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How focusing on Customer Experiencdorcecdus to be more agile in Product
& Service Development




How much doeswork
weigh?



Initial Situation

People often work on several projects simultaniously. In addition they
have meetings with their boss, team meetings, courses, etc. This
concludes that they have only few time for every project in any given
work week.

Also in today s time knowledge is spread. Project members come from
different locations and different fields of work.

U

This leads to an efficiency loss and longer project development cycles.
Workshops need to be repeated, project members get replaced. T h e r ae
lot of travelt i m @&té&he end the project hauls 5-7 month for the business
requirements instead of the planned 2.
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Erfullungsgrad
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idea, anlyzedthe
customersneedsandset
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Thenewstoryfor Development Projects!

completion
VAN
100 %

Heureka! igot arough
idea, anlyzedthe
customersneedsandset
goalsfor my project

80 %

)))l'

Idea Champion
5 %

n asmaligroupwe setthe
fundamentalsanddescribethe
ideamore detailed Therewithit's
easierfor the procetteamto
understandthe ideaandwork on
the detailedspecifications

SpeedCreation

Great! Dueto the preliminarywork
duringspeedcreationwe now know
what the projectisall about We

understoodwhere we haveto focus
on inour subprojects

________ T\ 7 ]
" LYY
Sub Project Techn?_l___(.)uf___.M
ok AR v b
'K) n‘ ol

— e v~

Sub Project Goto Market

)

Matthias Pohle, Sven Krause



Talkingin pictures

Wlegs)

Speed Coaches guide through the workshop | tti@eproject strategy part, have an inspirating location Team has fun, d o nhave to prepare the workshop,
out of office, not to be distracted by «daily colleagues»  focus on the matter, not formalism, make paper prototypes
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TheRoleModelfor structuredagility & stakeholdennvolvement

Requirements
F'y
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DF = Decision Paint

- Duringthe SpeedCreationa smalteamisworkingvery agile on araft
- Tosecurethe quality of their work everyeveneingthe invite other stakeholderasajury to
getfeedback
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CollaborationrModel vs. Toolkit
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TheCollaborationModel describeshow peoplecan
collaborateveryefficientin complexproject
environmentsandwho is doingwhat (Coach,
Champion,Participantiury)

ThesimplifiedToolkitdescribesvhat the teamis actually
doing (agenda& workshopmoduleg andwhich
methodolgyll K S &sinilB
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An agilecollaborationmodelneedsaleanand
simpletoolkit
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The SpeedreationProcess

Day 1

Day 2

Day 3

X X X X X

X X X X

X

Projectintroduction- Pitch & Feedback
Workshop | (Initial Situation & Customer Needs)
Workshop Il (Project Goals)

Workshop 11l (Irscopég Out of Scopé
Jurypresentation& Feedback

Workshop IVdommercialoffering, pricing)
Workshop VseCaseOverview
Workshop VIseCaseable specificationg
Managemenjury & Feedback

Workshop VllGeneralRequirementy

Finalpresentation
Speed Coach Feedbaclkéxt stepsin Project Management
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A modified SpeedCreationProcess
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NABC aool to further structureyour Value Proposition

Need

A Whatisthe customersneed?
A How doesthe marketdevelop?

A Whichinternal need painsdoesthe company
have

&

~

-

g

Approach

A Isthere alreadyanideahow to adressthe
need?

A Arethere alternatives?

A Whichexperiencedo we want to createfor the
customer®

( Benefit

A Whichbenefitsdoesthe customerhave?
A Whichbenefitsdo the companyand or their
suppliersand partnershave

AN

J

-

-

Competition
A Arethere alternatives?
A Whathappensif we do nothing?

AN
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CSSROoWaeringl 2 f S a&

Getting Feedback for quick iterations
Based on the Idea of Edward de Bonos AThinking hatsfi

After you made a quick first draft. Ask others what they think of
it. They shall give Ayreenfiand Aedfifeedback

What did they like about your idea and presentation.

What point do you absolutely have to keep?

What d i dthedike, what d i dthe§y winderstand? What could you make
better and specify more detailed?
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Abbildung 1 Scope & Kontextiraodellierung

Eeschreibung des Rahmen-Gilldgkeitsbhereiches

Hame Eeschreibung na
Zu Zielen
In Scope Zwwingend
Internationalisierung [ Das.Angebot soll nichtnurin der CH, sondern auch international
vermarktetwerden. Siehe auch Checklizte in Kapitel 1.6.2
MextRelease Optional

COut of Scope
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The Customer Experience Chain

Ich werde individuell
begleitet. Ich wechsle
Zu einer anderen

Lésung

Ich habe ein
Problem und
bekomme schnell
eine Lisung

Bezahlen

Ich bekomme

eine verstindliche
Rechnung und

bezahle diese einfach

Ich kann es einfach
nutzen und erlebe
alles wie ich es
erwartet habe

(zB Promotionen)

Angebot
wechseln

In Betrieb
nehmen

Ich bekomme
Informationen

Ich suche aktiv
nach mehr
Informationen
und werde
beraten

Sich in-
formieren

Bestellen

Ich finde meine
Lésung, entscheide
mich zum Kauf und
bestelle sie
problemlos

Ich bekomme das
Produkt / Ldsung
geliefert und nutze
es zum ersten Mal
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FusionModeling

the commondenominatorforinterdisciplinaryteams
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Business ModefCanvas
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T h eCankasfideveloped by Alexander
Osterwalder is meant to forecast
Business Innovation.

Using it you can also establish a new
collaborative working pattern,
sketching first ideas and evolve them
in interations just by rewriting or
repositioning post-ist

Also we made good results experimenting with
the canvas tool and accidentially using it not
only for product/service development but also
for team and department workshops

http://www.youtube.com/watch?feature=player embedded&v=0Qo0A0zMTLP5s
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W| NsS- Whydo we do SpeedCreationSessions?

We accelerateProjectsV

Detailedrequirementsanddocumentationare roughlyavailablein 1 Sessioimsteadof 5-6 month. The 72hrs
workingmodeincludesa goodtime managemenfor the workshopincludingpreparationandwrap up
documentary Theprojectteam memberscanfocusandtherefore save time

We build a commonunderstanding V

Dueto the focusedwork we achievea commonunderstandingwithin the involvedproject membersandalso
preservethis knowledgeright awayanddocumentit (typicaldocumentationbut alsonew oneslike videopitching

We optimize the feasibility V

After aspeedcreationeveryoneknowon whatto focusfor the feasibilityandthe realisation Acompliance
canbe doneveryfastbasedon the specifiedrequirementsduringthe speedcreation

We increasecrossorganizationalcollaboration

SpeedCreationteamsare interdisciplinary Dueto the work hard/ play hard approachwe foster
teambuildingin matrix organisations
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CriticalSucces§actors

1. ExpectatiorManagement

2. CustomizedspeedCreations

3. ConcentratedNorkwithout disctraction
4. FeedbacKrom the jury

5. InterdisziplinaryTeam

6. The Project Managergsponsibilityfor the BCBRS

Matthias Pohle, Sven Krause
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Requirements

Speed Coach
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Open Innovation Project

www.facebook.com/speedcreation
www.twitter.com/speedcreation

www.speedcreation.org (coming soon)
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