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”Future generations will be living
in a world that is very different
from that to which we are
accustomed. It is essential that
we prepare ourselves and our
children for that new world.”
His Highness Sheikh Zayed bin Sultan Al Nahyan
The Founding Father of the United Arab Emirates
on the importance of innovation
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”Thanks to the competence, love
of God, our country’s security
and stability, endowed wealth,
integrated infrastructure and
quality services, the U.A.E. turned
into the world’s renowned
destination for tourism, investment
and business management: the
interface of choice for hosting
major cultural events, artistic and
sports, in the world.”
His Highness Sheikh Khalifa bin Zayed bin Sultan Al Nahyan
President of the United Arab Emirates
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“Those who take the lead, take it
by doing three things. First, science
to be able to maneuver; second,
knowledge to be able to heavily invest
in education; and third, a very wise
leadership with a clear vision and
a roadmap to the right direction.”
His Highness Sheikh Mohammed bin Zayed bin Sultan Al-Nahyan
The Crown Prince of Abu Dhabi and Deputy Supreme Commander of the UAE’s Armed Forces
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Playbook

noun [ C ] · /ˈpleɪbʊk/
is a set of rules or suggestions that are considered
to be suitable for a particular activity, industry, or job
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AI Playbook

Purpose

Introduce you to the Vision & Mission
of the AI Lab and the desired impact
it intends to bring about to the
healthcare ecosystem across Abu
Dhabi and the world.

Understand the overall operating
model of AI Lab including the
innovation process, proposed
governance and a description
of the different roles operating
within the lab.

Get a feel of how the Lab delivers
solutions by adopting new ways
of thinking and working.

11

17

Vision & Mission

Process Overview

29

Main Team Players

18

30

19

36

Our Working Principles

Key Components
for Innovation

Step 1 | Propeller

76

Governance Model

78

The Team

79

Roles & Responsibilities

Operationalization

What is the Lab?

25

Governance

16

The AI Lab

Introduction

Table of contents
87

Operational Buckets

88

The Lab Space

89

Key Activities
Setup & Operate

Step 2 | Conceptualization

44

Step 3 | Feasibility

48

Methodologies & Tools

13

Section I

Introduction

16

What is the Lab?

17

Vision & Mission

18

Our Working
Principles

19

Key Components
for Innovation

What is
the AI Lab?
The AI (Artificial Intelligence) Lab by
DoH aims to foster a new culture,
mindset and new ways of working
for innovators in Healthcare.
It provides a medium to fuel
innovation and coach idea-owners
and innovation teams in bringing
their ideas to success.
The AI Lab is a safe space of
co-creation to allow people of Abu
Dhabi to develop & test innovative
ideas infused with latest technologies
and aligned with Abu Dhabi’s
Ghadan 21. It is a collaborative
initiative partnered by Academic
Institutions, Technology Leaders and
other major Government entities
such as Daman and SEHA.

16

Section I | Introduction

Vision
and Mission
Vision
Abu Dhabi at the heart of AI
& Innovation in healthcare.

Mission

Abu Dhabi

To transform the way healthcare is delivered
across Abu Dhabi using innovation and
research to create sustainable solutions.
To spread a culture of innovation and
inspire cross-industrial collaboration.
To accelerate digital innovative solutions
through proven methodology and fast
prototyping.
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Benefits
For DoH:
Create cutting-edge, sustainable
healthcare solutions with latest
technologies to improve quality
of healthcare delivered
Realize the DoH strategy by driving
down costs and control of healthcare
expenditure through innovative
solutions
n o i t c u d or t n I | I n o i t c e S

PB

For the People of Abu Dhabi:
Empower people of Abu Dhabi to make
healthier lifestyle choices
Improved patient experience
Supplement providers and healthcare
partners with innovative solutions
to improve eﬃciency and accuracy
of care delivered
Promote culture of innovation
amongst people of Abu Dhabi
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Our Working Principles

Transparency
We’re open and transparent about
the way we make decisions and work.
We keep the basis for our decisions, our
work, and our progress visible.

Responsibility:
It’s nobody’s and everybody’s
We take responsibility as a Team.
We self-organise in a way that helps us
keep our commitments. We understand
that we collectively share goals.

Adaptability:
Inspection and Feedback
We continuously assess the quality of
the product we’re building, the quality
of our plan, and the effectiveness of our
processes. Using that understanding, we
adapt or make changes to the product
design, the plan, and the process.

Sustainability
Our innovative solutions bring
about long term gains.

Simplicity

Relentlessly Innovate

Simplifying processes and eliminating
redundant work increases productivity.

Innovation has no boundaries
at the AI Lab.
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Driving
Innovation

Culture

Infusing a Culture
of Innovation
Innovation Academy

Culture
• Embrace diversity
• Embrace tradition

People
• Talent development
• Entrepreneurial Leadership
• Knowledge Pool
of Healthcare SMEs

Think Tanks

Physical Space
• Safe place to innovate
• Stands out
• Promotes co-creation

Technology
• Enablers to drive innovation
• Artificial Intelligence
• Other Emerging Technologies
20

The Innovation Academy will be part of the
AI and Innovation Lab in order to spread the
culture of innovation within the Department
of Health (DoH). Taking a pragmatic approach
to innovation, the academy is expected to
empower, train, and build capabilities within
DoH.

Process
• Lean Process
• Agile
• Design Thinking

Think Tanks will comprise of all registered
innovators, supplemented by Industry Experts,
Technology Partners, Payors and will focus on
the strategic pillars of the AI Lab to bring about
innovation.

Ways of Working
From our Lab space to our ways of operating,
we promote innovation at all levels.
From modular spaces to design thinking, we
adopt and coach our teams on working in
a collaborative, open and transparent style.

People

Creating a Safe
Environment

Engaging the Youth
of Abu Dhabi

Your Ideas
are Safe

A Safe-to-Fail
Environment

Engage

Employ

We believe that innovators
should be comfortable to talk
about and register their ideas
with us – there is no such
thing as a good idea or bad
idea. Every idea is important
and will be given the same
consideration as the rest.
Our processes will ensure
fairness in how the ideas are
treated once they have been
submitted to the Lab.

To stay innovative and be
able to run experiments, it
is important that the value
of a proposed solution to
it’s end-users and other
stakeholders is continuously
tested and validated in
a safe-to-fail environment.

