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. B Deslgn Thinking
Tu duy thiét ké e %

(thiét ké dich vu cong)

Mot quy trinh lap di lap lai trong do chung ta cO gang tim_hiéu nguwdi dung (khach
hang, con ngudi), nhirtng khé khan va dinh nghia lai van dé nham tim ra nhirng giai
phap va chién lvoc khac véi truyén théng. Tu duy thiét ké hién rat phé bién trong khu viuc
cong.

v La mot nhanh cla tw duy cong nghlep - dinh nghta lai van dé va thiét ké nhirng gidi phdp sang tao.
Thach thirc nhirng giai phap san co.

v P& ‘ngudri dung’ thiét ké: chinh nhirng ngudi bi dnh hudng bdi chinh sach s& thiét ké chinh sach.

v’ Phuong phap nay hiéu qua khi van d@ bj dinh nghia sai hodc chua ai biét van dé nam & dau:
phuong phap giai quyét van dé sang tao lay nguoi dung lam trung tam

v' Néu thanh cong — dép rng dworc yéu cau clia cong dan, thye hién hiéu qua cac dich vu cong, tiét
kiém chi phi (hoc hoi tlr sai Iam), giai phap sang tao.



Phuong phap nay xuat hién lan dau trong khu vuc
tu nhung ngay cang phoé bién trong nhiéu Iinh vuc

* Ky ndng nay kha pho bién trong khu vuc tu (IDEO, Trwong Thiét ké Stanford, v.v.) nhung dan
duwoc biét dén nhiéu hon trong khu vuwc cong. Vi sao?

« Ranh gidi van dé khdng gdi gon trong pham vi mét linh vuc

* Van dé khong nam trong kha nang gidi quyét cia mot qudc gia hay trong mét pham vi
lanh tho

« Cach gidi quyét van dé tir trén xudng (top-down) khéng con hiéu qua

* Murc do phirc tap cla van dé ngay cang tang (‘wicked problem’ —van dé héc bua). Vd.
Bién doi khi hau

* Quan tri ranh gidi mo ho (cac bén lién quan, lgiich va cdng dan ngay cang nhiéu)

 Long tin vao chinh phu giam

* Thiét ké trd thanh — ‘chién lwgc’ = lién quan dén d6i mdi, sang tao



Loi ich: néu thanh cong

Cai thién chat lvong dich vu (ca khu vuec cdng va tu): thau hiéu sdu sac hon nhu cau cla nhirng
nguwoi thu hudng dich vu cong

G& bo rao can trong viéc ti€p can va si dung chwong trinh cda chinh phd (vd. Chwong trinh tem
phiéu thuyc phdm cha California)

Xda bo nhirng chuwong trinh gidi quyét sai van dé hodc van dé khéng cap bach

Tiét kiém chi phi I&n phai bd ra khi dau tw ban dau, thong qua xay dung mé hinh mau, chinh sira
va thir nghiém nhanh (phuwong phap thac nwéc) phan héi nhanh tir ngudi dung va giam chi phi va
rdi ro that bai.

Xay dung nang lwc va hgp tac lién nganh

d.©00

HASSO PLATTNER
Institute of Design at Stanford



Cach thu“c/hié/:)
tw duy thiét ké?




Quy trinh tu duy thiét ké

e Do Trwong Thiét k&, Pai hoc Stanford va IDEO phat trién — duoc sir dung rdng rai trong quy trinh
tw duy thiét. Day la mot quy trinh phi tuyén tinh.

Hoc héi vé nguoi dung théng qua thi nghiém

Théu hiéu dé xdc dinh Thir nghiém y tuwdng
vén dé mdi tir du dn

Hoc héi tir mé hinh méu
dé ra y tuwdng mdi

Cac giai doan nay khong
tudn theo mét thu tv
nhét dinh

Thir nghiém sé béc 16 nhiéu tri kién dé xdc dinh
lai vGn dé




Nhan dién (Tim hiéu) ‘Nhu cau’

Tu duy thiét k& khdng thé bat dau ma khéng hiéu rd
va sau sac nhirng ngudi s& st dung sdn pham ma
ban thiét ké.

* La mot nha thiét k& ban phai thau hiéu nhirng ngudi
str dung thiét ké cia minh nhu vdy ban phai biét nhu
cau, suy nght, cdm xutc va déng co cuda ho.

