Chapter Nine: Making Decisions

Case: IDEO Uses its Creative Product Design Processes to Help Companies Improve a Customer Service.

For Discussion: Describe IDEO’s creative design process.  

This opening vignette demonstrates creative decision-making in process.  Companies such as ATT&T use IDEO’s design process as a vehicle for product improvement.

 Creativity is defined in this chapter as: the process of developing something new or unique.  In today’s fast-paced Internet age, fast decisions are vital.  A company’s ability to apply the creativity and innovation of its employees in these decisions, is becoming more and more important.  Some companies encourage their employees to take risks, even if it means failure.

Researchers have identified five stages in the creative process: preparation, concentration, incubation, illumination and verification. The preparation stage reflects the notion that creativity starts form a base of knowledge. During the concentration stage, an individual focuses on the problem at hand.  Incubation is done unconsciously—people engage in daily activity while their minds simultaneously mull over information and make remote assumptions.  These assumptions are ultimately generated in the illumination stage.  Verification entails going through the entire process to verify, modify, or try out the new idea.

For more information on IDEO, visit the company’s website at:   www.ideo.com 

