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Becoming Customer-Centric 
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Understand  Diverge  HypothesisDefine Decide

1 UNDERSTAND user needs, business value and technology capacity 

3

DEFINE the problem, key strategy and focus2

DIVERGE from a single potential solution to create diversity of options to explore

4 DECIDE on the most promising ideas from the range of options 

5 HYPOTHESIS of a problem statement and solution that can be tested
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Business 

(Viability) 

Technology 

(Feasibility) 

People 

(Desirability) 

The Sweet Spot 
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“The answers are outside the building.” 
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Homework: 

Come to class 
Thursday with a 
customer problem 
or opportunity  
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If I had asked people what they wanted,  
they would have said faster horses. 

Henry Ford 
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Image: FAKEGRIMLOCK for Lean Entrepreneur 
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Empathy 

Design Thinking 

Define 

Ideate 

Prototype 

Test 

Dschool.stanford.edu 
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Pains and Gains 

•  Get in the way of the job to 
be done 
•  Annoyances 
•  May cause work-arounds 

•  Can be well understood and 
sought out 
•  May be hidden or unexpected 
•  Often involve tradeoffs 
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Pains 

•  What unaddressed pains can you think of? 
•  What drives you crazy as a customer? 
•  What complaints do you hear from friends and 

family? 
•  What pain points do you hear from 

customers? 
•  Where are customers creating work-arounds 

because their current products and services 
don’t provide exactly what they need? 
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Gains 

•  What kind of gains are customers looking for? 
–  Lower prices? 
–  Higher quality? 
–  Faster service? 
–  More customization? 
–  Feelings, such as prestige or status? 

•  What tradeoffs are they willing to make? 
•  What unexpected gains could you offer? 
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Jobs  
to be  
Done 
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Swiffer 
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Empathy Map 
•  Name your Persona 

–  Lifestyle details 
–  Personality 
–  Pains/Gains/Jobs to be done 

•  What is their current experience with your product? 
•  Where are there gaps? 
•  How can you fill them? 



18 Bank Innovation in an Era of Digital Disruption PCBS | JP Nicols 



19 Bank Innovation in an Era of Digital Disruption PCBS | JP Nicols 

Gain Creators

Pain Relievers Pains

Gains

Products
& Services

Customer
Job(s)

Value Proposition Customer Segment

copyright:  Strategyzer AG
The makers of Business Model Generation and Strategyzer

The Value Proposition Canvas

strategyzer.com
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How Might We…? 

HMW… 
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Five Whys 
•  Why? 
•  Why? 
•  Why? 
•  Why? 
•  Why? 
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Process Map 
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Process Map 
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Solution Sketches 
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Mad Lib 

____________ need to ____________ because ____________ 



29 Bank Innovation in an Era of Digital Disruption PCBS | JP Nicols 

Sprint: How to Solve Big Problems and Test 
New Ideas in just Five Days - Jake Knapp, et all 
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Sprint: How to Solve Big Problems and Test 
New Ideas in just Five Days - Jake Knapp, et all 
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@JPNicols 

@JPNicols JPNicols.com/PCBS 


