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CHANGE BY DESIGN 

Today we no longer feel that we must sit patiently and wait 

for some outrageous insight to strike us. Inspiration always in­
volves an element of chance, but, as Louis Pasteur observed 
in a famous lecture of 1854, "Chance only favors the prepared 
mind." Certain themes and variations-techniques of observa­
tion, principles of empathy, and efforts to move beyond the 
individual-can all be thought of as ways of preparing the 
mind of the design thinker to find insight: from the seemingly 
commonplace as well as the bizarre, from the rituals of every­
day life but also the exceptional interruptions to those rituals, 
and from the average to the extreme. That insight cannot yet 
be codified, quantified, or even defined-not yet, at any rate­
makes it the most difficult but also the most exciting part of the 
design process. There is no algorithm that can tell us where it 
will come from and when it will hit. 

ental matrix, 
or " ese people have no process!" 

O 
ne w to help design thinking diffuse throughout an
organi tion is for designers to make their clients part 

of the experie e. We do this not just to give them the thrill 
of peering behi. the wizard's curtain but because we find 
that we invariably et much better results when the client is on 
board and actively rticipating. But be forewarned: it can be 
messy! Imagine an a: · d theatergoer who is invited backstage 
to witness the chaos at lies behind even the most flawless 
performance-last-min costume repairs, two-by-fours ly­

ing about everywhere, Ha let standing outside the stage door 
having a cigarette while O elia chatters into her cell phone 
... or, as one client was hear o lament in a frantic call back to 
her office, "These people have process!" 

A few weeks later she had be e a convert, promoting de-
sign thinking within her own co any-a stolid, respectable 
organization renowned for its struc re, discipline, and process.

But as with all epiphanies, that's wh the hard work begins. 
It is one thing to witness the power of sign and even to par-
ticipate in it, quite another to absorb it i one's thinking and 
patiently build it into the structure of an anization. Those 
of us who have spent long years at design school still find it 
hard to shake off dearly held assumptions about how to get 
things done. People from more methodical backgrounds may 




