ﬁlaﬁ’m’]é innovative solution

* &la\‘i?{\‘l@h\‘l 9 ﬁ’)ﬂﬁ’]ﬂ@ﬂﬁﬁﬂiﬁ&j — empathy & human centered

http://dschool.stanford.edu/




How to Empathize

*  Observe Funanylufiufduiusiuiuanaaussndls iudya waRnasy uas
Fufindue fisznauuszaumsnivasmanian mahgrlwilmnadutenglyda
a¢ls sAnewnsls Audsfiunasns

*  Engage ﬁﬂﬁé’uﬁuﬁﬂamaﬁuéi%LLazﬁunﬂwajqumn #lisnla insight #anuN
Juisafuaudeuazarfisnvaananian

*  Immerse ihduslusmdulszaunsaiualy auiinnsiazindasanldesly
dewnnasuioivalagluuuy first hand 1wy uwnaluuauaguu stretcher i ER
ARDATIALIS

Best solution 11310 best insights TungAnssuvasuyuwy lunergiuauniasuuiituintou

%4 v Y Y

woAnssuvawly AUNIANRBINTTYR LY (Runeasnanlyasenaaslunseniin AU right user
Msnazaanuuulu o insight Ms1lasunn@anuuy innovative solution

http://dschool.stanford.edu/
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EMPATHIZE: Assume a Beginner’s Mindset

[~ { [ a a
WHY: 1"}? mindset ‘RIE)\?LﬂﬂLﬁﬁﬂ%ﬂﬂﬂﬁ%ﬂﬂﬁ&ﬂd@lg'}%ﬂaﬂLi"l

HOW:

*  FunauazdUnsnnwslaala o value judgment

U
(=%

q’f o a\ 1 A' n:.A 1 [ ¥ o o
*  @IAmaNUNNFINNaL (Ui lnasnaadndlauad) vila vinla
'y < 'y A A v A
* apnFosniEnliann ulluasnquiagnia uncomfortable
a o (% 6 o v
* 89w pattern 9 nNsHUPANWMS U 1F
*  Weadwasle Busuasnglzwe uazitnmaya ladasaaisaranaalyl
N5z 4

s

http://dschool.stanford.edu/
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EMPATHIZE: What? How? Why?

1 o & { o (= 1
WHY: 81 ﬂslﬁliqaﬂlﬂﬂIﬁﬁﬂ%% ﬁ]'\ﬂzﬂﬁii&l‘ﬁﬁﬁ LAALWK A Iﬂgmiamiu,ax

LL%’G?JGGIQ 1%1%?’]']%’% LA z‘ﬁmwd'l gINNNAIAAWBIN
HOW:

*  #191011919 3 B89 What? How? Why?
*  UURFINHILNALTAHAI LsZB D9 What?

a%mﬂﬁ'ﬂﬂmzmsnszﬁﬁLLazﬁﬁﬁﬁwﬁﬂqmﬁwﬁ‘l%ﬁaa How?

1 ¢ U, [~ 1 [~ a P
A1aAInssgslanazarsaatanaigniluadiels iWusanfgiuiin
o o 9/ concrete emoﬁonal
s linagaunug s

WHAT HOW WHY
(what are they doing In the photo?) (how are they doing it?) (why are they doing it this way?

http://dschool.stanford.edu/
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EMPATHIZE: User Camera Study

A o Ly ¢ Y 'y
WHY: tWann ﬂ'J’l&JL‘ll’ﬂﬁ]ﬂiszﬂ’lim?l AN @ﬁﬂ'\%ﬁ'\ﬂﬂ'\maﬂ ﬂ:l?jlﬂ\'i

HOW:

o a o {1 ¢ o
* aaluglziinasstaallinni aresduszaunsatndrayniadianavang

1 v v v 1 n‘ d. v (-9 (-9 P= P=| w Y A
maeﬁ‘l% wmma\l‘lvim'mm']‘nmmwaanumﬂtymLwa‘mzsugmuﬂ
LIARDNAIEY

U U =Y dl 1 1 1 = o (=4 1
?.laslvi é‘lﬁaﬁu'\ gATNNONEN leagﬂqwaqNﬂquNﬂqﬂmaEl']\‘]vti
= 'y A 1 4 o 'y { ¥ 2

o - H ~ ~ R KR =
T#inaita empathetic interview tivavina 321 laaanaananssdwlddn

http://dschool.stanford.edu/
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EMPATHIZE: Interview for Empathy

Ask WHY 21091113l Wiik3198AnI1L313AIMaUE LAY

Y
=

Never say “usually” when asking a question Tuanudsiiadulagialy LLGIITi;ilmaJm
mqmiajl,awq:: 1y “ﬂ;ﬁﬂLﬁiﬂLéaﬂﬂ%ﬂﬁjﬂﬁ'l‘c’Jﬁ ....... ”

Encourage story L%iax‘ii’]’aﬁlﬁjl’aEﬂﬁl;%’ﬂﬁ]’i']Eglj’aﬁl?‘lﬂaEll’lx‘l'lil,ﬁlﬁl’)ﬁl‘lﬂaﬂia‘uéf’z

Look for inconsistencies uawnasfilusonaaas Basiiglayauazrinonaazuananeiu Tu
auludannaesiitsnazwy insight Aunauls

Pay attention to nonverbal cues lalafudsdue e?i'a‘laﬂﬂ}ﬁ'lw”mLwiuanﬂ’w'maei'm WY N1
e 915U

Don’t be afraid of silence ag1ndrAMUREY ANuFsudalanialuylulalasasagdnay
YasAULeY F9a199zlasuAnaufianasiusn

