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How to Create & Measure Inclusive Design Strategy

Onai Young
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many of us got interested in UX design & research because
we saw people having trouble and wanted to

make 1t better

core to

&— ourhearts
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systematically, intentionally
address the harms we cause
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this person is
unsupported .J

DIRECTV

| was angry. | just paid $6 to watch
some of the 200 DirecTV television
shows for the flight, then all there
was available was 3 movies. The flight

attendant said | should have read that
the television isn’t available over the
ocean. | was so angry, then she told me
to take it up with DirecTV!
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how does a solution measure up?

different levels of harm

CAUSE A PERSON TO BE/HAVE/FEEL

—

mild serious lasting systemic

confused Interrupted lost productivity/work unequal access

frustrated triggered lost money unequal cost

annoyed misleading info propaganda/conspiracy unequal arrest

pestered wasted time hatred/rage unequal prison
self doubt diminished reputation unequal law
shame criminal attack unequal districts
unwelcome physical attack

threatened Injury/death
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include a greater variety of
thinking styles
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a person is focused on their purpose, not your solution

inner emotional persona
thinking reaction rule

® w2

.A'.
- 9@

person §W‘
| E

purpose: take care

of my parent as they
recover from a
broken hip

problem space
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a person’s purpose is any of these

their aim, intent, objective, goal

what they want to accomplish, achieve
what they try to make progress on
something they address, plan, decide, or ...
procrastinate, put off, avoid, pause over, etc.

during: an hour, week, year, decade, or lifetime

OndiYoung ccBY-NC-SA40 . INCLUSION THROUGH LISTENING 10



a person is focused on their purpose, not your solution

il

inner emotional persona
thinking reaction rule

solution space

q all sorts of tools the

person brings to bear on

their purpose
Q *  manual tools
 social tools
() ® *  mental tools
P *  mechanical tools

. service tools
« digital tools, etc.

&
&

JJ

oo

problem space

purpose: take care

// of my parent as they . :
recover from a lens of the solution:
- — broken hip n\P .
v narrow picture of people
5] constrained by your org'’s

existing solution
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thinking styles: contextual approaches, thinking &
personal rules applied to addressing a purpose

%
U E U E

push past resistance give dignity & agency avoid the stew

demographics-free* archetypes representing various philosophic approaches to a purpose

ﬁndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 12



Thinking Styles
(file a claim: auto or home insurance)

Troubled
About It

find your next focus:

matrix thinking styles
with
market segments

Elevated Risk
Circumstances /

v

(purchase an insurance policy: auto or home)

Extra Protection

Seeker

Buying Segments

“ndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 13



seek, respect & support a variety of
approaches

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 14



Employers and opportunity ma depicting variety of thinking styles for each step

Disability in

the Workplace

MENTAL SPACE GACLP MENTAL SPACE GROUP MENTAL SPACE GROUP
Coach T
emplopees -
o working at
with s team i
ber with L
a disabilty
o |
== H
B .
Train :
enployees [ H
shout e |
Tt i T, E |
Adventiss ket ° o diversity Tyomke | mn
it . o t I n I n St es ) |
ecide omployees
wihether ta ) mors |
i o of
campetitive | Think about == Flanfor . . pesple with !
biring lools | ry org’s — intaview . dissbilios |
i = ot et ICONS Or colors layered on top Oor wWindows
rminsnsg | recruiting + service sandidata I monmm s Encomage ||
St | goals Seyeaietion witha by et ompieyors | |
i Dacide for recruiing isabilty . . . . . . == = Gather discuss thair || |
Ropurtou e wharato P vt frmetion iifcaltes
diversity e Teak for = s - n smployes
yoals — eandidstos v P eny e perfomance
=1 candidats i T . =
e ths — o
Establish Dacids e o voluntarily ik e
divaraity Dot a ol application ik selt-denidly b
goals, plan o - rustrate naterials that ey i awiiuh
poitone | el i — reive 8 Shn -]
[ s —— — lactirhe P i || e
o 4 i e candidates . c reconmeds- Trinsatn | Sopportite | | i
ey e | o s e work with = for 3 posiion ton skills s lopmont e oz
4 cain B | mome . = EU AT e L] diability ol anployes || omgeee || [mmmee || e —
e | ey coition et | e -ty 3 rasoarcs - Gatiom. || ey mmmn | Wticosn
4 from the S A1 ey — - - dotermining = e | wroups e N amployes.
ol I8 e poaea | Mymem | Controet Talktajob || mmary Conducta whather s e —— ishaving s
[l e —= || =5 i i coaches proliminary soplicant fts - = problom
bt eyt | ouramansity mpmman veatrd | candidatse Help sthers about job conversa a position Ruquest Customize | Work with 1y ==
4] SR | schiore 4 . e prerequisites on with on Higher level jobacepe || jub caaches ey o e B2
i e — " == applicant Contact proval to n propers i | ey
weanpotin | owmEE [ org with = Decii Hire sameans i =
o witin = o == et o lerancas Decite Datarmine caplapes o | .
ot et o loarn v work struy == fs.
it = o wetarn || e, e e I [ ey peein . ERT | | —
complisnce o 4 == intarviow == i Samacms g e candiduies = = P b =
iy . wpplicants || ke spplican dharmis | condidate pon | 1 g
i = g || Atond Job —— . [Cre pasition O v e ety
=== et e | e D e == [ Dt —— == =ral ot el | =
Pt Chrineny ey i ntwman ot tens mcts - e —— ., - et i o =
o et heymmy saE i, || o . Hrrieen e o iy Wi S i+ i) s | s || m o= =M
= T === — = 5 ey = 4 S ey i g Tant = f=m == iy | e= B EE | o
5 \ 4l N \ . v 4 v 4 .