We want to engage the
Youth of Abu Dhabi in our
innovation process through
interactive activities such
as Discussion Panels and
Design Thinking Workshops.

We intend to create
more employment
opportunities by creating
roles for free-lancers and
short terms assignments.

How?
Before submission of an
idea, we will request the
innovators to accept our
Terms & Conditions which will
be designed to provide a safe
environment for an idea.

How?
Our Innovation Process
is designed to define the
solution over 2 loops that
include user-value testing
and feature testing to
ensure the solutions being
developed are robust and
deliver value.

Cultivate
Nurture our youth with
a culture of innovation
and research through
short-term and longterm initiatives that are
organized by the AI Lab.
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Physical Space

Collaborate
Provide a forum for
collaboration between
young innovators,
industry experts,
technology partners
and academic research
organizations.
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AI Lab Process
Our process is dynamic and agile,
and ensures that the solutions being
developed are cutting edge and
human-centric.

Step 1
Propeller

Step 2
Conceptualization

Step 3
Feasibility

Promoting a culture
of innovation, the output
of this phase is generating
a list of human-centric
innovative solutions.

Shortlisted ideas are
developed into more
tangible prototypes built
upon feedback from actual
end-users and creation of
a user story.

Select few ideas are then
worked upon further and
tested to create robust
Proof of Concepts (PoC) that
provide a clear vision of the
solution and its desirable
impact.
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AI Lab
Innovation
Process

Idea
Log

Idea
Generation

User Value
Test

Idea
Evaluation
Prototype
Concept

User
Story

Initial
Solution
Strategy

Pitch Day

Step 1
Propeller
Ideation
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Step 2
Conceptualization
Prototype
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Technical
Solutioning

Experience
Design

Feature
Test

Proof of
Concept

Go / No-go

1 | Looks good, move to Phase 3
2 | Good start, Go refine the Pitch
3 | No-go & Learnings

Hand off
for Build
or RFP

Go / No-go

Pitch Day

1 | Looks good, move to the production
2 | Conditional approval
3 | No-Go & Go Refine the Pitch

Step 3
Feasibility

Proof of Concept
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Main Team Players
Before we start, let's take a look at our main players:

Lab Facilitators

Innovation Council

Lab Operators

Think Tanks

They keep the innovator
teams up to speed, keep
them moving forward
and encourage their
creativity.

A formal entity
overlooking the Lab’s
progress; provides
oversight & guidance
on the solutions being
worked on and include
members from different
entities across the Abu
Dhabi health ecosystem.

The backbone of the
AI Lab, this team is
responsible for dayto-day management
of the Lab operations
and facilities, reporting
directly to the Lab
Sponsors.

Responsible for
fostering a culture of
innovation, the think
tanks will comprise of all
Lab members that are
registered online, and
will also include SMEs,
senior executives from
partner organizations
and healthcare delivery
personnel that can
provide guidance
and feedback to the
innovator teams during
the Lab cycles.

Facilitators will help our
innovators stay on track,
while guiding them on
our methodologies and
ways of working.
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Step 1

Propeller
Objective of Step 1 is idea
generation. We believe in
innovation without boundaries.
We facilitate this in two
different ways:
1 | Campaigning to create
awareness and encourage
innovators to submit
their ideas.
2 | Using Tools such
as Design Thinking to help
in generation of ideas.
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Step 1a

Idea Generation
Campaigning

Design Thinking Sessions

Collaborate with DoH Media & Marketing
department to create and execute a campaign
to create awareness about the AI Lab across
the emirate of Abu Dhabi. Additionally, this step
will emphasize on how innovators can register
& submit their ideas to the AI Lab (define medium
of submission, requirements, deadlines etc)
through the AI Lab Web Portal.

The Lab team will organize Design Thinking sessions
to facilitate generation of ideas. The sessions could
be focused on a single or multiple AI Lab strategic
pillars. ask the AI Lab Team to know more about
these strategic pillars.

Who?
• Innovation Lab Facilitators
• DoH Marketing & Media Team
• Registered Innovators

How Often?
Once before start of every cycle for 2 weeks.

The expected outcome of these sessions is to
generate 10–15 solid ideas that can be explored
further in Step 2.

Who?
• Facilitators
• Think Tanks (including Innovators, SMEs,
Partners etc.)

How Often?
Once at the start of every cycle.
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The Idea Log

AI Lab Web Portal

What?

The AI Lab Web Portal will be key to providing our end-users
and stakeholders with key information about the lab as
well as an important medium for innovators to register and
submit their ideas on a pre-designed template. The style
& design of the web portal will be aligned with the lab’s
working principles and the physical space.

Upon generation of several ideas from Design
Thinking Sessions and through submissions on
the portal, the Idea Log will be the master log to
maintain the status on all ideas.

How?

Key Elements

Ideally it’ll be a list maintained on DoH’s central
repository or directly on the Lab’s Web portal.
  

Overview of the AI Lab including Mission / Vision Statements,
Working Principles in addition to the Idea Submission Form.

Who?
The Lab Operators will manage entry/updates
of ideas into the log.

Key Elements
In addition to the Business Model Canvas elements
(discussed further in Tools & Methodologies),
the log will include an Idea ID, current status,
associated strategic pillar, feedback/rejection
column etc.
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Idea Submission Form
Key elements from the Business Model Canvas
(some elements will be optional).
Gallery
Virtual Tour of the AI Labs.
Newsletter
Overview of activities undertaken by the lab,
including case studies of implemented ideas.

Step 1b

Idea Evaluation
During Step 1, the Idea Log will undergo an
Idea Evaluation exercise where each of the
ideas will be reviewed and be given a score
against a pre-defined criteria.
Expected outcome of this exercise will be
15-20% of the ideas that will be taken into
the next Step for conceptualization.

Who?
• Innovation Lab Operators
• Healthcare SMEs
• Sponsor Committee

How Often?

Criteria
for Idea
Evaluation
The criteria is divided into three
sections to ensure the idea is
tangible, practical, and provides
value to Abu Dhabi’s healthcare
Ecosystem.

Patient Experience
What is the overall impact on
patient care or experience?

Measurable Impact
What is the KPIs that are
affected with this solution?