Ask question neutrally and don’t suggest answer A1UAIAIUNATNE) wazliauauUEAABY

http://dschool.stanford.edu/




Extreme Users

¥ s )

@ 26 ¥ 1 X o
WHY: au6i89n15989 Fnauitinazeaudawaziauuin g

HOW:

*  WarsanNndesmIdnmibuwdyuluuuas
A390ALUY kAN AgunLiyu extreme
user b uiin

* Funawarduaval extreme user
LEULALIRVAUDUSG NI WHANTTH

galaanaansalsiduuseduaalalums
B9ALYY

* hdayanduinynaNNAlaANNABINS
Vo9 lEuanniazesnuwy vl

http://dschool.stanford.edu/




Analogous Sympathy

a

d 1 1 o . . 1 Yy 1
WHY: iiluia3asdiafinsswadlunisszy insight delagaanwaeisiaseldasean

HOW:
= Y a 1 ¢=l
* WInmnuluiiadusyalavas empathy space lafitsianla

2 ¢ ¢ A ¢
o FLANANDILNDNN analogous space (ﬂizﬁﬂﬂ'lim DIINW KIDFDIWNITIUNILIN
A A U ~Q o [~ U A A (% a 1
Lﬂﬂlﬂﬂ&l'ﬂ%aﬂ@l‘nﬂaﬂﬂﬂa\‘lﬂ%) m%%ztﬂusl%m%ﬂvﬁam%an) NITIWIINVE

ANARAIRIDFILNADL9 1S

#13UnIMUIaAI1NA1N analogous space auantlFanussinatalauas insight




Story Share-and-Capture

1 A' H 1 o & [~ A'
WHY: u,a.laﬂ%aaﬁumazﬂ%suiﬁ'%mmwwmﬂ‘lﬁ'ﬁﬂﬁu N1 NA®
space saturation process
HOW:
a 1 1A = (~3 YN
*  FANIBOUAAZAWLDNLAINIDITIINAWLAWUAZ LASWHIN empathy
fieldwork uazuuslwiinnnn
A a ~ . " & A1
*  FANIBNAKDW ) LWL headline quotes, surprises, uazUIztawnwIawla
a <4 < 1 . 1
o1 ) nIszLAnAD post-it 1 WHY
V) 1 [~
* aangauaantili theme & pattern
o v 1 "\ ‘:? (-9 v 1 P=| L%
o mm'mwﬂmﬁmﬂazlsw%nuqﬁmmazﬂu WINANABINITaE LS

Q Q)

020~ 7 (r_yt} - S




Saturate and Group

4 o 4
WHY: &1533 theme & pattern 1@ i@ NABINITNAANNUNY WAL

g . 4 ]
insight Nagdiglunseanwuy
HOW:

* Saturate fai962® post-it Fesdgu headline ypedansiravlald
wieaviagdaenldifusnanmeaauwa

*  FanguvasAiuazmw sese theme

e aadnedulirlydlnaiiund theme tWarBaslasiudentanni

- - 4
* Create insight 9azidulselositlumssanwuy




Empathy Map

Y Y dv o o .
WHY: dhadaanzidentaarnmsdeananazaare) unexpected insight aansn

HOW:

o ] 4 o v &
*  Unpack hensedges tweussavoyaaalyit
! d 0§ o
* Say A9 bEWa

* Do M3n52yNNIaNgANTINNFILAALITL
*  Think deniglferaazda anudevessls
*  Feel orsuaianauidnvoad 14

* Identify needs Lagld verbs (Lail® noun sag
vilas solution)

* Identify insights

* Contradiction between 2 user attributes

A a
* a1 why tldawunwganIsulane

http://dschool.stanford.edu/




Qs

What'’s your story?

Tell your story About us

Tell Your Story
Tell us about an experience of health
care care within the last 3 years.

o

@[}Jﬁmﬁ@m

i

L%'aoﬁ“m”%’nﬂﬁﬂ’uﬁnaumffumﬂu,ws'nu website
LLaummammnmﬂaa"l,mm"l,ﬂﬂ;]nm waza L
nseaufvnisnauduadiitinduuy website i

https://www.careopinion.org.uk/tellyourstory MED CMU Quality Fair 152911 2568 A331 6

Customer Insight (ﬁ’aum%aﬁnwmanﬁ"l) faazls

ciycu

‘Wf](ﬂﬂii&l ﬂ')"l&l‘li%‘lii)‘ﬂ mwmaams mmwa‘nm‘umm‘s

u

1 1zn3a lan ldusnisvasisn

38n13bAN1T9 Customer Insight

% € A XK (% L2 =) U,
NIRUMBALTIAN NUHULINS 5-10 an A133dN buu
asqmﬁuﬁa

o U %] Vo a
n1371@027 [N UW3999 l2BIATIUINIT: 1IUHK
azls navnozls vavozls
N133U feedback NAIUUINIT

[ ~ ~ 'y
saumaZayaInfiadaaing
Onboarding survey: wuilywiazlslugae5auin1sly
UsN1s

9

|
|
|

+

JuN 10-12 woednmou 2568 v'\'aaﬂ‘s:'gwﬁu 2 1aN5I5IUT



Simple Ethnography (%ﬁaﬁ%ﬁ:’aﬂ 81)

Observe and Record Actual Behaviors of Users in the Field

o afunalywinezud uazanadhlasnumsatluiagiiu

. 3zqamw7‘1'°7‘1'ﬁlzl,°ﬁﬂvl,ﬂé’uﬂ@LLazQﬂuﬁmzv’ﬂ"]VLﬂmuLﬂumLﬁalﬁﬁﬂﬁ]ﬂizﬁmmstﬁmaaé’lf*ﬁ’

