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* Intel* Celeron™ Processor 500MHz

* 10Gb Hard Drive + 64MB SDRAM Memory
« 40X CD ROM Drive + 56K Fax/Modem

+ 15" Color Monitor + Speakers

* Mouse, Mousepad & CD Holder

INCLUDED!

Hot Wheels™
Steering Wheel
and Pedals!

www. hotwheelspe.com

+ Intel’ Celeron™ Processor 500MHz
+ 10Gb Hard Drive

+ 64MB SDRAM Memory

* 40X CD ROM Drive

+ 56K Fax/Modem

+ 15" Color Monitor * Speakers

* Mouse, Mousepad & CD Holder

+ Windows' 98

All for only




Introduction

- pmmaih comes back to the function



How the customer How the engineer What the customer
explained it designed it really needed
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ldentifying Customer Needs

1. Gather Raw Data from Customers

2. Interpret Raw Data in Terms of Customer Needs
3. Organize the Needs into a Hierarchy

4. Establish the Relative Importance of the Needs

5. Reflect on the Results and the Process

A Aalto University



Step 1
Gathering Raw Data From Customers
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Step 1
Most commonly used methods

00
TC] 05 ©
INTERVIEWS FOCUS OBSERVATION
GROUPS
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Step 1

Other methods

A S S S 3
1111

SURVEYS AND
FORMS

OBSERVING THE
COMPETITORS

Ol

OBSERVING THE
MARKET TRENDS
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Step 1
Choosing customers

o - A




Step 1
Challenges in gathering raw data

7 -

Do you listen to the How do we know if the Communication problems
customer or the end user? data is still valid in 2 years
time?



Step 2
Interpreting Raw Data for Customer Needs

Looking at customer feedback vs Sales
Data being interpreted from different angles

Importantto only interpret raw data

A Aalto University



Example
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Steve

X .. you can sit on the toilet and lean back comfortably. What a disappointment when our plumber
came to ...
Reviewed in the United States on November 7, 2015
Verified Purchase

I'm only giving this toilet a 1* because you can sit on the toilet and lean back comfortably. What a disappointment
when our plumber came to install our Toto and frowned when he saw the brand. His first comment was the
difficulty in finding parts. | have to clean the toilet after almost every BM. It doesn't completely flush as it is highly
advertised. We researched many toilets before we decided on the Toto because it would "flush clean" with the
cyclone flush. Another problem, Ring Around the Toilet". No way to get it off w/o scrubbing or using a razor blade.
This will ruin the finish.

27 people found this helpful

Helpful Report abuse

) 8. & Less than perfect for me
Rewewed in the United States on June 26, 2017

Verified Purchase

Not as happy with this model as other Toto's I've used. For only using less than a gallon of water it seems like it has a
long fill time and is noisy on the filling process also. Then there is a bit of water hammer when the fill shuts off even
though the house system has a air bladder to prevent that. And the real drawback is for the guys. The big boys on a
warm summer's day tend to go for a dip when seated. Not cool. Our Kohler toilets have a 6" seat to waterline
distance. With the seat that comes with this toilet the distance isn't even 5 1/2". I'll check into aftermarket seats to
see if there is a slightly higher one out there, but for close to $500, this thing should be closer to perfection, in my
opinion. On the positive side, | haven't been able to clog it. And oh, BTW, when you unbox it, do your best not to
destroy the box. The first one arrived broken at the base, but we had totally trashed the box before we saw that. We
were gentler on the replacement box/toilet Amazon sent so the broken one could be returned.

39 people found this helpful

JWH Helpful Report abuse

Both new ones are still in the box but we love the one we bought a couple years ago.
Rewewed in the United States on August 13, 2022
Verified Purchase

Wouldn't own any toilet except a Toto. Best toilets ever.

Helpful Report abuse

Aalto University
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Customer needs >Raw Data

Steve

... you can sit on the toilet and lean back comfortably. What a disappointment when our plumber
are spare parts.

Reviewed in the United States on November 7, 2015

Verified Purchase

I'm only giving this toilet a 1% because you can sit on the toilet and lean back comfortably. What a disappointment
when our plumber came to install our Toto and frowned when he saw the brand. His first comment was the
difficulty in finding parts. I have to clean the toilet after almost every BM. It doesn't completely flush as it is highly
advertised. We researched many toilets before we decided on the Toto because it would "flush clean” with the
cyclone flush. Another problem, Ring Around the Toilet". No way to get it off w/o scrubbing or using a razor blade.
This will ruin the finish.

