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InnovationInnovation…

Gambling or
b i  business 
process? process? 



Generate 
Ideas

Filter out bad 
ideas

Fine tune 
good ideas“Ideas‐First”…

Generate 
ideas

Determine 
priorities

Uncover 
customer
“needs”

Traditional 
“N d Fi t”“Needs‐First”…



T dToday,
we know betterwe know better…



Clayton ChristensenClayton Christensen
Disruptivep
Innovation



Rules are createdRules are created…



Methodologies are 
developed…

Blue Ocean 
Strategy



O t  D i  Outcome Driven 
InnovationInnovation

www.strategyn.com



Growth imperative…



What customers want

to pay for!



Innovation is process 
f d i i   d  of devising a product 
or service that or service that 
satisfies satisfies 
the customer’s

Unme
unmet needs.

Unme
t

Valua
ble



C t ’Customer’s
needs?needs?



Silence the 
i  voice 
of of 

customers!customers!



Start askingg
right

questions…



and capturep
useful
needs!



i iUnit of Analysis

C t  J bCustomer Job
“Job to be done!”Job to be done!



…customers don't really buy 
products. They "hire" them to p y
do a job, solve a problem…



One job, many j y
solutions…

“S t d  Ni ht “Saturday Night 
Fever” 



Customer job lasts Customer job lasts 
over time!



iSolutions don’t!



One solution, many y
jobs…



One solution, many y
jobs…
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Solution



i iUnit of Analysis

C t  O tCustomer Outcomes
“How good it was?”How good it was?



Customer outcomes:Customer outcomes:
how customers measurehow customers measure

successful execution of 
the core job!



C t  t  Customer outcomes 
format is important!

Direction Unit Desired outcome Circumstance

format is important!

Direction Unit Desired outcome Circumstance

Minimize  the time … it takes to recieve message... in warehouse.

Maximize  the level... of data protection... during payment.

M i i th lik lih d k i ith lMaximize the likelihood... unpackaging... with gloves on.



Core job outcomes j
mapping



iHow important outcome 
is?is?
How satisfied are you?How satisfied are you?



The Opportunity 
algorithm
Opportunity= Importance+ max(ImportanceOpportunity= Importance+ max(Importance-
Satisfaction)

on
Sa
tis
fa
ct
i

S

Importance



J b  d t  Jobs and outcomes are
manageable customer manageable customer 

needs 
which can be used for 
successful innovation!



Thank you.

iBoris Golob
bgolob@uniri.hr

e-book download at
I ij 4 h dInovacija.4shared.com


