Bryce Howitson @howitson

| DIDN'T KNOW JACK

My struggle to learn empathy for my users

#FearPersona



Bryce Howitson @howitson

HI, I'M BRYCE

Product Designer - Not a psychologist
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Bryce Howitson @howitson

HELPING PEOPLE CARE

Empathize with my audience
& create engaging products

#FearPersona



“He who knows others is wise; he who knows
himself is enlightened.”

-Lao Tzu

#FearPersona



KNOW THY USER

The softwar
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EMPATHY

What is it & why do you care?
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Sympathy vs Compassion vs Empathy
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We were all great at empathy as kids
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CONGRATS YOU'VE
GROWN UP'
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I WILL NO'I'

YOUR UGI.Y

LOGO

BIGGER.
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TRUST ME

I'm an expert!
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Meet Jack*

* not his real name, but it works with the story so go with it.



Demographics:
38 yr old surgeon,
married, father of 2

Career Details

- Harvard Med School

- Residency at Johns Hopkins

- Go-Chair, Orthopedic Surgery at
respected sports medicine practice



Etcetera:
-2 years Doctors Without Borders

Met wife in Africa (clean water NGO)
Lives in suburban Chicago

Drives a Tesla Model S

Banned from hill climbs for life*

* Jack & Jill went up the hill..



FIND SOME PROBLEMS
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Jack needs access to the latest medical research
so he can up his game.

Jack’s Job to Be Done

#FearPersona
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Examination:
CT of the abdomen dated 7/21/2013.

Bryce Howitson added a file: 03/24/15 9:35 om

Ohh_its_a_file.pdf

L
Comparison:
Radiographs same day.

History:
Hiatal hernia.

Findings:
The heart is not enlarged. No pericardial or pleural effusion.

€2-3: Mild posterior disc bulge without spinal canal narrowing. Bilateral uncinate and facet
hypertrophy producing mild left neural foraminal narrowing. Partial fusion of the facet joints
on the left likely degenerative,

3-4: Posterior disc osteophyte complex indenting the anterior subarachnoid space and
producing mild spinal canal narrowing. Bilateral uncinate and facet hypertrophy producing
moderate to severe bilateral neural foraminal narrowing.

C4-5: Mild posterior disc bulge without spinal canal narrowing. Bilateral uncinate and facet
hypertrophy producing mild right and moderate to severe left neural foraminal narrowing.
Partial fusion of the left facet joints likely degenerative
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Impression:
1. Large paraesophageal hernia with volvulus of the stomach. (Critical Result: Volvulus)
(Series 4, Image 32)

2. Ventral abdominal wall hernia containing nonobstructed loops of small bowel.

3. Left adrenal nodule measuring 1.4 cm. Recommend or obtaining prior CT to confirm that
this is an adenoma if one exists or alternatively CT adrenal mass protocol or MR adrenal
mass protocol. (incidental Finding) (Series 2, Image 48)

4. Severe degenerative changes of the thoracolumbar spine with severe rotoscoliosis and

intact spinal rods.

Evidentia Search

Report tags Hey | just shared a file. This is my comment about it...
@ Radiology
9 a
: ® Abdomen E} Jim B-Reay said: 03/24/15 9:43 om
@ neural Look at me I'm a text comment!
@ adrenal
KERI suggests:
Suggested topics based on study context
SuggestTerms | | _________
— Adrenal Nodule Hernia spine

Search Terms

Meet K.E.R.| - The Evidentia Bot
Knowledge Encapsulated Report Interface
Makes content recommendations based
on report context like critical results &
tagging system

A Ccritical

Large paraesophageal hernia with volvulus of the stomach

Hiatal hernia CPM Algorithm

Wh

a Hernia? Patient Education

Hiatal hernia treatment options Patient Education

Bryce Howitson sai

@KERI Tell me a joke

KERI says:

Patient to X-ray technician after swallowing some money:
‘Do you see any change in me?'

@KERI What's a paraesophageal hernia?

KERI found this on MeSH:

A hiatus hernia or hiatal hernia is the protrusion (or herniation) of
the upper part of the stomach into the thorax through a tear or
weakness in the diaphragm. Hiatus hernias often result in
heartburn but may also cause chest pain or pain with eating.
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Radiology Review Articles

Radiology Review Articles

Breast Radiology

Cardiac Radiology
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Select content to prescribe.

8 Print
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Patient information: Thyroid nodules (Beyond the Basics)
Patient information: Thyroid nodules (The Basics)

Patient information: Hyperthyroidism (overactive thyroid) (Beyond the Basics)

Get Started

() Does patient have a history of radiation

exposure?
Yes

1. Revised American Tyroid Assocaton Management Guideines for Patents with Tnyroid Noduies and Diferentited Tnyroid Cancer.
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| THOUGHT, I'D
EMPATRIZED WITH JACK
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| WAS TOO RIGID
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CONFESSION
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1. Sweaty Palms
2. Increased Heart Beat

3. Mind Blank
4. Flight mentality
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EYEBALLS = SOMETHING'S
REALLY WRONG
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ONE FOR ALL & ALL
FOR ONE
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An anxious feeling, caused by our anticipation
of some imagined event or experience

- Dr. Karl Albrecht
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BLAME EVOLUTION

But there’s a good reason for this...
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1. Extinction
2. Mutilation
3. Loss of Autonomy
4. Separation
H. Ego-Death

#FearPersona








https://docs.google.com/file/d/1DmhZzRvmtMlbmQQzpQ4CK6q5vVC-dkCy/preview







CONNEGTING WITH
OUR AUDIENGES
THROUGH FEAR
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Doctors are a very different type of tech user
than anyone else you’ll ever encounter.

- My lying friends
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The real Jack
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1. But Dr. Google says...

2. Patients are walking lawsuits

3. 1 minutes i-heaven with patients

4. |don’t look good in orange jumpsuits
5. Anyone listening?

#FearPersona



WHAT IF MY DECISION
KILLS SOMEONE?
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SHUT YO FACE

eeeeeeeeeeee



LEARN SOMETHING
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FEAR PERSONAS
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1. But Dr. Google says...

2. Patients are walking lawsuits

3. 1 minutes i-heaven with patients

4. |don’t look good in orange jumpsuits
5. Anyone listening?

#FearPersona



HUMAN GONDITION
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Bryce Howitson @howitson

THAT WASN'T SO SCARY

Feedback (or tips) appreciated!
http://bitly/fearpersona
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