Once at the end of Step.

Strategic Alignment
In what ways is this solution
aligned to our strategic vision?
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Criteria

Description

Patient

Does this solution improve patient

Example: Reduced patient wait times?

Does it increase patient awareness?

Proactive health management such as enrolling

Does it increase engagement of people
of Abu Dhabi towards healthier lifestyles?

Preventive health management including increase
physical activity, healthier nutrition etc.

Increases ROI?

Reduced expenditure or increased revenue

Improves clinical outcomes?

Improves accuracy of healthcare delivered

Improved access?

Does the solution lead to improved access of healthcare

Builds digital capabilities within
Abu Dhabi’s health system?

Improves digital connectivity across systems

Promotes culture of innovation
within the ecosystem?

Will the proposed solution inspire to innovate?

Does is align with DoH Roadmap?

Does this impact any of the objectives of the DoH strategy

Promote collaboration across entities?

Does this solution lead to strategic partnerships that
allows for collaboration across government entities, academia

Measurable
impact

Strategic
Alignment
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Category
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Step 2

Conceptualization
The shortlisted ideas (approx. 15–20% of
the Idea Log) will then undergo further
conceptualization over a 1–2 weeks cycle
for ‘value testing’ with a low fidelity
prototype as the outcome.
The innovator team will work with the
Lab facilitators, consultants and SMEs
(as required) for a period of approximately
2 weeks to prepare a prototype built upon
User Experience, Initial Solution Strategy,
and User Value Testing. As the shortlisted
innovator teams are approved to move
into the Conceptualization Step, they will
prepare to pitch to the Innovation Council
to qualify for the next round of funding
into Step 3.
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Step 2a

Value Testing
The shortlisted idea-owners will further develop
their ideas into prototypes and conduct ‘User Value
Testing’. The Lab Facilitators will guide the innovator
teams through this Step and help them prepare for
the Pitch Day at the end of Step 2.

User Experience
Under User Experience, the team will focus on refining
the personas and journeys that have been developed.

The final outcome will be low-medium fidelity
prototypes.

Who?

Solution Strategy

• Lab Facilitators
• Innovators / Innovator Teams
• Potential End-Users / Stakeholders
• Lab SMEs (as required)

Initial Solution strategy will develop an in-depth view of
the target customer and the success metrics/KPIs for
the solution. It will also include a high-level cost case
for PoC development.

How Often?
2 weeks to prepare the prototype.

User Value Testing
The User Value Testing will drive decisions
for usability of the solution.
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User Value Testing
Why User Test?
User value testing plays a vital role at the DoH AI Lab.
There are several reasons why you might want to
undergo usability testing, the most common is that
it allows the design team to identify friction in a user
experience they are designing, so that it can be
addressed before being built or deployed. Identifying
any issues early reduces the longer term cost.

How?
Work with your Lab Facilitators to identify your User Test
Team stakeholders. Ensure that it comprises of a mix of
all sorts of user roles that would be using your solution.
Plan for an ‘interview’ like setup meeting with them
(preferably face-to-face) and prepare a introductory
pitch and list of questions for them to obtain their
feedback.
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How to get usable results?
The users can be representative of the
actual user base of the product or service

The test must be impartial so that a user’s
actions are not influenced in ways that
lead to a bias result

The sessions are documented or recorded
for later review

Lab consultants / SMEs / Designer can
review the results to help understand the
feedback better

Prototypes
A prototype is an early model or
experiment to rapidly create solutions
to challenges and problems already
defined and discussed by design thinkers.
Prototypes are built so that designers can
think about their solutions in a different
way (tangible product rather than abstract
ideas), as well as to fail quickly and
cheaply, so that less time and money is
invested in an idea that isn’t right.
In a prototype, interactions and visuals
are an important part of the prototype,
giving users the chance to walk through
your idea from start to finish - by the end
of which, you should have all the feedback
you need to decide whether or not to take
your idea into Proof-of-Concept phase.
Once you’ve reached the proof-of-concept
stage, there’s plenty of tools that can help
you create a non-technical POC, including
Sketch and Invision.
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Fidelity

Prototype
Fidelity
There are several different prototyping
techniques and level of detail (fidelity).
What your prototype is depends on the type
of solution / experience you’re creating and
what you want to learn about it.

40

Low

Fidelity

Low Fidelity

Digital
(i.e. on a screen)

Story board

Printed

Story board

Document

A Service or
Physical Space

Story board

Act it out using your
team as actors

High

High Fidelity

Site map

Paper prototypes /
sketches

Wireframes

UI Spec

Microsite
Proof-of-Concept (PoC)

Poster

Video

Motion study

Mock-up of a space

Section II | The AI Lab

Tips for Prototyping in Step 2
A

B

Fail fast, learn fast!

Be clear on your purpose

Basic is good

In Step 2, stay low fidelity and keep
updating & testing to validate your
ideas with the user and the business
before you spend time developing
a higher fidelity prototype.

What do you want to understand,
validate and explore?

Stay with sketches and paper.
People are far happier for their
ideas for be thrown away for
something better if they’ve only
spent a few minutes sketching
it and not hours designing it.

Examples could be:
The concept: Do our users
understand or even want it?
The idea: Does it make business
sense?
Navigation: Have we got the
storyboard and screens right?

Make sure your prototype is
created using the right medium
and tools to help end-users
visualize the solution easily.

Interaction: Is it clear what the user
should do next?
Information: Can I quickly find the
important information?
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Step 2b

Pitch Day
The Pitch Day will be a day long event
where the shortlisted innovators will
pitch their Ideas with a prototype to the
Innovation Council for the first half of
the day. The second half of the day will
involve the Innovation Council finalizing
the ideas that will qualify to be moved
into Step 3.
The day will be concluded by announcing
the teams that qualify for Step 3 and
feedback for teams that did not make it!

Who?
• Lab Operators
• Lab Facilitators
• Innovation Council
• Step 2 Innovators

How Often?
Once at the end of Step 2
in each iteration.
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Tip: Include
a WOW factor
“Wows” are statements that present the
value proposition of the opportunity that can
excite the audience. Wows are human-centric
statements that define the mission and serve
to align the team on the scope and focus the
design and development work to solving big
problems in the marketplace.
Wows are rooted in the needs and desires of
the customers while providing a clear focus
on the market outcomes. Remember a wow is
not a solution statement, but rather a defined
vision for the team to solve a specific problem.

