Virtual Voice 0

ap-perlorming suppliers of eoatings

and their ingrodicnls understand

Lhe value of B2L-apcimized cos-
tomer inlervices, Nothing improves
neve-product inneeatinn noore Lhan
wiirking on the right custemer praokb-
lexns, But whal doovou do when a
pardemmie limits travel? You inticendc,
using virral veilce -of-castormmer (W)
meetings =0 effective ey become
a fistere in front-end innovation long
after the pandemic.

The ALR LnsTiture grows, ool neces,
and inapires the lechnology talent com-
mnity through education amd career
developrment, Sinee 2003 it has taught
thousands of BAN professionals hew to
Boher understand customer needs. This
inturn leads io improved iInnovation,
sironper business groweh, and ulii-
matcly, slable unl rewarding careers for
thewse profeszionals.

=T

The ideas highlighted o this ariiclhe
rewe ok of ALR's experience with
veave] rescrictons duyeing the 20005-2010
recession. Al1M has turther relioed and
tauzht Lhese moetheds in dozens of web-
casta and training wokbingrs since the
omzet of this pandeinic,

INTRODUCTION

ot new-rroduce ceam utidersiands it
Imust intervied CUSTIETS to nncner
and prinritize their needs, Bot what if
Liealeh or budget conceras have soverely
Nonited venar traeel? Can von truly
aceamplish this remotely using o weh
contirenee? You can, Lo fact, there are
hidden adwantages t virtus] YOO vou
may not hayve convlderad. We will ouam-
ine 10 snheh advaniapes unsd otfer seven
sugEestions for great viroual W00,

A porntion guuslion s, "wWhich is betrer:
b 1n-Person custorher ity i o ne
comcheted by wob conferencet™ 1 you're
comparing a tam-huoy, in-persun inter-
¥iew o atwo-heor web-conference, the
answet iz casy: To-porson inleryviews are

ioaLlL e, CELIRL- SV 1 6 M CHS]

o Lustomer.

the zold standard. Yol make o soronger
pretronal comeeton, ohserre body la-
guage, and perfaps ke s lowe s Nerwa s,
Eut whar if you spent 10 hours of travel
for ehe in-person intervicw and mo traec)
time for the wirtual intoreiew? Ts dime
Lk e bevond sinpliste eivler-or com-
prarisens ol in-person v, vicioal VOO,
They each have their atrraction s and -
itations. The chover new-product dovel-
opment tean understands what these are
and akilliully deplovs o mix of the tae,
Let’s kegin wirh some fndamenials.

THE FUNDAMENTALS OF
VIRTUAL VOC

Ve of cuslomer™ meanys dilferenl
things tu different people. The focus here
is maindieg rtonket msghts for B2B nemova-
tiom throngh qualicative and quantitative
PNt ieers, You'll probably vse 2 moder-
ator, note talker, and topcional rbecmner
o dislen cod group of customer contacts,
usually fromm Uhe sarme compane.
Traditicnally, vour team sits inn the
custnmes con [erepee Toom, for Lhe
interview. With virtual VO, your team
enuld st in vour conferenee room while




\

ow to U

o

oeds Wit

derstand BZB Customer

out the Plane Ride

By Dun Adarms, The AIM fastitute




CUSLMTVCTS #5110 thelrs, Or just vour sales
represengative coubd mect in-person
with customers while the rest of vour
lesaen siave Wl v allee, O all parnie-
ipants could join the interview from
their heme offices,

Al parties connecr thrauph a
web-conterence sevvice, such as Yoo,
Sky e, o Wobes, Why nel jus! use s
phione ennterence call for chis? It's orir-
il that vour custenwers can wateh as
yol record their thonghl s

whyt Theyll he able to correce what
v el e romg o ool Thiey' 1] be aisle
ta build off each ncher’s ideas. Most
impurtaal, this is the key to holding
their attenting and incerest during che
interview, Don't underestiaie kow march
widatod feedbach etatives cogtonmers,

New Product Biueprinting

DIractiioners provide this teedback
by diaplaying slicky noles and slider
rating bars for dizcovery and preference
intervicws, Tospectively ree tilasfras ion
or patgie 240 The interview team records
custoimers’ needs on the sticky nores,
much ag you'd record idess inaheain-
storming sesziml. The preference slider
e Tet e Ecaem record howse imiportant
and zarisfied customers are with the
mersd popular noods oo L-toe-10 seale,

Discevery interviews are gualitarive
and divergent: " Whar other outommes are
irgrortond 8 ¥ou might et Ty asking
the customer—usually with several job
Munctions vepresented—eelal prokloms
they have. You'll reeord a customer "out-
come® {desired eod resulis) on s sichy
nee and then ask prohing questions to
better nnderstand the suteomae, The
you simiply ask, “Whar athar prablems
are wou geeilnr” and record this outcomn
it the et slicky nodeo,

