JIM KALBACH

HEAD OF CUSTOMER
EXPERIENCE

MURAL

Jobs to be Done
Strategy in Customer Success

#CS100SUMMIT



Practical Jobs To Be Done
A Way Of Seeing Success



@JimKalbach

Optimizing the User Experience = =
; OREILLY

Mapping JOBS i DONE

-~
-

Déji’zgn.zng Web
Navigation

A COMPLETE GUIDE TO CREATING VALUE THROUGH JOURNEYS, BLUEPRINTS & DIAGRAMS

ot il

\\\\\\\\\\\.

Align Your Markets, Organizations,
and Strategy Around Customer Needs

JIM KALBACH

James Kalbach _froreid e Miclacd Sebage

O'REILLY*




“People don’t want a
quarter-inch drill, they

want a quarter-inch hole.”

THEODORE LEVITT
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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



ELEMENTS OF JTBD

1. JOB
PERFORMER 2. JOBS
who what

3. PROCESS 4. NEEDS
how why



PROCESS: JOB MAP

Beginning Middle End

Define Locate Prepare Confirm Execute Monitor Modify Conclude



JOB MAP = CJM

Discover Learn Select Onboard Use Grow
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JOB MAP = CJM

Discover Learn Select Onboard Use Grow
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EXAMPLE JOB MAP

Conduct a working session with a client

SSSSS m SET-UP PREPARE INITIATE COLLABORATE FIND CONCLUDE CONSOLIDATE
PATTERNS
STEPS Initiate session m Execute on
= = = =
problem for session expectations -

Scope the sesslonz Get materlals
session client ready for use
Determine
sesslon



STEPS Initlate sesslon
engagement

SET-UP
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EXAMPLE JOB MAP

Conduct a working session with a client
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JTBD techniques offer a common
language for understanding
customer success across teams

and departmental lines.




EXAMPLE: ONBOARDING TYPES

High Job

Comprehension

A

Low High
Experience Q2 Ql Experience
>
Q3 | Q4
Low Job

Comprehension

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



EXAMPLE: ONBOARDING TYPES

Explain the tool High Job: Educate on the
and differences Compri‘ens'on deeper aspects of
to other solutions getting the job done
Low High
Experience Q2 Ql Experience
>
Q3 | Q4
Wi!k through Usage is likely
entire process e
t bp t ol limited > expand
siep Dy step use of tool

Comprehension

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



EXAMPLE: SWITCH (on and off)

First Thought

Passively

Looking
Event #1

Actively

Looking Event #2

Acquiring Deciding Purchase Complete

Experience

Consumlng Satisfaction

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



EXAMPLE: SWITCH (on and off)

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

Passively

Lookin .
’ Event #1 Cancelllng

Actively

Looking Event #2

Cancelation

Acquiring .t

Deciding Complete

Experience

Consuming Satisfaction



EXAMPLE: JOB STORIES FOR ISSUES

YWhen — T want to SoTcan__
] i

Sitnation  Wlotiation  Expected Outcome

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



EXAMPLE: JOB STORIES FOR ISSUES

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

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



MURAL Help Center > Adding Content

PASTE FROM SPREADSHEETS AND LISTS

Increase the ease of working with content across documents

You work in many programs and in many formats - we get that. To help you move text
from one documents to another, use the copy and paste feature in MURAL.

Add content from a list or spreadsheet with just a few clicks:

1. Copy a list or cells of a spreadsheet or a list in a document
2. Find the open mural you want to the text to
3. Paste it straight into your mural.

Voilal Each cell or line will magically appear as its own sticky note. Feel in control with
how easy it is to cluster and arrange your content. Impress your colleagues by finding
patterns and make conclusions quickly.
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MURAL Help Center > Adding Content

PASTE FROM SPREADSHEETS AND LISTS

outcome Increase the ease of working with content across documents

You work in many programs and in many formats - we get that. To help you move text Circu msta nce
from one documents to another, use the copy and paste feature in MURAL.

Add content from a list or spreadsheet with just a few clicks:

1. Copy a list or cells of a spreadsheet or a list in a document Process
2. Find the open mural you want to the text to
3. Paste it straight into your mural.

Voilal Each cell or line will magically appear as its own sticky note. Feel in control with
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ELEMENTS OF JTBD

1. JOB
PERFORMER 2. JOBS

who what

3. PROCESS 4. NEEDS
how why



JTBD is a broad field with many

techniques that, when applied

properly, get to the heart of what

success means to customers.



Danke schon!
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INNOVATORS
SOLUT'ON

CREATING AND

SUSTAINING

S U CGCESSTEF UL
GROWTH

CLAYTON M. CHRISTENSEN

AUTHOR OF THE INNOVATOR'S DILEMMA

MICHAEL E. RAYNOR

BECOME GREAT AT
MAKING PRODUCTS
PEOPLE WILL BUY

e
when
coffee

& kale
compete

ALAN KLEMENT

Competing

Against
Luck

THE STORY of INNOVATION

and CUSTOMER CHOICE

CLAYTON M.
CHRISTENSEN

Taddy Hall, Karen Dillon,
and David S. Duncan
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# ROADMAP
FOR CUSTOMER-CENTERED INNOVATION
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' Outcome-Driven
Innovation
to Create
Breakthrough
Products

and Services

Anthony W. Ulwick
CEO OF STRATEGYN, INC.
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THEORY TO PRACTICE

ANTHONY W. ULWICK

FOREWORD BY ALEX OSTERWALDER

[ call i the Deming of Innovation because, moce than anyone
else, Tormy haz tumed innovation into a soence.” - PHILIP KOTLER

Jobs-to-be-Done
The Handbook

1es nproving your
fjnl s-10-be- l) me

Intercom on
Jobs-to-be-Done

[




Jobs to be Done Institute

IDEAS, INSIGHTS & BEST PRACTICES on JOBS TO BE DONE (#JTBD)

HOME | ARTICLES | INTERVIEWS | VIDEOS | BOOKS | CONTACT

CLASSIC ARTICLES

(Read these first)

Turn Customer Input into Innovation
by Anthony W. Ulwick

Harvard Business Review,

January 2002

Marketing Malpractice: The Cause and the Cure

by Clayton M. Christensen, Scott Cook and
Taddy Hall

Harvard Business Review,

December 2005

Finding the Right Job For Your Product
by Clayton M. Christensen, Scott D.
Anthony, Gerald Berstell and Denise
Nitterhouse

MIT Sloan Management Review,

April 2007

Giving Customers a Fair Hearing
by Anthony W. Ulwick

MIT Sloan Management Review,
April 2008

The Customer-Centered Innovation Map

RECENT

Jobs-to-be-Done for Government NEW
by Anthony Ulwick
AnthonyUlwick.com, April 2017

Can We Get Beyond Customer Centricity? NEW
by David Slocum
Forbes, April 2017

Al and Jobs to be Done: The Future of Work NEW

by Anthony Ulwick
Marketing Journal, April 2017

How to improve #eCommerce using #JTBD NEW
by Mike Boysen
CustomerThink, April 2017

Bring Predictability to Innovation NEW
by Anthony Ulwick
CustomerThink, April 2017

Applving Jobs Theory to Micro-Moments NEW
by Anthony Ulwick
CustomerThink, March 2017

Define Markets Around the Job-to-be-Done NEW
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1. JOB PERFORMER

Manager Buyer
Job
Performer
(executor) Approver
Installer

Reviewer



2. MAIN JOB

Aspiration

Little Job b {"%“;' .

Micro Job




JOB MAP = CJM

A~ Bright Vessel
CU?TOMER JOURNEY LAYERS
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