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Who WE Are

Jake Maguire Andi Broffman
Principal Deputy Director
Community Solutions Community Solutions



Why We’re Here: The 20,000 Homes Campaign

A national movement focused
on ending chronic homelessness
in 20 communities and housing
20,000 of Canada’s vulnerable

homeless people by July 1,
2020




Let’s Talk Problems

And how to solve them/
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The fundamental mismatch
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Community Health

Climate Change

Bullying and School
Violence




Insufficient Technical Approaches

Long-range planning or 10-Year Plans

« Standard operating procedures

« Fixed job descriptions

« Pilot project obsession

» Optimized siloes instead of integrated systems

« Summative evaluations followed by replication toolkits



Mindsets for Tackling Complex Problems

. Growth Mindset - We don’t yet know how to solve this
problem. That doesn’t mean we can’t figure it out!

~ Y 7 S\ ¥ Failing Forward - Test a hypothesis, fail (quickly) and
iterate/improve based on what we learned.

? i1
ET. }« Bias Towards Action - Just start! Remember, life is what
5 : .
happens when we’re busy making 10 year plans!



Toolkit for Solving Complex Problems

DATA ANALYTICS

Zoom in on the heart
of the problem

HUMAN-CENTERED
DESIGN

Engage people
experiencing the problem
to surface ideas

QUALITY IMPROVEMENT

Test and evaluate each idea
with objective data

FACILITATION

Create the conditions for
groups to innovate
collaboratively



When to Use What

Complex social problems can't be 1 IDENTIFY THE PROBLEM
solved by a single actor. Communities AND DEFINE SUCCESS

need a rigorous approach to Where do outlier data reveal key
collaborative problem solving. system failures, and what would
‘normal” data look like?

DATA ANALYTICS
Zoom in on the heart of the problem

HUMAN-CENTERED DESIGN
Engage people experiencing the
problem to surface ideas

Test and evaluate each idea with
objective data

FACILITATION
Create the conditions for groups to
innovate collaboratively

@ QUALITY IMPROVEMENT

PROBE THE USER
EXPERIENCE

What testable solutions
emerge from the human
experience of the data?

INNOVATE IN TEAMS

What conditions are necessary
for multiple stakeholders to test
and refine solutions together?

S

TEST AND IMPROVE A
PROPOSED SOLUTION

How can potential solutions
be tested, measured and
refined?



IDEATION

What’s the most obvious
solution?

What would we try if there
were no rules?

What would we try if we had a
million dollars?

What would we try if we only
had a hundred dollars?







Designing a Better Commute




Designing a Better Commute

e Spend 5 minutes asking your VIP what/how/when about their
commute?
e Spend 5 minutes asking your VIP about why their commute is so
bad?
o Don’t forget the 5 whys!
e Spend 5 minutes sharing observations about what you heard
o Observations are facts!
e Now, share your insights for 5 minutes
o Supported by your observations
o News you can use
o Offers a glimpse into how people think/feel



Designing a Better Commute

e Spend 5 minutes framing your desigh question
o Design questions start with “how might we”

e Spend 5 minutes writing as many answers to your “how might we”
question on sticky notes as possible

e Spend 5 minutes grouping your answers into whatever categories
make sense to your team

e Spend 5 minutes selecting your best idea

e Spend 5 minutes figuring out how you’re going to implement your
idea - be sure to get your VIPs input at this point!



Step 1: Asking “What?” / “How?” / “When?”

« 5 minutes To ask your VIP about their horrible

commute/journey - How? What? When?



Step 2: Asking “Why?”

e 5 minutes - Now ask them Why? Why is the

commute/journey bad? And Remember...




Use the 5 Whys to dig deeper




Step 3: Observations

5 minutes - Now share observations from what you heard

(remember - observations are facts!)
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Step 4: Insights

5 minutes - Now share your insights

A strong insight is...




Observations vs. Insights




Step 5: Designing a How Might We Question




Step 6: Ideation - Brainstorming and Theming

e 5 minutes - Come up with as many answers to your “how
might we...” question ( one ldea per post-it note) as

possible

e 5 minutes - Move the stickies around to group ideas in

whatever ways make sense



Step 7: Implementation - Selecting Best Idea

« Now take 5 minutes to select your best idea (this can
include combining ideas)



Step 8: Prototyping

e Now, based upon your best
idea, take 5 minutes to
figure out the details for
implementing your top idea

e Remember to get input
from your VIP throughout
this process!




Let’s Debrief



Get in touch!

Jake Maguire

jmaguire@community.solutions

Andi Broffman

abroffman@community.solutions
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Thank You!
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