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0 UNDERSTAND user needs, business value and technology capacity
e DEFINE the problem, key strategy and focus
e DIVERGE from a single potential solution to create diversity of options to explore

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

e HYPOTHESIS of a problem statement and solution that can be tested

Understand [ Define 'Diverge” Decide Hypothesis
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The Sweet Spot

Business

(Viability)

Technology People
=l Yl (Desirability)
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“The answers are outside the building.”

The Four Steps to ey i
the Epiphany et BUSEI‘IQSS
. SHc;::;::"f"';:g;;"f' gs - Review

Steve Blank
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OH ALL-KNOWING FocLS
GROVP, TELL ME YOUR UNMET

CONSUMER NEEDS, SO THAT MORE PROMOTIONS

WE (AN CREATE DISRUPTIVE { ¥4

INNOVATIONS FOR YOU. YEAH MAKE
EVERNYTHING

CHEAPER

® marketoonist.com
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It | had asked people what they wanted,

they would have said faster horses.

Henry Ford
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Design Thinking

Dschool.stanford.edu

Prototype
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Pains and Gains

S

« Get in the way of the job to « Can be well understood and
be done sought out

* Annoyances « May be hidden or unexpected

« May cause work-arounds  Often involve tradeoffs
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Pains

Bank Innovation in an Era of Digital Disruption

What unaddressed pains can you think of?
What drives you crazy as a customer?

What complaints do you hear from friends and
family?

What paindpoints 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?

Bank Innovation in an Era of Digital Disruption 12 PCBS | JP Nicols



Jobs
TO pe

Done
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Switter
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Business Model - The Empathy Map peseneder

Customer Perspective:

Designed by:

Date:

Interation:

THINK and FEEL?

What doas she

T SAY and DO ?

~_PAIN

~GAIN

www. XPLANE.com




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?
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Customer Segment

Customer
Job(s)

@®Strategyzer

strategyzer.com
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K4 AM
- $763.48

$750.00

Summer Fun Budget »»

Car Insurance 78l Coar Insurance $118.00
Emergency Fund ‘6"‘
(/)7 / Emergency Fund $2000.00

Tickets Home 24
Tickets Home 3

2
c |

Gift for Wayne 717 $0.22/doy $450.00 by Jul 14

‘ 7 New Camping Gear . f —— :
M A ,\, / ! / $13.82 $0.86/day $25.00 by Jul 2!

} /
— \ _GOODNESS :
— > / | )
- - $139.93 $0.76/day $400.00 by Jul 24

Gift for Wayne

=
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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

| wis
4 onto
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SO|UTIOH Ske’rches
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Mad Lib

need to because
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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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@Shmerx don't get 2 Let’s fix it or cut it

Willingness fo change

@%e cusfomers are idiots.”)

Time

Sprint: How to Solve Big Problems and Test
New Ideas in just Five Days - Jake Knapp, et all
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CITIZENS BANK
of EDMOND

Jill Castilla

Presdsn UED Ofers Barnk of Edmond
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