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Customer Input

Developing capability in this area will help you to clearly understand your target customers and develop a
vision of the customer problem your products and services will solve. Doing this early in your R&D/product
development will give you greater confidence in the direction your R&D should take. To achieve this you
need fo understand how to obtain and use customer insights to best inform your R&D activities.

Obtaining customer input is central to new product development, and complements business data, as well
as other considerations such as regulatory, competitor, environmental and market analysis which all
confribute to effective, balanced decision making. Conducting customer research and analysis is a critical
capability that requires the right mindsets and mastery of specific skills to be robust.

If your focus is too narrow, you may miss an opportunity to create new value in the market. You may need to
explore the needs of different target audiences - including the people who will use your product; those
involved in delivering your product to market; those actually buying your product; and the people who are
impacted by it. The insights you generate on what's at the core of the problem you're solving, and the value
your products and services provide, will assist you downstream with your sales and marketing effectiveness.

Do you know the biggest problems faced by your customers and the opportunities to add value to
customers in the target market you intend to enter?

Beyond traditional surveys and market segmentation methods, a range of research approaches can be used
to obtain useful customer input, which often dig deeper than traditional market research methods can. Often
referred to as ‘design research’ or ‘ethnographic research’, these approaches can help to uncover a
person’s behaviours, their reasons for doing what they do, and the factors that influence decision making. As
your product/service begins to take shape, you also need to use appropriate research approaches to
evaluate how well your proposed products and services address the wider market needs.

Key activities can include:

e Learning how to identify your infended geographic market(s) and target groups of customers who
you can solve a need for
e Learning about sample selection and empathy-based research and analysis methods that can help
you unlock unique, untapped insights
e |dentify and engage a relevant fraining provider or coach to help you:
* Understand the different types of research and how to select the right approaches for your
specific business challenges
* Upskil tfeam members on research planning and fieldwork to gather data, including
intferviewing, observation, and concept testing
* Upskil team members on analysis of research findings to generate insights; frame
opportunities and evaluate ideas for solutions
* Establish repeatable research and analysis processes in your business

Potential risks of not understanding your customer needs include:

e Relying on second-hand insights and assumptions about customers from other parties such as
distributors which can limit your innovation potential
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e Your product and service offering tries to be too many things to too many people and you lack the
focus you need to aftain market cut-through. As a result your product underperforms in a particular
market

e Product development effort is wasted if the product does not adequately address customer needs

e You incur additional costs to retrospectively redesign, simplify or pivot your research/product to better
meet market needs

Potential Capability Partners and Useful Resources

Below you'll find some potential capability development courses and providers plus some useful resources. If
you know of suitable providers through your networks or have existing working relationships with providers,
please feel free to recommend them as capability development partners and let us know here so that we
can add them to this resource page to benefit others. We make every reasonable effort to keep this
information current and accurate as a starfing point for your capability development plan. However, it is
provided for your convenience only and should be taken as neither an exhaustive list of providers nor as an
endorsement of those organisations represented.

You also have an opportunity to speak directly with a Callaghan Innovation Business Innovation Advisor who
can help put you on the capability development path that best suits you and your current R&D needs.
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ﬂ thefocusframework.com

FOCUS Framework |
EXEC - HOW to find
Product-Market Fit

Your #1 priority as a founder, is to
find Product-Market Fit. Founding
teams struggle to find Product-
Market Fit, in large part, because they
don't define it. In this exercise, you'll
solve that problem. Marc Andreessen
coined Product-Market Fit as: "Be...

N JOB 3E-DONE

JTBD + ODI
Fundamentals Certification

TRANSFORM YO
L
¥ strategyn.com

JTBD Training Program

The JTBD + ODI Fundamentals
Certification Designed to align your
teams around Jobs-to-be-Done
Theory Tony Ulwick, the pioneer of
Jobs Theory, will teach your teams to
see innovation through a new lens
and build a culture of innovation.

. online.rmit.edu.au

Design Thinking for
Innovation

Use creative design thinking to
develop innovative business
solutions.

u www.ideou.com

Idea-to-Market

All Online Courses

Online courses from IDEO on design
thinking, innovation, leadership, and
power skills. These courses are
designed to equip you with creative
problem-solving skills, easy-to-use
tools, and leadership mindsets to
stay resilient in our fast-changing
modern...

Watchon €dlide

Stanford | onuINE

IDEA-TO-MARKET

plan.

The Stanford Idea-to-Market (12M) program will give you the tools, techniques and real-world
expertise you need to make your business idea a reality. Guided by Stanford faculty and industry
professionals, you'll learn concrete ways to shape, frame, communicate and execute your business

e www.coursera.org

Courses | Coursera

courses from top universities and
industry leaders.

M www.rca.ac.uk
A

Co-Designing
Innovation

The course is organised in
synchronous sessions in a live virtual
environment that combines various
digital platforms and tools. Zoom
Using the videoconferencing service
Zoom, the RCA's esteemed
academics and facilitators deliver a
mix of: live lectures...

HE
DISTILLERY

Y www.thedistillery.co.nz

The Distillery

Design thinking for business results.
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Topic Resources

Copyrigent Mtarial

Charting your
path to product
success

NICK BOWMAST'S

USERPALOOZA

Product360 | A FIELD RESEARCHER'S GUIDE

because it's easier to design

B for a customer you understand
Product360 by [z I tnz
Callaghan Innovation - "
Validate your path to Focus groups =4a), " .
success A focus group is a facilitated in-depth XA G
A set of New Zealand's best discussion with a group of users S
resources to help you plan your (usually 6 to 8) on aspects of the -
product development. service P — Ny —

m jobs-to-be-done.com

Jobs-to-be-Done: A
Framework for

Jobs To Be Done -

Christensen Institute How to research your Customer Needs

School system leaders are faced with .

unprecedented challenges. To help market .and Jobs Theory provides a framework
them make the best decislons for competitors for categorizing, defining, capturing
their schools and students during a . .. i . !

time of uncertainty, new research Iffyou re about to puttl)arg_e amounts and organizing the inputs that are
offers four pathways for navigating of money into a new business, it pays i i ;

the road ahead of them. to do some research first. reqUIred to make innovation...

INTERVIEWING USERS

d.
Put Design Thinking to

m
Work - Stanford Validating Prod -
alidating Product

d.school Ideas - Rosenfeld Interviewing Users -
Some additional resources for how Media Rosenfeld Media
to maintain the momentum and Validating Product Ideas shows you, Interviewing Users provides
integrate a design approach into with step-by-step guidance, how to invaluable interviewing techniques

our work. tackle the research to build the best and tools that enable you to conduct
you N possible product. informative interviews with anyone.

Callaghan Innovation does not accept responsibility for the quality, content, delivery, or outcomes of
providers, and does not accept liability for any loss or damage which may directly or indirectly result from any
advice, opinion, information, representation or omission, whether negligent or otherwise of the providers listed
here.
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