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Area 1: Customer Profile
Hanger

	Tools
	Description

	Area Description
	“Welcome to the Customer Profile. In this area, you will gain an understanding of your customer needs from a variety of different perspectives.”


	Customer Profile
	A customer profile is a document that provides a high-level summary of a company’s potential customers. 

They can include demographic details such as age, gender, income, and location, as well as social details such as likes, dislikes, pain points, interests, and behaviours. 

Each customers’ ‘persona’ can also be compared side by side, or embedded in a decision tree to help establish marketing strategies and product developments. 

	Empathy Map 

	An empathy map is a tool that visually represents a user’s behaviors and attitudes. It is used to gain a better understanding of users to support sales, marketing, and product development. 

	Customer Reviews
	A customer review is a customer’s feedback on a good or service they have purchased or used.  It provides valuable insight into whether or not the good or service met expectations.  

Companies use customer reviews to modify to inform their marketing strategies and enhance products. Consumers look at customer reviews to help make purchasing decisions. 

	APA Resources
	Please review the following video for instruction on how to cite your research using APA guidelines. 
https://www.youtube.com/playlist?list=PLOjUhNG9PY-GI5hMLuxDQ2yyiCcdVJNa0





Area 2: Fit
Bridge

	Tools
	Description

	Area Description
	Welcome to the Fit. In this section, you try to bridge your understanding of your customer’s needs with the ways you intend to create value for that customer. 

	PESTLE Analysis
	A PESTLE analysis is a tool used to question the high-level impact of a product or service from political, economic, social, technological, legal, and environmental lenses. 

	SWOT Analysis
	A SWOT analysis (or SWOT matrix) is a strategic planning and strategic management technique used to help a person or organization identify strengths, weaknesses, opportunities, and threats related to business competition or project planning. It is sometimes called situational assessment or situational analysis.


	Gap Canvas Model
	An Impact Gaps Canvas is a tool to help you define a problem, the challenges in solving the problem, and the possible solutions. 







Area 3: Value Map 
Forest

	Tools
	Description

	Area Description
	Welcome to the Value Map. In this area, you consider how to create value for your customer. 

	Double Diamond
	The double diamond framework is a process designers use to map out their thoughts to improve the creative process. 

It follows four stages: Discovery, Definition, Development, and Delivery which are displayed on two diamond shapes. The shapes represent either divergent (opening up) or convergent (narrowing, or connecting) ways of thinking.  

	Iceberg Model
	The Iceberg Model is a visual representation of systemic thinking and outlines four stages: Events, Patterns / Trends, Underlying Structures, and Mental Models.  The Events stage is the only one visible (above the water), whereas the other stages require deeper insight and investigation to establish the underlying issues. 

The model can help designers identify deeper root causes and tap into more  transformative choices.

	BCG Matrix 
	The growth share matrix is a portfolio management framework that helps companies decide how to prioritize their different businesses by their degree of profitability. 

	Business Canvas

	Business Model Canvas is a visual representation of the 9 key building blocks that form the foundations of every successful business. It’s a blueprint to help entrepreneurs invent, design, and build models with a more systematic approach.
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Large Warehouse


	Tools
	Description

	Area Description
	Welcome to the Design stage. In this stage, you will observe, prototype, and develop your customer solution.

	Brainstorming / Napkin Sketches
	A napkin sketch is a rough expression of an idea. It’s purpose is to be disposable (that’s why it’s done on a napkin), quickly adaptable, and easy to create. Its purpose is to help visualize big picture concepts, potential pain points, challenges, risks, and outcomes. 

	Feasibility / Viability Analysis 
	A feasibility analysis reviews relevant factors such as customer profiles, investors, value chain, competition, and the skills of the leadership team to determine the likelihood of a project successfully completing. 

They help identify risks, and the necessary resources to overcome challenges. 

	Focus Group
	Take a moment to watch the following video on how to complete a focus group. 

	Consumer Survey 
	A consumer survey is a series of questions given to potential customers. Its purpose is to gain insight into current satisfaction levels with existing products and opinions on new products and services. 

They are designed to help companies develop desirable products and services. They help with identifying trends, values, frustrations, and opportunities for enhancements. 

	Patterning Analysis
	Note that you would only complete a patterning analysis is you were using, or had access to big data. 

A pattern analysis  is a method of identifying patterns or regularities within large data sets.  Identifying patterns can determine causation and inform business and product development decisions.  
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	Tools
	Description

	Area Description

	Welcome to testing. In this stage you test your development with customers to identify strengths and weaknesses.”  

	Extract Hypothesis
	A hypothesis is a proposed explanation for why something might occur. In this process, you need to develop a clear hypothesis that you can eventually test.  For example, if I do x, y will occur.  

Extracting your hypothesis will help guide your testing process to ensure you can accurately measure success. 

	Test Card
	A test card asks uses the following statements:
· We believe that…
· To verify that, we will…
· And measure…
· We are right if…

The test card helps you develop the right type of testing to determine if your hypothesis is valid. 

	Run Tests
	The purpose of testing is to determine the validity of your hypothesis. 

There are many different ways you can test depending on your product, budget, and timelines.  

Consider the following:
· Should the test be moderated with a facilitator or unmoderated? 
· Are they more effective being conducted remotely or in person? 
· Should the tests allow for open exploratory, prescribed, or comparative feedback? 

· A/B Testing
· Acceptance Testing 
· Focus Groups 
· Surveys
· Heatmaps
· Subject Observations
· Phone Interviews
· Guerrilla Testing

	Results / Progress Report
	Once you have completed your testing, the data should be compiled in a format that highlights the results. 
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	Artifact
	Text 

	Area Description

	Welcome to Evolve. In this stage you share, measure, monitor and review your prior work while looking for opportunities to continue to grow.

	Monitoring Strategies
	A monitoring strategy outlines how and what you plan on monitoring and reporting. The strategy should also state the significance and impact of what you are monitoring, and these factors can inform change. 

The monitoring strategy outline: 
· variables you plan to monitor
· How each variable will be monitored. 
· The significance of each variable. (i.e. how will this variable inform future decisions / adjustments)
· When will you collect data, what intervals, and what format
· Who will receive the data and how will it be analyzed
· Who will make final decisions on implementing strategies

	KPI
	A Key Performance Indicator (KPI) is a quantifiable measurement that company’s use to gauge the success of an operational or strategic goal.  

For example a KPI could be sales numbers, number of customer contacts, survey results, or employee retention.  

	KPI Analysis
	After you have collected and organized your KPI data, you can begin to draw conclusions and make plans for future evolutions.  

	Self Evaluation Rubric
	The following self evaluation rubric can help you identify strengths and areas to improve for attendance, engagement, preparedness for class and active participation.  
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