. muam%ﬂvl,ﬂ@immmsmuuazﬁ”ammim"l,&iﬁmﬁmiw“@qﬂ UUNNIN8RZLBUALAZNNT
geviawAanelu

o yalimindnidanwganssunssnamindsazrananurimeluansoelng maﬁwmmﬁgﬂ
mé’ommdwﬁmm?ﬁ?ﬂaam"l,ﬂummzﬁﬁwqaﬂﬁm‘”@ﬂdn

1‘H 1-2-4-All LW?JL?U%?TJSJTI%

Compassionate Innovation’ Shapingthe Future ofcare;



Simple Ethnography (?li’]@lﬁ%ﬁ:%ﬂﬂ’])
Observe and Record Actual Behaviors of Users in the Field

* Sequence: TILAINTZUIWNIYNNWIRNIRUaY o lsidudswsn annturieslsda....

o |

e = dl ) dl [~ (%] 1 1 1 Qq/’ 1 c\l U = e A dl dl o

* Specificity: VaL219UNTNL NN WD UAIBENI TIVLE1AILATUFULAEL wm@;msmmawaainaﬂsﬂmﬂmLﬂu

a a g U 1

WAL A WIN9RIa la]
* Task & Structure: Tt ouununiimvhaudsziriulgnias
* Comparison: AKAKITIAMINUIKDNWNITABLALDUNURIBUANG1INY LN UTINNWTANNAALAERDENI LS

- . . 1 (7 1 1 o qu d‘y 1 ci daddi ni o : d‘y r=| 1
* Participation: °1i’JEILLE\’(@GI%@%%QEI’J’W]N’IWIM%QU’NVLS At I950wNZINITwTWHnRI Lol
* History: lrivilaayhun quldatniserlsthilunisdanisnuanauviimei
L =3 1 = ;aaAaa Q dl n? L= 1 1 % 1
* Importance: SylnalAWIAUNUJATINLITIRTAIU °mmaﬂ%ﬂﬂ@’”l,%mwstﬁzm@ﬂ,@
. dl 1 (%3 1 d‘y A 1 d‘po 1
* Quantity: Lwamwmumaaqmwagluﬂi:mwumaﬂquummmmvlﬁ
tﬁl 1 1 Cil U 1
* Change: |389312614 9 Landsanndnusedngls
* Naive outsider: NULTHABLURINATINEIRITUND T8LEUNLINLINUTITNYDINT AN IR DY
1 1 d 1 Q 1 Aq’ L 1 U g

* Local vernacular: vaxmﬂﬂmm’]ama%ﬁwﬂmm... #a5e 8y gnlna winids nsanen)
* Positive deviance: ﬁﬂuﬁuﬁa%mmm’é‘ummmmezmmﬁ"’]mUﬁnﬂ@i’qﬂﬂmmﬁwﬁaiﬂ WY 0819 1N

* Reflecting back: nalaBugmnain..... pndasinuaiu

Henrn Lipmanowic2 & Keith McCandless

HACC FORUM Ason 18
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Visual Ethnography

Visual ethnography

IR R DI INGIAG RTY
NANSANENYIBWUEITIOLUN
AsNAUTaUsTINLATE AU AU
LA5TOVNAW Wi AweNY
ANBUES waid lo lasleians
VNeAWIAN TR TN uAL
FoansmnuiTuasavedinn e
T Tasamusssulsoseanda
gadu mud lUiunsiesisd
ST AINNLULILH
(traditional text-based
analysis)

Methodology:

It is an approach to ethnography that uses visual methods to study
social organizations and cultures.

Visual tools:

Researchers use various visual media, including photography, film,
video, drawing, collage, and hypermedia.

Research process:

Visual methods can be used throughout the research process, from
data collection to analysis and presentation of findings.
Participant engagement:

It can encourage active participation from the people being
studied, giving them more control over how their stories are
presented.

. Analysis and representation:
. The visual data is not just a supplement but is analyzed and can be

presented in various forms, such as documentaries, digital
multimedia, or exhibitions, to convey insights on multiple levels.
Interdisciplinary nature:

Visual ethnography can blur the lines between social sciences and

HACC FORUM Ason 18
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®

Using Collective Sensemaking to Put Caring Back in Health Care

Guidelines for collective sensemaking central to collaborative care.

1. Connection before content - warsvinANNSIAAUETHY madisn iWhvane anuaulagus
AouflazyarsUsaiunemsuwng Mavin IWAadsaiislusaashe connection i

2. Circles connect — axgniinasusoutfisgig

3. The small group as the unit of learning - MsiEousiAadusINAsUSTUNlASATIRYDOITIN
AUy NaNdauluniiowoInISIBuns

4. Divergence before convergence —volizndnusiazauianiniiue: lsludoyauaznisinnouiiaz
SuAudavinnsgualudunausiall anum glitches (Founwsoadny owy)

5. Cognitive diversity increases innovation — asdilszneuvesiinguagthofinainnaigivdw
ﬁwTﬁ’Lﬁmuuua\iﬁumﬂmqﬁuﬁiaﬂiztﬁumﬂq AN DeY m‘mLLmnﬁmﬂmnvxmuLﬁawﬁﬁ1u1§u5Mﬂssu

6. Visible ideas span boundaries - nszanuithwune (goal board) Wussdisznouiiddnvesnns
rounds vinTvanuAaUsngAuanse vin Iithsuasisznevivndwidn lamnuAnvssiuuaziu

7. Shared experience builds shared understanding - sjihsuasiisznavisndwutsiusouan
Tiunru vinTasfumnuduman (grieving for the setback) uazaassmnuasasuAuitaco

