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Agenda

• Qualitative customer research pros and cons

• A new approach: designing for progress

• Exercise

• After we collected the data

• Q&A
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Pros and Cons of Qualitative Research
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Discussion
Share your thoughts about

qualitative customer research

Chat



Typical Challenges

• Deciding based on what we think about customers vs. data

• Customers cannot express clearly what they want

• Qualitative research is difficult to act on
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Designing for Progress
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Supporting the Cycle of Progress
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First Event

Second Event

„Hire“

First Thought

Passive Search Active Search

Trade-OffExperience



Customers Make Progress in Cycles 
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C C+1 C+2C-2 C-1
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The 12 Elements of Customer Progress Design
Forces & Desires

Context

ConstraintsEvents

Solutions

Habits Push

Avoidances Desired Outcomes

Anxieties Pull

Core
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The Wheel of Progress®

First thought: I need/want something new

That's what keeps me 
with the existing 
solution & that's what 
drives me away

1st event: now I'm starting to search

That's what I want to 
achieve with the new 
situation & that's what I 
want to avoid

That's what I like about 
the new product & that's 
what I don't like

Jobs to be done

Gains

Pains

These things 
are impeding 
progress Event 2: now I have to/want to decide

Now I'm buying

I also „hire" this



Exercise - Purchase of a cargo bike
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Listening and Mapping Exercise
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• Listen to the interview

• Take notes on a sheet of paper

• Try to identify positive and negative 
thoughts and feelings 10 Min.



Cargo bike interview
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Edited and slowed down for training purposes



Report your findings
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Which Elements did you find?

Chat
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Example: Re-Positioning Cargo-Bike
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Example: Re-Positioning Cargo-Bike
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Customer Progress Design Method
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Lean strategy development.

Desire for Progress Ideation12 ElementsThe Wheel of Progress®



Customer Progress Design Method
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Lean strategy development.



Example: Finding a care solution
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Q&A
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Getting into Customer Progress Design
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Observe interview ( unipro starter)

Acquire the skills (Learn & Research)

Outsource (Hire & Results)

Practitioner certification, commercial use

unipro-solutions.com

wheelofprogress.com

eckhart.boehme@unipro-solutions.com



Customer Progress Design Foundation

19.09.2023 © unipro solutions GmbH & Co. KG 40

Workshop (onsite and online) WoP Cards Notes Taking Sheet Training Cards

Handbook
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