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Innovation..

Gambling or
business
process?




Ideas ideas good ideas
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Today -
we know better..



Clayton Christensen
Disruptive
Innovation




Rules are created..
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Methodologies are
developed..
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What customers want

to pay for!



Innovation 1s process
of devising a product
or service that

satisfies _
the customer|
unmet needs




FLORSHEIM

%

Customer's
heeds?

select styles
of equal or lesser value




Silence the 50%
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and capture 50%
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Unit of Analysis

Customer Job
‘‘dob to be done!™



.customers don't really buy
products. They "hire™ them to
do a job. solve a problem..




One job. many
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Customer job lasts
nver time!

[ A AW AW A AT A AW AW AV L




Solutions don't!
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One solutiona




One solutiona many
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Unit of Analysis

Customer QOutcomes
“"How good 1t was?™



Customer outcomes:
how customers measure
successful execution of
the core job!



Customer outcomes
format 1s 1mportant!

Direction Unit Desired outcome Circumstance
Minimize the time ... it takes to recieve message... in warehouse.
Maximize the level... of data protection... during payment.

Maximize the likelihood... unpackaging... with gloves on.




* Plan
* Select
s Determine

ng

Conclude
¢ Store

¢+ Finish

¢ Close

Y

Locate

* Gather
* Access
+ Retrieve

h 4

Prepare
* Setup
* Organize
* Examine

Core job outcomes

Modify

* Update
+ Adjust
* Maintain

F 3

Monitor

* Verify
* Track
* Check

h 4

Confirm

* Validate
* Prioritize
+ Decide

k4

Resolve

=

* Troubleshoot
+ Restore
* Fix

F Y

Execute

¢ Perform
* Transact
* Administer




How 1mportant outcome
1s?
How satis

Read this text first ]

are you?

Importance to you
... how important is it to you that

When planning travel for a leisure trip... you are able to...
Mar
impartant Somewhat Wiy Extramaehy
ac all Empomant Imparant (MPOortanT imp-Srtant

Minimize the time it takes to determine how much a trip is @
likely to oost

Minimize the time it takes to determine which modes of travel &
iz the least expensive to get to 3 destination

Minimize the number of separate booking transactions that &
are required to make 3ll travel arrangements for 2 trip

a Minimize the time it takes to gather all the documentation for
P o @
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Continue reading here ]

Then rate importance and satisfaction ]




The Opportunity
algorithm

Opportunity= Importance+ max(Importance-
Satisfertion)

Satisfaction

Importance



Jobs and outcomes are
manageable customer
heeds
which can be used for
successful 1nnovation!
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