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“It is such an important 
book. Our ability to help 
patients is so reliant on IT 
and digital solutions. 

  This book has the 
broadest appeal and has 
achieved something quite 
impressive. It is not just 
medically-focused in 
presenting solutions. A 
real strength is that it 
takes examples from 
outside of healthcare and 
translates them into 
healthcare.  

  It should be read by all 
healthcare staff.”



www.harold.thimbleby.net/booklet.pdf
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How to see and solve the problems of digital healthcare
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How to see and solve the problems of digital healthcare

see
solve

and



1. The world has aging, wellbeing, and ehealth problems  
(including many we don’t yet know about) 

2. Thinking is the only way to find answers 

3. Computers help us think 

4. Using — Programming — Designing — Researching — Conferencing 

5. Almost every step introduces more problems 

6. Why? And what can we do about it? 

7. Here at ICT4AWE, we will explore problems together …

The big picture …
problems



of
the  curse 

knowledge



Designers don’t know things 
users do know



Designers think they know 
things they don’t know

ARROGANCEUNCONSCIOUS



Designers know things 
users don’t know
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47 buttons … 7 buttons …







• Designer’s? 

• Computer’s? 

• User’s?

But whose knowledge?

















Mexican 
inspiration







London 14 June 2017

24 floor Grenfell Tower 
burned for nearly 3 days

72 people died, 
223 escaped

— 70 with burns and 
smoke inhalation injury



• Deregulation 

• Cost-saving for industry 

• Corruption 

• Building failed  so standard fire brigade policies failed 

AND 
• Both IT and HCI failed repeatedly  

• Interestingly, unlike other problems,  
the book How we let Grenfell happen  
just says IT failed and doesn’t explore it

→

What went wrong?



Insights…



We don’t know the user
1. Multidisciplinary teams  

2. Use them before finishing the design! 

3. Use different people: 
skills, gender, nationality, age — users 

4. Use an ethnologist: 
someone who thinks about different people 

5. Become two people: 
review your own work next week 

6. Be two people now: 
use maths or formal methods 

7. Be two people: 
program in a serious language 
(like SPARK 



• Users don’t understand computers or expect bugs  

• Users are busy doing their jobs 

• Users think computers are wonderful 

• “A new computer or digital innovation solves your problems!” 

• This is the user’s curse of knowledge

User problems



• Users don’t understand computers or expect bugs  

• Users are busy doing their jobs 

• They think that computers are wonderful 

• Digital innovation solves problems! 

• So they just want a new system … 

• This is the user’s curse of knowledge

Why is it a  curse ?



But why is it a

CURSE



So what do 
we do?



1. What users do is hard work 

2. What developers do is hard work 

3. We all lose situational awareness 

4. But we are intermediaries  

5. We have to understand both 

6. We need multidisciplinary teams  
to avoid “curse of knowledge” and “curse of ignorance” 

7. We need to use analytical methods (maths, assurance cases…) 

8. And iterative design  AND approach to design

Ideas



1. The world has problems  
(including many we don’t yet know about) 

2. Thinking is the only way to find answers 

3. Computers help us think 

4. Almost all computers have silly problems 

5. Why? And what can we do about it? 

6. How are we going to use these 
or your better 
ideas throughout the conference?

The big picture …



• “Reports that say that something hasn’t happened are always 
interesting to me, because as we know, there are known knowns; there 
are things we know we know. We also know there are known unknowns; 
that is to say we know there are some things we do not know. But there 
are also unknown unknowns — the ones we don’t know we don’t know. 
And if one looks throughout the history of our country and other free 
countries, it is the latter category that tends to be the difficult ones.” 

• Donald Rumsfeld overlooked he didn’t know there are unknown knowns

Donald Rumsfeld, 2002




