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● 14+ years of experience in Design Thinking, innovation, and facilitation.

● I train Design Thinking practitioners to facilitate workshops and innovation 
processes that lead to tangible outcomes.

● I support organizations in implementing a Design Thinking-based approach 

to product, service, and business development.

● At Allegro, I co-created and implemented a process for managing new 

product development, combining: Design Thinking, Lean Startup, Business 

Case methodology.

● I established the Innovation Hub at Allegro, responsible for internal 
innovation programs, new solutions, and PoC projects.

● I designed and taught the “Design Thinking & UX Researchˮ course at the 

University of Warsaw.

● I work with startups, SMEs, and corporations, sharing practical knowledge 
and best practices in innovation development.

● My mission is to deliver real business value through Design Thinking.

MATEUSZ KALISZEWSKI
Design Thinking Expert and Trainer of Design Thinking Facilitators



MY NUMBERS

14 1715 3909
years of experience working with 

the Design Thinking method

hours of Design Thinking workshops 

and training sessions delivered

training participants

You can find the full list of all Design Thinking workshops and training sessions I have delivered here.

Mateusz Kaliszewski - Design Thinking and Innovation Expert

https://docs.google.com/spreadsheets/d/1x6KdyhYFah7ZCK4qFlVjxFIagdCB_8R4nr6LE4BdRyE/edit?usp=sharing


PROOF OF EXPERIENCE AND EXPERTISE

Mateusz Kaliszewski - Design Thinking and Innovation Expert



Design Thinking:

Provides a clear structure for the innovation process – it brings order to the 

work, from identifying the challenge to testing solutions.

Reduces implementation risk – it enables ideas to be validated at an early 

stage, before the full cost of investment is incurred.

Supports the development of relevant innovations – it leads to solutions based 

on the real needs of customers and users.

Improves the quality of customer and user experience – it increases the 

alignment of products, services, and processes with market expectations.

Strengthens collaboration and team engagement – it integrates different 

perspectives and builds a shared sense of ownership for outcomes.

WHY IS IT WORTH APPLYING DESIGN 
THINKING IN AN ORGANIZATION?

Mateusz Kaliszewski - Design Thinking and Innovation Expert



• Understand the Design Thinking mindset, process, and key tools

• Learn how to identify real user and stakeholder needs

• Practice defining challenges, generating ideas, prototyping, and testing solutions

• Strengthen collaboration, creativity, and user-centered problem solving

• Apply Design Thinking to real business challenges within the organization

🎯 Training Objective



📋 FULL PROGRAMME OVERVIEW

DATE & TIME SESSION MAIN FOCUS WHAT WE WILL DO

7 July, 08001200 Session 1 Introduction to Design Thinking & Empathy Understand the DT process, choose a service challenge, 
identify users and stakeholders, prepare for interviews

8 July, 08001200 Session 2 Synthesis & Problem Framing Analyse insights, map the current service experience, identify 
pain points, define “How might we…ˮ questions

10 July, 08001200 Session 3 Ideation, Selection & Experiment Design Generate ideas, select the most promising solution, and turn it 
into a testable experiment

13 July, 08001200 Session 4 Prototyping, Testing & Applying DT at TÜV Build and test a prototype, collect feedback, define next steps 
and the ambassador role



● Welcome and introduction to the programme

● Training goals, ways of working and online collaboration rules

● Introduction to Design Thinking: process, tools and mindset

● Why Design Thinking matters in service improvement and GBS context

● Team integration and setting up the working groups

● Choosing a real service challenge for the workshop

● Introduction to empathy in Design Thinking

● Mapping stakeholders and service users

● Learning how to ask better questions in user interviews

● Preparing for user conversations before the next session

● Summary and next steps

Breaks: One 15-minute break is planned during the session. 

Additional short breaks may be added if needed.

Agenda – Session 1

Mateusz Kaliszewski - Design Thinking and Innovation Expert



● We respect each other and create a safe space for collaboration.

● We are fully present: only Microsoft Teams and Miro are open, other 

apps, tabs and notifications are closed.

● We are willing to step outside our comfort zone, because this is where 

real learning happens.

● There are no stupid questions. You have the right not to know — and I do 

too.

● We challenge ideas kindly, constructively and with good intentions.

● Help each other if someone gets stuck — do not wait only for the trainer.

🤝Working Contract – Key Principles

Mateusz Kaliszewski - Design Thinking and Innovation Expert



● If something does not work in Miro, refresh the board first.

● If you get disconnected, simply rejoin the Teams meeting using the same link.

