
Harriet

•Good Morning! 
•Welcome to MVPS 
 

Harriet



Harriet

•We want to start by sharing the 
meeting objectives  
 

Harriet



Harriet
Chick-fil-A Strengths 

On-boarding Process Gaps 

Employee Pain Points 

The Paint Chips 

Design Thinking Tool Prototypes  
 

Harriet



Harriet

•But we also want to provide  

•Employee Insights 

•and Quotes 
 

Harriet



Harriet

•We talked to 7 Innovation Coaches 

•Including some who had been with 
the company for 30+ years 



Abigail

•We quickly discovered Chick-fil-A 
has a number of HUGE advantages 



Abigail
•This graph represents Search Queries 
Worldwide for the term “Design 
Thinking” (2004-2018) 

•Displays how interest in DT has grown 
over time  

•Hatch opened in 2013 



Abigail

•As you can see Chick-fil-A is well ahead of the curve 
because the Hatch opened well before Dt started 
becoming popular in the business world 

•Many other highly Innovative and progressive 
companies opened their Innovation centers after 2013 

•Among “Fast-Casual” chains Chick-fil-A is one of very 
few companies who even has an Innovation Center 



Abigail
•The second Advantage is people 

•From the interviews we have conducted how 
enthusiastic Chick-fil-A employees are about Dt.  

•Even relatively new employees are eager to learn.  

•This means Chick-fil-A does not have the culture 
and perception problem most other companies 
struggle with.  



Abigail

•Here are some of the things we 
heard:  



Joshua

•From talking to the Innovation 
Coaches we began to piece together 
the process.  



Joshua

•Begins with Paperwork and 
checklists 

•Not an anomaly in the corporate 
world.   



Joshua

•The next step is morning class 

•Innovation Basics 

•General Overview 

Joshua



Joshua

•Third Step is multi-day “Innovation 
Emerging” 

•Focus on Chick-fil-A process 

Joshua



Joshua

•Fourth Step is completion  

Joshua



Joshua
•3 Gaps in Process 

•1: Employees must be self motivated to pursue 
training 

•2: Lack of Effective Tools means employees don’t 
have things to take with them for application later 

•3: The process dead-ends, there are no next 
steps or bridges to real-world application.  

Joshua



Joshua
Hole 1: 
Employees must actively pursue training on their own

“I had to talk to my boss and appropriate professional 
development funds to attend the classes”
-Innovation Coach

Joshua



Joshua
Hole 2: 
Lack of effective Design Thinking tools

“I want quick, five minute tools to use in 
my department for quick meetings and 
checkups”
-Innovation Coach

Joshua



Joshua
Hole 3: 
Training dead-ends with no clear way to 
apply it in daily work

“After all the boxes are checked there isn't 
much more for typical employees to use.”
-Innovation Coach

Joshua



Joshua
•That in mind, today we are going to 
focus on tools specifically, to help 
bridge the gap between classroom 
and boardroom. 

•Maybe we can address other issues 
next year 

Joshua



Joshua

•We determined the gaps in the 
process through… 

•Ethnographic Research 
•Empathy Interviews 
•Personal Insights 
•Observation  

Joshua



Anna Kate
• After discovering these holes in the process, we 

wanted to really go in-depth as to what the employees 
feel.  

• And after extensive research and empathy work, we 
realized that though Chick-fil-A is the “most loved 
restaurant chain in America,” employees do have some 
pain points when it comes to the Innovation Process.  

• MOVE ON 

• Don’t ramble: stick to the facts 



Anna Kate
Daily Use: 

•Through our work, we heard that Chick-fil-A has not developed 
effective and versatile tools for employees to use and 
implement in their regular jobs.  

•This was hole #2 in the Chick-fil-A on-boarding process and 
immediately became our #1 priority to solve.  

•After all, adaptability is huge when it comes to something that 
should work across an entire corporation. 

•Unfortunately, the tools seem to function only as a base model 
of the process, good for teaching but not for working. 

•In essence, while good for an overview, the tools can’t be 
adapted to suit different projects or working styles. 

Quote next 

Anna Kate



Anna Kate
Quote (read) 

• This was a common thought shared among the 
Innovation Coaches. 

• In essence, coaches found that the tools were 
great for big-picture ideas and explanations, but 
not so good for the nitty-gritty details.  

• We realized there is a fundamental lack in transfer 
of skills from Training to the Job.  

