
1

 MAKH is a path to solving issues based on
Design Thinking

M
A

K
H

Letter  I  N
o

.10 I  M
ay 2022

Letter



Customer Experience Journey

2

8

5

12

15

Content

What's New on MAKH Blog?                 h

 Why Design Thinking is Not Another Methodology, But the Mindset You Need

  to Re-invent Change Management

MAKH Business

 Service Design Day

Milan Design Week

Design at Scale

World Industrial Design Day

 World Social Media Day

Coming Up Birthdays

Coming Up Events

13

14

16



3

 

1

MAKH letter No.10

Quotes of the Month 

If I had an hour to solve a problem and my life depended on the 

solution, I would spend the first 55 minutes determining the 

proper question to ask, for once I know the proper question, 

I could solve the problem in less than five minutes.

“If you think good design is expensive, you 

should look at the cost of bad design.”

Albert Einstein

 Dr. Ralf Speth, Chief Executive Officer, 

Jaguar Land Rover 
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One gloomy day of the lockdown, I decided to 

reread a book that changed my life. Nine years 

ago, it caught my eye when I searched for the 

“fundamental ways for a mindset change.” It was 

around my first exposure to the Design Thinking 

mindset.

“The Road Less Travelled” is a classic work 

on spiritual growth and the meaning of life. 

It was written in 1978 by Scott Peck, a world-

renowned psychiatrist. I decided to buy the 

hardcover version for my library after reading 

the electronic version for the third time. It is 

in front of me now. The “discipline” module is 

about life, but amazingly enough, it also applies 

to change. As if the meaning of life and change 

are interconnected. Let me begin the Design 

Thinking journey with you, which will change 

the mindset of our discipline for the new era, 

opening with Peck’s sentences: 

“Life is difficult. This is a great truth. 
One of the greatest truths is that we 
transcend it once we truly see the 
truth. Once we utterly understand 
and accept it, it is no longer difficult 
because once we accept it, the fact 
that life is difficult no longer matters.” 

This truth about life applies to change, too. I 

believe that if we understand and accept the 

fact that change is difficult, messy, and fast-

paced, we can transcend it and master the art 

of leading change. Change is never easy nor 

straightforward, yet we assign blame to our 

organizations, the sponsors and decision-makers, 

or any other stakeholders when it doesn’t go as 

planned. I know about these frustrations and 

complaints because I have done my share!
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What’s New On MAKH Blog?

WHY DESIGN THINKING IS NOT 
ANOTHER METHODOLOGY, BUT 
THE MINDSET YOU NEED TO 
RE-INVENT CHANGE 
MANAGEMENT.
By: BehNaz Gholami

https://www.goodreads.com/book/show/347852.The_Road_Less_Traveled
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A Mindset Change
Change is hard, complex, and fast. The pandemic 

showed us that the old ways of thinking wouldn’t 

work. Do we want to stick to our old ways of 

thinking and keep getting frustrated, or create 

new ways? Do we want to re-invent workplaces 

or not? A mindset is a fundamental tool we 

require to solve problems. Without the right 

mindset, we can solve nothing! We can solve 

many complex human and organizational issues 

with a proper mindset and perspective.

Changes evoke in us many uncomfortable 

and painful feelings and emotions. It often 

takes a new mindset to make sense of them 

and transform through them individually or 

collectively within organizational cultures to 

achieve positive change. 

Well, here is when Design Thinking comes 

to play. The tendency to avoid changing our 

mindset in the change management discipline, 

and the emotional suffering inherent in it, 

is understandable. We change practitioners 

suffer from change fatigue! We are frustrated 

with all the theories, approaches, models, 

methodologies, and commercial twists of those 

approaches. Yet, I believe we do not need a 

method change; we need a mindset change to 

achieve our desired results.

