
if you’re not serving the customer

you better be serving someone who is

Karl Albrecht, 1920 - 2014  
10th wealthiest person in the world (2012)
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unconscious bias



constructive, unbiased feedback



constructive, unbiased feedback

situation



constructive, unbiased feedback

be specific
when and wheresituation



constructive, unbiased feedback

situation

behavior
be specific
when and where



constructive, unbiased feedback

situation

behavior
be specific
when and where



constructive, unbiased feedback

situation

behavior
be specific
when and where



constructive, unbiased feedback

situation

behavior
be specific
when and where



constructive, unbiased feedback

be specific
when and wheresituation

behavior describe clearly and objectively
focus on actions. Not personality



situation

behavior describe clearly and objectively
focus on actions. Not personality

impact

constructive, unbiased feedback

be specific
when and where



situation

behavior describe clearly and objectively
focus on actions. Not personality

impact

constructive, unbiased feedback

be specific
when and where



situation

behavior

impact

constructive, unbiased feedback

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact how were you affected?
how were others affected?

constructive, unbiased feedback

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact

next

constructive, unbiased feedback

how were you affected?
how were others affected?

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact

next

constructive, unbiased feedback

how were you affected?
how were others affected?

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact

next

constructive, unbiased feedback

how were you affected?
how were others affected?

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact

next

constructive, unbiased feedback

how were you affected?
how were others affected?

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact

next

constructive, unbiased feedback

how were you affected?
how were others affected?

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



situation

behavior

impact

next
suggestions for a do-over
open a door to an improvement path

constructive, unbiased feedback

how were you affected?
how were others affected?

describe clearly and objectively
focus on actions. Not personality

be specific
when and where



Mildy

Wildy



Mildy

Wildy



Process concept generation phase
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problem identification, not solution finding 
embodiments are symbolic representation of needs 
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now, sketch model phase!
a push to to reframe and continue exploring  

connecting to real people
thinking a bit more about embodiment
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product design firm to develop a product. 

(In 2.009, ideas fair or ones found by teams)

user
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primary user or anyone else that interacts with the 
product during its life cycle. The product meets their 
needs.
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customer
The person that makes the purchase. 

They may be a user too!



now, sketch model phase!
a push to to reframe and continue exploring  
connecting to real people
thinking a bit more about embodiment
4 concepts per team some new, some old

a risk portfolio!
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