=
e
&Ry na
iy
e
Sy

ey
=g

o
i

Onai Young @leBYalMedelling: Qualitative Mapping Audience Behaviors, by V Malzer & S von Schrader, Cornell
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Employers and

Disability in

the Workplace
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Decide
how to fill
our open
positions

Assess whether
itis the right time
to hire someone
based on work-
flow

Decide to focus
on strategic hires
and back filling
instead of new
hires

Decide whether
to hire for a tem-
porary or perma-
nent position

y |

Consider budget
issues

Decide to hire
someone based
on need

Decide
whether to
use non-
competitive
hiring tools

Feel frustrated
with the cumber-
some and time
consuming fed-
eral competitive
hiring process

4

Feel excited
about filling posi-
tions quickly with
non-competitive
hires

4

Feel excited
about filling posi-
tions with diverse
candidates

A

Convince supervi-
SOrs o use non-
competitive hiring

tools
A

Worry that non-
competitive tools
have a negative
impact on staff
morale

4

Choose to use the
non-competitve
hiring processes
we are most com-
fortable with

Avoid non-
competitive hiring
tools because
they create
animosity among
other employees

Think about
my org’s
diversity
recruiting
goals

Think about my
organization's

diversity recruit-
ing goals

Think about
target groups for
diverse recruit-
ing based on
management's
“passions”

A

Regret that the
emphasis on di-
versity makes me
focus on “check-
ing off boxes”

4

Feel insulted by
EEO processes
that seem to
assume that |
will not include
everybody that is
a good candidate.

A

Feel compelled
to post jobs
on disability

websites to meet
diversity require-
ments

Read an article on
the importance of
recruiting people
with disabilities

Decide
where to
look for
candidates

Advertise
Positions

Advertise posi-
tions within my
department

Advertise posi-
tions within my
branch

Advertise posi-

organization

Post positions
on our company
web site

tions to my entirg

Decide to recruit
from industries/
societies rel-
evant to an open
position

Decide to make
an effort to
recruit candidates
with disabilities

h

Think about
recruiting budget
constraints

A

Decide to sponsor
international job
candidates

A

Decide which ex-
ternal job posting
sites to use

A

Think about how
to reach diverse
candidates

Decide to recruit
close to our loca-
tion

Advertise posi-
tions externally

Advertise open
positions in our
store

Advertise posi-
tions on campus

Welcome an
application from

anyone who seeq

our posting

A

Notify service
organizations of

open positions

Post positions
with professiona
organizations

Advertise
positions to the
military

Recruit from
diversity organi-
zations

Contract
to find
candidates

Contract with a
recruiting firm

Recruit through
temp agency

Tell recruiting
vendors to send
us all qualified
candidates, not
discriminate

Attend Job
Fairs

I Attend Job Fairs |

Help others
in my

org with
recruitment

Share resumes
within my organi-

zation

Help supervisors
find candidates

orgs to
recruit
through

Wish | could find
more applicants
with disabilities

Think about a
service organiza-
tion’s offer to
refer clients for
open positions

Call EARN for
connections to
local disability
organizations

Search online,
phone books for

disability orgs to
recruit through

Worry about

the time bur-
den involved in
forming relation-
ships with local
organizations for
recruiting

