


having many services being sought from an out-
side position. We will likely find this to be a golden 
age for consultants. One of the ways that this will 
happen will be through the tools we use; the com-
puter, for the most part, is allowing this to happen.

There are two things happening: companies are 
being down-sized, but they are much more pro-
ductive. There are advantages and disadvantages 
to all of this. We are in the throws of massive re-
structuring of the way we do our work.

Another thing going on is that people are learn-
ing that technology alone will not create a sustain-
able and competitive advantage. A lot of it has to 
do with how close you are to the customer’s needs 
and how committed you are to delighting the cus-
tomer. To meet both their conscious needs and their 
latent needs is very, very important. We can’t just 
cosmetically redesign things as fast as we can. We 
must consider being responsible in terms of re-
sources and design.

What is responsible design? It is abroad set of 
conditions and issues. It is satisfying customers 
and taking care of all the stake-holders, including 
the employees, the stockholders, and the people 
who dispose of all the extra “stuff.” That is one of 
the special things about a designer—the sense that 
they are there not just to make it pretty, but to 
make it something that a person can use that en-
hances their lives. It has to improve their lives.

Is it the obligation of designers to champion these 
ideas and ideals? And how do you do that?

We need designers in the top product planning 
positions in corporations. Thinking about all sides 
of an issue is a necessity. In doing a drawing of an 
artifact you are thinking of all sides; which is re-
ally another way of managing it. That is why people 
(like designers) who are trained in thinking of all 
sides of a problem make excellent managers. De-
sign includes visualizing, but it is conceptualizing 
more than just visualizing. It is getting your arms 
around the problems.

There is another thing that is a barrier and a 
capability at the same time. When a designer 
does a drawing, it is not only a visualization of 
the idea but an artifact of the process and the 
steps that happened along the way. To the 
people sitting around the table, it is typically 
thought of as an artistic depiction, and then 
immediately judged on how accurate it is, not 
on its conceptual information.

It goes back to the cliche “A picture is worth a 
thousand words.” Change that to: “This drawing 
embodies a thousand decisions” and you suddenly 
change the mindset you have in looking at the 
drawing. A drawing communicates both informa-

tion and potential decisions. Most people look at 
it as information and as an artistic depiction; those 
assumptions are wrong. They look at the drawing 
as something that represents the object realisti-
cally. They do not see it as a method of express-
ing essential information about visual styling as 
well as process and production. This is a barrier 
in many ways. It goes back to the value we put on 
the activity of visualization. Drawing and visual-
ization are not thought of as intellectual think-
ing, they are not valued.
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