8. Physical space changes the conversation — #asifihulluamuiidmsuneas lasaundniiui
T Tusssuanseifsnsueiithe

9. Enable all voices to be heard — 1 Brywnuliihuuazasounsifidugiu nszanonstitaumun
Boulisoudinniduaiui ladu

https://www.nancydixonblog.com/
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Compassion & Innovation

Managing for Innovation

DE: Evaluation for Innovation

Example of Compassionate Care
Examples of Compassionate Innovation
Inner Growth for Compassion

Listening for Innovation

Creative Culture

How to Challenge the Status Quo

Innovation Scorecard



Starting Points for
Managing a Creative Culture

uw.agi’wﬁ GRVEND
;jmaqmgeﬁamu”u%’mmqmmwamuw UIUNA

§yUAuaIN \
Edwin Catmull T~
President of PIXAR ANIMATION and DISNEY ¥
ANIMATION

in Creativity, Inc. : Overcoming the unseen forces that
stand in the way of true inspiration




CREATIVITY, INC.

OVERCOMING THE UNSEEN FORCES THAT
STAND IN THE WAY \OF TRUE INSPIRATION

ED CATMULL

President of PIXAR ANIMATION and DISNEY ANIMATION
WITH AMY WALLACE
READ BY PETER ALTSCHULER e AN UNABRIDGED PRODUCTION




Doy PIXAR

ToY

<7

STORY *#

“Dleaep  PIXAR
FY R TE €

/ A ¥

eap - PIXAR Deagp - PIXAR

- 10¥  ONWARD

“Deaep - PIXAR

§ INCREDIBLES 7

HACC FORUM RSN 18 [Compassionate INNovation Shaping the, Future, of care I Uaanssunijeulloosnamlaly ds oaaiiisoontsoss
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=\ 1 ¥V
LWIAALNDEINI creative culture : Great team

 Get the team right, they'll get the ideas
right
» Tdmudaslg (good idea) Tuvinnasy
WINLWIRREVINAUNANE (Screw it up)
o Tdmudananey T& great team wanwaz
uA lusiursolanounedaueagnaisinin
e NANRNAUINYNU TR NE Ay
potential to grow snnn3n current skill level
o WENENNMIAUTLANAIIET (Smarter) dnvinau
g winamilouantu potential threat

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

“i5anssunieullaserowlaly aswuakusovnsos:




a\ A U , . .
LWIAALNDEINY creative culture : Collective brainpower

o ffpuluasngsdnliidasianaus
ANNAAAU VinUALWILAY
N5 engage the collective
brainpower anAdAuAmvnOuse
* glaatu active, ongoing
process
* N1NEID9HILADH (COaX) WAZHNANGIL
(push) Tﬁ@’muuammmﬁmﬁu

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

HACC FORUM ASON 18 Compassionate Innovation’ Shaping:the, Future of care] ’ﬁmfuﬂa’ﬁ&oemnﬁﬁimﬁ&lﬁmmuga'



A 1 Y, o W
LWIAALND &SI creative culture : Proactive 1%ﬂﬂi$u§

lhsia proactive Tumssud duvnmewa/anme uazdh luadnans
o flormuliidaiwe asdlunsan siofuuasrn
+ fovenuliiudefusu
o Waflmnundiluoasdng

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

HACC FORUM ASoN 18 Compassionate Innovation’ Shaping;the, Future of care] ‘ﬁmﬁm&umnﬁﬁs-mﬁ&iﬁmmw'



WWIAALNB &I creative culture : Alternative viewpoint

[ Alternative |

=

Don't shut down alternative viewpoint
GUANNLTDIUINANNIRAUY DT NGO

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




Ltuﬁaﬂtﬁaa%ﬂd creative culture : Rock the boat

asausstnmAuas [dimdaaflalimundiaus
anuAai luneids (rock the boat)

« Braintrust meeting (mMsUssasuiialy
AUENILAKN)

 Dailies (track tasks scheduled in a
known, repeatable fashion)

* Postmortems (an evaluation or
discussion occurring after the end or
fact of something)

 Note Day (a series of one hour

QO CK TH E BO A" meetings, where groups of employees
address the problems by discussing
topics and ideas that interest them)

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

Compassionate Innovation' Shapingthe, Future of /care “uﬁonssuﬁ'ldamdoummﬁl?zgmﬁﬁt@m_
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Notes Day (Pixar)

q U

« fnsUszna Notes Day \uiudi Wivnauag Tudiinnuuazlddanulea q Tévin varudunds Tideu! saus

Y oa

Husvnssiuadufeiu AURnu
o Jnsrnusithuinoiigaiaudmsuiuinuazdoansiinnaunau
o« liTgmsisunsadvinaunindu vnauana gy niovinnusisnswennsiitosas
o usiluiBaswaslsaAnsnmn mMawaiun Taiusssn mufuaiis anuduidives musuRevey welulad
mMsdeans AnudaaU wasnAwmnosesninatiu orlsfisnufimsinwanssufioddninidsgeide
AnuanInsalusuNTursansidiule
o nndoianauusiosiurediua 4,000 a,ﬂ“uLdﬁﬂasmmasL%'aaazvlsﬁﬁ[m‘fuﬁu annUszanaaguudu 120
common themes (laglifinmsaziasdoianala)
« The feedback (exit forms) fifimnumnizazasdnsuLsiaz session wazidauiin
« Red forms I8z wsudioiaus (proposals)
+ Blue form T#&wsuszanmnuéa (brainstorm)
* Yellow forms TefasfiisniBunin “best practices”
* @Y session “returning to a ‘good ideas come from anywhere’ culture” blue form asfisnauin
"ansfinmuineeuilitull 2017 i Ivihansrunsasioliiausdnuasasdoiiasnmoanun wilnauala
Wasunszuiunsivid i ldvinezlsadluiielwustauanugigail”

