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Human-Centered Design

1 - EMPATHIZE

2 - DEFINE

3 - IDEATE

4 - PROTOTYPE

5 - TEST

These stages come from the Design Thinking methodology, popularized by IDEO 
and the Hasso Plattner Institute of Design at Stanford University (commonly known as the d.school).
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Empathy starts with…

listening.



Feedback
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“Good service. Not 
overly friendly for us 
simpletons.”

–IOWA 

“Woefully painful to 
navigate. Toooo much 
info blasts opening 
screen!“

–NEBRASKA

“The map is much more 
user friendly now. … It’s 
not as cluttered now and 
I can see at a glance the 
road situation…

–COLORADO

“Much too complicated. 
Takes too much time to 
set up and see options. 

–IOWA

“It is so clustered I can't 
see anything.”

–MINNESOTA

Theme 1

“Way too complicated! 
Just give me info on the 
area where I live.“

–MASSACHUSETTS
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“Why is 63 closed near 
Lafayette between 36 
and 263?”

–INDIANA

“It would be nice to 
know when the work is 
expected to be 
completed, ie Hwy 6 
Greenwood to Ashland.“

–NEBRASKA

“The app didn’t even 
mention the 
construction on 
Highway 6”

–COLORADO

“Is there a layer..that 
shows what routes are 
going to be subject to 
weekend closures?”

–MINNESOTA

“The Hwy 61 and 10 
intersection is all 
messed up this morning 
and your site doesn't 
show it, very frustrating”

–MINNESOTA

Theme 2

“Why wasn’t the 
construction noted on 
Mass Pike eastbound on 
Sunday night?“

–MASSACHUSETTS
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Planned integration with MassDOT’s Work Zone Manager
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Theme 3 

Let’s listen together.
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“Hi! I was just driving on 
southbound 77 and just before Exit 
5B, there’s a pretty big sign that the 
wind has knocked over, and it’s 
kinda just hanging on by a leg….”

Hi . I am driving on Highway 20 
west. So, there is a chair…a 
garden chair in the middle of the 
roadway…”

Yes, hello. There’s a big piece of 
concrete on the road on Highway 
61 in Newport when you come off 
494 going west…

While driving south on 35W, and I 
encountered an Orange barrel 
that was under the road on 
Highway 13 before the Renville 
Parkway. It’s just rolling around 
the roadI just wanted to report 
that, and I’m not sure how to do 
that…

Heading northbound on the 
bypass on h Highway 5, there 
looks to be a shelf by mile marker 
81 just before Altoona”
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Do you want to report a traffic 
issue, a road hazard, or flooding?

If it looks like an emergency, please hang up and call 
911. If it is not an emergency, describe the issue 
you’re seeing such as an object on the road, a stalled 
vehicle, or standstill traffic. Let us know the exact 
location, including the highway number, direction, and 
the nearest exit or mile marker.  Start recording when 
you hear the tone.

“Report an 
issue.”

“Traffic issue”

Welcome to Iowa 511! 
What can I help you with today?
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Closing thoughts on
Human-Centered Design



THANK YOU

Kristin Virshbo
CEO

Castle Rock Associates
kristin.virshbo@castlerockits.com

503-734-6493


