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Product/Service development Process

• Second Workshop is about the methods for identification 
and analysis of customer needs

• the concept development process which begins the overall 
product development process

• So first let's take a look at what is that PD, product 
development process, 

• and how does it take place over stages in professional 
practice? 



•Now what you saw with IDEO, we sort of 
simplified the process by saying it was three 
phases. 
• In practice most businesses and industry use a 
four or even a six phase process. 
•So here's a typical or generic one, it starts with a 
planning phase which really precedes the entire 
product development process. 

Product/Service development Process



•The first phase is about concept development. 

• It is decomposed into pieces and functions each 
one executes

•Now, how we plan the development of all those 
pieces.

Product/Service development Process





Concept development
▪So that begins with what comes out of the planning process

▪ a mission statement

▪and then it ends with a really good list of customer needs

▪Then we translate the customer needs to target specs

▪Target specs into measurable terms

▪We cannot know what we will deliver until the concept 
development phase is done

Product/Service development Process



Concept Development Process



Concept Development- Common Activities 
Across
•there are three activities which take place 
throughout the development process.

• And these include performing the economic analysis so that's looking at the cash 
flows and the potential pay back and we'll look at that very carefully in the last 
module. 

• Second, benchmarking which happens really at many times through the process. 
Early on we look at competing products to see if this is a reasonable opportunity. 

• We'll do benchmarking when we're looking at competing products to understand 
how they address customer needs. We do benchmarking when we're looking at 
specifications and even when we're developing solutions. 



•And then finally building and testing models and 
prototypes happens at many points through the 
process.
• So that we can refine our ideas and figure out which 

ones work and how they don't work 
• and how to fix those problems. 
• So these activities take place throughout the 

development process.  

Concept Development- Common Activities 
Across



User Innovation Examples

• connection with customers is obviously a key aspect of 
customer needs analysis

• And one type of innovator has a distinct advantage: the user 
innovators

• So these two fellows, Evan and Eric Edwards, when they 
were young boys they had a, some kind of severe allergies 
where they always had to be carrying this product right here, 
it's called an EpiPen. It's an epinephrine injector that they 
would use if they ever had a severe reaction to something 
they eat or something in the environment. 



User Innovators

Black & Decker
Snake Light



Snake Light

• How does Black and Decker come up with this?
• I would argue that if you asked customers about their experience

with flashlights they would talk to you about the obvious needs.
• The brightness of the beam, how long the batteries last, the size,

the weight of the light and so forth.
• But articulating their need to aim the flashlight might not ever

come out in a conversation with customers.
• On the other hand, with good thorough observation I'm sure that

you would experience customers having a difficult time aiming
the flashlight beam.

•



Customer Needs and Markets

• to analyze customer needs we need to understand that 
there are different markets or segments of customers. 

• Generally we think of the mainstream customers, the big 
market segment. 

• This chart now shows how as -- how different markets have 
different needs. 

• So the mainstream customers, well, they're mainstream, 
they're the biggest segment because they have a common 
set of needs. 



Customer Needs and Markets

• A large group of people with the same needs.

• And it's natural to look at that market and try to address 
those needs, and we should do that. 

• But I'd like to also argue that there are two special types of 
customers 

• who have more specific sets of needs, and if we can 
understand their needs we can get a real advantage.

• And these types of customers are called lead users and 
extreme users. And I'll describe each of them. 



Customer Needs and Markets



Lead Users



Extreme Users



Innovation Made by a Lead User



Study @ MIT



Latent Needs



Customer Needs Analysis - Five Steps Process



List of Customer Needs



Five Guidelines for Writing Need Statements



Thank You : ) 