● Make sure you have a stable internet connection and, if possible, join from a quiet 
place where you can focus. 

● If you have a technical problem, please say it out loud. I may not be able to follow 
the chat during the exercises.

● It is best to use a mouse when working in Miro — it makes moving around the 
board and editing sticky notes much easier.

● Please have something ready for taking notes, either offline or digitally.

● Keep your camera on whenever possible. It helps build a better atmosphere, trust 
and comfort in the group.

● Keep your microphone muted when you are not speaking, but feel free to unmute 
yourself whenever you want to ask a question or contribute.

Technical Rules

Mateusz Kaliszewski - Design Thinking and Innovation Expert



🔥 Let’s get started!



Design Thinking is a method for creating 
innovation and solving problems based 

on discovering and deeply understanding 
usersʼ needs.

WHAT IS DESIGN THINKING ABOUT?



Design Thinking is not:

● a brainstorming meeting,
● a colorful workshop,
● a method for making people agree with a ready solution,
● a replacement for expertise,
● a guarantee of innovation.

Design Thinking is: a disciplined way of learning before investing too 
much time, money and organizational energy.

Which misunderstanding about DT have you seen before?

What Design Thinking is not



Internal services are designed experiences.
Even if we do not call them “products ,ˮ they have users.

A user of an internal service may ask:
● What should I do?
● Where should I submit the request?
● What information is required?

● How long will it take?
● Who is responsible?
● What is the current status?
● Why was my request rejected?

Every unclear moment creates friction.

Why it matters in internal services



A process may be correct and still feel broken.

Example:
● The procedure is documented.
● The form exists.
● The team responds within SLA.
● But the internal customer still feels lost, ignored or frustrated.

Why?
Because the service was designed from the process perspective, not 
from the user perspective.

Example: internal customer frustration



Traditional question:

“How do we make the process compliant and efficient?ˮ

Design Thinking question:

“How do we make the service valuable, understandable and usable for 
the people who depend on it — while keeping it compliant and 
efficient?ˮ

The shift from process-first to user-value-first



Traditional Project Approach vs. Design Thinking

Area Traditional project approach Design Thinking approach

Starting point We start with a defined solution or business requirement. We start with understanding the real user need or problem.

Assumptions Assumptions are often treated as facts and built into the project 
plan.

Assumptions are made visible and tested as early as possible.

Risk Risk is managed mainly through planning, governance and 
control.

Risk is reduced through fast learning, prototyping and user feedback.

Planning A detailed plan is created early and the team tries to follow it. The plan evolves as the team learns more about users and the problem.

Problem definition The problem is often defined by the organization. The problem is reframed based on user insights and stakeholder perspectives.

User involvement Users are usually involved late — during acceptance, rollout or 
feedback.

Users are involved early and repeatedly throughout the process.

Success measure Success means delivering the agreed scope on time and within 
budget.

Success means creating a solution that is valuable, usable and feasible.

Decision-making Decisions are often based on opinions, hierarchy or internal 
priorities.

Decisions are based on evidence, insights and tested hypotheses.

Mistakes Mistakes are costly because they appear late in implementation. Mistakes are expected early, when they are still cheap and useful for learning.

Output A completed project, process or service. A validated solution that solves the right problem.

Design Thinking does not replace project management. It helps teams make better decisions before they invest heavily in building and implementing a solution.



Mindset > Process and tools



Step into the userʼs 
shoes. Understand 

their perspective.

https://www.interaction-design.org/literature/article/empathy-how-to-improve-your-designs-by-developing-empathy-for-your
-target-group

https://www.interaction-design.org/literature/article/empathy-how-to-improve-your-designs-by-developing-empathy-for-your-target-group
https://www.interaction-design.org/literature/article/empathy-how-to-improve-your-designs-by-developing-empathy-for-your-target-group


Take action. 
Build and test 

prototypes 
quickly.



Get out of the office. 
Stay close to your 

customers.



Get out of the office. 
Stay close to your 

customers. 



Work as a team. 
Use different 

perspectives.



Be aware of the process.



The Design Thinking Process

THE RIGHT PROBLEM THE RIGHT SOLUTION THE RIGHT 
IMPLEMENTATION

1

EMPATHIZE

interviews
observations
user journey

desk research

›

2

DEFINE

insight sorting
problem tree
empathy map

How Might We?

›

3

IDEATE

brainstorming
635 method

idea matrix
dot voting

›

4

PROTOTYPE

draft form
service flow

e-mail template
mockup

›

5

TEST

usability test
feedback session

observation
iteration

›

6

IMPLEMENT

service blueprint
role matrix

KPI baseline
next steps

First understand the right problem. Then design and test the right solution. Only then move toward implementation.





