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Teams throughout the UVM Health 

Network sometimes get stuck on 

challenging, seemingly intractable, 

problems.*

People in the organization also have 

many great, yet unrealized ideas 

about how to make meaningful 

change in our health system.

hiCOlab’s design and innovation 

methodology can help you get 

unstuck. 

 

* These types of problem are also known as wicked problems. Characteristics of a 
wicked problem include: 

 » The problem is not understood until after the formulation of a solution.
 » Wicked problems have no stopping rule.
 » Solutions to wicked problems are not right or wrong.
 » Every wicked problem is essentially novel and unique.
 » Every solution to a wicked problem is a ‘one shot operation.’
 » Wicked problems have no given alternative solutions.
 » Policies discount the future irrationally.
 » Time is running out.



This booklet provides a brief overview of the human-
centered design process and a description of a typical 
engagement with hiCOlab’s design and innovation 
framework. We intend this information to be a helpful 
starting point for partnering with us by clarifying 
expectations for how we work and the types of projects 
we work on. 

hiCOlab partners patients, caregivers, 

and employees across the University 

of Vermont Health Network to 

radically transform healthcare from 

the inside out.

With every partnership we form and 

every project we take on, we strive to 

embody these core values:

Be people centered.

Make work joyful.

Co-create to collaborate.

Harness the wisdom of diversity.

Be curious and provocative.

Disrupt “business as usual.”

Experiment and take risks.



People-centered Design & Innovation
Our approach to transforming healthcare is grounded in human-centered 
design, a methodology and process that begins and ends with addressing 
the needs and desires of healthcare’s many actors  — the patients, 
families, providers, and staff who each play a part in the co-creation of 
healthcare. Our collaborative, action-oriented, and highly visual process 
is defined by three iterative and often overlapping phases: Discover, 
Design, and Deliver. In our typical 10-week design and innovation 
framework, you will move through all three phases of this process.

The DISCOVER phase involves various types of research activities in 
which we learn from our end users about what their experiences are. 
We then synthesize the resulting insights into a clear definition of the 
problem we are trying to solve.

In DESIGN, we create ideas through sketching and other visual media. We 
design and build prototypes which can be tested with end users, so that 
we can learn quickly and iterate through a series of possible solutions.

During the DELIVER phase, we transition the solution to the appropriate 
stakeholders who will manage implementation over the long-term. We 
also determine the appropriate metrics that will help us measure our 
impact throughout the project’s life cycle. 
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Project Timeline
hiCOlab is committed to providing timely results with actionable 
information and potential solutions through a ten week design and 
innovation process (with an additional 3-4 weeks of pre-work completed 
by the planning team). A typical project will follow the timeline 
respresented on the next page.

Once the ten week project cycle is complete, it is important for hiCOlab 
to transfer the knowledge we have gained to our partners and identify 
the important next steps. Additional opportunities for the work may 
include a second hiCOlab design and innovation cycle to further develop 
the project, a pilot program for implementation, and/or a research study. 
These next steps will be discussed and determined within two weeks 
following completion of the ten week cycle.



Project Intake Questionnaire
These questions help us understand our potential partners’ objectives, 
the parameters around the project, the likelihood of success, and 
whether or not this is a good fit for hiCOlab’s design and innovation 
process.

1. In one sentence, state the problem you are trying to solve.

2. What is the impact you are trying to have?

3. What are some potential solutions you have already thought 
about?

4. What are some of the context and constraints that you are facing 
(e.g. technological, organizational, cultural, etc.)?

5. What work has already been done on this problem or idea? How 
did you determine this was a need?

6. What does success look like?

7. Who are the key decision makers necessary to implement any 
solutions to this problem?

8. Who are the key stakeholders to collaborate with — both in and 
outside of your department?

9. How much time per week can you commit to work alongside the 
hiCOlab team in this project (e.g. check-ins, feedback, help with 
logistics)?

10. Can you commit a small number of your team to a 4-day design 
sprint (approximately 8:30am-4pm each day)?

11. Is there a specific time of year or a special date to be aware of that 
impacts this project? (For instance, does this problem occur more 
often in the winter, or does the work need to happen before the 
new fiscal year?)

How We Select Projects
hiCOlab desires to scale the impact of our design and innovation 
process. It is important that we choose projects and partners that share 
our vision for creating high impact in the area of healthcare service 
delivery. Projects that focus on improving the experience for all, have 
the potential to be transferable to other teams and departments, and 
advance transformative innovation will receive priority.



Other Ways to Engage
Not every request will meet the criteria of hiCOlab project. We offer 
two other design and innovation service offerings which provide less 
intensive ways to engage with us:

Design Clinic

The hiCOlab Design Clinic is open to any individual or team within the 
organization. It’s an opportunity to meet with our team for one hour, 
share a challenging problem or nascent idea, and then creatively explore 
together how to get unstuck.

We can help:
 » See the problem differently and reframe it — through design thinking, 

visualization, and a person-centered approach.
 » Contextualize the problem as part of the larger systems it lives in.
 » Uncover underlying issues and root causes — the problem behind the 

problem.
 » Develop a strategy with concrete action items.

People walk away from a hiCOlab Design Clinic session with:
 » Clarity, optimism, and energy.
 » Recommendations for next steps.
 » More familiarity with the hiCOlab team and our methods.
 » Possible access to ongoing support from hiCOlab.

Design Sprint

The hiCOlab Design Sprint is open to any team within the organization. 
It’s an opportunity to work with our team on an intensive, week-long 
project to produce results quickly that can be tested in the real-world 
environment. 

We can help:
 » See the problem differently and reframe it — through design thinking, 

visualization, and a person-centered approach.
 » Map the issues, talk with the experts, and determine a targeted goal.
 » Lead you through user-centered research with key stakeholders, 

looking at solutions from other organizations and industries to 
capture good ideas.

 » Brainstorm custom ideas and solutions based on what we’ve learned 
and decide on one to try!

 » Create a prototype solution and test it.
 » Synthesize learning and findings and create next steps for the team.

People walk away from a hiCOlab Design Sprint with:
 » A prototyped solution that can be put in practice and tested.
 » Recommendations for next steps.
 » Clarity, optimism, and energy.
 » More familiarity with the hiCOlab team and our methods.
 » Possible access to ongoing support from hiCOlab.

Your Commitment:
 » Defining and gaining commitment from a robust team of stakeholders 

to participate.
 » Approximately 3 hours of pre-work to prepare for the sprint.
 » 3-5 days of your undivided attention from 8:30am-4pm.
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