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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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Priere
Pros and Cons of Qualitative Research

Discussion

Share your thoughts about
qualitative customer research
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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

Cycle of

Progress
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Supporting the Cycle of Progress

Passive Search Active Search

Experience Trade-Off
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The 12 Elements of Customer Progress Design

Forces & Desires
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The Wheel of Progress® g

The Wheel of Progress Customer Job: : Iteration:

Awareness [l Expectations

1st event: now I'm starting to search

That's what keeps me That's what | want to

with the existing achieve with the new
solution & that's what situation & that's what |
drives me away want to avoid

N

These things

are impeding _ ,
progress Event 2: now | have to/want to decide

That's what | like about
_N‘ the new product & that's
what | don't like

Now I'm buying

© 2019 Eckhart Bohme and Peter Rochel

e v Profile shape and the
V1.0 - wheelofprogress.com 'spired by the job story concept by Alan
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Listening and Mapping Exercise

* Listen to the interview
» Take notes on a sheet of paper

 Try to identify positive and negative
thoughts and feelings
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Cargo bike interview

Edited and slowed down for training purposes
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Report your findings

Which Elements did you find?
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The Wheel of Progress ™’

Cannot ride
bus on time
and miss
appointments

Daugther is
quite heavy,

comfortable
driving a car

Being
anxious
about
driving

Messing up
schedule of
the day

Bus not
practical
with two
small kids

Struggle to
use the lock

Not able to

Struggle to
keep
daugther in

park
everywhere

because of
size

bus in place

Bussed are
not in time
pregnant

© 2019 Eckhart Bshme and Peter Rochel
V1.0 - wheelofprogress.com

Find a way
to commute
in the city

Try bike in
back
garden

Having
paperwork
in order

Safe money
to buy a car

Transport 2-
3 bags of
grocery
shopping

Grocery
shopping

Convince

relatives to

buy cargo
bike

Testing bike
with 2 cats in
transport
boxes

Go to doctors
and

appointments
independently

Pondering
about cargo
bike

Check
second-
hand
websites

Going to
baby
classes

Convince
family that
cargo bike is
agood
solution

Show
educational

= cargo bikes

Manage
complex
schedule

Go to park
on
weekends

Replace car
with cargo

bike

Compare
ec with other 1 and walk to
videos about :8 cargo bike final

types

E-Cargo Bike
purchase

Awareness [l Expectations

Let mom
test drive
cargo bike

Research
parking spots
for cargo

bikes

Transport
cargo bike
home

Be prapared
for the birth of
second child

Park bike Making sure
cars behing
me keep a

destination safe distance

Hilly roads

Forget to
charge e-bike.
from time to
time.

Lack of
suitable
parking spots
in the city.

Ride in back
garden for the
first time

Take kids to
nursery and
midwife
apptmt.

~u s

Small
seclection of
cargo bikes
within budet

Weight of

bike, I need

tobe able to
carry it

Don'tknow

cargo bikes

' N

Raleigh-

Stride 2,
used, 2
wheel

Big bike
spaces

Budget:
Spend upt
10 4K BP

Mom worries
about grand
children in
cargo bike due

2 kids seats in
cargo space,
adaptable for
toddler and
newborn

Lock,
working with
m fingerprints 13

Insurance
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Husband

drives a

company
car

Seats with
harness

09/06/2022 A Amélie

Not using

cargo bike on

normal streets
that | don't

know

Double-
stroller in
bus not
good

Having
accient in
pregnancy

Accident with
kids when
overlooked
y car

Missing
appointments

Not worry
about
purchase in
maternity
ward

Cargo bike
not very
safe

Never seen
anyone with a
cargo bike

Is cargo
bike safe?

Parking

cargo bike in

narrow
places

Bike seat on
husbandAs
bike

Cargo bike [ll Cargo bike
websites videos

Small child

Not being

able to see

kids in the
back

Kids helmet
seat
it it creativecommons or/icensesby-nc-sa/4.0 or send a ettr to Cret
b Mossta as documenied i Jobs-10-be Dons, The Handbook,
201

ive Commons, PO
 2014. The Customer Profle shape and the measu

rements
Value Propositon Design, 2014. The Desire for Progress statement was Inspred by the ob story concept by Alan Kiement.
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Example: Re-Positioning Cargo-Bike

LI

Photo © Babboe BV
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Example: Re-Positioning Cargo-Bike

Tt d (e
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The cargo bike for e'.'::';'z:::i __
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Photo © Babboe BV
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Customer Progress Design Method

strategy development.

‘ Sta’:_tll:b%uo/ ‘ CyC|e of
. - Progress

‘ Improved State N

Desire for Progress The WitZeElevh&nbggress® |deation
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Customer Progress Design Method

strategy development.

SISLASISISISOES
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STEP 2

Conduct Customer
Interviews

STEP 3

Generalize Interview
Data

STEP 4

Prioritize Customer
Jobs

Determine Project

Scope

Establish initial hypotheses

Systematically conduct Cluster and generalize the Prioritize customer jobs

and determine interviewee interviews and structure data.

the data.

according to rational

profiles. criteria.
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STEP 5

Develop Strategy
Based on Data
Use customer jobs and
other data to inform the
ideation process.
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Example: Finding a care solution

Picture by sarcifilippo on Pixabay
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Getting into

v'Observe interview ( unipro starter)
v'Acquire the skills (Learn & Research)
v'Outsource (Hire & Results)

v'Practitioner certification, commercial use

unipro-solutions.com

wheelofprogress.com

eckhart.boehme@unipro-solutions.com
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Customer Progress Design Foundation

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