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Welcome



CORONA –

BEHAVIOR S

AT IBC



BAS IC  IDEA  –

T E ACH I NG  OF  

T E ACH E RS

Digital customer-centric innovation



STARTI N G  

POINT

“The aim of  the project is to strengthen the 

innovation capacity of  SMEs in Eastern Europe” 

“In addition, selected best practices of  customer-

centric innovation activities are elaborated.” 



Purpose the following days in Kolding

The purpose of the training is to train digital skills to teachers and consultants, to 

qualify them and to enable them to provide sound training and advice to SME workers 

and managers with regard to the application of digital technologies for customer-

centric innovation. 

• 2 days program (15 hours)

• Curriculum 

• Power points

• Software's used for innovation

• International Payment software

To be tested in Poland by PP3 
IPRL, in Hungary by PP7 IPOSZ 
and in Denmark by PP6 IBC with 
15 SME workers or managers



PROGRAM –

PLEASE  LOOK 

INTO THE 

BOOKLET



Customer-

centric

Innovation 

In a changing and uncertain world, the 

alignment of  innovation with the 

current and potential customers’ needs 

is necessary. To meet these challenges 

and to remain competitive, especially 

small and medium-sized enterprises 

(SMEs) must constantly innovate to add 

value. 

In other words, they must design, 

develop and deploy new product and 

service offerings that meet the needs of  

the marketplace. In order to do this they 

must become customer driven. 

(Griffin, 2004; Zahay and Griffin, 2004). 



What is “ customers-centric innovation”?

Customer-

driven 

Innovation
”Dynamic 

innovation”

Customer-

focused

Innovation 
”closed

innovation”

Customer-

centric

Innovation
”Open innovation”



Table 1. Customer-

centric Innovation 

compared to other 

consumer-engaging 

innovations 

(Page 1)
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innovations
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In customer-centric innovation organizations can control the innovation process, coordination is 

done by organization and is quite complex, with multiple stakeholders involved. 

Idea development, screening and refinement are central. 



IMPORTANT TO 

REMEMBER ! ! !



Definition

“Customer-centric innovation describes a 
change from innovating for customers to 
innovate with customers. 

Therefore, the customer takes an active role 
in innovation processes and become the 
primary source of  ideas to initiate 
innovation activities. 

By integrating the customer-centric 
innovation philosophy, companies open 
their research and development activities, 
meaning that the innovation process 
happens with input from inside and outside 
of  the company. 

Customers are involved in all stages of  the 
innovation process.” 

(Desouza et al. 2020; Steinhoff  & Breuer, 2014; Zajkowska, 2017) 



Customer-centric Innovation Process

Source: Monika Zajkowska own 

study based on D. Romero, 19.02.2021 



Dig i ta l i za t ion  

Eric von Hippel was one of  the firsts to 

realize that companies’ profits’ increase 

dramatically compared to their 

competitors when they engage in more 

customer-centric innovation activities 

(Schaubmair, 2017). 



Benefits and barriers 

of  using digital tools 

to integrate 

customer-centric 

innovation in SMEs The key benefits of  applying new technologies to customer-centric innovation 

are data collection. 

1) Open data collection (that the customer is engage and involved)

2) Closed data collection (the customer do not know what data he/she 

deliver – also called “dark side data”)

Effective data analysis allows you to get to know your customers better, their 

needs, purchasing habits and preferences. 



Benefits

• Immediately react in real time  

Communicate directly with 

customers 

• Identify the real demand 

• Advantage over competitors 



Barriers in SMEs

• Digital maturity

• Digital skills and training costs

• Employees / IT specialist 

• Investment

• Infrastructure

• What digital tools to use

• Laws

• Misuse of  data and manipulation



A screening process to 

measure the maturity of the 

company – IT



Innovation

Customer-centric innovation is part of  the open 

innovation philosophy, meaning that the innovation 

process happens with input from inside and outside of  

the company to develop new products or services. 

Research has shown that it is vital to involve the 

customer at all stages of  the innovation process (e.g. 

Steinhoff  & Breuer, 2014; Zajkowska, 2017). 

In order to do this properly, the company has to know 

its customers well and gather as much knowledge on 

their lives, work processes, value chains and value 

systems, in other words the culture they are involved in. 

