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Practical Jobs To Be Done 

A Way Of Seeing Success




@JimKalbach 



“People don’t want a 

quarter-inch drill, they 

want a quarter-inch hole.” 
 

THEODORE LEVITT 



WHAT‘S THE JTBD?






JTBD = technology independent and stable over time

 
 
 
 
 
 

Listen to music




Using your product is not a JTBD. 

Instead, JTBD provides a lens for 

seeing your business from outside-in, 

from the customer perspective 1




1. JOB 
PERFORMER  

who 
 

2. JOBS 
what 

 
 

3. PROCESS 
how 

 
4. NEEDS 

why 

5. CIRCUMSTANCES 
when/where 

ELEMENTS OF JTBD




Beginning Middle End 

Define  Locate  Prepare  Confirm  Execute  Monitor  Modify  Conclude  

PROCESS: JOB MAP




JOB MAP != CJM


Discover 
 Learn
 Select
 Onboard
 Use
 Grow


LAND
 EXPAND




JOB MAP != CJM


Discover 
 Learn
 Select
 Onboard
 Use
 Grow


LAND
 EXPAND




EXAMPLE JOB MAP




EXAMPLE JOB MAP




Switch Timeline


http://blog.mural.co/jtbd 



JTBD techniques offer a common 

language for understanding 

customer success across teams 

and departmental lines. 2




EXAMPLE: ONBOARDING TYPES


Alan Klement, “Design for Switching: Create Better Onboarding Experiences,” JTBD News (Jul 2014).




Explain the tool 
and differences 
to other solutions


EXAMPLE: ONBOARDING TYPES


Alan Klement, “Design for Switching: Create Better Onboarding Experiences,” JTBD News (Jul 2014).


Educate on the 
deeper aspects of 
getting the job done


Walk through 
entire process 
step by step


Usage is likely 
limited > expand 
use of tool




EXAMPLE: SWITCH (on and off)


Acquiring


Chris Spiek and Bob Moesta, Jobs-to-be-Done Handbook




EXAMPLE: SWITCH (on and off)


Acquiring


Cancelling


Ruben Gamez. “Doing SaaS Cancellation 
Interviews (the Jobs-to-Be-Done Way)” 
ExtendsLogic, Oct 2015


Cancelation




EXAMPLE: JOB STORIES FOR ISSUES


Alan Klement, “Replacing The User Story With The Job Story”




Alan Klement, “Replacing The User Story With The Job Story”


JOB PERFORMER

Facilitators



UNMET NEED

When my team is SETTING UP workshops, we need to be sure that 
content is up-to-date so that we can build on past experiences in 
order to improve our delivery and facilitation. 



SUCCESS CRITERIA

-  Reduce the time it takes to identify when content was created

-  Increase the speed of locating most recent content

-  Minimize the chance of using out-dated content

-  Feel confident the most recent content is being used


EXAMPLE: JOB STORIES FOR ISSUES
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Outcome


Circumstance


Process


Emotional 
Job
 Social Job




1. JOB 
PERFORMER  

who




2. JOBS 
what







3. PROCESS

how




4. NEEDS


why


5. CIRCUMSTANCES

when/where 

ELEMENTS OF JTBD




JTBD is a broad field with many 

techniques that, when applied 

properly, get to the heart of what 

success means to customers.  3
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1. JOB PERFORMER


Buyer 

Approver 

Reviewer 

Manager 

Installer 

Job 
Performer  
(executor) 



Big Job 

Little Job 

Micro Job 

Aspiration 

2. MAIN JOB




JOB MAP != CJM
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