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[image: image1.emf]Seven Symptoms of the Lack of Customer-centricity

If you fear that your product development/management system needs to be less technology/features driven and more market, customer and value focused, the following checklist may help to assess how big the problem is.

Do you experience...

1. Specification Creep - The often uncontrolled decision to add widgets to an already cluttered product results from poor process and lack of confidence in the product definition.

2. Poor Positioning Due to Poor Feature Set - Products that sell have clear positions that communicate well from the sales force and by word of mouth. The heart of the position is an understanding of who the target is ,what problem is being solved and how our solution is better than the alternative

3. Unfocused marketing/selling efforts - See 2 above.

4. "Who did you expect to use this?" - The sinking feeling that occurs when the beta testers respond with open ended questions about the product's role starts with technology in search of a problem.

5. Numerous Late Changes - Process, design and developer training can be culprits here but the majority of changes result from unclear target customers, undiscovered requirements due to lack of customer engagement, and an immature understanding of whole productsolutions.

6. Bickering among Development and Marketing - Each group is sure they know best about the customer- if only the other would be quiet and listen. Sales watches and fumes.

7. The Vanishing Sales Request - Nothing worse than force feeding a product plan with "gotta have it's" to satisfy the field. Invariably the customer responds with quizzical looks (see 4 above) and the competitor has something better. The salesman? Gone to sell another "hot " product.

If you wish to improve your ability to define winning products consistently consider the Product- MASTERS Product Definition Workshop.
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