PB
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Manage Rejected Ideas

If an idea does not make it
through the Innovation Council
it will be added back to the
Idea Log, with documented
rejection reasons.

At this point, based on feedback
received, the Innovator teams
can revisit their solution in the
background and re-apply to the
Lab in the next cycle.

The Innovator teams can work
with the Think Tanks and SME
pool of the Lab to improve
their solution for the next cycle
of the Lab.
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Step 3

Feasibility
The shortlisted ideas will
then undergo further
development over a 1–2
months cycle to create
a Proof of Concept (PoC)
that will help the Innovation
Council assess the solution
feasibility and desired
impact of implementing
the solution.
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Step 3a

Proof of Concept
PoC Prep

How Often?

The shortlisted innovators of Step 3 will
work to prepare a Proof of Concept (PoC)
based on specific criteria (defined below),
that will be pitched to the Innovation
Council for an approval to be taken into
production by a Sponsor.

1–2 months for PoC preparation (or as agreed
with Lab Operators).

Shortlisted Innovators will work to prepare
a Proof of Concept that identifies:
• Concept summary
• Technical feasibility
• Value Assessment
• Operational Estimation
• ROI Projections

Who?
• Innovation Lab Facilitators
• Qualified Innovator Teams
• Lab SMEs, Designers and Consultants
(as required)

Process
As the innovator team, you will work on
technical solutioning, experience design
and feature testing to be able to design
a more robust Proof of Concept for your
solution.
Through technical solutioning, you
will identify the technical requirements
at a high-level, understand feasibility of
implementing it in current environments.
Work with our Lab Consultants and
Designers to create the optimal User
Experience for your solution.
Feature Testing will be critical to ensure
your solution is robust and can deliver
the desired results.

Proof of Concept
Once you’ve identified an actual
need for your product through initial
market validation and prototyping,
it’s time to begin validating
your idea with a PoC to see how
sustainable it could be.
It’s about testing your idea to make
sure it is operationally feasible.
It should allow you to minimize the
risks by using minimal time and
resources. This attention to detail is
especially important for innovators
that are looking to solve real-world
problems and build a sustainable
business while avoiding unnecessary
risks in the process.
With a concept validated, you’ll
prove that your idea has a potential
to solve a real-world problem and
this is the type of value a potential
idea can be sponsored by investors.
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Step 3b

Pitch Day
The Pitch Day will be an exciting day long
event where the shortlisted innovators
will pitch their Proof of Concept to the
Innovation Council for the first half of the
day. The second half of the day will involve
the Council choosing the top solutions
(based on pre-determined criteria) that
will qualify to be moved into production
with funding sponsors. The criteria will
be developed by the Innovation Council
based on solutions being pitched.

Who?
• Innovation Lab Facilitators
• Innovation Council
• Qualified Step 3 Innovator Teams

How Often?
Day long event at the AI Lab;
once at the end of Step 3 in
each iteration
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Process
Innovator teams
pitch their solution
to the Innovation
Council
Innovation Council
meets to pick
solutions that
qualify
Announce qualifiers
+ provide feedback
to other shortlisted
innovators
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Qualifying solutions after Step 3
1

2

3

MVP

Certificates

Follow up

The ideas that are
selected at the end
of Step 3 will then be
considered ready to
move into Production!

The qualifying
Innovator Teams
will receive certificates
from the Lab to
acknowledge their
success. In addition,
the lab will feature
them through social
media and its webportal.

The Lab Operators
will regularly follow
up with Sponsors and
Innovator teams on
progress and report on
this to the Innovation
Council at an agreedupon interval.

At the end of Step 3,
a Minimum Viable
Product (MVP) will
be delivered along
with supplemental
information such as
cost case and product
roadmap.

They will work with Lab
Operators and their
Sponsors to create
a plan of action on
moving their solution
into production along
with developing high
level timelines.

PoCs that don’t
qualify on Step 3
Pitch Day
The innovator teams will
have to receive approval from
the Innovation Council to be
funded to participate again in
Step 3.
For the solutions that do not
make it beyond Step 3, it is
expected that the teams will
receive valuable feedback
from the Innovation Council
Members.
The Innovator teams of these
solutions will be expected to
go back into Step 3 and rework their Proof of Concept
Solutions in preparation for
the next cycle.
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Methodologies
Design Thinking
A solution-focused, practical approach
towards creativity driving innovation across
small and large organizations, we plan to
introduce this as a way of working at the Lab.

Lean Agile/Scrum
Commonly used for software development,
the Agile Manifesto was developed
by seventeen independent software
practitioners enabling quick value delivery.

Business Model Canvas
This method helps innovators think through
some key aspects of their idea that can help
define it further.
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A designer, a maker,
a discoverer, an innovator.

Design Thinking
Why use Design Thinking?
Design Thinking is a form of Human
Centered Design. Why human centered?
Because it’s built on three principles:

1

All problems, big or small,
are solvable.

2

The people who face that
problem every day are the ones
who hold the key to the answer.

3

By starting with ambiguity and
not knowing the answer, it gives
designers room to learn and
innovate.

This gives us a method of discovery and
understanding the true problems that
really matter to people, as well as allowing
us the space to generate truly innovative
ideas that solve those problems.
It also means we’ll spend a surprising
amount of time not knowing the answer.
We’ll dream up loads of ideas, test some,
we’ll fail early and often. We’ll even make
some ideas into tangible things we can
test. We’ll keep moving forward, because
we know there’s always a solution. And by
keeping our focus on the people for whom
we’re designing – and working together
with them – we WILL find it.

Section IISection
| The AI
Name
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Methodologies

When?
During Step 1 & Step 2
of our Innovation Process.

How?
Our facilitators will work with
you to use design thinking.
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Design Thinking

The Principles
See problems and solutions
from a new point of view
Before you start your journey,
embrace the principles of
Enterprise Design Thinking:
a focus on user outcomes,
diverse empowered teams,
and a spirit of restless
reinvention.

Focus On User Outcomes
There are many ways to prioritise work and define goals.
If you choose to prioritise the needs of the people who will
use your solution, Design Thinking is for you.

