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When and where



From customer requirements
to production requirements



Expected results

• Fewer and Earlier Changes

• Shorter Development Time

• Fewer Start-up Problems

• Lower Start-up Cost

• Warranty Reduction

• Knowledge Transfer

• Customer Satisfaction



• Lead-user method: lead users’ needs will be the future demand of the market.

• Brainstorming: Generating many radical, creative ideas

• Observations: customers are observed in daily life personally

• Simulations and visualizations

• Experiments when we have different groups with different demands. The groups will answer the concrete 
questions, and the results can be compared and the conclusion can be drawn.

• Living labs: Cooperation with customers in company’s laboratories and workshops. There is a created spaces that is 
similar to the customer’s home.

• Field test products and services will be tested in a real-life context.

• Focus groups: a qualitative marketing research-method when 6-8 people take part in. There is a moderator who 
directs the process.

• Customer group involvement helps developers to find better solutions for customer’s needs and problems.

• Outcome based interviews are targeted interviews, when the needs of the different customer groups can be 
identified, that do not reflect the demand of the market.

• Questionnaire when representative research can be conducted in order to gather statistical information.

• Diaries the consumers who test the product will make notes about the experiences.

Digital  Tools supporting
customer-centric innovation



• Internet, Company website

• Cloud computing services, Digital platforms

• Project management tools (e.g., Slack, Microsoft 365)

• Fintech (mobile banking, crowdfunding and online payments)

• Customer relationship management (CRM)

• Big data

• Knowledge management system (KMS), Enterprise resource planning 

(ERP)

• Artificial intelligence (A.I.)

• Digital manufacturing (computer-controlled manufacturing processes, 

3D printing, robot technology)

• Internet of things (IoT), Augmented reality, virtual reality

• Blockchain technology, Distributed ledger technologies (DLTs)
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• E-mails, newsletters

• Social media platforms (e.g., Facebook, Instagram, LinkedIn)

• Online advertising tools (e.g., Google Ads, 

Facebook/Instagram Ads), Mobile and banner advertising

• Interactive company website, Questions and request

• Mobil apps, Chatbot

• Google forms

• Content marketing strategy (e.g. forums, blogs)

• Google My Business

• App Store, Support team

• Gamification tools

More digitaltools…



Phases of QFD: 
deploying the „voice of the
customer”



QFD Process 1st step



QFD Process 2nd step



QFD Process 3rd step



QFD Process 4th step



QFD Process 5th step



QFD Process 6th step



QFD Process 7th step



What is needed 1

• Understand Customer Desires
Many times, customers need outside perspective to discover what they really need to build their product 
or process. The goal is to understand customers perhaps even better that they understand themselves so 
as to open their eyes to ideal solutions.

• Understand Customer Priorities
During the interview stage, get to know customer needs, but then break those needs down into 
prioritized parts. For example, if a customer is building drones for media production, how important is 
battery life compared to camera quality? How important is aesthetic compared to quality of the drone 
body? Weights are assigned to each quality based on what is most important to the customer. How well 
each need is met is ultimately how the customer will judge your solution’s value.

• Departmental Buy-In
Often, disagreement or misunderstanding between departments of a customer’s organization can occur 
in relation to what is actually needed. Marketing may think that a drone with trending features is top 
priority, but engineering may think that overhaul of a problematic part is top priority. The process helps 
create a plan that addresses all true priorities and to which all departments can agree.

• Translate Customer Desires Into Goals & Technicalities
This is the heart of the QFD process where the recorded desires of the customer are ranked by priority 
and specific process and resource planning takes place. They are laid out onto a useful diagram labeled 
the House of Quality.



What is needed 2

• Specify Traceable Requirements
Specific requirements for the execution of the customer’s product or process should be laid out. 
The how and why questions should be answered in the plan–how are we meeting the client’s 
requirements and why are we doing it this way? The written requirements and should be 
specific enough that their completion and success are traceable. One should be able to work 
forward and backward in the plan and determine easily whether or not the overall plan is being 
executed successfully. For example, if there is a question on why something is done a certain 
way, one should be able to trace back to the beginning of the process to the initial requirement 
that determined the process needed to meet that requirement.

• Provide Structure
It is easy for customers to jump all over the place stating what they desire and tossing out ideas. 
But, at the end of the day, your role is to hone in on what they want and provide a logical, 
executable, traceable structure to organize their ideas.

• Allocate Resources
Whether developing a physical product or creating a process for a customer, resources are 
needed to do so. Humans, machines, computers, construction materials, disposable materials 
and more must be accounted for. What do we have available to us and what do the available 
resources allow us to do? Answering these questions is a critical part of execution.



Competitive assessment: drones



Prioritized customer requirements: insurance
service



Complex factor evaluation:

Refrigerator
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