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I am Jessica Dang

My role is to make government more human

Hello!
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Find a partner

◉ Share a memorable moment
from this morning

Ice Breaker



What we think creativity looks like



What creativity feels like



cre·a·tiv·i·ty

◉ the ability to create
◉ the use of imagination

What it is



Chaos or 
Opportunity?



“Look what I 
made!”



Empathize

Define Prototype

Test

Ideate

Understand  
people deeply Experiment your 

way forward 

Discover the 
opportunity 



Understand Create

Concrete

Abstract

WHAT DO WE 
NOTICE?

WHAT’S THE 
MEANING?

WHAT’S OUR 
DIRECTION?

WHAT’S OUR 
SOLUTION?

FOUR 
GUIDING 
QUESTIONS



Reframed problem

How might we capitalize on children’s 
amazing imagination to transform the 
radiology experience into a positive and 
memorable adventure?
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Design Challenge

90% 
of recipients 
called



Design Challenge

Reframed Problem
◉ How might we remove fear and anxiety in the audit 

process?
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Agency Design Challenge

How might we…

◉ Use the initial point of contact (in writing) to ensure all 
taxpayers understand how to be successful?

◉ Make it easier for taxpayers to track/submit 
documents (helps us and them)?

◉ Streamline educational efforts to reach all taxpayers 
and their representatives?
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DATA INSIGHTS OPPORTUNITIES SOLUTIONS

How  
might  

… ? 



- Keep humans at the center of the process                                             
(consistently talking to or about real people) 

- Suspend judgement 
- Sit comfortably with ambiguity  
- Show unfinished work  
- Rapidly experiment (bias towards action, take risks) 
- Visualize the complexity, and then target your intervention                         

(don’t design for everyone) 
- Make ideas visible (create shared assets) 
- Have fun 

Personal Design Behaviors



The big idea
Start with the people and trust the process.





“

“Design to learn, not because you 
want people to like it.”

- Mike Rothe
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DEBRIEF 
(What did you just do?)



What was it like to start 
with a conversation,  
and focus on stories?

How  
might  

… ? 

How did it feel to  
infer meaning from  
what you heard?

How was it to frame a 
new question? 

How did you like 
generating ideas with 
new partner?

How did it feel to  
prototype your concept  
in low resolution?





Any questions ?
You can reach me at

◉ jessica.dang@gov.wa.gov
◉ 360-810-1308 (text/call)

Thanks!
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