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Blake Roberts 
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Advantage: People/Culture

“Innovation is important, it needs to to stay alive.  
We want to really jump into the issues and find solutions.” 

-Innovation Coach

“I think the majority [of Employees] want to  
buy in and say okay, I have something I can grab onto  

and take to the next level.” 

-Innovation Coach

“I want everyone who is a new hire to go to the  
Innovation Basics class.” 

-Innovation Coach  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Chick-fil-A Onboarding Process

Innovation 
Basics

Innovation 
Emerging

Paperwork Completion



Lack of effective  
Design Thinking tools

Employees must actively  
pursue training on their own

Training dead-ends with no clear  
way to apply it in daily work
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Chick-fil-A Onboarding Process

Gap 1:  
Employees must actively  

pursue training on their own

“I don’t think there is an organized push for more training  
to understand Design Thinking.” 

-Innovation Coach
Paperwork

Innovation 
Basics



Chick-fil-A Onboarding Process

Gap 2:  
Lack of effective  

Design Thinking tools

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

-Innovation CoachInnovation 
Basics

Innovation 
Emerging



Chick-fil-A Onboarding Process

Gap 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 CoachInnovation 
Emerging

Completion
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Chick-fil-A Onboarding Process

Personal Insights

Empathy Interviews

Observation

Ethnographic Research

Chick-fil-A On-boarding Process Gaps



Employee Pain Points
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Pain Point: Everyday

“We want tools that allow us to apply  
Innovation in the small things.”  

-Innovation Coach



Pain Point: Digital



Pain Point: Digital

“I would rather use a digital version [of the tools];  
that would be way more convenient.” 

-Innovation Coach  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Pain Point: Process Complexity

“We want to Innovate, but we only want to do  
half the process, Imagine-Launch” 

-Innovation Coach
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Connection to Neuroscience

It’s only through repeated application of “information 
about something” that ideas are transformed into 
deep comprehension, real ability and useful “real 

world” skills.

Repetition



Connection to Neuroscience

As a person’s skill level increases and they meet 
challenges - that require activation of those skills - 

the result is a highly enjoyable “flow” state of 
consciousness, an optimal form of experience where 
focused attention and positive emotions arise when 

that specific activity is engaged.

Challenges



Connection to Neuroscience

This is learning happening, the mind being stretched 
and exercised through real life experiences. Skills 

have been developed, and then through practice they 
develop further. This is what happens when a skilled 
swimmer is in the water, when a group of friends is 

playing basketball or a child who loves to draw is 
drawing.

Enjoyment



Connection to Neuroscience

The flow experience is intrinsically rewarding, 
sometimes transcendent. There’s a sense of 

timelessness and deep connectedness with the 
activity and context, as our full attention is given to 

the task at hand. Motivational researcher Carol 
Dweck talks about such experiences as evidence of a 
“growth mindset.” A positive attitude toward learning 
that leads to even more practice time, and greater 

skill development.

Growth Mindset
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Paint Chips “I use the paint chips to explain the Innovation  
process to beginners” 

-Innovation Coach

“I inherited a  set a few years ago, I used them very little  
until recently, as an innovation coach teaching others.”  

-Innovation Coach

“The paint chips do a great job unpacking  
the [Design Thinking] stages.” 

-Innovation Coach

“What paint chips…?” 

-Innovation Coach
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Design Thinking Tools



10 Tools  
Prototypes

Tools: Prototypes



Thank you