* Sang tao |y con nguoi lam trung tdm: bwdc dau tién
la hiéu nhu cau cta ho |a gi (van dé).

Cdch nhdn dién (tim hiéu) a. nhu cGu bén ngodi
va b. nhu cdu bén trong (phuwong phdp)?

* Van dé = tinh trang khi mong muén (nhu cau) khéng
duoc thoa man (vd. Cang thang, khong thuan tién)



Chuwong trinh Léch lac
Tich cuc & Viét Nam
_, (Suy dinh dudng)

Bing qua dudng danh
Itra thi giac

1 ‘Tham mau vang’
{ d€ bao vé an toan
tré em

Vach son chi dwdng theo mau sac

* Mot s6 vi du vé thiét ké dich vu cong Iy ngudi dung (con ngudi, khach hang) 1am trong tam —
‘thdu cam’ nguoi dung la budc quan trong.



Designer User

Thau cam/Thau hiéu

Bay gi®, cach nao dé nhan dién (tim hiéu) nhu cdu cha con ngudi (cu thé |3 nhu cau tiém an) -3
cach, a. Quan sat, b. Két ndi, va c. Nhin & Lang nghe. D& thdu cam, ban can:

« Quan sat: xem xét ngudi dung va hanh vi cla ho bang ldng kinh cudc séng ctia ho, khdng phai
bang lang kinh cla ban. Quan sat trong bdi canh thich hop va phdng van cang nhiéu cang tét.
Quan sat (va ghi lai) nhitng viéc ho lam, cdch ho lam va vi sao ho lam nhu vay. Han ché t6i da bién
giai ctia ban va s&r dung ghi chq, chup hinh, quay phim, video, v.v. (chon hinh thirc thich hgp nhéat).

« K&t ndi: trong tu nhuw phong van, nhung nghiéng vé ‘trd chuyén’ nhiéu hon. Chuan bi nhirng cau
héi ma ban mudn hoi, nhwng chuan bi tdm Iy 1 cudc néi chuyén cé thé di chéch khéi nhitrng cau
héi nay. Khéng ap dat mot khudn khé cd dinh cho budi trd chuyén. Khoi goi cdu chuyén tir ngudi
ma ban dang trao d6i, va luén ddt cdu hoi ‘vi sao’ dé kham pha tang nghia sau bén dudi.

* Nhin & Lang nghe: Két hop ‘Quan sat’ va ‘Két néi’. Phong van ngudi dung, yéu cau ho thuc sy
thuc hién lai cdc budc, twong tac vai doi twong, sit dung mdi trudng dé khoi goi nhirng cau hoi
sau sac hon.



Phuong phap chan dodn hinh anh la céng nghé tién
ti€n nhwng do6i khi I3 mot trai nghiém kho chiu cho
bénh nhan — thadm chi cang khé chiu d6i véi bénh
nhi (tré em).

Doug Deitz — mot ky su thiét k& cong nghiép cho tap
doan y té GE nh¢& canh mot bé géi kho sudt trén
duwong dén phong chup MRI do anh thiét ké.

Thach thirc — thiét k€ mdt may scan ma tré con déu
thich.

Bién phap — ldy con ngudi lam trung tam. Quan sét
va thau hiéu tre em. Phong van.

Trién khai — tao ra mot loat mo hinh mau cda ¢o
may cua tén goi la “cudc phiéu lwu ky thu”




Cau ndi thé hién gdc nhin quan diém: Vi du vé
MRI

* Van dé: Vitré em hay s¢ va khang cw médy chup MRI, khong thé khong st dung thudc ngli = anh
hudng dén sé lvong bénh nhan cdé thé chup moéi ngay.

* Bién phap: tu duy thiét ké |1ay con ngudilam trong tdm

* Tuyén ngdn vé géc nhin

Khach hang (tén) | Bénhnhinay

Nhu cdu cla Can phai vuot qua ndi so may MRI va tiéng 6n
khach hang
G4c nhin Vi s&r dung thudc an than moi lan chup MRI khong

hiéu qua



(vd.) Chuong trinh Gilt lai tién |é

Keep the Change® * DOng lyc: Quan sat thay khach hang tra tién mat tai clra hang tap
e héa hodc nha hang = gil lai tién 1é va gii tién vao ngan hang.

