.
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CHAPTER /

LEARNING QUICOME

~ List five ways in which an organization can gather

customer insigts toward product innovation.

~ Discuss how a company can make products that

are customer centric.

~ Discuss how a company can offer services that are

customer centric.

~ Discuss how a company can develop processes

that are customer centric.
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 STAGES OF NEW PRODUCT DEVELOPMENT (NPD)

1 Generating ldeas
L. Screening ldeas
; 3. Lreating a Product Strategy
@ f 4 Building a Product Roadmap
? 2. Prototyping
6. lesting
/

Launching the New Product
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GATHER CUSTOMER INSIGHTY - CONDUCT MARKET RESEARCH
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Hold focus qroups~ Conduct surveys bather feedback
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Track clicks and emails Observe trends
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CUSTOMER CENTRIC SERVICES

An amazing customer experience is one of the biggest competitive
advantages a company can have.

Jome services improve the customer experience:
* Starbucks' mobile app
o [KEA's in-store café and child play center
e Amazon's lost package replacement

Can you think of a few more examples?
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CUSTOMER CENTRIC PROCESSES

The way in which a company gets things done can have a positive or
negative impact on the customer experience.

* Jome processes improve the customer experience:

* Kaiser Permanente offers and option for virtual appointments
* Best Buy offers personalized advice and at home visits

* Amazon offers one-day shipping and easy returns

Can you think of a few more examples?
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