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https://www.forbes.com/sites/benjaminlaker/2021/04/23/culture-is-a-
companys-single-most-powerful-advantage-heres-why/?sh=759179fe679e



Other studies show the impact 
is much larger for startups…

https://womenexecutiveboard.com/financial-impact-culture/



“Every good startup is a cult…”
- Keith Rabois (PayPal, LinkedIn, Square…)



About Your Narrator…
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AGENDA



AGENDA: 

• Why?

• What is culture?

• The wrong way

• Design thinking to the rescue

• Extreme example



Why this topic?



What is bad culture?



What is culture?



Where is culture born?



https://mahantavakoli.com/value-statements-are-meaningless/



https://mahantavakoli.com/value-statements-are-meaningless/

•Posters

• T-shirts

•Mugs





How might we avoid this?
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Product culture 
empowers the team to 
solve the right problem
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My Mission…
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DESIGN FRAMEWORK





Design Thinking Framework



Solution Space

Design Thinking Framework

Problem 
Space



Problem Space

Design Thinking Framework

Solution 
Space



Iterate Throughout

Design Thinking Framework



STARTING 
POINT





2 in 3 academic programs fail…

ME
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DISCOVER



Source: https://www.nicepng.com/maxp/u2t4r5q8t4a9e6u2/

DISCOVER





DISCOVER

Source: https://www.nicepng.com/maxp/u2t4r5q8t4a9e6u2/

Goals: 

• Collect Data

• Empathize

• Observe





DISCOVER

Source: https://www.nicepng.com/maxp/u2t4r5q8t4a9e6u2/

Tactics: 

• Stakeholder Mapping

• Contextual Interviews

• Observe & 5 Whys



DISCOVER – STAKEHOLDER MAPS



https://dlccs.com/legal-document-management-systems/

DISCOVER – Contextal Interviews

Frustration is a blessing

https://dlccs.com/legal-document-management-systems/




Typical Interview Themes

• “We’re acting unethically.”

• “Nobody listens to me.”

• “We have no structure.”

• “We aren’t properly equipped.”

• “I’m just a name and a number.”



Typical Interview Themes

• “Too much bureaucracy.”

• “I feel unsafe.”

• “We just do what the boss says.”

• “Our customers are underserved.”

• “We’ve always done it this way.”



“We neither feel 
like part of 

Tepper nor part 
of SCS.”



DISCOVER – 5 Whys

WHY •“We neither feel like 
part of Tepper nor SCS.”



DISCOVER – 5 Whys

WHY •“We neither feel like 
part of Tepper nor SCS.”

WHY
•We’re excluded from 
some of the other 
programs’ features.



DISCOVER – 5 Whys

WHY •“We neither feel like 
part of Tepper nor SCS.”

WHY
•We’re excluded from 
some of the other 
programs’ features.

WHY •Systems are setup for more 
traditional programs.



DISCOVER – 5 Whys

WHY •“We neither feel like 
part of Tepper nor SCS.”

WHY
•We’re excluded from 
some of the other 
programs’ features.

WHY •Systems are setup for more 
traditional programs.

WHY
•Assumption that 
MSPM needs equal 
other program needs.



DISCOVER – 5 Whys

WHY •“We neither feel like 
part of Tepper nor SCS.”

WHY
•We’re excluded from 
some of the other 
programs’ features.

WHY •Systems are setup for more 
traditional programs.

WHY
•Assumption that 
MSPM needs equal 
other program needs.

WHY
•Messaging and 
buy-in was not 
complete.



DEFINE



DEFINE

Source: https://www.nicepng.com/maxp/u2t4r5q8t4a9e6u2/



DEFINE

Goals: 

• Compile

• Research

• Prioritize



DEFINE

Tactics: 

• Affinity Diagram

• Decision Matrix

• Madlibs



DEFINEDEFINE - AFFINITY

https://uxplanet.org/free-sketch-template-for-building-a-meaningful-affinity-diagram-during-the-ux-process-f832e081782d





POV Statement

[blank] needs [blank] because [blank]

Customer Unmet Need Goal



DEFINE



YOU
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SHARE
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CUSTOMER



•Differentiation

•Positioning

•Create a Vision

SHARE
HOLDERS



•Unique needs and goals.

• “Feel” sense of belonging.
CUSTOMER



TEAM

• Transparency & direction

• Empowered to experiment



DEVELOP



Source: https://www.nicepng.com/maxp/u2t4r5q8t4a9e6u2/

DEVELOP





DEVELOP

Goals: 

• Research

• Ideate

• Experiment



Tactics: 

• “Prototype”

• How Might We

DEVELOP



DEVELOP - Research

Human Motivators:

• Autonomy

• Mastery

• Purpose



DELIVER – Research

"Anchor habits are like 

the keystones in an 

arch. They hold 

everything else in 

place. And once you 

change an anchor 

habit, everything else 
shifts along with it."



DEVELOP - Experiment



DEVELOP - Experiment

“Socialization > Selection”

- Adam Grant



How might we…



How might we…

Better prepare 
incoming students



DEVELOP



How might we…

Create unique 
student experiences





How might we…

Innovate in the 
admissions process





How might we…



DELIVER



Source: https://www.nicepng.com/maxp/u2t4r5q8t4a9e6u2/

DELIVER





DELIVER

Goals: 

• Execute

• Debug

• Measure



DELIVER

Tactics: 

• Coaching

• Roadmapping

• Define Success



DELIVER – Roadmapping



DELIVER – Define & Measure



RESULTS





RESULTS

• 9.0/10 “Would you recommend?”

• 2x net promoter score



EXTREME 
EXAMPLE





DISCOVER

Us vs. Them 
Culture & History



DEFINE

• Anchor Habit

• “Safety will be a 
precondition for 
working at USS.”



ACTIVITY
(TIME PERMITTING)



DEVELOP

• Shareholders’ 
Meeting

• Management 
Incentives

• Open Every 
Meeting #1 Item

• No Budget for 
Worker Safety



DELIVER

"Only a leader can establish 
aspirational goals.  And if 
your leader doesn't say it 

and mean it, that 'people 
who work here should 
never be hurt at work,' it's 
really hard to get that from 
the bottom up."



DELIVER

“Our goal will be zero
workplace accidents.”



RESULTS

5x net income

+27B market cap
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