Restless Reinvention
Everything is a prototype. Everything — even in-market
solutions. When you think of everything as just another
iteration, you’re empowered to bring new thinking to even
the oldest problems.

Diverse Empowered Teams
When you need to move fast, there’s no time for waterfall
processes. You need a team composed of members that
provide unique perspective and expertise while being
empowered by stakeholders to make ideas into outcome.
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The Loop
Understand users’ needs and
deliver outcomes continuously
At the heart of Enterprise
Design Thinking is a behavioral
model for understanding
users’ needs and envisioning
a better future: a continuous
loop of observing, reflecting,
and making.

Observe

Reflect

Observe

Immerse yourself in
the real world to get
to know your users,
uncover needs, learn
the landscape and
test ideas.

Come together and
form a point of view
to find common
ground, align the
team, uncover
insights and plan
ahead.

Immerse yourself
in the real world to
get to know your
users, uncover
needs, learn the
landscape and test
ideas.
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The Keys
Scale your practice to complex problems
and complex teams. If every problem could be
solved by a handful of people, the Loop would
be enough. But in the real world, complex
problems often call for complex teams —
and complex teams can be a challenge to
manage. The Keys help us get aligned, stay
aligned, and stay in touch with real-world
needs — even when we’re deep in the work.
Though they’ve been honed through our
experience with our largest teams, we’ve
found the Keys to be invaluable for teams
of all sizes.

Hills
Align complex teams around
a common understanding of the
most important user outcomes
to achieve.

Playbacks
Bring your extended team and
stakeholders into the loop in a safe,
inclusive space to reflect on the work.

Sponsor users
Collaborate with real users to
increase your speed and close the
gap between your assumptions and
your users’ reality
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Hills
A sample hill
Who

A sales leader

What

What can assemble an agile
response team from across her
entire corporation

Wow

in 24 hours, without management
involvement
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Playbacks are a time to bring stakeholders into the loop
to reflect together. They’re a safe space to tell stories
and exchange feedback about the work. Holding Playbacks
consistently keeps teams and stakeholders aligned and in
sync on a project’s ever evolving situation.

Invite stakeholders
Playbacks bring stakeholders together across
organisational silos and levels of hierarchy – bringing
diverse perspectives into the conversation and promoting
a culture of transparency and inclusion.

Tell your story
Stories show context. Stories reveal a holistic picture
what of what makes up a user’s experience and help the
audience understand the stakes in a way that goes beyond
project line items – stories make us care.
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Playbacks

Common types
of milestone playbacks
Market Playback

Hills Playback

establishes an outside-in
market point of view and
preliminary business case
as the basis for moving
forward.

commits your team to the
mission for the release(s)
through a draft version
of the Hills and the
underlying personas.

Playback Zero

Delivery playbacks

aligns your team around
a finalized version of
the Hills and the user
experience to achieve them.

of coded stories keep your
to-be scenarios in focus as
implementation advances.

Listen for feedback and misalignment
Good feedback can come from anyone. Capture what you
hear without judgment. If there are disagreements, take
another loop around the problem and try again.
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Sponsor Users
Sponsor Users are real users or potential
users that bring their experience and
expertise to the team. They aren’t passive
subjects –– they’re active participants
who work alongside you to deliver a great
outcome. While they are not a complete
replacement for formal design research
and usability studies, Sponsor Users
will help you break the empathy barrier
and stay in touch with real-world needs
throughout your project.

Are they representative of your target user?
Sponsor Users reflects the actual user you intend to serve.
Although they represent your users, they are often not the
user who will ultimately derive personal value from your
offering.

Are they personally invested in the outcome?
Look for candidates who have a particularly demanding use
case – a Sponsor User that relies heavily on the offering to be
successful will have a vested interest in the project’s success.

Are they available to collaborate?
They’re open and willing to share their expertise and
experience with your team. Being a Sponsor User isn’t
a full-time job, it is a commitment. Set expectations, but be
respectful of their time and be flexible around their schedule.
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Lean Agile
Behind the 4 core values
in The Agile Manifesto,
there are 12 principles
followed by Agile teams.

1
Our highest priority is
to satisfy the customer
through early and
continuous delivery of
valuable software.

2
Business people and
developers must work
together daily
throughout the project.
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3
Working software
is the primary
measure of progress.

4
Simplicity — the art of
maximising the amount
of work not done — is
essential.

Welcome changing
requirements, even
late in development.
Agile processes
harness change for the
customer’s competitive
advantage.

6
Build projects
around motivated
individuals. Give them
the environment and
support they need, and
trust them to get the job
done.

7
Agile processes
promote sustainable
development. The
sponsors, developers,
and users should be able
to maintain a constant
pace indefinitely.

8
The best architectures,
requirements, and
designs emerge from
self-organising teams.

9
Deliver working
software frequently,
from a couple of weeks
to a couple of months,
with a preference to the
shorter timescale.

10
The most efficient
and effective method
of conveying information
to and within
a development
team is face-to-face
conversation.

11
Continuous attention to
technical excellence and
good design enhances
agility.
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5

12
At regular intervals, the
team reflects on how to
become more effective,
then tunes and adjusts
its behavior accordingly.
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Product owner

The Roles
Within the Scrum Team there are
three main roles: the scrum master,
the product owner, and the delivery
team. The delivery team should
typically be between 10 – 15
people that are cross-functional
(programmers, testers, UX
designers, architects, etc.). Member
should be fully dedicated to the
project and are self-organising –
ideally there are no titles

Accountable in defining the business vision and delivery ask for the product.
TheProduct Owner is the single voice representing the business for the
Scrum Team. He defines the user stories for the product and prioritises
according to market value. The Product Owner is available to review daily
products and is empowered to accept or reject work products.

Scrum master
Responsible for managing the agile process within the scrum team.
Shields the team from external interferences and removes impediments.
The Scrum Master works closely with the Product Owner and QA to establish
the acceptance criteria for all user stories. He is responsible in tracking
the team’s velocity, understanding the deltas between sprints, and reacting
accordingly.