What is Design Thinking?
Simply put, Design Thinking is a problem-solving 

approach. It is strategic because it helps you 

see the fundamental requirements and gives 

you a broad and deep perspective of the past, 

present and future. It is practical because it 
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Simply put, Design Thinking is a problem-solving approach.
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I conducted six months of research, including more 

than fifty interviews with change management 

practitioners. Here are our top challenges, 

although, to me, they are different angles of the 

same story:

+ Lack of buy-in from leadership (not having 

engaged sponsors).

+ Lack of clarity on the role and expectations of 

change practitioners.

+ Insufficient trust and power to influence.

+ Misaligned stakeholder agenda and priorities.

+ Late arrival and being expected to do miracles!

Last but absolutely not the least:

+ Lack of engagement from impacted employees 

(As if people are supposed to engage in such a 

painful process!)

Thinking like a designer will not eliminate all our 

challenges. However, accepting and acknowledging 

our challenges and taking a fresh look at them will 

definitely help. Let us see our future state when/if 

we change our mindset. In next week’s article, we 

will look at where we need to be and introduce how 

Design Thinking can get us there.

Do you want to see how Design Thinking translates 

into Change Management and shift to a new 

mindset? Take a look here.

To your personal and professional growth,

This article first appeared in Change Management 

Review. This is the first article on Design Thinking 

for Change Management (DTforCM™).

has many tools that enable you to discover and 

act on what you have learned. As the name 

says, Design Thinking is thinking like a designer 

and adapting the process a designer uses to 

design: observation, analysis, ideation, creative 

and critical thinking, sketching and drawing, 

communicating, prototyping and testing.

Design Thinking is the mindset change needed 

to improve our ability to successfully manage 

change because it enables us to interrogate and 

address dynamic and “wicked” problems.

Transformational change is a wicked problem. 

According to the Stanford Social Innovation 

Review, a wicked problem is a social or cultural 

problem that is difficult or impossible to solve 

for as many as four reasons: 

+ Incomplete or contradictory knowledge, 

+ A large number of people and opinions 

involved, 

+ The significant economic burden, 

+ The interconnected nature of these problems 

with other problems.

In fact, we do not know what the problem 

is and where we should begin with wicked 

problems. The problem is complex by nature 

versus tame problems with unknown values. The 

characteristics of tame or traditional problems:

+ Well-defined problem

+ Data is available

+ Algorithm solution

We cannot solve wicked problems with a linear 

tame problem-solving mindset, no matter which 

methodology we use. We cannot treat a change 

as a controllable project, as if we have data for 

all the unknown values and we know all the 

connections. How often have we done this and 

become frustrated when the templates don’t 

lead us to success?

Let’s take a closer look at our current state. 

Where Are We Now?

4

ماخ نامه شماره 6

4

MAKH letter No.10

https://dizengroup.com/design-thinking-for-change-management/
https://www.changemanagementreview.com/oh-no-not-another-methodology/
https://www.changemanagementreview.com/oh-no-not-another-methodology/
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To be able to better communicate with the 

market and the customer, we need to get to 

know them properly. This knowledge helps us 

to create value and present it properly to the 

customer.

Accurate awareness is achieved when in many 

moments of communication with the customer, 

we put ourselves in his place and see the issue 

from his point of view. The part that we know in 

the process of design thinking is “empathy”.

In empathy, one can understand the strengths 

and weaknesses of the company from the 

customer’s point of view and plan to find out why 

such problems exist. 

In the organization, we usually look at the parts 

that have a direct relationship with the customer. 

From the time the customer begins the process 

of being attracted to the brand until his purchase 

is completed and he also benefits from after-

sales service.

The empathy process can be done with different 

methods and techniques. We used customer 

journey.

We observed from the zero moments when the 

customer gets acquainted with the brand to the 

last moments and separation from the brand.

We will discuss it in detail later. 

Definition of Persona
In the beginning, we made groupings with 

specific criteria according to the diversity of 

customers. These divisions determine the 

characteristics of the person.

In fact, we could not consider a customer 

journey in general for all audiences. There were 

customers of different age groups with different 

personalities, and social and job criteria.