1t you produced covrugated packag-
irge, vy might hoar fhese oulcomes in
vour interview with Amazon:
= DMlinimize the time it takes tooseal

b alter insercing merchandise

+ ATinbineas hes damage Mrom outdoor
Imsture

* Maximize the stoacldng strength of
barsis Jduring transil

MNote that you're not losking for zolu-
tions—thut’s your job us the sopplive—juse
AULCANNES COSI0MEers 2re Thterested i, -

Ureference interyiews are quanli-
tative and eonvergent: “T¥hat are yoor
most important, anmet needs™ You'll
review soveral of the most popular
outeones vou heard during discoweay
inrervicws Foe cach, you'll sk two

24 [OATINGSTECH | HAHUARY 2021

uestiona: 1) How inporoat iz this our-
corne, and T howe salished srovou will
thas gulenme ndav? Yoo hope to find
aone ouremnes that soee botl import-
ant ancl unsatislicd. These are the anly
CULETHTIER CUETCHIIET S tnirht oy you a
premivm fur impreving,

Innt diseovery interview example
v packaging, we dido’t differentiane
how egger cuslomers wers: Tor cach ouc-
comnd, That's why preference interviews
are needed, Stacking heighl mivhy no
b o irmperta nt o Amazon. And they
mizhe already be reasonably satizfed
with moisture residtance. Tl bos-acal-
g i could be very Imporrant and
unsatigfied today, Sothis s the only
outcorae: Lhey might pay more for.

The vast majority of B2B suppliers
skip this quantitalive infeceiow steg,
ard an allow muesswark, bias, and
filtering imtw thasir procuct desipns, For
mure e rhis, downlead the white paper,
{ruessing at Customer Meeds, avaibable
At wow e neasinEatcd st mee neadsoenm.

Sowhy conduet both qualitative
dizctrvery o quanititalive peelerones
inleryiowes? Discovery interviews help
Four tearn avoid evors of wmissions failing
sy ncrner Lnarticulated customer out-
comes. Preference interviews help vou
avedd errors of comiaizalon choosing the
W Il B CLIETOLET Gbeoimes 10 work o,

Preference nlereicws a9 parlicn-
larly powertul becanse they lead to the
caleulation of murkel sulizlactiom gaps,
and these tell you exacrly what custom-
ers do and du met wand, Mo morve @uess-
iop, bias o filtering. The caleulating
iz shovwn in the panel below, with
meore information ina whibe gapor ac
werwnarketsatisfactiongaps.comm,

TEN ADVANTAGES OF VIRTUAL VOC

W bogsn stadring and refining wirtal
voice-af-custnmer inreryicws in 2009,
1t%s 10 coineidence that this work
atavied in che depihs ol the preat reces-
sian, when our eliznts had severs travel
bualget constraints,

At first, we wore not hopetud. But the
more we expernnented, the more we
rizalic] viriug] ¥OO docsn't have oo
sacrifice much compared to in-person
VOZ, W alse discovercd soing <hidden®
advantages of virrual W00 we hadnt
comwidersd, Let’s explove hotl thewes
obvinnas ane T Je-known advaneages.

hilvantage 1: Lower COSE. welster

willibe most obvious ndvanrage.
lmagive you send two or three inter-
vicwirs out o1 6o 10 qualitalive and &
tn 10 quancical e interviews. You could
spend F50,000 on trovel exponses, THvou
wre cornlucting o i ey iewes mlohally,
YO CAN BXPect T Pay evell more,

Belorst companios puy olose atlencion
o the out-ol-pocket cravel expenses,
Perhaps more concerning s the rmnnnt
ol prrseaned Hirme. ¥outve probably
consimed two-to-thres person-mont lis
e crnplioyes 1, with oo Teast 0% of it
completely wasred in rental cars, seearily
lines, amd crammped airgly ne sears. These
travel expenses and nom productive por-
sunnel tirne disappess with viroal VOO

Advantage 2 Dispersed Customer

E[]ﬂtEIEIS What il yow e customer™s 141y
staff is in Houston and its murkeling
atallis in Chicage? O il smme or all
FOur customer contacts are working
from horawe and yona team s as well?

1. Dk -7
Lhe duleeroes cosborwers soes sihsl

Discvery Licovicws Los
suger Lo arnpneye

2. Ak oasvetnels for 1-10 seones 2
wnpcrtance | FE and satstacticn 1SAT
dutlhyg Preference Intarrawrs,

3, Fagure to anchor yaur 1-10 ratings.
Examiple: A sslisfactionscore of B =
‘barely aroeptalye”

4. Caloalate Marzel Salislaelion Sups o
ke pulecines 5e2 1ol wo the righl

Calculating Market Satisfaction Gaps from Preference Interviews
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Wilh virrual VOO, g2agraply no longer
marters. Thiz is important for qualita-
tive disoovery interyiews, hecause vou
shiit1d i nterview nltiple customer
contacts simaltmweansfy, This lets
customer conrarts huild off each other’s
ideas. Jusr lilee hroinstorming.