Delivery team
The team is composed of all the roles and skills needed to build, test to
self-organise and manage their work. They are responsible in estimating
complexity, ensuring quality, and committed to developing functionality.
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Scrum Teams are focused
on delivering value quickly.
As such, the process purposely
de-emphasises the
documentation of work.
That said, Scrum artifacts are
critical tools that make work
visible, to the team and to
its Stakeholders. They are
designed to foster a common
understanding of all aspects
of a project, from the highestlevel strategic goals all the way
down to the most minute tasks.

A Burndown Chart is a way to measure the team’s progress toward
completion of either a Sprint or aproduct release. Sprint Burndown Charts
visually represent the completion of tasks over the course of the Sprint, and
make visible any bottlenecks or slowdowns. Release Burndown Charts do the
same thing in anticipation of a release date.
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The Artifacts

Burndown Chart

Product Backlog
Possibly the single most important artifact in all of Scrum, the Product
Backlog is a prioritised list of every feature, function, requirement, and fix for
a product or service. It is maintained by the Product Owner, and is constantly
changing in response to business needs, market conditions, or advances
in technology. Every individual requirement is listed as a “story,” which is

Sprint Backlog
During Sprint Planning, the team commits to some number of stories from
the top of the Product Backlog. Those stories are then broken down into
tasks, which are the smallest unit of work within a Sprint. The stories and
tasks are written on Post-it Notes and made visible to the whole team. This
Sprint Backlog is used by the team to track their progress.
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Scrum Framework
Daily Scrum

In a sprint, the team
will meet deily for
15 minues to assess
progress

Sprint
A 1 – 4 week
cycle of work

Sprint Planning

The team commits to
stories from the top of
the Product Backlog
and tasks them out.
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Sprint Backlog

Displays the stories
and tasks for the sprint.

Product Backlog
Refinement

Refined by the Product
Owner for the next
sprint based on
changing requirements.

Section II | The AI Lab

Scrum Roles
Product Owner

The voice of the Stakeholder,
the Product Owner
prioritizes the Team’s work
by ordering stories in the
Product Backlog.

Scrum Master

The Scrum Master removes
blockers and ensures the
team adheres to a healthy
Scrum process.

The Team

The Team is composed of all
the roles and skills needed
to build, test and document
products of sufficient quality.

Next Sprint
Process Repeats

Potentially
Shippable Product

Each sprint should result
in a product or a features
that can be released
and delivers value to the
business.

Presentation

The sprint is replayed
back to the Stakeholders.

Retrospective

The sprint is replayed
back to the Stakeholders.
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Business
Model Canvas

Key Partners

Key Activities*

Who are the ideas involved
parties? What key activities
are needed from them?

What are the crucial items
needed to be done to deliver
the idea?

Business Model Canvas is a resourceful tool
that allows the AI Lab to describe, design,
challenge, invent, and pivot an idea in the
form of a business model. It also acts as
a self-selection tool for the Innovation Council.

Key Resources

Elements marked with a star are mandatory
for submission of an idea.

Who are the key people
and tools needed to deliver
the idea?

Template

Cost Structure
What are the idea financial
outputs? What is the estimated
cost to develop the idea?
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End-User Relationships

End-User Segment*

What makes this idea innovative?
does it solve a current business
issue or user challenge?
What is its differentiation?

Example:
Will the idea impact the way
providers currently interact
with their patients?

Who is the targeted audience
(patients, citizens, providers…)?
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Value to End-User?*

Channels*
How will the idea actually
reach end-users?

Revenue Stream
Is the idea revenue generating?
If yes, how much revenue will
it generate (estimate)?
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Tools
Collaboration
Tools that promote peer-to-peer interaction
greatly increase creativity of outcomes from
these groups. Examples of Tools include Slack,
MS SharePoint, Box etc.

Productivity
InVision, Flinto, Sketch and Adobe XD are great
tools to promote productivity in key stages of
innovation such as ideation and prototyping.

Case-by-case
Using software to prepare Proof-of-Concepts
(PoCs) will enable more impactful PoCs that
highlight the impact and key features of the
solution being proposed for the Sponsors
and Innovation Council.
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When you might use this
If you’re starting a project, kickingoff a workshop, or bringing in new
team members, this activity helps
you get to know each other, expose
aspirations and concerns, and
prepare everyone to start.

Time:
15 to 30 mins

Instructions
1

Label one area for “Hopes”
and another for “Fears”.
2

Ask team members, “What about this
project are you really excited about?
What has potential? And what are
you concerned about? What do you
think won’t work?”
3

Diverge, with each team member
writing one “hope” or “fear” per
sticky note and applying it to the
appropriate area on the map.
4

Playback, discuss, and synthesize.
What themes emerge?
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Hopes & Fears

Take-back tips
Warm up and take the temperature.
This activity is an effective way to
gauge participants’ attitudes about
a workshop.
“Hopes”
usually reveal their expectations
about what can be accomplished
and “fears” may reveal their doubts
about making an investment to work
together.
Let it persist. Keep the artifact posted
where team members can see it
and refer back frequently to track
progress. Place stars on
“hopes” notes that become realized
and remove “fears” notes that melt
away.
“Fears”
that persist should be directly
addressed.
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Empathy Maps
When you might use this
Empathy Maps help to rapidly put
your team in the user’s shoes and
align on pains and gains—whether
at the beginning of a project or
mid-stream when you need to
re-focus on your user.

Time:
30 to 60 mins

Instructions
1

Draw the map and its four quadrants:
Says, Does, Thinks, and Feels.
2

Sketch your user in the center
and give them a name and a bit
of description about who they are
or what they do.
3

Diverge, with each team member
writing one observation per
sticky note and applying it to the
appropriate quadrant of the map.
4

Annotate unknowns (assumptions
and questions) for later inquiry or
validation.
5

Discuss observations and fill in gaps
collaboratively.
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Take-back tips
Don’t go it alone.
Empathy for users arises from
sharing in the collaborative
making of the Empathy Map.
Everyone knows something about
your user, so use the activity as
a means to gather, socialize, and
synthesize that
information together.
Involve your users.
Share your Empathy Maps with
your Sponsor Users to validate
or invalidate your observations
andassumptions. Better yet, invite
them to co-create the artifact with
your team.
Go beyond the job title.
Rather than focusing on your user’s
“job title,” consider their actual tasks,
motivations, goals, and obstacles.

When you might use this
If you’re integrating new team
members, starting a new project,
exploring a new market, or
expanding an offering, this
activity helps you identify project
stakeholders, their expectations, and
relationships.

