
WORKSHEET 1

Understand 
people
These five questions act as a quick stocktake. 
Use them to gauge how well you know your customers. 
Before you land on a score, think of examples to really 
assess yourself. 

Want to see if your self-assessment is accurate? 
Talk those examples through with your customers 
and see what they say. 

If they say you’re inaccurate, you know you need to 
gain empathy for them. 

If you’re confident and correct, you have good base 
empathy. You can lean into your intuition when 
considering new solutions for customers. But you still 
need to check your assumptions, or risk heading too 
far down a path you’ve only tested with yourself. 

1. I can describe the context that my customer operates within.

Nope Tentatively Confidently

2. I know their latent needs, not just their blatant needs.

Nope Tentatively Confidently

3. I can describe their reaction to various news and situations.

Nope Tentatively Confidently

4. I know their moments of truth in relation to my service.

Nope Tentatively Confidently

5. I can tell you five stories about them from last week.

Nope Tentatively Confidently
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WORKSHEET 2

Use design 
mindsets
Use this activity to reflect on which design mindsets 
you apply to your work. Figure out which mindsets are 
natural strengths for you, and which will require a more 
concentrated effort. 

Plot your use of the mindsets on this worksheet. 

H    Human values at the core of my thinking 

S    Showing, not telling 

I Using imagination and intuition

E  Experimenting, trying stuff out

C  Collaborating, pulling in diverse thought 

B  Bias towards action

F  Flare, then focus

T  Iterate 

Using the mindset 
comes naturally

I have to remind myself  
to use the mindset

I don’t often use 
the mindset

I often use  
the mindset

What’s standing in your 
way? What can you do to 

change that?

Tip:  
Get clear on when this 

mindset is most important, 
and remind yourself to 

use it then.

Good for you.  
How do you mitigate risk of 

using it inappropriately?

This takes tenacity.  
Good for you. 
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WORKSHEET 3

Get going
Think about what you know about your customers, 
client, or stakeholders. Use your imagination and 
intuition to create a concept that could work. 

Then use your bias towards action to try it out. 
Don’t think too hard. Applying design can feel like 
something you need to be ready for. But practicing 
and building design skills means being open to getting 
stuck in. This activity is about generating an idea — 
you can refine and test it later.  

Spend 10–15 minutes using your design mindsets 
and come up with something to try. 

A product / service / experience I want to improve:

Three things I know about my customer:

• 

•  

•  

A hunch I have about a better way to deliver to them:

Something I’ll try: write it, draw it
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WORKSHEET 4

What others 
need from me
Depending on your job, there will be people above, 
beside, and below your role. Thinking about what 
they need from you will help you to excel in your role. 
Consider people who rely on you, and the people 
you rely on.

1. Write their names in the relevant boxes. 

2. For each, note down:
• What do they need from me? 
• How do they need me to be?

3. Add extra boxes if other people are relevant 
given how you work. 

Me

Manager / team leader

Someone who reports to me Someone who reports to meSomeone who reports to me

Peer / equivalent in another team Peer / equivalent in another team
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WORKSHEET 5

Working 
relationships
1.  Think of key people you need to work with in your 

role. Write their names in the empty boxes. 

2.  Note the strength of your working relationship 
with each of them. 

Strong

Neutral 

Missing or weak

3. For those neutral, weak or missing, jot down any 
thoughts about how you could strengthen them. 

This worksheet is thanks to our friends at SYPartners.

Me
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WORKSHEET 6

Successful 
interactions
Is there a regular meeting or interaction you want to 
reimagine, or you wish would turn out differently? 
Perhaps there is a particular meeting you want to go 
well, or have a specific outcome. This activity asks 
you to consider what others need from you, and your 
working relationships, as you plan for an interaction. 

Think about how you set up and show up. Environment, 
communication, materials, and intention all contribute 
to achieving outcomes. For example, talking as you 
walk together has a different feeling than sitting across 
from each other at a table. 

Think about the different factors at play ahead of time.

Info I’ll prepare

Mix of people

How I’ll show up

Environment

Materials I’ll bring / show

Context, comms, positioning 

My posture How I’ll close

The meeting I have in mind:

The outcome I’m looking for:

How I want people to feel at the start and during the meeting:

• 

•  

•  

How I’ll set up:
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WORKSHEET 7

Working styles
1.  Each person take five minutes to write three  

post-its: two truths and a lie. On two post-its, 
something true about your working preferences.  
On another post-it, something untrue. 

Working preferences could be related to solo vs 
collaborative working, a tight or loose brief, times 
of day you work best in, feelings towards guidelines 
and processes, receiving feedback, types of work 
you like best, or something else. 

2.  Everyone take a turn at sharing your post-its 
with the team. The others have to guess which 
statements are true and which is the lie. 

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:

Name:

Preferences to be aware of:
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WORKSHEET 8

What I’m 
working on
When approaching new challenges, or approaching 
old challenges in a new way, it helps to really spell out 
what you’re working on. Everyone has room for growth, 
and it’s hard to grow if you don’t know what direction 
to reach in.

1. Talk about the prompts in small groups,  
eg 4 people, 30–45 mins.

2. On your own, reflect. Fill in this sheet with what 
you’re building, breaking, and learning more about. 
5–10 mins.

3. Share what you’re working on with the others  
in your group. 

My blindspot is…
A muscle I’m trying to build

A habit I’m trying to break

An area I’m trying to learn more about

I’ve always wanted to…

I’m 
uncomfortable when…

Something I admire  
in my colleagues is…

As a team,  
I’d like to help us…

I’m most  
comfortable when…

My strength is …,  
but at the extreme it means…

The design mindset  
I use least is…

I’ll be better at 
my job if…

I’ve always  
liked the saying…



7 8 9

WORKSHEET 9

Our way 
forward
Use this sheet to capture the output of discussions, 
and share with the team. Reflect back on it from time 
to time, to see if you’re progressing as planned or 
need to change the approach.

2. 
What excites us about that? 

1. 
What are we here to do?  
What’s the purpose of this organisation, and this team within it? 

3. 
What can we leverage to do that? eg:
• connections
• reputation
• skills
• assets
• upcoming projects.

6. 
Where do we want to be this time next year?

5. 
What risks do we need to be aware of as we move forward?

4. 
What’s standing in our way? What barriers prevent us doing what 
we need to do? 

7. 
What will we do to begin?
• tomorrow
• over the next week
• over the next month.