|dentify a disabil-
ity org that might
be able to help us
recruit candidates
with disabilities

y

Ask others if they
know about dis-
ability organiza-
tions we might
be able to recruit
from

y

Worry disabil-
ity organizations
don't really
understand what
companies need

Connect with

a service
organization
for recruiting

Decide whether
or not to contact
a local disability
organization for
recruiting

Contact disability
organizations to
find candidates

for an open posi-
tion

Get to know
people from a
service agency

A

Notify service
organizations that
they can send us
candidates any
time

A

Decide not to
work with a
disability group
when they don't
“partner” with us
effectively

Feel frustated
when | don’t find
candidates after
investing time
with a disability
organization

Work with

EARN’s WRP

Feel excited
to learn about
EARN's WRP

A

Call EARN for
candidates

Feel frustated
when none of the
WRP candidates
are a good fit for
my position

Decide whether
to contact EARN
for WRP candi-
dates based on
past sUCcess

el

strated

th trying to
d diverse
ndidates

ruggle to find N
verse candi-

bel too busy to
hure out how to
d candidates
ith disabilities

ish there was
e organiza-

on | could work
ith to get all of
e candidates |
beded with dis-

bilities



methodically resist assumptions:

listening deeply, qual data synthesis

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 18



assumption: qualitative vs. quantitative

erroneous perception!

Qualitative Quantitative
“subjective perceptions,” a study with small validated, solid, true, large sample,
sample size, anecdotes, equivocation "definitive proof” “validate experiments

“I'm going to qualify that by

saying | read it on the internet.”

ﬁndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 19



mption: qualitative vs. quantiigi¥e

Quantitative
ated, solid, true, large sample,
pof" “validate experiments”

Qualitative
“subjective perceptions,” a styug
sample size, anecdoteg

small
ocation defin

“I’'m going to ~ -y that by

saying | re on the internet.”

ﬁndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 20



quant & qual studies measure different things

subjective = perceived quantity, amount, scale empirical = verifiably observed
(NPS, satisfaction survey) (cart abandonment, GPS trace)

qualitative

subjective = perceived patterns, regularities, differences empirical = verifiably observed
(stories, anecdotes) (details of thinking in context)

ﬂndi Young CC BY-NC-SA 40 Definitions thanks to many in the research field, including Sam Ladner, Mixed Methods INCLUSION THROUGH LISTENING 21



many valid types of empathy

1. emotional contagion (often mistaken for #4)
empathic distress

empathic concern (commonly called “compassion”)

empathic listening (commonly just called “empathy”)

1:1 helping each person feel
heard, but requires patterns in
order to scale to an org’s needs

cognitive empathy

facial or posture empathy

N o v A WD

(and more ...)

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 22



many valid types of empathy

Ondi Young cc BY-NC-5A 4.0

N o U A W N

emotional contagion (often mistaken for #4)

empat
empat

empat

nic distress

nic concern (commonly called “compassion”)

nic listening (commonly just called "empathy”)

cogn Itive em pathy consciously understand a person'’s
interior cognition from past experiences,

facial or pOStu re empathy then cultivate emergent patterns ...

scalable!

(and more ...)

INCLUSION THROUGH LISTENING 23



listening isn’t audio-specific ... allow a choice of how to communicate

THE ASSUMPTlONS ASIDE SERIES

one germinal question: “what went
ME Tf@ through your mind as you addressed
<that purpose>?”

&W * explore only topics the person brings up

How Giving People Space to Speak

Drives [nvention and Inclusion « pay rapt attention (not taking notes)

* notice the concept types & pull tabs

* make it a safe space for the person

hive="

I'NFDIIE Y0 UANIG * only one listening session a day

“ndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 24



each topic contains layers

help the person unfold the core of each topic:

inner thinking, emotional reactions, guiding principles

Y ad
PRESCREEN &

EACH CANDY
REPRESENTS

ONE ToPiC AND

HAS A FEW CONCEPTS
ASSOCIATED WiTH iT

GROCERY
DELIVERY

WAIT UNTIL
NEXT YEAR V)