Hidden numbers

10%
scan success rate

80% 
children received

sedatives



Visible consequences



How can we step into a child’s shoes?



It is not about being scanned by CT as an adult



Lack of perspective leads us to the wrong solution

😕 More space

😕 Movement resistance

😕 Shorter scan time

😕 A quieter machine
∞



The right question:

How might we turn the scan into 
an adventure so that a child has a positive 

and memorable experience?



It is not about painting the machine — it is about designing a formal process 
for doctors and an adventure for children.



Measurable impact

Scan success rate Sedative use

10% → 90%

from low completion
to reliable scans

80% → 10%

from routine sedation
to a better child experience

A better-designed experience changed both the user outcome and the operational outcome.



User benefit

Mom, can we go 
back there 
tomorrow?



Let’s run a 5-day Design Sprint for the new eBilet website

Research insight:
● The website should not only support ticket purchase, but also help users 

discover inspiration and reasons to come back.

Why a Design Sprint?
● Fast progress
● No endless meetings or consultations
● All key perspectives working together



Design Thinking in 5 days



Participants

● UX team

● Marketing

● Technology

● Decision-maker

● Facilitator 😊

5 days × 6 hours

Testing with real users

Prototype: clickable mockup



Results?

A prototype better than the existing service.

From paper sketches to a complete digital service.

5 years of operation and increased ticket sales.



We drew the service first — and only a few changes were needed later.







Why paper drawings were a final prototype?

Design Thinking:

Provides a clear structure for the innovation process – it brings order to 

the work, from identifying the challenge to testing solutions.

Reduces implementation risk – it enables ideas to be validated at an 

early stage, before the full cost of investment is incurred.

Supports the development of relevant innovations – it leads to 

solutions based on the real needs of customers and users.

Improves the quality of customer and user experience – it increases 

the alignment of products, services, and processes with market 

expectations.

Strengthens collaboration and team engagement – it integrates 

different perspectives and builds a shared sense of ownership for 

outcomes.



Summary: from the right problem to implementation

THE RIGHT PROBLEM THE RIGHT SOLUTION THE RIGHT 
IMPLEMENTATION

1

EMPATHIZE

interviews
observations
user journey

desk research

›

2

DEFINE

insight sorting
problem tree
empathy map

How Might We?

›

3

IDEATE

brainstorming
635 method

idea matrix
dot voting

›

4

PROTOTYPE

draft form
service flow

e-mail template
mockup

›

5

TEST

usability test
feedback session

observation
iteration

›

6

IMPLEMENT

service blueprint
role matrix

KPI baseline
next steps

First understand the right problem. Then design and test the right solution. Only then move toward implementation.



Please open the Miro board and go to the area called: 

Meet the Team: Our Superpowers

Add one sticky note with:
● Name

● What I do at TÜV

● My superpower for these workshops is…

Then add one image that represents your superpower.

You can upload it, copy and paste it, or drag and drop it directly 

onto the Miro board.

Place your image next to your sticky note.

Letʼs divide into working groups

Miro Warm-Up: Meet the Team



Challenge — Simulation context 

In this training, you are a special task force brought together to solve a 
critical business problem.

You have been given a challenge that has serious consequences for the 
organization — it affects efficiency, creates frustration and impacts key 

business results.

Your mission is to understand the problem, find the right solution and 

design a simple experiment that will allow you to test whether your idea 
actually works in practice.

The goal is not to build a perfect solution, but to create something 
simple, fast and low-cost that can be tested and validated before any 
larger investment is made.



Challenge Card #1 – System architecture and UX

Problem — what is visible today?
Business employees and finance colleagues need to submit AP or Master Data requests, but they are not always sure which system to use, what information is required, what 
the SLA means, or how to check the request status. The experience is fragmented across separate tools such as SAP VIM, Concur, e-vouchers and ticketing systems.

Business consequences — why does it matter?
When users are unsure how to act, they submit incomplete or incorrect requests, ask repeated questions and create rework for AP, Master Data and support teams.

Main users affected by the problem

● Business employees
● Local finance colleagues
● Accounting / master data stakeholders

What is expected from the team?
Understand what makes AP and Master Data requests difficult from the userʼs point of view: choosing the right path, submitting correct data, understanding status and 
knowing what happens next.

Important KPI for the business
First-time-right request rate — percentage of AP / Master Data requests submitted correctly without rework, correction or rerouting.