' '
al a a

o AAud sy "Tesfonduithuunsdidigadvsuanudei” ua: "TasmisinausmnuAnil”

https://www.dontwasteyourtime.co.uk/book-review/notes-day/

Compassionate INnovation Shaping the, FUTUIe of, care Ja U3anssunijaullaoono widly ds 100auso0ntsosa



Notes Day (Pixar)

. dsdhdryvaamnatndlu Pixar uaz Notes Day domsifudwasmnuda anuilanta
Tunnsdu wasntinnunnauiiasfidiusilesldaudodunszuiunis wisliiAosa
NAAWS LazRDIBHUS N NAULAZAL

« Creatively, this is dynamite

«  Tudusvindaann Notes Day iifionawdu “idea advocates” azgniBeysialitun
vinuAu Tom uasfinsaaeiWaUsuUsmsinauauasnInan

o ndumnenAsnihausunAnmai Wiy a0 uaziu nessa ianmsvhly
249 — LazsENsfunsviuiiiothunAsfianmaaunaly 19

o duunaz! Mauasdiifiuin Notes Day

o AwadwstidnaduanusysTan

. doAniaUsuUsNuTuegiis Wasuwlainsuiums Usuvsavalulad o
9Uas5m “a4 lesumaRasaneseassdanasin lUUAUS

o vaunAeyi Ishonuundadug nsassannasrinauinfafianinsavin ldogn
TS wEaNsey AUl Asfidaddnisamutammsnensluszozs

o ozlsvih ¥ Notes Day Uszaumnugisa

o WhununofigaRuuaiiaaiu (clear & focused goals)
«  mMsaduanu (championed) wazsnifinnis (actioned) NszAUFIRAVDIVEEN
« sihannnnelu (led from within)

https://www.dontwasteyourtime.co.uk/book-review/notes-day/

Compassionate Innovation Shaping, the Future of care ke uoanssunijeullasona wldly dsooakuse
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l,m'aamﬁaa%"m creative culture : Get over it

Get over Uaagsiuld
fvnnTs Idsuuadaumnasaudunrsoinansus udiussa
2t AR sign of disrespect

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




®

WWIAALNB &I creative culture : Don’t downplay problems

Sharing problems is an act of inclusion
msﬁaaﬁ[u@qammmﬁwﬁmmaqﬂmﬁwmaq@’m
asih guflowdumslavn Msrasnan Msazas Ml ldla

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

“i5anssunieullaserowlaly aswuakusovnsos:



a A U : .
LLWHIAALNDAINI creative culture : Conclusion

| [i - .Step 3
| Step 2

e | “Step 1 t ’

First conclusions are typically wrong
FoazuuanNNANNENZALAZANNANNAINNILHANAG
mMsianadnslagliusainassuiunmsifudmasnai

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




Lm'aam‘ﬁaﬂ%'w creative culture : lllusion of no error

llusion ag"rasiieinnstogrsy error azvin W LU error 1Angw

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




A d Y,
LIAALIND &I creative culture : Recover

Change and uncertainty are part of life
mswasuuasuazandliuduendudunilsnosdin
AU M [wanssasu
wsilfunnsaseANaInsafiassuouasilushiiaiAamansaii linnadu

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

S0N 18 [Compassionate Innovation Shaping the, FUTUre of,care Ja Uo v aswuanusovnsasa JTEEEE



Ltuﬁaﬂtﬁaa%ﬂa creative culture : Make It Safe to Take Risk

Manager’s job lsilgnstlosriumnuides
wsiFunmsvin daoesufiazasade

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




a\ A U . .
LLAYIAALNDAINI creative culture : Failure

vy »0vy 21y
Q/fw'/ L\Fﬂ.f/ g gucQCeff

Failure isn't a necessary evil
anuduwali lgaduarsheausly
fiasaudsiuldu necessary consequence Bainsvinddlnaly

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

HACC FORUM ASON 18 Compassionate Innovation’ Shaping:the, Future of care] ‘ﬁmﬁ'ﬂa’iﬁwmnﬂﬁimﬁ&x&omm’



A A Y .
LLAYIAALNDEAINI creative culture : Trust

Trust anuldaly lsnunsdeanudoinaudie Wlaae luviwans
LERHNEAN NN geE sl A NN asinnans

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




WWIAALNDHIN creative culture : Everybody’s job

Finding and fixing problems is everybody's job
mMsAumuazud ldamiuntifeswmnau
Haumslssunsasunadanunsadadulalsifoidamuianaadu,
even before getting approval

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




a\ dl' v . .
LWIAALND AN creative culture : Sharing

Don’t wait for things to be perfect before you share with them
RV I o N eaelaly
liistossalinnasvanysal,
show early & show often

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

HACC FORUM ASON 18 Compassionate Innovation’ Shaping:the, Future of care] ‘ﬁmﬁ'ﬂa’iﬁwmnﬂﬁimﬁ&x&omm’



Ltuaaﬂtﬁaa%ﬂd creative culture

2-20 levels,
, - slow and unrefined .

translation

translation translation

translation translation translation

Everybody should be able to talk to anybody
nﬂmumfimmﬁammaUﬁus[mﬁ"lﬁ
2t laswasenisdoans Wudusonsulaseassassng

