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The core idea

Why do people purchase and use certain
products and services?
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Dilagrams can concisely communicate

complex information. Of course, you

don't need to create all of these diagrams,
but they will help you refine your
understanding of the data gathered from

the customer interviews. I
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% he push- of- e <urrent- situation:
frustration, Ghe dfive to change.

% he pull-ofthe newkglutton: because it's
#oo!!

% Feelings that !y block- o hinder the
n&w sokutron=-tHe fear of change.

% Loyatty-te or reasons"te stay with the
#urrent grodu#)- Stiek' with- what you
kriow.
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FORCES THAT CHANGE

PUSH / make the situation better

« Problems that the customer needs
to solve

« Jobs that the customer needs to
do

. Negative feelings about the
current
solution or situation

FORCES THAT CHANGE

REASONS / to stay with the current
solutions

. Habits

. Loyalty
. Feelings about similar solutions

PULL / attractiveness of new solution

. Attractiveness
What customers find attractive
. What's missing
What customers miss in their
current
solution

ANXIETY / about change

. Obstacles
What holds the customer back

. Bad experiences in the past

- Negative feelings about switching
products
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Z&h mroupeof cestorhers"nas thei=own "&lue" proposition canvas
B/1ech s devEldpkd im tWo Pats - the firstpdif 'of the diagram is
Bompleted' fitst 18 dhiwe the braifistorMimg"ant analysis from the
Bustariel's Polntad view.
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Customer needs and desires |

Eystimer ipuhgy-niaps

Customer journey maps detail the series of

functional tasks that need to be completed
with their desired outcomes. These serve to
highlight the needs of our customers,
especially where there are needs that are
currently not being met.
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JOBS TO BE DONE
q"’ Defined in the context of feelings
and thoughts, and the physical
AL and social environment

4

FEELINGS
& THOUGHTS

g

ENVIRONMENT
Physical and social
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PA& 3f Bur;3b 3Ih& W Beed ® 8o is to
mbt8at8 and 3ngBire ouB cBlledues In all
departfBen®.3NVheh I8e deBgn our customer
jolrBey 3aPs/ ah ttrb&ive ddgram displays

¥

FUNCTIONAL JOB EMOTIONAL JOB RELATED JOBS
old excit8meBt and 3erBhusid&m - these
didgramh3 a8 mora3a@pehling to everyone!
. Task Intrinsic motivations Extrinsic motivations . Job 1
= Task2 - Personal motivation 1 . Social motivation 1 + Job2
= Task3 - Personal motivation 2 . Social motivation 2 + Job3
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MOTIVATION
OR GOAL
emotional job

TASKS
functional job

JOBS TO BE
DONE

SERVICES
OR PRODUCTS
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The more traditional approach is to spend most
development resources dealing with additional
or changed requirements and specifications in
the development phase. It's also quite typical to
find that after a product launch, a redesign and
redevelopment of a product or service Is needed

necause users aren't happy with the 'best guess’
at what they needed. No one can simply jump
from idea to product development and
reasonably expect that it would be close to what

customers really need.

draw.

The JobMokKBe Done method requires that we
spend many more resources early on in our
project tdneline: particularly in the areas of
research and analysis, followed by prototype
designs and testing these with our customers.
BIl of this should be done before we actually

start the develogPnent phase.

Most of the research results, analysis,
prototypes, as well as the results of testing
these prototypesbareKvisualized. Diagrams help
our colleagues across Xnany loosely-related
teamsWuickly understan®our target market and
their jobs to be done, and how our products

and services will help them get those jobs done.
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