Baseline: 62% of AP / Master Data requests are submitted correctly the first time.

Target: 82% submitted correctly the first time — increase by 20 percentage points, which means a 32% relative improvement.

Working challenge
How might we improve the AP and Master Data request experience for business employees, local finance colleagues and accounting / master data stakeholders so that they 
can choose the right process path, submit requests correctly the first time and understand the next steps, while service teams can reduce rework and repeated questions?



Challenge Card #2 – HR Processes

Problem — what is visible today?
Employees, candidates and managers often do not understand how HR or Recruiting service processes work: why certain steps are needed, who is responsible for the next action, 
why the process takes time, or when they can expect a response.

Business consequences — why does it matter?
When users do not understand the process, they ask for status updates, escalate issues, expect HR / Recruiting teams to act on their behalf and create pressure for immediate 
responses.

Main users affected by the problem

● Employees and candidates
● Business managers / hiring managers
● Local HR teams

What is expected from the team?
Understand what users need to feel informed and confident while moving through HR and Recruiting service processes. This challenge is about process clarity, expectations and 
status understanding — not about redesigning one narrow process such as onboarding, documentation or candidate selection.

Important KPI for the business
Clarification / escalation rate — percentage of HR and Recruiting requests that require additional explanation, status clarification or escalation because the user does not 
understand the process.

Baseline: 38% of HR / Recruiting requests require additional clarification or escalation.

Target: 23% of requests require clarification or escalation — decrease by 15 percentage points, which means a 39% relative reduction.

Working challenge
 How might we improve the HR and Recruiting service experience for employees, candidates, business managers and hiring managers so that they understand where they are in 
the process, what is expected from them and why each step is needed, while HR / Recruiting teams can reduce repeated explanations and escalations?



Challenge Card #3 – Finance invoicing process

Problem — what is visible today?
External certification customers do not always know when they will receive the invoice, what exactly they need to pay, or how the overdue amount relates to the project status. 
Internal business and finance colleagues also do not always understand the invoicing and collection process, so they need individual guidance from the AR / Finance team.

Business consequences — why does it matter?
When customers and internal colleagues lack clarity, payments are delayed, clarification requests increase, and AR / Finance teams spend more time explaining invoice status 
instead of collecting payments.

Main users affected by the problem

● External certification customers
● Business colleagues
● Local finance teams

What is expected from the team?
Understand what customers and internal colleagues need to know at each stage of invoice delivery and overdue-payment clarification.

Important KPI for the business
On-time invoice delivery rate — percentage of invoices delivered to customers within the agreed timeframe.

Baseline: 76% of invoices are delivered on time.

Target: 90% of invoices delivered on time — increase by 14 percentage points, which means an 18% relative improvement.

Working challenge
How might we improve the invoicing experience for external certification customers, business colleagues and local finance teams so that customers receive invoices on time, 
understand what they need to pay and know what to do next, while AR / Finance teams can reduce repeated clarification work?



EMPATHY

How can we step into the user’s shoes?

How can we understand them better 
than they understand themselves?

“Empathy means seeing an experience through 

another personʼs eyes and understanding why 

people do what they do. Human focus is at the 

heart of innovation.ˮ

Creative Confidence, David and Tom Kelley



• Gain insights.

• Discover real and unspoken needs or root causes.

• Understand details of usersʼ problems and contexts.

• Find inspiration for innovative solutions.

• Base project work on facts, not assumptions.

• Understand usersʼ values, motives and behaviours.

• Identify stakeholders who influence the solution.

• Verify hypotheses about users.

• Motivate the team with real user stories.

OBJECTIVE OF THE STAGE

EMPATHY



EMPATHY MINDSET
A user or customer is a person, not a row in Excel or an institution.



Understanding is the essence of empathy.

EMPATHY MINDSET



Be aware of usersʼ unspoken needs.

EMPATHY MINDSET



AirBnB Example

EMPATHY MINDSET



IDENTIFYING KEY STAKEHOLDERS

• users / customers as the main research group

• stakeholders who influence decisions



Extreme Users

Extreme users help us discover hidden needs, workarounds and failure points that average users may 
never mention.



EXTREME USERS

https://www.slideshare.net/KellaRandolph/nasa-inventions-we-use-daily-37401372

https://www.slideshare.net/KellaRandolph/nasa-inventions-we-use-daily-37401372


EXTREME USERS

In the context of your workshop challenge, who could be your extreme users?



A stakeholder map helps us identify people and groups 

connected with the challenge.

It shows who has:

● interest in the problem,

● influence on the process, decision or implementation.

