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Empathic Design Process and its Application in a Business
The first step of empathic design, according to Leonard & Rayport (1997), is observation. It entails perceiving the world through other people’s eyes, being able to feel as they feel, and share experiences (Leonard & Rayport, 1997). In order to achieve this, designers and observers must put aside personal preconceived ideas and account only for what they see. The second step after observation is capturing data. Whereas empathic design appreciates observation more than other methods of capturing data, methods such as interviews or inquiry are meant to compliment the observed data. It is from this concept that varied feedback on what the design should include is pinned down. Reflection and analysis of the data form the third step of empathic design. Other studies call this stage as ideating the findings (Thomas & McDonagh, 2013). The interpretation of discovered ideas is done in vivid and intellectual explication based on the goals which had been set out to be achieved. When it is discovered that there is a mismatch in findings, a new team is sent out to repeat the data capturing process. Brainstorming for solutions is the fourth step after the analysis. Grounded on the observed, captured and analyzed data, various solutions that contend to the customers’ needs are envisaged and advanced to the next step where they take a physical alignment. Finally, a prototype is created to epitomize what the actual solution should look like. Since this innovative design is based on satisfying the feelings of customers about a product or business, prototypes help to clarify concepts of new products as designed by development teams for the customers (Woodcock et al. 2017).
The difference between inquiry and observation is that with inquiry, people do not give their actual behavioral technique, which is, people are undependable to report their own behavior. Observation, however, permits professionals to take note of various individual actions. More comprehensibly, observations report concrete behaviors as they take place (Leonard & Rayport, 1997). Moreover, inquiry posit biased tendencies encouraged by the interviewer’s assumptions while observation eliminates such a predetermined mindset. In addition, with inquiry, respondents have often given responses they perceive as expected of them while observation majors at looking at the nonverbal behaviors such as body language and gestures from the same respondents.
A business that provides health care services i.e., hospital, can best utilize an empathic design approach towards innovation. Hospitals are technically the last refuge for regaining sick people’s hopes. This means that hospitals are at the core of running businesses created on customers’ emotions and need for empathy. The way the nurses and the doctors will behave towards the sick is directly proportional to the organization’s innovation outcomes and customer affiliations. Using the empathic design process in this kind of business will help the organization to grow in two ways. The first way is satisfying the customers’ emotions and like Woodcock et al. (2017) posit, businesses that are customer satisfaction anchored are propitious for innovation.
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