We found that in this brand, based on the type 

of communication and sales, two categories of 

customers can be defined:

1) Communication with businesses (B2B)

2) Communication with the end consumer 

(B2C)

The one group, companies, architects, and 

ماخ نامه شماره 6
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builders were considered to buy more than one 

product and order in high circulation and the end 

consumer was in contact with them.

The second case was people who personally 

bought for their limited project.

Therefore, we divided the characters according 

to these two groups. 

The characters were divided into four groups 

accordingly, each of which included sub-real 

characters.

We explained each of these steps to the units 

involved. We then explained the role of each of 

these units in this phasing. But first a complete 

description of the phases: 

Criteria that played an important role in 

identifying and defining the following characters 

were:

1 Values

2 Goals and aspirations

3 Needs and wants

4 Audience class

5 entertainment

ماخ نامه شماره 6

6 Architectural thinking and taste

7 Challenges

8 Favorite brands

9 Influential people

The very point that should be mentioned in this 

section is the difference between customers and 

consumers in this industry. In some businesses, 

customers and consumers are the same, such as 

buying shoes, clothes, etc., while in this industry 

it is different.

Therefore, the mentioned criteria are for 

customers’ personalities, which are mostly 

related to marketing and sales units.

The second group, which is the consumer of 

products, is examined in the design unit with 

different criteria. This group is studied in the 

product design process in the empathy part of 

the design thinking process.

For reading a related article please click on the 

link. makhdesign.com/what-is-a-persona/

MAKH letter No.10
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The first step in a customer journey

 is to find a step before their first contact and relationship with the brand.

http://makhdesign.com/what-is-a-persona/
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to find the most appropriate response to its needs?

The most important thing is to know at what moments 

and situations do our potential customers realize the 

need for our product?

When we found this moment two steps before and 

after, we were able to properly expose ourselves to 

being seen and attracted by the audience.

Informing 

How does the customer inform himself about his 

wishes, a solution to his problem, or an offer? 

How does he compare the offers? 

Once the user realizes their need and starts finding 

the right solutions, the awareness phase begins.

The moment the audience chooses. Prefers one brand 

to another. What exactly makes them choose?

We realized that our awareness of the audience’s 

concerns at the moment and providing appropriate 

answers with the right language and image, in the 

right situation, by the right person can affect their 

knowledge of us. Sometimes informing the customer 

about What is our advantage leads him to be more 

with us.
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Customer Journey
The first step in a customer journey is to find a 

step before their first contact and relationship 

with the brand. Before we know it has to do with 

our brand.

This means that from the moment it occurs to 

the customer that he needs to buy our product, 

his journey begins. Customer journey phase 

classification is defined as follows:

1 Attention

2 Informing

3 Decision

4 Consumption

5 After Consumption

We explained each of these steps to the units 

involved. We then explained the role of each of 

these units in this phasing. But first a complete 

description of the phases: 

Attention

The question that arises is how and when does 

the user realize his need for our product?

What path does it take to respond to its needs 
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Or there is a problem that is the result of not 

seeing the technical or design points in the product.

We designed a process to identify these 

weaknesses.

 These points are transferred to the internal team 

of the organization and each specialized committee 

provides a solution to improve the product.

The important point at this stage is the possibility 

of turning a dissatisfied customer into a loyal 

customer of the brand.

In these 5 stages of the customer journey, we 

opened the questions that were raised in detail in 

the team and by providing appropriate answers, we 

found ways to present new and different values to 

the customer.

At each stage, we paid significant attention to the 

customer’s small behaviors and made it possible for 

us to discover the hidden and unspoken needs.

For a reading the article about Customer 

Experience please click on the link. 

http://makhdesign.com/strategies-to-enhance-

customer-experience-through-design-thinking/ 

Conclusion 
Mapping the customer journey from the beginning 

to the end of the route allows us to offer them a 

new value proposition by the changing community 

and culture.

Values that address hidden needs at functional, 

aesthetic, and social levels.

It is crucial to know that society is changing, if we 

are static and not moved with society, we will have 

a large number of customer losses and loss of 

market share.

Customers see new and creative values and choose 

you based on them.