This is useful before the empathy step because it helps us decide 

who we should talk to first.

In Design Thinking, we do not empathize with “random users .ˮ

We need people who can help us understand:

● where the friction really appears,

● who experiences the problem directly,

● who creates or controls parts of the process,

● who may support or block future improvements.

Empathy - Stakeholder Map



Map stakeholders for your challenge

Use your challenge card and list all people or groups connected with the process.

Place them on the map based on:

Interest — how much they care about the problem or are affected by it.
Influence — how much they can affect the process, decision or implementation.

Map four groups:

● High interest / high influence
Key stakeholders. Talk to them early and involve them closely.

● High interest / low influence
Main users or affected groups. Important for empathy interviews.

● Low interest / high influence
Potential blockers or decision-makers. They may not feel the problem, but 
can stop or enable change.

● Low interest / low influence
People to monitor. They may be less important for interviews now.

Output

Select 23 people or groups you would interview first in the empathy phase.

Empathy - Stakeholder Map



In-depth interviews are one of the core ways to gain insights in Design Thinking.

They are semi-structured conversations with one person.

They usually last from 15 minutes to 1.5 hours, depending on the scope and depth.

They help us:

● understand users or customers deeply,

● explore stories, emotions and context,

● ask follow-up questions,

● observe body language and reactions,

● collect rich information and specific quotes that reveal needs and problems.

Key features:

● simple to run,

● easy to repeat,

● allow probing and clarification.

Watch out for declarative answers.
What people say and what they actually do are often two different things.

EMPATHY – IN-DEPTH INTERVIEWS



HOW TO CONDUCT A INTERVIEW?

● Ask open-ended questions.

● Encourage stories.

● Do not suggest the answer in the question.

● Go deeper using the “5 Whysˮ method.

● Make the interviewee feel comfortable.

● Document answers: recording, notes or an AI note-taker.

● If possible, ask the person to show the problem and its 

consequences.



EXAMPLE QUESTIONS

● Tell me about the last situation when…

● What was difficult?

● Why was it difficult?

● How did you feel at that moment?

● How often does this problem happen?

● How do you deal with it today?

● What have you already tried?

● Why was the current solution not good enough?

● How much time or effort does it cost you?

● Where do you look for information or support?

● What keywords would you use to search for this topic?



Five minutes talk with a real user can overturn our assumptions 

and force us to rethink the work we have done so far.



TASK – DESIGN AN INTERVIEW

1. Use the stakeholder map from the previous exercise.

2. Choose one group to interview — preferably users.

3. Discuss:

○ What hypotheses do we have about the source of the problem?

○ What do we want to learn?

○ Which questions could reveal valuable and non-obvious 

information?

○ Which questions will help us learn stories, facts and real 

experiences?

○ Which question could reveal the “faster horseˮ — what users think 

they want?

○ What would be useful to see or experience first-hand?

4. Output: Brainstorm questions, then turn them into one coherent 

interview guide.



TASK – HOMEWORK FOR EVERYONE

Conduct one simple and short interview.

1. Contact a person from the selected group.

2. Explain that you are participating in a training and need real 

information for workshop work.

3. You can talk live, meet on Teams, or send the questions by 

e-mail or chat.

4. Use the questions prepared during the exercise.

5. If possible, ask follow-up questions and capture examples, 

stories and quotes.

6. Write your answers in Miro using sticky notes. Please use one 

sticky note for one piece of information. Tip: You can use 

Miroʼs bulk mode to paste table rows and automatically turn 

them into separate sticky notes.)



📋 FULL PROGRAMME OVERVIEW

DATE & TIME SESSION MAIN FOCUS WHAT WE WILL DO

7 July, 08001200 Session 1 Introduction to Design Thinking & Empathy Understand the DT process, choose a service challenge, 
identify users and stakeholders, prepare for interviews

8 July, 08001200 Session 2 Synthesis & Problem Framing Analyse insights, map the current service experience, identify 
pain points, define “How might we…ˮ questions

10 July, 08001200 Session 3 Ideation, Selection & Experiment Design Generate ideas, select the most promising solution, and turn it 
into a testable experiment

13 July, 08001200 Session 4 Prototyping, Testing & Applying DT at TÜV Build and test a prototype, collect feedback, define next steps 
and the ambassador role



Thank You!

Complete the sentence

Iʼm finishing todayʼs training with…

It can be:

● one thought you are taking with you,

● one insight,

● one question,

● one thing you want to test in practice,

● one reflection about users, the problem or the process.
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