* IDEO (Mot cong ty chuyén vé Tu duy Thiét ké) va Ngan hang Bank of
America thiét ké mét loai thé ghi no goi la Keep the Change (Gitt lai
tién lé).

* Trong chuong trinh — moi [an mua hang sé dwoc lam tron 1én s tién
gan nhat va chénh léch sé dugc chuyén sang tai khoan tiét kiém cé
13i suat.

Keep the Change.”

Save automatically with evervday purchases.

A Free Semvice ~ Oaly from Bank of America

* Ngoaira, BOA s& déng gép 100% tuong ng vdi khoan dé danh dwoc
trong 3 thang dau tién, va 5% sau do.



Tuyén ngon Goc nhin (Point of View — POV)
tot

 Bai tap: Lam thé nao dé khuyén khich thanh thi€u nién an nhiéu thuwc pham bd dudng cé nhiéu vitamin.
 Can phai cd nhirng cau tuyén ngdn thé hién quan diém cu thé

Khach hang Thanh thiéu nién Mot em gai 14 tudi sap sira Hinh dung ra mot khach
bat dau hoc ky mai hang cu thé

Nhu cau Can phai an thuc pham bé Tham chi khi an thyc pham Miéu ta nhu cau tiém an sau
dudng dinh duwdng, can phai tao cam EEIRCELGEINAEI A (AR
giac khéng bi ban bé dong tiém nang)
trang I&ra tréu choc
Tri kién Vi mét s6 thue pham thiét yéu RN -RL N 1R E AR E Miéu ta nhitng diéu bat ngo
cho sy phat trién thé chat va tréu choc quan trong hon viéc ENERIRe LR I EIMIERRCR ]

tri tué an thirc an b6 dudng ta thadu cam (nhirng nhu cau
c6 ngudn goc sau xa)




Tién thém mot budc: Cau hdi Lam thé nao (How
Might We - HMW)

e P3at ra nhirng cau hdi ‘l1am thé nao’ dé ddng ndo: Chon 3~5 cau hdi. Ban sé& cé thém y tuwdng tir
ngudi tra 101 phéng van va ban hoc. Chon nhirng ciu hay nhat dé gidi quyét van dé néu ra trong

POV.

Toi phong van mot nhan vién nam
trong d6 tudi 30. Cong viéc anh rat
ban va khéng cé thoi gian danh cho
gia dinh. Anh cdm thay 4y nay vi
khéng giup d& duoc vo va khdng
choi véi cac con. Anh cdm thay ay
ndy vi khéng thé cham sdc gia dinh,

dac biét la khi & nha c6 chuyén. Anh
mudn danh thém thoi gian vdi gia
dinh. Anh cho biét minh sé rat vui
néu ban tang qua cho cac con cla
minh. Hién tai gia dinh anh dang sinh
séng & Ha Noi, con anh lam viéc &
TP.HCM.

Két qud phdng vén

Nhéan vién nam (khach hang) can mét
gidi phap dé c6 thém thoi gian cho
gia dinh. Vi (tri kié€n),

Anh lo I3ng cho gia dinh

Anh dy ndy vi cong viéc ma khéng thé
giup do gia dinh (viéc nha) va choi
V@i cac con

Anh tin rang tang qua cho cac con sé
lam con vui

Anh muén gap gia dinh thuong
Xuyén hon

Gia dinh séng & Ha NG&i con anh lam
viéc @ TP.HCM

Tuyén ngbén goc nhin (POV)

Lam thé nao~:

Lam thé ndo dé anh x& ly nhirng
van dé cla gia dinh?

Lam thé ndo dé anh bét dy ndy
vOi gia dinh?

Lam thé ndo dé anh gap gia dinh
thwong xuyén hon?

Lam thé ndo dé anh tdng qua va
lam cac con vui?

Lam thé ndo anh cd thé lam viéc
& gan noi gia dinh sinh séng?

Chuyén POV thanh HMW



Bai tap:
Chuyén POV

- HMW

needs to find a way to

Customer's name

Customer's needs

Because,

(Wright your insights)

List ‘How Might We' questions and choose the best ones.