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




A A Y _
LLAIAALNDAINI creative culture : Rules

Don't create too many rules
amm%umﬂ@mmmmmﬂﬂﬂ ReNaIansuAn 5%
Leivin [Ausn 95% siavanunnlushe

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

[Compassionate Innovation Shaping the FUture of care Ja usanssunijeulicosnonidly asaarusoonisose S



a A U . . .
LLAIAALNDAING creative culture : Limit

Imposing limit can create a creative response
mslagodrin luashiidanmsnovauaenaaseasse

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

[Compassionate Innovation Shaping the FUture of care Ja usanssunijeulicosnonidly asaarusoonisose S



l,m'nam‘ﬁaﬂ%"w creative culture : Hard Problems

" i THINK
izl ? DIFFERENTLY
 {AE
' -/‘;1 e

NTA

n
B gettyimages

T
| i Cradi: Importhand

¢y

Exceptionally hard problems
M3 engage riudayvnfintinruianaaznasuliisdosdinsing

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration
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WWIAALND &I creative culture : Energy to Move a Group

Do not assume that general agreement will lead to change
pthAninnsiidonnatash idanmsiasuudad
24ANslaLTINRE More conservative nitalan
asfadltndsetunniunsusuounauay
LI INNAAUILHNAIFINAIRNVNBUAIAGNHN

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration
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WWIAALNDAIN creative culture : Agenda

If one agenda win, we all lose
NANTUTEND UM LNUABGINGE
LA UASNIATNTEALANEIN

W N R I R DI IR
192N U ALE LN AR UL
157 LA FTIN AN WA

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration




A { -y
LWIAALND &I creative culture : Greatness / Superiority

\\m I 'W@,

Bl

—TOWARD —
GREATNESS

Protect the future, not the past
wiihfvewiih lunsashedanadoniiasnaasse
ﬂEJﬂ'\‘i‘iJﬂUENﬂ'J'mﬂGf[‘HQJG] AT kg e
MaiaziAin greatness 9u azsonua9vad Not-so-greatness luAau
Hindniiuntleseuan Alduntlesadin

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration
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a A U . . .
LLHIAALNDAINI creative culture : Crisis

New crisis 3naf nals L leidoaarnsnsadoudela
sfunsuedounasiaadiFue o uvoiosrng
nszuUASLATaN eV K AuIT s uiariu

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration

HACC FORUM ASON 18 Compassionate Innovation’ Shaping;the, Future of care] ‘ﬁmﬁuﬂu’ﬁ&omnﬁﬁsﬁﬁ&d&omw'



LLWJam‘ﬁaa%’lﬂ creative culture : Earned Words

Earned words & proclaimed words
@17 excellence, quality, good msiludfilduna s
flensond o

Eerad Wi Proclaimed words

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration
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A A -y _
LLIIAALNDAINY creative culture : Balance

Balance is more important than stability
ANeANAMNA IR YNTINANNLENES
oL R R GRIEII i al? PRt

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration
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l,m'aamﬁaa%"m creative culture : Great Service

Making the product great is

the goal Mainly handled by...
NNSAS NWNANA UG UENST perolly .. ..\

operation cost

Salna it viane N
o IVuAUASIIBANSIAB m

=3 ; = . a
AL NBYU HU52dn5aNW products |

1 U E.g. an implemented document Project Management
Lﬁ Nﬁu management system

ﬁu Lﬂuﬁqtlﬁ ﬁ LLg]Iclj:u L“Tju e Delivery Management
AsELAWANS b [ nvane

Ed Catmull (2014) Creativity, Inc. Overcoming the unseen forces that stand in the way of true inspiration
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n1syameaawniluag (Challenging the Status Quo)

Challenging the status quo is the mechanism that leads to innovation and
improvement. It's also a behavior that causes fear and trembling.
Yet summoning the courage to challenge the status quo is almost never

enough.
Yes, you need courage, but you also need skills.

msﬁﬁmﬂamwﬁL"T;luagjL?Junalnﬁﬁﬂlﬂgjui'mnssuu,azm'sﬂ%'uﬂ'ga
Snnsdaidunghinssunnl¥iinmnanatazardudneag wan1s
i'mswm'mna”'u,ﬁam”ﬂmelamwﬁL?Juagjﬁ’mmuwvlaitﬁmwa T AR

ABINISAMNNEINIGY UAAMABINNNYEAIE

How to Challenge Your Organization’s Status Quo — Productively
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Visionary Leadership : “Challenging the Status Quo”

"Challenge the Status Quo" Micro-Experiments

Hit11/32n166 8 public 319EN1NIANITLIRNS

~ Y ° o £ A 14
WIDUIINAZIWNINIUANITDIBHIN L&

a A A Y = dl” 1 =
Usrandnn wiaaranamaluiiuninassaunnifion
* What azningazls

{ v A o % 6 H [V
* Why waalasnuIddunaAkawiaainaIny

UseEINSNIN / WIANTIHN
* How 2:nAadsIdn13Inaatgls
* What they learned lat3ausazls (ualinazaainan
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How to Challenge Your Organization’s Status Quo — Productively

1. Twa@dmlana (Anticipate the opportunity)

2. yaanti1a (Ask for permission)

3. Suananaaiay laliSuaadaiawa/dina (Begin with inquiry, not advocacy)

4. . WAL LUYDIAMNRAIANIIDITNAL (Model emotional intelligence)

5. waANI LA LTAWIND T aAR (Demonstrate a grasp of the past)

6. Tﬂ%diﬁi%mﬁLﬂiﬁzﬁwaﬁ%m’muﬂ (Be transparent about potential unintended
consequences)

7. a59ananBaialuaais (Bring credibility)

8. 39nuazi21 [a137W18 (Know your boss)

9. Ltl.lﬁlﬂ%ﬂ?ﬁ&iﬂtﬁdtﬁ%ﬂ’ﬁﬁ’ﬁ’m (Frame dissent as exploration)

10. 1%’56@@ (Use data)

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively

1. lerimwnlema (Anticipate the opportunity)
{@l#Tl open-mic, challenge-the-status quo forums Tu natural workflow SaogjTu
sefiuUAURIN NN b5 Safulonmadiasiinsalfiwudusninaus onaadulonaii iidn
yanansanswulsAulasaday das ldgidlelsazldwuriv right stakeholder.

