BET TER UNDERSTANDING
FOR BET TER INNOVAIION
AND KNOWLEDGE SHARING
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Every one of these shots
were taken with a Fuijifilm
Finepix 6900 zoom

have been tweaked in photoscape. |
take my camera everywhere with me
to make sure | don't miss a picture and
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in Hospital




WHAT WERE SKIPPING

TODAY ..

Mental health perceptions Qualitative material

Non-causal systems Innovation in hi-tech with quant analysis

manufacturing

] . environments Cross-silo information sharin
Identity, Intention, J g

Intelligence .
Ba'lQ'adCShl The problems of using
Building a national 'atrines measures as targets
culture of
entrepreneurship
Lessons learned Gender attitudes in

Fm::ily reactions rural Rwanda gaming
to bereavement Prejudice in Georgia of Twitter

Distri hition Exploiting opportunities
istributed cognitio p g opp Stereotypes and
Impact assessment archetypes



INNOVATION BEGINS WITH REALITY
AND THE PATIENT VOICE

e Gathering the voice

e Understanding what’s wrong and what the opportunity really is
- Not necessarily what we thought it was

* Designing and monitoring our interventions
- Impact vs outcome measurement

* Practical examples (and technical challenges)







This speaker had...

Poor presentation Excellent
skills presentation skills




This speaker s strengths were...

Relevant information

Clear message  Good presentation skills |




The science behind narrative research

Human beings pick up partial information and fit them into pre-
existing patterns and narratives

Information is filtered by the patterns in our brains

Patterns stem from our direct experience and the stories we hear
around us

* Minimal hypothesis

* Expertinterpretation is good place to start, but there are
significant pitfalls

* Meaning is not in the content



“Red shirt” IS an assessment
0T 1ITe eXpectancy, not a
Statementanpoutitasnion
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the way these children are play with one another the same
way the pakistani goverment is playing with the pushtuns of
NWEFP talib is only a name and its a game of the
goverment .civilians are dying who are neither on the side of
the taliban or of the goverment . if you want opnion then
Islamic laws should be implimented in pakistan as soon as
possible to run the systam of the goverment efficiently and al

the terrorism and corruption would end in a very short time
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What type of justice is shown in your story?

Get your own back, revenge

Restorative, reconciling

Deterrence, stop other
people doing the same
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Restorative,
reconciling

Deterrence
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Revenge

Filter: The sort of justice shown - Getting your own back
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Overall what were you satisfied
with?

Care and compassion of staff

Professiondl speed and
expertise efficiency of service



Overall what were you satisfied

.0 00 Cluster —- Selection from 660 574 to 466 382 (295 items)

m Summary |

Great service at Bangor
N/K
3

Happy
N/A 21

3
Words can't describe
Sudden Heart Attack
yet another urinary infection
GP out of hours great
Long Fast
Compassionate care
test 3
no complaints
N/A 22

90
AMBULANCE VERY PROMPT
They're brilliant
HELP!!!
Quick response
test 4
N/A 23
getting relief

m Indexing |
"Sick child"

| brought my sick child to A&E because she had high temps
and was off her food. We were seen straight away and all
procedures were explained to us. X-ray staff were friendly &
understood it was difficult to keep my young daughter still.
The doctor introduced himself which | thought was polite and
made our experience a personal one . The nurses went the
extra mile.

expertise

efficiency of service



Overall what were you dissatisfied
with?

Care and compassion of staff

Professiondl speed and
expertise efficiency of service



® O O Cluster —- Selection from 526 512 to 938 828 (16 items)

m Summary |

Awful experience
Useless experience
no title
Medical Professionals shouldn't use wikipedia
Disappointed not senior staff on on a Sunday
Another number
N/A 15
TOTAL CARE WITH THE N.H.S.
The patient knows their bodies and how they feel
My seven days of hell
Very good 2
Sore leg
Not fit to be a caring doctor
146
take time to expalin

Excessive lack of hygiene and care 1124 ] Indexing |

My father was a patient in a ward where there was no running
water present, acquired an infection in his wound as patients
had to share a basin of water from another ward. There was
also blood stained sputum on the floor of the ward and
bathroom, following surgery treatment on ward was poor.

ZANG 1 « BERREANG

expertise

Professional

peed and
efficiency of service




The Cynefin framework

Complex Complicated

Unknown unknowns Known unknowns

probe-sense-respond sense-analyse-respond

Emergent Practice Good Practice

\_4’,

Chaotic Obvious

Unknowable unknowns Known knowns

act-sense-respond sense-categorise-respond

Novel Practice Best Practice



THE MAGIC INSTRUCTION

* Avoids abstractions and platitudes
- “Innovation”, “Customer care”, “Resource efficiency”, etc

* Puts the need into a recognisable context

 Doesn’t create an ideal future state
- Afutile and inevitably disappointing process

e Sets future direction and constraints

22
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Fewer like this

Summary

[ESPIRITA DE EQUIPE = 9

(O LANCAMENTO!

Heikenning

Arthrose Workshop

LANCAMENTO DO ProductA VISTO PELA CONCORRENCIA-
Flabbergasted

A CONFIANCA

STOCK 2

COMBATE 2

A FARMACIA|

RESILIENCIA 2

/A ANESTESISTA 3

(0 MEDICO DO ENTRONCAMENTO I
(0 JOELHO DO PRIMO 2

Soja score

LANCAMENTO DO ProductA VISTO PELA CONCORRENCIA
(O RENASCER 4

(O MEDICO DO ENTRONCAMENTO 2

FAZ SENTIDO 2

RISCO CARDIOVASCULAR DO ProductA

EMPATIA

/A CONFIANCA 3

Waan moaht men xich druk om

STOCK 4




The lesson in this story applies to the

Present

Legend
Emotionalintensity

No answer: 152
Total answers: 1070

g 9%}
2| Tniem

Past Future




Tony Quinlan, Cognitive Edge

e: tony@narrate.co.uk
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