(Wright HMW questions here)



Chinh phu Agile: Phan &'ng nhanh Loc

COVID-19 VIEWPOINT SYMPOSIUM

Fighting COVID-19 with

3 Free Access

Wicked Policy Problems and New Governance Challenges

M. Jae Moon 5

First published: 29 April 2020 | https://doi.org/10.1111/puar.13214 | Citations: 19

Viewpoint Article = (& Free Access

Agile:|A New Way of Governing

Ines Mergel, Sukumar Ganapati, Andrew B. Whitford s

First published: 18 May 2020 | https://doi.org/10.1111/puar.13202

Xu hudng nghién ciru mai trong linh virec hanh chinh

cong

Agility | Transparency, and Participation:

Foreword by GARY HAMEL author of LEADING THE REVOLUTION

STEPHEN DENNING

How Smart Companies Are Transforming
the Way Work Gets Done

Tu duy ‘agile’ trong linh virc cong ngay cang thu hut sw quan
tam

O nhiéu nudc, cac co quan chinh phu dang thiét ké chinh
sach dé xay dung chinh phu agile va thiét |ap nhitng thong 1é
md&i (nhw My, Canada, Singapore, Anh, v.v.)

Phuwong phap nay (hoac 16i tu duy) nay dugc thuc hién
thong qua cac phong thi nghiém sang tao, cac trung tam
thiét ké dich vu cong

Do6i 1ap v&i phuong phdp waterfall (thac nwéc) truyén thong
— agile than thién voi nguoi dung, khuyén khich sy tham gia
cua cac bén va mang tinh than thi nghiém.

Agile: cho phép cac nhdm hop tac voi nhau trong nhirng
cong tac nho va tang dan, lién tuc cai tién dua trén y kién
ddéng gdp cla nguoi dung, hop tac gitra cac bo phan, hoc hoi
nhanh.



=

Phwong phdp thdc nwoc

7

Y twong

Thiét ké

M6 hinh mau

Th& nghiém

Trién khai

t______

Phuong phdp agile

Cung cap dich vu

' Sau khi phign ban beta
duoc théng qua

Ddng n3o dé Thiét k& chinh Phat trién dich Ther nghiém &

giai quyét van sach / hanh . vu (phat trién . Phan bién theo
de chinh cong md hinh mau) thoi gian thye

Lap lai tir bat ky giai Lép lai
doan nay

Lién tuc dong
gop y ki€n phan
hoi

“Dich vu céng luén o phién ban beta”



Tinh hudng: Phat trién ‘Ban dd Corona’
QuocC

* Hoc ti kinh nghiém qua kh& (MERS)

* Cong bé cac thong tin lién quan dén COVID-19 T N R o a
cho céng chung, di¥ liéu t6c d6 cao va dang tin Sipal it 2eUion 20625 o 4t |
cay lubn rat quan trong. 0 s

* (vd.) KCDC cong bé ‘théng tin lich trinh dich té oI5 dus e .-
cla ca nhiém’ - & dang van ban - "

* Thong tin & dang van ban cong bo trén website
chinh pht =2 ‘khéng than thién véi nguwoi dung’

e M6t sinh vién dai hoc (l1ap trinh vién &rng dung)

- stir dung thong tin duoc cong b rong rai cla

KCDC dé dwa lich trinh di chuyén ctia ca duwong Thong tin trwc quan: Thong tin
tinh thanh toa dd GPS trén ban d6 = phat trién vé ngudi bénh, lich trinh di
‘Ban do6 Corona’ (coronamap.site) chi trong mot chuyén, vi tri, v.v.

ngay.



Phuong phap agile luon 0 trang thai tht]’ nghiém,
ay nguoi dung lam trung tam va khuyén khich
nguoi dung tham gia

Ngay khi chinh phu Phién ban beta chua

chia sé thong tin voi

. ; on dinh
cong chung

29/1/2020 30/1/2020

2,4 triéu nguoi
dung

42 triéu ngudi ding Phat trién thanh cac dy Céc cong ty tw nhan ho Nguoi dung (cong dan)
trong 3 thdng an lon hon (& nho tro (cung cap server

hon) mién phi)

phan anh theo thoi
gian thuc

vd. Ban d6 tinh hinh . Khuyén khich nguoi
Corona toan dién (dw dan ' dung tham gia, thém
hop tdac céng-tw Ién) ‘ chi phi quan ly



LUc nay, ban sé tu hoi...

* Liéu to chirc cOng cd thé rng dung tw duy agile hodc tw duy thiét ké -
thach thic 1&n d6i vdi quy trinh quan ly cdng/chinh sach cong truyén
thong. Thao luan nhitng thach thirc trong khu vue cong.
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