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Delight Workshop Zorgcongres Sitges
Mieke Donders          Koen Kas

Koen Kas @kaskoen
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Unknown unknowns -> delight 
= ultimate patient / HCP experience – close to magic, but real

Delight thinking methodology

Koen Kas @kaskoen
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Delight in het ziekenhuis 
van de toekomst

• Onze ‘gasten’ bevragen? 
• Interne (medewerkers)

• Externe (patiënten en 
mantelzorgers - bezoekers 
- 1e lijn, apothekers – 
brede omgeving)

• Vragen is te laat

Koen Kas @kaskoen
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➢https://www.accuvein.com/

https://www.accuvein.com/

Delight rule 1: Reducing friction

Koen Kas @kaskoen
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PullClean

Koen Kas @kaskoen

Let Amazon / Google Home /… help you (r) patients

Koen Kas @kaskoen
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https://lyrebird.ai/demo
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How will you Delight someone tomorrow ?

Koen Kas @kaskoen
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1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
4. Remove friction by rethinking the interface

Koen Kas @kaskoen

The doctor … at the laundromat
Mammograms, skin cancer screenings and blood tests 

Koen Kas @kaskoen

https://www.fabrichealth.org/
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1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
9. Be boldly naïve. Think exponential: at least 10x, not 10%

Koen Kas @kaskoen

Koen Kas @kaskoen
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Altitude trail
JAP, Turnhout, Belgium 

Koen Kas @kaskoen

1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
10. Free resources and the abundance of the sharing economy

Koen Kas @kaskoen
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Sharing economy 
AirBnb for medical equipment

Koen Kas @kaskoen

1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
11.Think open, connected to the crowd, networked

Koen Kas @kaskoen
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Imagine your data are OPEN

Koen Kas @kaskoen

1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
12. Design for fun

Koen Kas @kaskoen
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1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
13. Design for addiction (stickiness) and engagement

Koen Kas @kaskoen
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Odenplan, Stockholm (VW add)
Koen Kas @kaskoen

1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
14. Design for empathy and using heroes

Koen Kas @kaskoen
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‘The restaurant of order mistakes’ 
Employs waiters with dementia

Koen Kas @kaskoen

1. Remove friction by simplicity

2. Remove friction by instant gratification
3. Remove friction by thinking local

4. Remove friction by rethinking the interface – autonomous tech, affective 
computing, enchanting objects

5. Change your perspective
6. Think the reverse

7. Adding an extra layer, across borders, generating “unholy alliances”up to 
augmentation

8. Could a sci-fi movie be telling?
9. Be boldly naïve. Think exponential: at least 10x, not 10%

10. Free resources and the abundance of the sharing economy

11. Think open, connected to the crowd, networked
12. Design for fun

13. Design for addiction (stickiness) and engagement

14. Design for empathy and using heroes
15. Reintroduce the human factor and delight by authenticity

15 shades of Delight thinking
15. Reintroduce the human factor and delight by authenticity
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Start 2 Delight!

Koen Kas @kaskoen
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Time management

Utopia: 
  3 min: Brainstorm - individueel
  5 min: Pitch (iedereen)

Mindblowing
  3 min: Brainstorm - individueel
  5 min: Pitch (iedereen)

Good Practice:
  3 min: Brainstorm - individueel

Topic: 
  5 min: Brainstorm - individueel

Delight Thinking:
  6 min: Brainstorm – individueel of in groep
10 min: Pitch – 1 persoon per groep

Koen Kas @kaskoen

To be continued

Prof. Dr. Koen Kas
+32 479 419962
koen@healthskouts.com
https://koenkas.com
https://healthskouts.com
@kaskoen
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