27 people found this helpful

Helpful Report abuse

Steve

.. you can sit on the toilet and lean back comfortably. What a disappointment when our plumber 1
oesn usn tulty.

Reviewed in the United States on November 7, 2015

Verified Purchase

I'm only giving this toilet a 1* because you can sit on the toilet and lean back comfortably. What a disappointment
when our plumber came to install our Toto and frowned when he saw the brand. His first comment was the
difficulty in finding parts. I have to clean the toilet after almost every BM. It doesn't completely flush as it is highly
advertised. We researched many toilets before we decided on the Toto because it would "flush clean” with the
cyclone flush. Another problem, Ring Around the Toilet". No way to get it off w/o scrubbing or using a razor blade.
This will ruin the finish.

27 people found this helpful

Helpful Report abuse

Steve

.. you can sit on the toilet and lean back comfortably. What a disappointment when our plumber I O n refl I I tl m e
cameto... L]

Reviewed in the United States on November 7, 2015

Verified Purchase

I'm only giving this toilet a 1* because you can sit on the toilet and lean back comfortably. What a disappointment
when our plumber came to install our Toto and frowned when he saw the brand. His first comment was the
difficulty in finding parts. | have to clean the toilet after almost every BM. It doesn't completely flush as it is highly
advertised. We researched many toilets before we decided on the Toto because it would "flush clean" with the
cyclone flush. Another problem, Ring Around the Toilet". No way to get it off w/o scrubbing or using a razor blade.
This will ruin the finish.

27 people found this helpful
it et Abicn

Steve

.. you can sit on the toilet and lean back comfortably. What a disappointment when our plumber 7
ad packaging.

Reviewed i the United States on November 7, 2015

Verified Purchase

I'm only giving this toilet a 1* because you can sit on the toilet and lean back comfortably. What a disappointment
when our plumber came to install our Toto and frowned when he saw the brand. His first comment was the
difficulty in finding parts. I have to clean the toilet after almost every BM. It doesn't completely flush as it is highly
advertised. We researched many toilets before we decided on the Toto because it would "flush clean” with the
cyclone flush. Another problem, Ring Around the Toilet". No way to get it off w/o scrubbing or using a razor blade.
This will ruin the finish.

27 people found this helpful

Helpful Report abuse
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> Product feature

Repairing IS versatile.
Option to fully flush.

Refill accelerate option.

Detailed instructions
on the package.
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Step 3
Organize the Needs into a Hiera[chy
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Categorizethe Needs

Example: chainsaw (= CS)

The CS power The CS power The CSis easy
outputis enough usageis convenient to store

Sawin with the CS must The CSis easy to recharge* The CS comes with a

be faster than by hand *** plastic chain cover **
The CS maintains power The CS recharges quickly * The CS does not break
for several hours of use * down in wet conditions ***

The CS must be ableto The CS must be wireless * The CS withstands
cut wood *** corrosion **

The number of *'s indicates the importance of the need

9 Aalto University
12.9.2022
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Step 4
Establishthe Relative Importance of the Needs

Understanding of priorities
/ to supportdecision making

in design process

Further external
studies and surveys I

Time & I \
Cost . .
Relying on internal
knowledge & experts

Hierarchical list of
needs /

A Aalto University



Step 4
Mandatory requirements

Customer expectations vs. Needs

Legal aspects:

 Regulations (emission, certain working hours, bear
certain operating conditions)

Safety (CE)

Source: Manner, Timo

A? Aalto University
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Step 4

Studying requirement frequency

How important?