<

GROCERY
SHOPPING

Ondi Young cc BY-NC-5A 4.0

exteniot DESCRIPTION LAYER

* EXPLANATION, SCENE SETTING,
STATEMENT Of FACT

SIttek EXPRESSION
(FLAVOR LAYER)

« oPINiON, PREFERENCE, POBA (PERCEPTION,
OPiNiON, BELIEFS, ATTITUDE )

ALMOST (0GNITiON
o GENERALIZED, IMPLIED,
FUTURE

wietiet [NTERIOR  COGNITION

(CRYSTALLINE CORE)

o INNER TMINKING , EMOTiONAL REACTIONS
GUIDING PRINCIPLE

INCLUSION THROUGH LISTENING 25



frame narrowly, spotlight purposes

so that patterns will emerge: everyone in the study has the same purpose, diff attributes

spotlight other purposes every year or so

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 26



recruit intentionally

introduction session with each candidate to make sure they have done a lot of thinking about the
purpose ... ... make sure you are hearing from people who have different approaches than your
own, different privilege

© ACTED To ADDREST
PURPOSE

© HAVE DEEP [NTEREST
OR EXPERTISE

PARTICIPANTS MUST HAVE DONE A LOT OF THINKING
ABOUT THE PURPOSE

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 27



empirical qualitative data synthesis

patterns, patterns, patterns, patterns, patterns

let their words shine, see other emergent patterns fit together
perspectives - find & summarize based on the person’s intent using
each interior cognition concept the carefully-crafted puzzle pieces

L]
SUPPORTING DETAILS

each concept is a puzzle piece

crafted into a summary with the
person’s words, first-person
present tense, verb + key point

up top

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 28



track gaps In your solutions

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 29



Decide
how to fill
our open
positions

Assess whether
itis the right time
to hire someone
based on work-
flow

Decide to focus
on strategic hires
and back filling
instead of new
hires

Decide whether
to hire for a tem-
porary or perma-
nent position

y |

Consider budget
issues

Decide to hire
someone based
on need

Decide
whether to
use non-
competitive
hiring tools

Feel frustrated
with the cumber-
some and time
consuming fed-
eral competitive
hiring process

4

Feel excited
about filling posi-
tions quickly with
non-competitive
hires

4

Feel excited
about filling posi-
tions with diverse
candidates

A

Convince supervi-
SOrs o use non-
competitive hiring

tools
A

Worry that non-
competitive tools
have a negative
impact on staff
morale

4

Choose to use the
non-competitve
hiring processes
we are most com-
fortable with

Avoid non-
competitive hiring
tools because
they create
animosity among
other employees

Think about
my org’s
diversity
recruiting
goals

Think about my
organization's

diversity recruit-
ing goals

Think about
target groups for
diverse recruit-
ing based on
management's
“passions”

A

Regret that the
emphasis on di-
versity makes me
focus on “check-
ing off boxes”

4

Feel insulted by
EEO processes
that seem to
assume that |
will not include
everybody that is
a good candidate.

A

Feel compelled
to post jobs
on disability

websites to meet
diversity require-
ments

Read an article on
the importance of
recruiting people
with disabilities

Decide
where to
look for
candidates

Advertise
Positions

Advertise posi-
tions within my
department

Advertise posi-
tions within my
branch

Advertise posi-

organization

Post positions
on our company
web site

tions to my entirg

Decide to recruit
from industries/
societies rel-
evant to an open
position

Decide to make
an effort to
recruit candidates
with disabilities

h

Think about
recruiting budget
constraints

A

Decide to sponsor
international job
candidates

A

Decide which ex-
ternal job posting
sites to use

A

Think about how
to reach diverse
candidates

Decide to recruit
close to our loca-
tion

Advertise posi-
tions externally

Advertise open
positions in our
store

Advertise posi-
tions on campus

Welcome an
application from

anyone who seeq

our posting

A

Notify service
organizations of

open positions

Post positions
with professiona
organizations

Advertise
positions to the
military

Recruit from
diversity organi-
zations

Contract
to find
candidates

Contract with a
recruiting firm

Recruit through
temp agency

Tell recruiting
vendors to send
us all qualified
candidates, not
discriminate

Attend Job
Fairs

I Attend Job Fairs |

Help others
in my

org with
recruitment

Share resumes
within my organi-

zation

Help supervisors
find candidates

orgs to
recruit
through

Wish | could find
more applicants
with disabilities

Think about a
service organiza-
tion’s offer to
refer clients for
open positions

Call EARN for
connections to
local disability
organizations

Search online,
phone books for

disability orgs to
recruit through

Worry about

the time bur-
den involved in
forming relation-
ships with local
organizations for
recruiting

