
How might we change the AES so it is more 
relevant to you? 

Insights from the IDEO.org
Introduction to Human-Centered Design

course





Who do we have in the room?

Segmentation



Seeking inspiration…

The empathy interview and the empathy map



Two tools

Empathy interview

An approach to finding out as 
much as possible about a person’s 
experience as a “user” of a space, 
a service, a process, an objective 
or and environment

The empathy map



SAY: What are some quotes and defining words
DO: What bits of the AES do they use/don’t use? (and 
what might they need?)
THINK AND FEEL: What might they be thinking and 
feeling?
PAIN POINTS: What are the sources of frustration?
HAPPY MOMENTS: What are the positive 
experiences and what contributes to these? 



Ideation 1.

How might we….



Ideation 2.

Prototyping



Connections…



“Innovation doesn’t discard tradition – it 
just stops using it as a strategy for the 

future.”

Omer Soker, The Future of Associations



A question of relevance? 

The status quo:

Our association is good but not 
great

• Its expensive
• Its value proposition is 

unclear, and 
• has high turnover

Our project:
How might we change the 

our professional association 
so it is more relevant to 
members and potential 

members?



Our research:
Immersing ourselves in “needs”

What we did:
• Learnt from people
• Learnt from experts
• Looked at member 

experiences (immersion in 
context)

• Learnt from other 
associations (seeking 
analagous inspiration)



We came up with some great ideas for
our “How might we” questions



Our solution
• Evolving to incorporate 

a “virtual” association 
structure

• Tiered membership 
options
• Segmented members
• Monthly subscription 

option
• Broader services offered 

by the Association



A more relevant Association: we used the course’s 
tools to understand how it works…



What next?

• We are now embarking on our first phase of 
testing…

• We will then iterate and test as we continue to 
improve our ideas