Anna Kate



Anna Kate
Digital tools 

• After realizing that the majority of employees actually are on the go, 
carrying their office on their back, we soon realized the second pain 
point: 

• A lack of digital tools - or at least a lack of knowledge about digital 
versions of them 

• This is crucial, as many employees mentioned that they would love to 
have tools like the paint chips but are unable to have them due to 
lack of space.  

• We also realized that unless an item is crucial and used on a daily 
basis, employees don’t carry it. And since the tools are not 
considered crucial, the day-to-day implementation is important. 

• After hearing the desire for a more portable version of these tools, we 
knew to develop tools with an eye towards digital integration.  

Quote  

Anna Kate



Anna Kate

Quote 

•This quote from an innovation coach 
especially reinforces the idea of developing 
digital tools to help make using the process 
as painless as possible 

Anna Kate



Anna Kate
Process 

• Finally, we also heard from employees about their 
experience with the actual innovation process. 

•Every employee we talked to mentioned that they 
liked the process, in particular the Understand / 
exploration step. It helped jumpstart their projects, 
brainstorm ideas, and come up with next steps 

Next slide (skipping parts) 

Anna Kate



Anna Kate
Skipping phases 

•However, employees repeatedly mentioned “Imagine-Launch,” in which 
employees would skip from the Imagine phase to the Launch phase, 
bypassing the Prototype and Validate stages. 
•This is most likely due to a lack of understanding of the process or 
because they are unable to fit the tools and process to their project.  

•I can honestly say MVPS had struggled with a similar issue when we first 
implemented Design Thinking.  

•This means that with careful review of process explanation and 
reinforcement in training, this problem can be easily rectified. 

Quote  

Anna Kate



Anna Kate

Quote 

• We think this Coach summed it up well.  

• NO EXPLANATION MOVE ON 

Neuroscience 

Anna Kate



Anna Kate
Connection to Neuroscience 

•If you think about it, learning Design Thinking is a 
lot like learning any other skill, which takes time. 

•When you conduct research on how people learn, 
something immediately stands out: Repetition. 

Arch of Repetition 

Anna Kate



Anna Kate

Just arc with repetition 
•Repetition is the overarching 
concept 

Arc with challenges/enjoyment/growth 

Anna Kate



Anna Kate
Arc with Challenges/Enjoyment/Growth 

•Overcoming challenges leads to a positive 
experience. (Actually solving real problems) 

•This success leads to personal enjoyment of the 
activity, in this case Design thinking.  

•This combined enjoyment and association to 
personal enjoyment creates the growth mindset.  

• I’m now going to take a deep dive into these 
concepts.  

Anna Kate



Anna Kate

•Repetition 
• By repeating the process correctly and 

employing the tools on a daily basis, it helps 
reinforce the concepts learned in training 

•Makes it more memorable, meaning employees 
are more easily able to employ the process in 
their day-to-day job 

Challenges

Anna Kate



Anna Kate
•Challenges 
•Overcoming challenged leads to a positive 

experience. 
•(Actually solving problems) 
•Success of solving problems leads to better 

understanding of how to solve daily problems 
using the process and the tools 

•Feeling of success stays with them 
Enjoyment  

Anna Kate



Anna Kate

•Enjoyment 
•Employees want to continue using the tools 

and process 
•Makes their job easier, more understandable, 

and more enjoyable for them and their team 
•Helps associate process with positive 

memories, which leads to better 
understanding and implementation 

Growth

Anna Kate



Anna Kate
• Growth Mindset 
• People have an urge to get better / continue to 

improve 
• By associating tools with positive memories, it 

makes people want to learn more and improve 
upon their use of them 

• This in turn helps improve their ability to effectively 
use the process and tools, such as the paint chips. 

Anna Kate



Anna W.

•So about those paint chips…  



Anna W.

• We repeatedly heard that the paint chips were extremely 
comprehensive 

• This makes them perfect for employees who are first 
learning about design thinking.  

• Our review of the paint chips revealed some language that 
we think could be recrafted for clarity and precision, but 
we can’t help but feel that the tools offer an excellent 
starting point for beginners looking to get their feet wet.   

Anna W.



Anna W.

•Here are some Employee thoughts:   

Anna W.



Anna W.

•We want to focus your attention to 
two quotes here:   

Anna W.



Kylie
•Now, about those Design Thinking 
tools we have been talking about so 
much… 

•We don’t want to give away too 
much, and we are still well within the 
prototype phase, but... 



Kylie
•We are working on approximately 10 tools 

•Designed to align with the 5 steps in the 
Chick-fil-A process 

•We look forward to presenting our 
prototypes to Chick-fil-A employees in a 
few weeks.  



Kylie

•Thank you for visiting today! 

•What questions can I answer?  