Time:
30 to 60 mins

Instructions
1

Diverge on identifying stakeholders,
one per sticky note. “Stakeholders”
can include teams, team roles,
project leads, executives, partners,
customers, and end users.
2

For each stakeholder, add a second
sticky note with a quote expressing
their thoughts, opinions, or
expectations.
3

In parallel, cluster stakeholders and
label the groups.
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Stakeholder Map

Take-back tips
Don’t delay.
Take an inventory of a project’s
stakeholders as soon as possible in
the development cycle. It’s diffi cult
to circle back with those who have
been forgotten, so it’s better to get a
jump start than to play catch-up.
Assumptions aren’t always bad.
Assume that everyone is involved or
impacted until proven otherwise. This
might seem hard to do, but it’s actually easier than trying to guess who’s
impacted and risking an accidental
oversight.

4

Draw and label lines among groups
representing relationships such as
influence, process, or dependencies.
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Need Statements
When you might use this
This is a very effective activity to use
with your team when you feel that
you’re drifting away from the actual
needs, desires, and goals of your
user. It helps reorient or reframe the
work around your user.

Time:
30 to 60 mins

Instructions
1

Write the statement: The user
needs a way to do something that
addresses their need so that they
benefit directly.
2

Focus on your user’s pain points—
this helps get at what the underlying
problems are. More than one Needs
Statement can come from a single
pain point.
3

Stay away from listing individual
features. Instead, ask yourself, “What
does my user really seek? What does
she really want?”
4

Cluster similar ideas and discuss.
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Take-back tips
Über Needs Statements.
After clustering several ideas
together, try writing one big (“über”)
Needs Statement that represents the
entire group. Use the same “need/
benefit” format.
People aren’t machines.
If an idea is expressed in terms of
the machine (“dashboard,” “click,”
“log in,” “export,” and so on), that’s
a clue it’s actually a feature. Re-cast
the idea in human terms of what
the technology allows your user to
accomplish.

When you might use this
Storyboarding is a way to iterate
and communicate ideas and
scenarios Visually by telling
user-centric stories. If you’re having
a difficult time just talking about
an idea, try some storyboarding.

Time:
30 to 60 mins

Instructions
1

Imagine your scenario as a story
with characters, a plot, conflict,
and resolution.
2

Place six sticky notes (“frames”)
on a piece of paper. For each frame,
draw a quick sketch and annotate
with a brief caption.
3

Make the story seamless with
a beginning, middle, and end.
4

Share your stories and get feedback.
5

To converge, choose the best parts
of each teammate’s story and weave
them into one refined “master” story
that’s representative of the entire
team’s thinking.
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Storyboarding

Take-back tips
Comics aren’t just for kids.
Try thinking of your storyboard
like a comic strip. Combine quick
sketches with speech and thought
bubbles, action bursts, captions, and
narration.
This isn’t wire-framing.
Avoid drawing too many screens.
Instead, create a narrative that
focuses on people and their actions,
thoughts, goals, emotions, and
relationships.
Use Sharpies ®.
Using a pen or a sharp pencil makes
it too easy to include unnecessary
high-fidelity details. Stay out of the
weeds.

71

AI Lab
Innovation
Process

Idea Log
Business Model
Canvas
Web Portal

Idea
Generation
Design
Thinking

We have listed different
tools & methodologies
that can be used through
out the different steps of
our AI Lab Process.

User Value
Test
Interviews

User Story
Empathy Maps
Journey Maps
Storyboarding

Idea
Evaluation
Initial Solution
Strategy

Prototype
Concept
InVision,
Sketch

Pitch Day

Step 1
Propeller
Ideation
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Step 2
Conceptualization
Prototype
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Technical
Solutioning
Agile / Scrum

Experience
Design
Empathy Maps
Journey Maps
Storyboarding

Feature Test
Agile / Scrum

PoC
CAD, 3D
Printing

Go / No-go

1 | Looks good, move to Phase 3
2 | Good start, Go refine the Pitch
3 | No-go & Learnings

Hand off
for Build
or RFP

Go / No-go

Pitch Day

1 | Looks good, move to the production
2 | Conditional approval
3 | No-Go & Go Refine the Pitch

Step 3
Feasibility

Proof of Concept
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Section III

76

Governance

78

Governance Model

The Team

79
Roles & Responsibilities

AI Lab Governance Model
Abu Dhabi Healthcare Leadership

Innovation Council
DoH

Daman

Enablers
SEHA

Sponsor Committee
(DoH Director of Strategy)

Mubadala

Healthcare Vendors

Investment office
(Private, Public, Hybrid)

Other Vendors

Office AI Lab
(Lab Operators)

Innovation Think Tanks
All registered members of the AI Lab, will be grouped under
the 4 pillars of the AI Lab to facilitate focused innovation.

Wellness
& Prevention
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Chronic Disease
Management

Clinical
Care

Regulatory
Management
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The Team
Change
Management Experts

Innovation
Community

Working
Together
No matter what your role, we ask
that you bring yourself & your
experiences, be open to being
creative and trust in the process.
Sketch, play with your ideas, ask
questions and be honest!
It’s that simple.
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Innovation
Council

Facilitators

Operators

Industry
Consultants
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Facilitators
It’s your job to get the team up to speed, keep them
moving forward and encourage their creativity.
Your roles are key to executing the Innovation
Cycles successfully!

Step 1
Propeller
Organize and
conduct design
thinking sessions
Manage the backlog
of ideas

Step 2
Conceptualization

Step 3
Feasibility

Work individually
with the owners of
shortlisted concepts
to help them prepare
their pitch

Work individually
with the owners of
shortlisted concepts
to help them prepare
their pitch

Foster collaboration
between Healthcare
SMEs and the idea
owners to help finetune their ideas

Foster collaboration
between Healthcare
SMEs and the idea
owners to help finetune their ideas

Handover
Ensure the qualifying
PoCs are informed
about next steps
Ensure formal
handover of MVP
and PoC Package
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1/2

Lab Operators
The backbone of the AI Lab, this team is responsible
of day-to-day management of the Lab operations and
facilities, reporting directly to the Lab Sponsors!