,-Q .



https://hbr.org/2023/12/how-to-challenge-your-organizations-status-quo-productively
https://hbr.org/2023/12/how-to-challenge-your-organizations-status-quo-productively
https://hbr.org/2023/12/how-to-challenge-your-organizations-status-quo-productively
https://hbr.org/2023/12/how-to-challenge-your-organizations-status-quo-productively
https://hbr.org/2023/12/how-to-challenge-your-organizations-status-quo-productively

®

How to Challenge Your Organization’s Status Quo — Productively

2. woayeym (Ask for permission)

dlolsuTa Tweausaannusnisiiasin '? O
vy status quo i “Aadinerlsiva dhdu -
AU NNNDITiLaNsinseanlY” "dusauuinis 7

Sulunnsiaisansaadt be lvn” 588azan -
ANudsanaediaue uwazsuRnvauAduiula |
Tusunafiazmuay WasuanANNENHUS” -—
[BansLBeyntin (confrontation) unidunns =
Jauatuanu (contribution)

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively

3. L%uﬁumalmmu ldiBushedoiaua/dmeu (Begin with inquiry, not advocacy)
Eusunsvihwvnesie inquiry wu “gs biasuulaseslsias a sfinoslsTu?” FManuas
vih IR duiAn critical thinking enallushie usinnsiauesmaunds advocacy analfluns
LaeNanduinssnAuduaAnaznIn

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively

— ™

4. Jusiusuuvosemnuaaiavnesnal (Model emotional intelligence)
svivnesiasashe psychological safety Turuinnvivne lasld’ emotional
intelligence wasivinyuiushnin fanusszring lungfinssuvasmuiod uazldla
feueunaufifu non-verbal wauidu dun soutlondonnu uazazila

Emotional Intelligence

‘ 4 ‘
() -
% ) U e

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively
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5. uasniifiuinigh laesim (Demonstrate a grasp of the past)
waeltFusEh laanuduin Tuefnotndls uaziandiifiuiinasssnssndulanss
vnifuasnalsiunadaaiu
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How to Challenge Your Organization’s Status Quo — Productively

6. Tusalalunsimvinaiiazenaan (Be transparent about potential unintended

consequences)
fianulusdalunsiminafiandadususnannnsiwasuulas lasdmaed first,
second, & third-order consequences visfilanuuaz ldianun azeheoan confirmation
bias annAgWaTaunwe first-order intended consequences

SEon) DR THINKING
/f\

‘\ DECASI oW \

::'/’"” 7:’\\ Fiest oo
Qﬁ @\ (ONSEQUERCES
®
i I =ik
/N Ay e v

~. (opsEpEnt®s

PRAR® @@

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively

7. aaenuhidadislusiam (Bring credibility)
yne Judis b lstvivne status quo msluTufiiiesousasheanuindodio shunns
a3 track record of performance.

PERFORMANCE

's
)
CRITICAL ’ EXCELLENT

- -

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively

8. ¥anuazgh lardhune (Know your boss)
vihanuin laurdnaw oafl Amnuwey wanihuransvaud gy

RansaunFausioluil
o alstiFuvvesnausnyntlosuazasawsuau(get defensive

& territorial)?

o IABDUNSVNIMBKAzNITAR AL (Challenge & dissent)
n3alu?

o PNAWNEUALDNIUANNRANAaD9eL (Willing to be wrong)

' NGk
o paANsURafueig e (bad news) agnls?

C wannsaulvvsoruli (emotional or unflappable) ueilwu?
o« yWnNIaGiafy status quUO NNALA u?

How to Challenge Your Organization’s Status Quo — Productively
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How to Challenge Your Organization’s Status Quo — Productively

9. LUaﬂuﬂ'nwmusJ’qﬁ‘Jumsﬁ'ma (Frame dlssent as exploration)
"SupsNNEHUSIANIHNALAUIELa5"
"Suasduindoyaiivaney lsisn8ntne” uas
"shovngad Tuisasdiniloy”
wadew cognitive flexibility wosmauad AanazynyasioI0anNNN6Ne
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How to Challenge Your Organization’s Status Quo — Productively

10. Te9Yoya (Use data)
FoyaaztiuanmNNdsUaIn1svye status quo TRansaunTayalumuasiu
ANNDoYATIUZHOL
-> FYRUALTIA NN
-> dayaldng ows (AN Tadotiona)

-> ANNgANMEDANFITal
windndngutesuantunslsdoennnnias asswslonanaaoUaNNGFIUTDIAM
U MSNAAY nialATaNTHNSDY

Quantitative Data vs. Qualitative Data

Quantitative Data Qualitative Data
q nnmn 0
= o
NSV S/l

uantitative data refers to Qualitative data captures
data that can be given a qualities, characteristics,

numeric value. experiences, and behaviors in

a descriptive or narrative form.