|dentify a disabil-
ity org that might
be able to help us
recruit candidates
with disabilities

y

Ask others if they
know about dis-
ability organiza-
tions we might
be able to recruit
from

y

Worry disabil-
ity organizations
don't really
understand what
companies need

Connect with

a service
organization
for recruiting

Decide whether
or not to contact
a local disability
organization for
recruiting

Contact disability
organizations to
find candidates

for an open posi-
tion

Get to know
people from a
service agency

A

Notify service
organizations that
they can send us
candidates any
time

A

Decide not to
work with a
disability group
when they don't
“partner” with us
effectively

Feel frustated
when | don’t find
candidates after
investing time
with a disability
organization

Work with

EARN’s WRP

Feel excited
to learn about
EARN's WRP

A

Call EARN for
candidates

Feel frustated
when none of the
WRP candidates
are a good fit for
my position

Decide whether
to contact EARN
for WRP candi-
dates based on
past sUCcess

el

strated

th trying to
d diverse
ndidates

ruggle to find N
verse candi-

bel too busy to
hure out how to
d candidates
ith disabilities

ish there was
e organiza-

on | could work
ith to get all of
e candidates |
beded with dis-

bilities



how are we doing with solutions & opportunities?

s it a supportive, harmful ... or not our thing?

+ tron
s 2
o A
2 weak R 1
Q
-1

mild
c  serious C D MN -2
s

lasting -3

B E O
systemic HG | Qf é),l- KT 4
each circle is a different

* capability (existing)
+ opportunity (sandbox)

Thinking styles: = "Organizational Implementer”
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how are we doing with solutions & opportunities?

s it a supportive, harmful ... or not our thing?

Contract to find Help others in my org Find service orgs to Work with EARN’s
candidates Attend job fairs with recruitment recruit through WRP program
+  strong 2
8
Q A J
)
2 weak . Ré . .
]
A —
[ . A
(] " n = 1
. o " n
mild o "
u B—n
o " M 5
. ] H N D -
c Serious C. C I N
o = o lien)
© N .
c = ]
o N -
lasting - . 3
N
systemic HG -F & Cp _4

each circle is a different

* capability (existing)
*_opportunity (sandbox) Thinking styles: = “Organizational Implementer”
“Empathic Problem Solver”
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slow down

Impatience & speed cause harm
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assumptions come from having a human brain

| see
patterns!

Then | act
fast!
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to resist assumptions we can also put
more time between patterns & action w

| see
patterns!

Then | act
fast!
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PURPOSE FOCUSED

N

—

(=]
& FE A > se8s
AT ﬂ- G - ===
—_—r—"6 > = e >— — r

FRAME LISTENING  TRANSCRIPTS EMERGENT THINKING  MAP MENTAL

STUDY SESSIONS  INTO CONCEPT PATTERNS STYLES MODELS

SUMMARIES
STRATEGY SPACE
= =]
DD | LS
e 888 P
L ™y e P}
Fi - rd o Ty

. . OPPORTUNITY GAP HELP- HARM

intentional ’ MAP ANALYSIS MEASUREMENTS
inclusive
SOLUTION SPACE
¢ —
—
IDEAS ':O
—
3 o— = 4
PRODUCT
VALIDATION  pROTOTYPES BACKLOG

S

PURPOSE FOCUSED

How did
people address
their purpose?

STRATEGY SPACE

How do we help
or harm people?

Which gap should
our team fill next?

SOLUTION SPACE

How can our
solution help people
address their
purpose their way?



taking time Is an
act of resistance

against assumptions, against harm
toward supporting a greater variety of thinking styles & approaches
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methodically address the harms we cause
include a variety of thinking styles
support a variety of approaches

listening deeply, qual data synthesis

track gaps in your solutions

SO U1 WDN =

slow down
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make 1t better

core to

&— ourhearts

ﬂndi Young CC BY-NC-SA 4.0 INCLUSION THROUGH LISTENING 39



INDI YOUNG.COM

data science that listens

\ @indiyoung indiyoung indiyOung_ inclusive-software
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