Know that customers are smart and pay attention 

to the smallest details.

For reading more case studies please click here.

Decision

In the third step, as in the previous step, we put 

ourselves in the customer’s shoes.

How and by whom or by what is the customer 

influenced positively or negatively in his purchase 

decision? 

Why do customers make a choice? 

The moment the audience chooses. Prefers one 

brand to another. What exactly makes them 

choose?

What are the best conditions that lead to a 

purchase?

We came up with answers that made the sales 

team more aware of the responsibility of this 

department. The sales team realized that in 

addition to quality and price, what values play an 

important role in providing customer choice.

Consumption

What does a potential customer experience step 

by step when he uses a service or a product?

This phase should be described as concretely and 

in detail as possible. Virtually every step, every 

activity, every movement, and every thought can 

be considered individually. 

From a functional and aesthetic point of view, 

this is examined. This stage in the product 

design process was studied by the research and 

development team.

The process itself was broken down into finer 

details and we used different techniques to 

record the empathy process in using the product.

After sale/consumption 

What requirements/tasks/expectations does the 

customer have in the after-sales phase? 

How and by whom or what can the customer be 

encouraged to make another purchase? 

How and by whom or what can the customer 

be animated to report on his positive buying 

experiences or where can he report on them? 

How can a customer find out if a product has 

failed to meet a need after using it?

1022

MAKH letter No.10ماخ نامه شماره 6

8

http://makhdesign.com/strategies-to-enhance-customer-experience-through-design-thinking/ 
http://makhdesign.com/strategies-to-enhance-customer-experience-through-design-thinking/ 
https://makhdesign.com/services/
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Coming Up Birthdays

Charles Rennie Mackintosh

Scottish architect, designer

7 June 1868

His artistic approach had much in common with 
European Symbolism. His work, alongside that 
of his wife Margaret Macdonald, was influential 
on European design movements such as Art 
Nouveau and Secessionism and praised by 
great modernists such as Josef Hoffmann.

Norman Foster

English architect and designer

1 June 1935

Closely associated with the development of 
high-tech architecture, Foster is recognised 
as a key figure in British modernist 
architecture. He is the President of the Norman 
Foster Foundation, created to 'promote 
interdisciplinary thinking and research to help 
new generations of architects, designers and 
urbanists to anticipate the future'.
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Frank Lloyd Wright

American architect

8 June 1867

He designed more than 1,000 structures over 
a creative period of 70 years. Wright played 
a key role in the architectural movements of 
the twentieth century, influencing architects 
worldwide through his works and hundreds of 
apprentices in his Taliesin Fellowship.
Wright believed in designing in harmony with 
humanity and the environment, a philosophy he 
called organic architecture. This philosophy was 
exemplified in Fallingwater (1935), which has 
been called "the best all-time work of American 
architecture".

Charles Eames

American designer

17 June 1907

Together with Eero Saarinen he designed prize-
winning furniture for New York's Museum 
of Modern Art "Organic Design in Home 
Furnishings" competition. Eames and Saarinen's 
work displayed the new technique of wood 
molding (originally developed by Alvar Aalto) 
that Charles would further develop with Ray 
in many moulded plywood products, including 
chairs and other furniture, and splints and 
stretchers for the US Navy during World War II.
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Gerrit Rietveld

Dutch designer

24 June 1888

Rietveld designed his Red and Blue Chair in 
1917 which has become an iconic piece of 
modern furniture. Hoping that much of his 
furniture would eventually be mass-produced 
rather than handcrafted, Rietveld aimed for 
simplicity in construction. In 1918, he started his 
own furniture factory, and changed the chair's 
colours after becoming influenced by the De 
Stijl movement, of which he became a member 
in 1919, the same year in which he became an 
architect.

