


Housekeeping Notes

® Most of you are viewing this session from our event platform, which we
hope you are enjoying! To submit a question to the speaker - you can use
the “Question” feature positioned on the right rail of your screen

e |[fyou’d like to be on directly with the speaker, click the join us on stage
button ( found below the player) -- we’ll take questions at the end

® Interactive, 20 minute presentation and 20 minute networking. We
encourage you to keep your cameras on, and audio muted

® These sessions will be recorded and available post event
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Customer Insights &
Product Development

customer
perspective throughout
at any scale.




What we’ll cover

e Intro (me & the topic)

e Double-diamond re-fresh

e Customer Need types & Techniques to address
e A yearinthe (product) life

e Discussion
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Status quo isn’t working
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Cramming

Half-baked ideas




Status quo isn’t working

Cramming

Half-baked ideas - Missed opportunities to innovate




But first... %




Quick review: Double Diamond
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Quick review: Double Diamond

Opportunity Solution
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Customer Needs

Now

Fix this now please!
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Customer Needs

Addrecs come of each

Now Future

4 L

Fix this now please! I've got this problem...
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NOW Needs »;';

Push » comes to you

(automate)




~
=)

NOW Needs g

Pull » Seek it out

(ad-hoc or planned)




N

NOW Needs: Voice of Customer »,«"

Business Priorities

4. Deliver
= 2. VoC Needs 3. VoB Ranking
o
Outline Aggregate Prioritize : Single
Business customer competitive ranking of
Priorities needs across intelligence customer
listening and business needs
channels strategies
SaaStr




NOW Needs: Digests

Set status

VoC Digest

Board

Timeline Calendar  Dashboard

+ Add task

) VoC Digest for 2021-03-06 (NPS Responses) Q
) VoC Digest for 2021-02-15 (NPS Responses)
2) VoC Digest for 2021-02-08 (NPS Responses)
) VoC Digest for 2021-02-01 (NPS Responses)
VoC Digest for 2021-01-25 (NPS Responses)
VoC Digest for 2021-01-18 (NPS Responses)
VoC Digest for 2021-01-11 (NPS Responses)
VoC Digest for 2021-01-05 (NPS Responses)
) VoC Digest for 2020-12-28 (NPS Responses) 1C

1 ) VoC Digest for 2020-12-21 (NPS Responses)
1 ) VoC Digest for 2020-12-14 (NPS Responses)
12 VoC Digest for 2020-12-07 (NPS Responses)
13 i VoC Digest for 2020-11-30 (NPS Responses)
14 ) VoC Digest for 2020-11-23 (NPS Responses)

VoC Digest for 2020-11-16 (NPS Responses)

VoC Digest for 2020-11-09 (NPS Responses)
) VoC Digest for 2020-11-02 (NPS Responses)
18 ) VoC Digest for 2020-10-26 (NPS Responses)
19 VoC Digest for 2020-10-19 (NPS Responses)
) VoC Digest for 2020-10-12 (NPS Responses)

VoC Digest for 2020-10-05 (NPS Responses)

2, Join Search

0198

v Mark complete o |
VoC Digest for 2021-03-06 (NPS Responses)
& senn
o
Jue date @) Mar 18
cts VoC Digest  (no sectior
epender cies
pti Comment (6/10): | would like to get 'like' notifications on mob\le.l
B U = =
+ Add subtask
ﬂ Leah Wiedenmann created this task. es ag
N Or [ an update
borat ff g \,:“1 & + R Leave task




NOW Needs: Customer Co-creation

iy, =
B

Afanag +

Customers

Prompt:
A [user type] who feels

[negative feeling]
about [reason] needs
to [action] but faces

[obstacle].

4

5

g

Group sketch




NOW Needs: VoC Consult p

Headline for this search request? *

VoC Consult: Email notifications

Background *
Describe in de

2. Schedule meeting and assign

feordstolookor tasks to appropriate XFN team
3. Roundtable discussion
1. Submit VoC Consult Form and summary notes
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https://form-beta.asana.com?hash=18a7630a26094f6e951f859d9750adedf39ad15d14fbdbf3b106ab4a396ecc8d&id=1182504323345865

Addressing FUTURE Needs

Strategic/organizational
& Activity/spikes

SaaStr

v BUILD



Addressing FUTURE Needs
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Addressing FUTURE Needs

Start

o Innovation areas (e.g.
Knowledge Workers or OPPOf’fW' Ty
Collaboration)

Solution




Addressing FUTURE Needs

Start

here

O,bportum‘z‘y

o  Strategies/Big Bets (e.g. “If
we....then we can win by...”)

Solution.




Addressing FUTURE Needs

Start

here \//{5\
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Addressing FUTURE Needs

TA/S’ Wal’/é <
too!




FUTURE Needs: 11 Star

What does
a three star
experience
look like?

What’s good
enough?




FUTURE Needs: 11 Star

What does
a five star
experience
look like?

What’s excellent?




FUTURE Needs: 11 Star

What does
an eleven star

experience
look like?

What is excellent,
unexpected and
beyond
imagination?




9/29
Take output of
strategy working
deck, and

big
bets

Facilitating workshops, Design Sprints, Whiteboarding, Sketching, Collaboration

10/2

based on these 10
big bets and
decide target
customer

10/5
Do abstraction
laddering to

that are not too
abstract, and not
too concrete.
Choose a couple of
HMWs for each
strategy.

10/7
Work with
DesignMap to

and
align on the
agenda for the
day long ideation
session

10/12-10/16

(2 topics per day)
alongside
DesignMap

10/18-10/21

to
present at
Octobers product
planning meeting
on the 23rd
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Real world @
example QL




From > To

From a world where we...
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Cram last minute
Ship half-baked ideas

React to competitors and
requests

Staff a rote production
line of employees
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Cram last minute
Ship half-baked ideas

React to competitors and
requests

Staff a wrote production line
of employees

to

To a world where

There’s space for creativity

We balance learning with
serving

Category-defining
experiences

A company known for
inspiration, reward and
growth




A Year in the Life...

Roadmapping: What pains
chould we addresc?

July Aug Sept Oct Nov i Dec

Ad-hoc
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A Year in the Life...

,Qoadmaplb/ny:
How chould we addrecs?

Jan \gFeb Mar Apr May June

Ad-hoc
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Start here...

Now needs = VoC Consult

Future needs » AoRs

Resources

e 11 Star Experience
e A More Beautiful Question



https://www.product-frameworks.com/11-Star-Experience.html
https://amorebeautifulquestion.com/what-is-a-beautiful-question/

Discussion

-
S
N




Go deep

Ideation
week

Weekly Something

Digests Customer else

panels

Customer

co-creation

Cadences