Customer experiece of
Kone elevator XYZ

1

2

4

5

Speed

End dampening

Easiness of use

Noise level

Lighting

A? Aalto University

*X

Rated as
40rb5

Speed * 20
Noise level * 18
Easiness of use * 15
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Step 4

Studying product feedback
=

HappyOrNot"

. e
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L
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Customer experiece of
Kone elevator XYZ

1

2

3

4

5

Speed

X

End dampening

Easiness of use

Noise level

Lighting

X

Compared to: Otis elevator ABC

A? Aalto University

*X

Top 3 negatives
(rated 1)

Lightning * 6
Speed * 1

Top 3 positives
(rated 5)

Easiness to use *9
Noise level * 7
End dampening *4

12.9.2022



Step 4
Studying requirement severity

Negative — Neutral —Positive

Mean value of each
requirement

Speed

End dampening
Easiness of use
Noise level
Lighting

Standard deviation
Range of values

A? Aalto University



Step 4
Studying requirement detalls

Market area differences
« Contradictions
speed vs. dampening feeling, cannot aim to
either extreme
* Further studies: e.g. Conjoint analysis

Note: Very case specific study www.freeworldmaps.net
New product vs. Next product in series

A? Aalto University
12.9.2022
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Step 5

Reflect on the Results and the Process

Have all type of
customers been
Interviewed?

Do any
customers
require follow-
up interviews?

Are any of the
needs
surprising?

More/Less
Interviews/focus
groups?

Should you
have used
different
method?

Could the
process have

been done
faster?

A? Aalto University
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Exercise - Customer Needs for Food

1. And 2. Gather and interpret the Data
The food needs to:

Be Cheap
Include no Animal Suffering

o Have Low CO2 Footprint
Look Delicious

Contain no Child Labour

Have a Tasty Texture

Taste Delicious

Contain Vitamins Contain Minerals Be Healthy

A Aalto University
12.9.2022
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Exercise - Customer Needs for Food

3. Organize the Data

Consuming is an [ Y , )
. Ethical Accessible
enjoyment X ] )
( ) N [ No Animal [ N
Sugarfree Tastes Delicious i Easy to Make
L ) | Suffering J )
Vitamines Tasty Texture No Child Labour Low Cost
Minerals Echough Spices Local ?:g;?ig?am';?fefound
Plant-Based Fats Looks Delicious Low CO2 Footprint

A Aalto University
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Exercise - Customer Needs for Food

4. Establish the relative importance

Consuming is an ) ;
) (e ) (e ) (Dot ]

Bodybuilder
| / Athlete

= e
[ Consuming is an ] Consuming is an
- (_enjoyment / enjoyment

Vegan Student

Accessible

[

— ) N/

Consuming is an

. Ethical
enjoyment

Ethical

Y
—

A Aalto University
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sources:

» https://collection.museumoffailure.com/rejuvenique-electric-face-mask/
* https://collection.museumoffailure.com/thirsty-dog-thirsty-cat/

* https://eu.usatoday.com/story/money/2019/04/25/50-worst-product-flops-of-
all-time-include-new-coke-cheetos-lip-balm/39380281/

» https://collection.museumoffailure.com/heinz-purple-ketchup/

« Lecture 2, presentation, Kalevi “Eetu” Ekman and Saurabh Deo, MEC-
E3002 - Methods in Early Product Development D, Lecture, 8.9.2022

* Product Design and Development, textbook, 5th edition, Karl T. Ulrich
and Steven D. Eppinger, Published by McGraw-Hill, 2022

« Consumer Needs lllustrations & Vectors. Image.
* https://www.dreamstime.com/illustration/consumer-needs.html

« TOTO MS604114CEFG#01 UltraMax |l Toilet, 1.28 GPF with SanaGloss,
Cotton White - - Amazon.com

» https://www.cloudresearch.com/resources/guides/statistical -
smmﬂcance/determme sample-size/

* Interview with Pekka Pokela

* https://sites.tufts.edu/eeseniordesignhandbook/2013/customer-needs-
identification-2/

A’, Aalto University


https://collection.museumoffailure.com/rejuvenique-electric-face-mask/
https://collection.museumoffailure.com/thirsty-dog-thirsty-cat/
https://eu.usatoday.com/story/money/2019/04/25/50-worst-product-flops-of-all-time-include-new-coke-cheetos-lip-balm/39380281/
https://www.dreamstime.com/illustration/consumer-needs.html
https://www.amazon.com/TOTO-MS604114CEFG-UltraMax-Toilet-SanaGloss/dp/B001BYS5RE/ref=cm_cr_arp_d_product_top?ie=UTF8
https://www.cloudresearch.com/resources/guides/statistical-significance/determine-sample-size/

Questions?