(Edgeman, 2012; Schaumair, 2017). 

Trust relationships are thus strengthened and 

relationships are built (Hofbauer, 2013). 



Challenges of  

innovation in 

SMEs 
The key challenge of  applying skill of  

Innovation to customer-centric innovation

1) How innovative are the company

2) How innovative are the customers



A screening process to 

measure the maturity 

of innovation 



Therefore we walk the talk



• 2 days program (15 hours)
• Curriculum 
• Power points
• Software's used for innovation
• International Payment software



R E C O M M E N D A T I O N S  

F O R  T H E  

I M P L E M E N T A T I O N  O F  

C U S T O M E R - C E N T R I C  

I N N O VA T I O N



DIGITA L   

TOOL BOX 

FOR 

INNOVAT IO N

Need to 

be open 

source

“Synchronic” Feedback; ”We want to learn form you”



“Synchronous” Feedback – or perhaps I mean;

the feeling of a Synchronic feedback 

…(in real life it is “Asynchronous” )

And by “Learn” we in real life mean “LEARN AND DEVELOP”



Producent Customers (B2B)

Producent Customers (B2C)

New 

Digital 

Innovati

on tools

Digital feedback

Synchronic Feedback; ”We want to learn form you”

“Synchronous” 

Feedback – or 

perhaps I mean;

the feeling of a 

Synchronic feedback

Light 

data

Black 

data



Producent Customers (B2C)

New 

Digital 

Innovati

on tools

1 good thing about the 

product

1 thing they can do 

better next time

Visualizes

Synchronic Feedback; ”We want to learn form you”



Producent Customers (B2B)

New 

Digital 

Innovati

on tools

Course effect

Synchronic Feedback; ”We want to learn form you”



The process line;

QR-code

• The customers buy a product, receive the product 
and a QR-code.

• Scanning the QR-kode, welcome film, answers/new 
ideas/feedback (involvement), gift/voucher

• Payment – pay by e-invoice

Flow diagram; 
Synchronic Feedback; ”We want to learn form you”



Example

1. QR-kode link to

2. A short movie (10-15 sek)

3. Inset a databox

Data box ex.

- Revenue

- Most buys products

- Good products

Hallo – my 

name is 

Michael 

Christiansen 

and as you 

can read in 

the Data 

box…

(perhaps an 

avatar-figure?) NEXT



Mentimeter-function or Google Jamboard

https://www.menti.com/aztiguvigu

www.mentimeter.com / 7031 78 8 

https://jamboard.google.com/d/1MLVNM8z3femiB8b

JFBkobClPeU-wnXOVM6NITQ--GBI/viewer?f=0 Light 

data
NEXT

http://www.mentimeter/
https://jamboard.google.com/d/1MLVNM8z3femiB8bJFBkobClPeU-wnXOVM6NITQ--GBI/viewer?f=0
https://jamboard.google.com/d/1MLVNM8z3femiB8bJFBkobClPeU-wnXOVM6NITQ--GBI/viewer?f=0


Kvanto payment (international e-invoice)

Especially if international customers and “buy now – pay later)

https://www.kvanto.com/

Black 

data

https://www.kvanto.com/


BUSINES S  MODEL



How and what are we going to do / offer after his project.

* Why?

* International Partners

* Business model

* Brochure

* WEB-page

* Selling part

* Specialist teachers



Project Partners



My idea is (after this project) that all partners 

have a blended-learning-course for;

Teachers Consultants Compagnies

The target 

group for this 

course are…

The target 

group for this 

course are…

The target 

group for this 

course are…



Welcome Research Modul 1

Modul 2 Modul 3 Modul 4

Teachers



Welcome Research Modul 1

Modul 2 Modul 3 Modul 4

Sales materials –

directly to use

Consultants



Welcome Research Modul 1

Modul 2 Modul 3 Modul 4

Compagnies



Welcome

Welcome with video or Virtual Reality 

with a figure with national speak ex. 

Danish / English / German / Hungary



Certification

A online multiple choise



Business model after the pilot project

Denmark

100

X0 Digital toolbox

X0 IBC

Germany

100

X0 Digital toolbox

X0 University

Hungary XXX

100

X0 Digital toolbox

X0 University

100

X0 Digital toolbox

X0 University
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