Overall Responsibilities
Provide overall ownership for the
Innovation Lab services and quality
Responsible for on-going
improvements and evolution and
changes to the Lab operating model
in response to feedback
Responsible for communication and
training program oversight, overall
Lab evangelization
Actively run operations and oversee
day-to-day operations of the Lab
Maintain reporting dashboards for
the Innovation Council and Sponsor
Committees
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Maintain and record on-going best
practices, methods and success stories
for the Lab
Facility management and planning
Maintain master list of members of
the Innovation Think Tanks, Council,
Facilitators, Consultants
Develop, propose, obtain approval
on budget for each cycle
Track expenditure on each cycle
and other AI Lab projects
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Lab Operators
They ensure that innovation-related activities in various parts of
the organization are strategically aligned and coordinated, and
are supported by appropriate processes and resources.

Step 1
Propeller
Identify focal(s) from DoH Marketing
& Media
Set goals for the campaign
& communicate to Marketing & Media
team
Manage and review ideas that
are submitted via portal to
ensure they satisfy criteria
Respond to innovators who submit
ideas with a ‘Thank you’ and
acceptance/ rejections

Step 2
Conceptualization

Step 3
Feasibility

Monitor progress
of readiness
against timelines

Monitor progress
of readiness
against timelines

Conduct dry runs
for the innovators

Conduct dry runs
for the innovators

Organize the Pitch
Day event

Plan the Pitch Day
event

Manage rejected
ideas

Manage rejected
ideas

Handover
Report
bi-weekly
on progress
of the PoC
that have
qualified to
the Innovation
Council
Manage
rejected ideas

Identify stakeholders where required
Manage the backlog of ideas
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Innovation
Think Tanks
Responsible for fostering a culture of innovation,
the think tanks will comprise of all Lab members that
are registered online, and will also include SMEs, senior
executives from partner organizations and healthcare
delivery personnel that can provide guidance and
feedback to the innovator teams during the Lab cycles.

Other Roles & Responsibilities
Participate and contribute to the Design Thinking
Sessions in Ideation Phase
Collaborate across different entities including
technology partners, academia, start-ups to promote
culture of innovation
Provide constructive feedback to innovators with
an objective to improve solutions being proposed
Provide SME / mentoring to innovators / innovator
teams
Promote a culture of innovation within their
organizations and encourage submission of
healthcare-focused innovative solutions into
the AI Lab
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Innovation Council
This is a legally established cross-functional governance
body will include key members from healthcare entities
across the emirate of Abu Dhabi. The Council’s primary
objective is to provide a forum for innovators to receive
feedback from, and to qualify suitable solutions into the
next phase of the Lab Cycle.

Other Roles & Responsibilities
Provide oversight and constructive feedback to
innovators with an objective to improve solutions
being proposed
Review and advise on criteria for qualifying solutions
to the next phases (into phase 3 or beyond phase 3)
Provide SME / mentoring to innovators / innovator
teams
Promote a culture of innovation within their
organizations and encourage submission of
healthcare-focused innovative solutions into
the AI Lab
Provide oversight on the ideas that are moved
beyond Phase 3; supporting in mitigating actions
when required against top risks

Sponsor Committee
The Sponsor Committee is the Key Sponsors of the AI Lab
at DoH. This includes the Chairman, Undersecretary and
Director of Strategy. Their main objective is to provide
direction and decision-making support on administrative
tasks concerning the operation of the Lab.

Other Roles & Responsibilities
Provide executive level guidance, oversight and
strategic direction for the program
Liaise with the advisory board, and are the executive
sponsors for ‘large’ initiatives and meet often with
the team to provide feedback
In tandem with the Innovation Council, they are
tasked with decision making regarding major
organisational, policy, scope, timing, or budget
change
Promote a culture of innovation within their
organizations and encourage submission of
healthcare-focused innovative solutions
into the AI Lab
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Section IV

87

Operationalization

88

Operational Buckets

The Lab Space

89

Key Activities
Setup & Operate

86

Setting up and operating the AI Lab will
be close to that of starting a new venture –
it’s a comprehensive effort from identifying
optimal Lab Process for solutioning to
bringing a transformational change in the
culture of Abu Dhabi towards openness and
innovation.
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Operational Buckets
for AI Lab Setup

Buckets
Resourcing
Full-Time Resources
HC SMEs
Designers Architects

Marketing
Branding
SEO
Marketing Campaigns

Corporate
Development
Fundraising
Investment Management
Innovation Council

Solution
Development
Lab Process
Solutions
UXD
Design Thinking

Technical
Solutioning
Architecture
Solution- Bundling
Cloud/SaaS

Culture
Mentoring
Culture Building
Workplace/Services
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Lab Space
The AI Lab’s physical space will be a show of
commitment of DoH to fresh thinking, while at the
same time reiterating it’s imperative to change
and grow.

Brainstorming sessions
A standing space, making sure
everyone has a good view of
materials and can express
themselves.

It’s your space!
Think of the Lab’s physical space as being like a living, breathing member of the team - giving you an
environment that’s equally committed to helping
you stay open, collaborative and experimental.

Modular Space

Meetings
A formal space to meet and
evaluate, include external users on
conference calls, set agendas and
plan strategies with stakeholders.

The lab is designed for teams to make their own
space (within reason) as and when you need it,
allowing for different tasks, working styles – even
whether you’ll be standing or seated.

Working sessions
When you need more space to
work, spread out, create and
piece the parts together.
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Key Activities
Setup & Operate
They ensure that innovation-related activities in various parts
of the organization are strategically aligned and coordinated,
and are supported by appropriate processes and resources.

Mobilization

Physical Lab

Once the Playbook is
published and the Lab
process agreed upon by
key stakeholders, the
Lab Team will commence
the mobilization process
starting December 2018
until Jan 2019.

The team will work towards
a target date of March 2019
to complete setup of the
physical lab space on DoH’s
new premise in 2019.

Innovation Council
Formally commence
the Innovation Council
Sessions with a Kick-Off
and setting up monthly
meetings to report on
progress of Lab-run
Solutions.

Launch
Preparing for the Launch
of the AI Lab is of
significant importance as
it will help set the tone for
the Lab and what it stands
for; create awareness
and acceptance of the
new culture of innovation
across Abu Dhabi.
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Let’s make Abu Dhabi
smarter and healthier!