Robert Venturi

American architect

25 June 1925

Venturi was awarded the Pritzker Prize in 
Architecture in 1991; the prize was awarded 
to him alone, despite a request to include his 
equal partner, Scott Brown. Subsequently, a 
group of women architects attempted to get 
her name added retroactively to the prize, but 
the Pritzker Prize jury declined to do so. 
Venturi is also known for having coined the 
maxim "Less is a bore", a postmodern antidote 
to Mies van der Rohe's famous modernist 
dictum "Less is more".
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Coming Up Events

Service Design Day

1 June 2022

The need to reassess how we operate as a society has never been greater as the world continues 
to cope with the effects that the pandemic and ongoing wars have had on global communities, 
economies, and social networks.
As service designers, we recognise the importance of our work in these uncertain times, which is 
why we're excited to announce that this year's Service Design Day (June 2022 ,1) will continue the 
"Do Good - Give Back" campaign.

For more information please click on the link below.
https://www.service-design-network.org/headlines/service-design-day-2022-do-good-give-back

https://www.service-design-network.org/headlines/service-design-day-2022-do-good-give-back
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Milan Design Week 

6-12 June 2022

Milan design week is the world's most important design event, anchored by the Salone del 
Mobile furniture fair and featuring shows and events in hundreds of venues across the city's 
design districts.Milan design week usually happens in April, but the event has been pushed back 
for the second year in a row due to the coronavirus pandemic and now takes place in Milan from 
6 to 12 June 2022.
This year is the 60th anniversary of the fair, which sees it showcase more than 2,000 exhibitors – 
a return to its pre-pandemic size after it was cancelled in 2020 and organisers were forced to run 
a pared-down version of the event in 2021.

For more information please click on the link below.
https://www.salonemilano.it/en

https://www.salonemilano.it/en
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Design at Scale 
Scaling in the Face of Uncertainty

8-10 June 2022 —Virtual

Over the past two years, designers and researchers have struggled with scale. First, the crisis at 
scale triggered change management at scale. Then, ambiguity at scale led to adaptation at scale. 
Now we have an opportunity—at scale—to reflect on what we’ve learned and how we want to 
shape our “new normal”.
At Design at Scale 2022, we’ll celebrate the stories and case studies—wildly successful or 
painfully instructive—that you’ve lived these past two years. And we’ll distill the lessons that will 
guide designers and researchers through uncertainty in the years to come.
As our curation team develops the program for Design at Scale 2022, we’re considering your 
stories of scaling amidst crisis:
What have you learned in the last two years that changed how you face the future?
How did you and your team deal with uncertainty and respond to the rapid change?
What opportunities do you and your organization see for design and research today that were 
not there two years ago? For more information please click on the link below.
https://rosenfeldmedia.com/design-at-scale2022-/

https://rosenfeldmedia.com/design-at-scale-2022/
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World Industrial Design Day 

29 June 2022

World Industrial Design Day 2022 marks the 65th anniversary of WDO Organization (formerly 
known as the International Council of Societies of Industrial Design – Icsid). This year, as we 
reflect on more than six decades of championing design for a better world, we are celebrating 
the theme of leadership and the many ways in which designers are leading the charge towards a 
better future.
For more information please click on the link below.
https://wdo.org/programmes/widd2022-/
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World Social Media Day 

30 June 2022

There’s one main tradition that is observed on Social Media Day and that is, of course, posting 
about it on social media. Who’d have thought it? Many people upload photos or stories that 
reflect the role that social media has played in their lives. Others choose to repost their favorite 
uploads from the past and generally it is a chance for people to share some love online.
Many websites use Social Media Day as an opportunity to compile lists of some of their favorite 
social media moments. If you have a spare 20 minutes or so it is well worth your time to find 
some of these lists and enjoy some of the funniest, most viral social media posts knocking 
around.
For more information please click on the link below.
https://nationaltoday.com/social-media-day/
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info@makhdesign.com

Tehran,Vancouver, Bochum

www.makhdesign.com

https://www.linkedin.com/company/makh
https://www.instagram.com/makhdesign/
https://www.facebook.com/makhdesignstudio/
https://www.youtube.com/channel/UCQ7Bijw2J6WBvP7nlEMS8tQ
https://twitter.com/makhstudio
https://makhdesign.com/
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