¥ upMetrics

How to Challenge Your Organization’s Status Quo — Productively
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Innovation Scorecard

Name of Organisation

Assessor's Name

Assessor's Department

Assessment Date

APPROACH NONE |REACTIVE| DEFINED | INTEGRATED| REFINED [INNOVATIVE
DEPLOYMENT NONE | SOME SOME MOST ALL ALL TOTAL
AREAS | KEY AREAS| KEY AREAS | KEY AREAS| AREAS SCORE
RESULTS NONE | LIMITED| POSITIVE | MET TARGET| EXCEEDED|EXCEPTIONAL
TARGET

CONDITIONS
CULTURE
COMPETENCIES
CONNECTIVITY
INNOVATION EXCELLENCE
BAND 1 2 3 4 5 6
SCORE 0 1-199 200-399 400-599 600-799 800-1000

Very Poor Fairly Good Very Excellence
RATING Poor Good Good
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Conditions

fihdasnsidurieml uansmuLeiu nsTsulvitauanINdn

Leadership

LEIUNAY wiviluaya futadunisvineiumsausiadu

1. Senior Managers develop organisation's innovation vision,
objectives and strategy

2. Senior Managers communicate organisation’'s innovation
vision and objectives to staff

3. Senior Managers demonstrate commitment by
participating in innovation activities

4. Senior Managers encourage staff to contribute ideas and
experiment new things

5. Senior Managers empower staff to make decisions

6. Senior Managers advocate open communication with staff

7. Senior Managers provide opportunities for information
sharing among staff

8. Senior Managers provide opportunities for cross-
functional activities among staff

137 WN.UAWNS 191504 “Managing for Innovation”
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Conditions

Innovation Strategy BT G L R A T T L Ta e

9. Role of innovation is established in the organisation’'s strategies

10. Short-term targets are set for staff contributions to
Innovation

11. Long-term targets are set for staff contributions to innovation

Resource Managemen'l' (51\‘) champlon mmmﬂaau &\‘]LL')G\EQEJJM']\‘]H']EIJ\'\W
IR WU JITRULNA ﬂ')']ll‘i

12. Champions are appointed to drive innovation activities

13. Conducive physical environment is provided for innovation
activities

14. Time is allocated for innovation activities

15. Financial resources are allocated for innovation activities

16. Information is captured to support innovation activities
17. Knowledge is retained to support innovation activities

138 WN.UAWNS 191504 “Managing for Innovation”
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Culture ®

Or'ganisa‘rional Values wilavardauavansiuuinnssugn1suua

LTl uyenusssu

18. Values are developed to foster innovation
19. Organisation translates innovation values into
practices that support innovation

20. Organisation reviews practices to improve innovation
culture

139 WN.UAWBNS 191504 “Managing for Innovation”

HACC FORUM ASDN 18 [Compassionate Innovation Shaping (the FUture of care Ja usanssunijeulicosnonidly aswaahusoonsoss U




140

Culture

aladaas Suanuaalng vinmadn

Organisational Behaviours [QRRGENEDERILERHRHVEPREEIFCDRIEY

UANNAauIUHIH

21. Staff communicate openly

22.
23.
24.
293.
26.
27.
28.
29.

Staff are receptive to new ideas

Staff challenge accepted conventions

Staff take risks in the course of work

Staff accept failures as improvement opportunities
Staff seek to learn continuously

Staff contribute ideas

Staff follow through on ideas

Staff participate in cross-functional activities

A ga ¢ . >
®.N.UAWNT 2313 “Managing for Innovation”
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Competencies ®

LlRANAU WRIUNAU AAANIE LIEUIANNIMUGTIN

People Developmem‘ Usyidiu contribution eintiavuuLsel

30. Innovation capabilities of potential recruits are assessed

31. Innovation development needs of staff are assessed and
reviewed

32. Staff are equipped with skills and knowledge for innovation

33. Staff are provided opportunities for cross-cultural learning

34. Staff contributions to innovations are assessed and
reviewed

35. Staff are recognised for contributions to innovation

141 WN.UAWBNS 191504 “Managing for Innovation”
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Competencies

wWgmaya wilasluanusnasenael dnilag
ANug Ussifiumnuidas ul&auradiviuaiilu

UTANTTN AANITANUAAT LAINAUARINT LRAN

Innovation Management AuAa validate Tasenis stlunis numiu

36. Staff use different channels to acquire information

37. Staff ftranslate information to knowledge that creates
value to business

38. Organisation protects knowledge

39. Staff assess risks related to innovations

40. Staff incorporate new developments and changing
requirements into innovations

41. Organisation manages ideas generated by staff

42. Organisation selects ideas generated for innovation

43. Organisation validates innovation projects before launch

44. Organisation implements innovation projects

45. Organisation reviews the management of innovation projects

142 WN.UAWNS 191504 “Managing for Innovation”
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Connectivity

fassAunauan (aIULAIaALNTIN

Networks 859unn5TH FulRavagviauannaiauan

46. Organisation communicates innovation vision and objectives to
external parties

47. Organisation involves external parties in innovation activities

48. Organisation seeks feedback from external parties for
identifying innovation opportunities

49. Organisation incorporates feedback from external parties in
innovation activities

143 WN.UAWBNS 191504 “Managing for Innovation”
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Connectivity
Innovation Performance

50. Innovation targets are met

51. There is an improvement trend in the achievement of innovation
targets

52. There is an improvement trend in the ideas generated by staff
for innovation

53. There is an improvement trend in the selection rate for
innovation projects

54. There is an improvement trend in the mass customisation of
innovation projects

55. There is an improvement trend in innovations

56. There is an improvement trend in the contribution of innovation
to business performance

57. There is favourable comparison of innovation performance with
benchmarks

58. Organisation is acknowledged by external parties for
achievements in innovation
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