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Identifying 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
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Step 1
Gathering Raw Data From Customers

12.9.2022
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What is 
data?



Step 1
Most commonly used methods

12.9.2022
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INTERVIEWS FOCUS 
GROUPS

OBSERVATION



Step 1
Other methods

12.9.2022
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SURVEYS AND 
FORMS

OBSERVING THE
COMPETITORS

OBSERVING THE
MARKET TRENDS



Step 1

Choosing customers

12.9.2022
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Step 1

Challenges in gathering raw data
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Do you listen to the 

customer or the end user?

How do we know if the 

data is still valid in 2 years 
time?

Communication problems



Step 2
Interpreting Raw Data for Customer Needs

12.9.2022
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• Looking at customer feedback vs Sales

• Data being interpreted from different angles

• Important to only interpret raw data



Example

12.9.2022
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Example

12.9.2022
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Customer needs Raw Data Product feature

Rare spare parts.

Doesn't flush fully.

Long refill time.

Bad packaging.

12.9.2022
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Repairing is versatile.

Option to fully flush.

Detailed instructions 

on the package.

Refill accelerate option.



Step 3
Organize the Needs into a Hierarchy

12.9.2022
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12.9.2022
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Categorize the Needs

12.9.2022
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Example: chainsaw (= CS)

The CS must be able to 

cut wood ***

Sawin with the CS must 

be faster than by hand ***

The CS must be wireless *

The CS is easy to recharge**

The CS recharges quickly *The CS maintains power 

for several hours of use *

The CS comes with a 

plastic chain cover **

The CS does not break 

down in wet conditions ***

The CS withstands 

corrosion **

The CS power 

output is enough
The CS power 

usage is convenient

The CS is easy 

to store

The number of *'s indicates the importance of the need
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Step 4
Establish the Relative Importance of the Needs

12.9.2022
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Hierarchical list of 

needs

Further external 

studies and surveys

Relying on internal 

knowledge & experts

Understanding of priorities 

to support decision making 

in design process

Time & 

Cost



Step 4
Mandatory requirements

12.9.2022
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Customer expectations vs. Needs

Legal aspects:

• Regulations (emission, certain working hours, bear 

certain operating conditions)

• Safety (CE)

Source: Manner, Timo



Step 4
Studying requirement frequency

12.9.2022
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* X =

Rated as

4 or 5

Speed * 20

Noise level * 18

Easiness of use * 15

How important?



Step 4
Studying product feedback

12.9.2022
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* X =

Top 3 negatives 

(rated 1)

Top 3 positives

(rated 5)

Lightning * 6

Speed * 1

Easiness to use * 9

Noise level * 7

End dampening * 4



Step 4
Studying requirement severity

12.9.2022
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Negative – Neutral –Positive

• Mean value of each 

requirement

• Standard deviation

• Range of values



Step 4
Studying requirement details

12.9.2022
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• Market area differences

• Contradictions

• speed vs. dampening feeling, cannot aim to 

either extreme

• Further studies: e.g. Conjoint analysis

Note: Very case specific study

New product vs. Next product in series

www.freeworldmaps.net



Step 5
Reflect on the Results and the Process

12.9.2022

32

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?



Exercise – Customer Needs for Food

1. And 2. Gather and interpret the Data

The food needs to:

12.9.2022
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Look Delicious

Be Cheap

Taste Delicious

Have a Tasty Texture

Contain no Child Labour

Include no Animal Suffering

Contain Vitamins Contain Minerals

Have Low CO2 Footprint

Be Healthy



Exercise – Customer Needs for Food

3. Organize the Data

12.9.2022
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Exercise – Customer Needs for Food
4. Establish the relative importance

12.9.2022
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Vegan
Bodybuilder 

/ Athlete Student



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 Illustrations & Vectors. Image.

• https://www.dreamstime.com/illustration/consumer-needs.html

• TOTO MS604114CEFG#01 UltraMax II Toilet, 1.28 GPF with SanaGloss, 
Cotton White - - Amazon.com

• https://www.cloudresearch.com/resources/guides/statistical-
significance/determine-sample-size/

• Interview with Pekka Pokela

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

12.9.2022
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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/
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Questions?


