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WELCOME 
TO TODAY’S 

SESSION 

Stockholm — Karlskrona — New York — Manchester — London — Singapore — São Paulo



Our schedule



UNCOVER 
LEARNING TO EXPLORE THE PROBLEM SPACE, UNCOVERING OPPORTUNITIES

INNOVATION PRINCIPLES 
INNOVATIVE TEAMS

IDENTIFYING OPPORTUNITIES
RESEARCH HACKS 

Our journey

5 SEPT.

KICK-OFF 19 SEPT. 29 SEPT.

DISCOVER YOUR 
AREAS OF 

GENIUS WITH 6 
WORKING 

GENIUS

INCLUSIVE 
INNOVATION 

FOR DISRUPTIVE 
IDEAS 

HIGH 
PERFORMING 

TEAMS

IDOARRT

STINKY FISH

PERSONALITY 
PROFILING WITH 

MBTI  

Oct. 2nd

JOBS TO BE 
DONE 

ACTIVITY

FUTURES 
MINDSET / PLAY 
IN THE FUTURE   

MASH UP 
INNOVATION

WELCOME & 
INTRO TO THE 

PROGRAM

2 hrs. 3 hrs. 2 hrs. 2 hrs.

CX TOOLS

ACTIVE 
LISTENING 
ACTIVITY

Oct. 9th

PLANNING 
RESEARCH

2 .5 hrs.



UNLOCK 
IDENTIFYING CREATIVE SOLUTIONS

INSIGHT TO IDEAS 
THINK OUT OF THE BOX

 SOLUTION SPACE 

Our journey

NETWORKS

Oct. 20th

HOW MIGHT 
WE 

STATEMENTS

2 .5 hrs.

CREATIVE 
THINKING 
MINDSET

Oct. 27th

HOW MIGHT 
WE 

STATEMENTS

2  hrs.

INTRO TO 
IDEATION & 
IDEATION

Nov. 10TH

3  hrs.

SELECTION WITH 
HOW-NOW-WOW

STORYBOARDING 
WITH TOAST

LOW FIDELITY 
RAPID PRETOTYPE

Nov. 17TH

2  hrs.

UNLEASH
SCALING & STORYTELLING

PRETOTYPING 
AGILE INNOVATION 
EXPLORING IMPACT

ETHICS AND CONSEQUENCES
STORIES AND INFLUENCE

BEHAVIOURAL 
DESIGN FOR CX
PEAK MOMENTS



IDOARRT

DESIRED 
OUTCOMES 

TIME

AGENDA

INTENTION
Understand and experience ideating for possible 
solutions for each of our HMWs and visually map them.

Arrive at a possible solutions for our HMWs by following 
a human centered ideation process and storyboard 
them.

3 hours including 10 min break





PICK & CHOOSE 2 FOR 
YOUR PREFERRED 

FRIDAY 
EVENING

A GREAT MEAL 
AT HOME

A GREAT MEAL 
SOME PLACE 

NICE

A GLASS OF 
WINE

SOME CHEESE

A DATE NIGHT

A FILM/MOVIE 
OR SERIES

GET LOST IN A 
BOOKA GOOD RUN

CHILL WITH 
FRIENDS & 

FAMILY

A SAUNA 
SESSION

SEE THE 
SUNSET

A COLD 
BEER

GET 
BOMBED

A MASSAGE



Behavioral Design



Behavioral CX Design is 
a systematic approach 

for applying behavioral insights 
to solve design challenges 

that center on human behavior.

Behavioral Design



ON AVERAGE HOW 
MANY DECISIONS DO WE 
TAKE EVERY DAY?

Share your answer in the chat



35,000



HOW MANY BITS OF 
INFORMATION DOES A 
HUMAN BRAIN PROCESS 
AT ANY ONE TIME?

Share your answer in the chat



11 MILLION



HOW MANY CAN WE 
PROCESS 
CONSCIOUSLY?

Share your answer in the chat



~50



WE ARE 99.99999% 
UNCONSCIOUS



MIND THE GAP 



Even the most basic everyday situations 
are too complex for our brains 
to compute all the necessary information. 
Instead, we must simplify.
 



- Daniel Kahneman

"Thinking is to 
humans what 
swimming is to cats; 
they can do it, but 
they prefer not to do 
it." 

Daniel Kahneman



PESQUISA PROMOÇÕES 
SKY

RESULTADO
S

Daniel Kahneman, Book “Thinking, Fast and Slow”

We ‘think’ using  2 different ‘systems’.



PESQUISA PROMOÇÕES 
SKY

RESULTADO
S

Automatic, intuitive, effortless 
and unconscious thinking 

mode.

Slow, controlled, and 
analytical method of thinking 

where reason dominates.

System 1 System 2

We ‘think’ using  2 different ‘systems’.







100%

40%

0%

https://docs.google.com/file/d/1y8MgHxT8TBqidQLsBtEiw76_277oljfE/preview


WHY DO WE 
HAVE BIASES?



WE’RE NOT BAD.

WE’RE HUMAN.





Choice
Architecture 









Nudge is a concept in behavioral science, 
political theory and behavioral economics 

which proposes positive reinforcement and 
indirect suggestions as ways to 

influence the behavior and decision making 
of groups or individuals.



RESULTADO
S

behavioral  economics  

behavioral  psychology  











EAST









https://docs.google.com/file/d/1VExXghZIMvYQCcW6yKyGRhGDA_KhWQVn/preview


https://docs.google.com/file/d/1T9e5tPLFIYl4hXdmLjGRPbdTujLY29cJ/preview


PRIDE

INSIGHT

CONNECTION

ELEVATION

EPIC



1. Elevation

Go beyond everyday life, possibly 
involve an element of surprise.

(1) Stimulate sensory appeal

(2) Raise the stakes

(3) Exit the script



2. Pride

Those moments will capture the 
people at their best, most likely in 
moments of conquest or courage.

(1) Recognize others

(2) Multiply milestones

(3) Practice courage



3. Insight

Help people to understand 
something that may have 
escaped them before or that 
may inspire them to act.

(1) Tripping over a truth

(2) Go beyond the routine to 
discover insights



4. Connection

These moments are powerful 
because they are shared with 
other people.

(1) Breeding shared meanings

(2) Embed ties

(3) Make the moments matter



How would you design a 
Peak Moment into your 
selected solution?  

10 minutes



CHECK-OUT



What's 
something you 
wish for this 
community of 
learners?