For quantitulive proeference interviews,
it's even mare important o engage all
decision-mHuencers ot the same time.
Why? Tmaging the operations man-
apeET Fates the impeortancee of ubrasion
resistance at *3" and the market manager
gives ila “07 T vou gachered results
individnally, you'd have to wverage their
Tesponses Al “6", .. a teerihle idea, But
inawirtual zexzicny with afl present,
you can ket then debale, Yoo eventually
resolve department-specific
viewpeints wich a simple
questiom: “Froe (e perspec-
tive af vaur entire cotapany,
Row iporddant iy el
reslal e E”

hdvantage 3: Viewable
Frobing TIps. The key
preat Ve is great problng.
Ome such upproach s 1 he
“What and Why™ method

of probing. The modeimior
asks “What™ questinns, such
as “When does tis happens
and FCr your describe thise®
Ag vou can see, the ques-
tioms Jen'l a1l boegin with the
wiord, “Whar” You're simply
trving to undersiand wll
the customer 1% telling you. Think of
these as questions of ofwerpotion,

Then mederater asks “Why™ ques-
tions, lilee “How doey iy tnrpict poad!
or "Why fs i o peellen: for voud®
Thess are questions of implicaon, Such
guestions are especially valuable when
wol’re L ng to underatand how much
walue vour new procduct delivers and
hapwe o should price it

1e's important te avoid clnsed-end
Juestions, which can e answered with
a simphe “ves” or "no’ This js ene al
the advaniages of the “What and Whe™
method. These questions are abwaiys
opea-cnded by theie naturee, and lead
tor more thoughitful respomses, longer
replics, and greanee insiehe.

After customers respond, the moder-
ator asks, vl efse we shoold now
Beforee we move on?” Only after this does
the moderator explore the cusmmer’s
nend nutoome S Whatr orher problems are
¥ou serhtE P,

So why do we consider this an advan-
tage of virtual VOC? You can set these
probing tips in front of you during the
interview and keep referring to them. You
can also do this with in-person interviews,
of course, but it’s much smoother in a web
conference because customers don't see
you checking your notes.

Advantage 4: Training for Colleagues.
Perhaps you want to train additional
employees in B2B VOC. Imagine if they
could observe real interviews without
travel costs. without taking much time,
and without disrupting the interview
dynamics,

Virtual VOC comes through again.
Introduce them at the beginning of the

Try to debrief immediately after your interview.

InteT vivse— o mme should ever waves-
drop and then let them ohseree the
imrervicw, Thoy can easily dochising
crnlerence room with the rest of e
interview tearm ar from their home
oNee. And atrer the interview vou can
o bevond debeicing the interviewr con-
fent v discozsed in Advantape 7 bilow,
You can sperid lime with your trainee
guing cver che techniques used—whar
worleed aml didn'l work—and answer
any questinns they have,

fvantage 5 Probing Suggestions,

Lf vour infervies teqin is meeting ina
conference room together, make suee il
has a whitghoard or Bipchare. If possi-
ble, Tave two abservers supporiing the
moderator wnd noce-taker.

As Lhe obaervers think of probing
guestiens the wmederator mizsed, they
wrile Lhem on the whiteboard, making
aure o alsa record the number of the
sticky rinte. Then vour brilliant-sound-
ing moderator can say io the cUsIome,

VITTka ] YUILE Ut Lie LUSLURTEL

“T had anether guestion abeur sonething
you seid on note aambor 2 L product
damagre due to moisiore,”

This icam appenach e asking prohing
questicns is ighly effective. You can
even have a list of pre-propared gues-
tions thal got crnased off the white
board one-tv-one ., whenever it
seerns ot duving Lhe intervios oo
ask then. This iz far beter than going
throngh o boring guestivonaire, And it
wouks particulaely well invirtual vimC,

Afvaritage b: Assistance for Note-taker,
We've: nodiced something peculiar about
in-persan interviewye: Customers some-
times forgel aboul The pooe noe-taker,
Becausc they're a0 engaged in the disens-
wtior, the moay fail doomen o fhac
the ngle-taker is falling belund.
These dynanics change with
virtual YOO, Since the anly
Mhing customers can wateh s
the web-conference seroen,
hiezy o ickly notiee any lagging
notetalding We find customers
are mre: helplful in sloseing cheir
prace, repearing points, and sug-
westing rexl changes, Sometimes
toams leave some members back
ar the heane office while ot hors
Irave] 1o The cistarmen. Tecanse
nf this, we siumrest you letthe
more-faker shay home,

Agvaatane 7 Rapid Debrigfing.
I non-pandonaic Himes, the team
wolld ooeplere its in person
interview, and go to a nearby coffu shop
or airpor] koo nge and debricf: Pieoire
the team garhered at Starbucks with ihe
obzerver reeommending changes,

hub with virtal YOU, the delniefing
con bepin immedforely alier the inteevies:
o huncing for a place to speak openly.
settitgz up the laptop auain. worrying
about catching Nights, ete. This is import-
ant becanse the Ebbinghaus Forgel ling
Curve sugEeests wa forgaet hal Fof wwhae
we've learned in the first 24 hours,

Advantage 8: Lasier Schediling.
Sormclimes the hardest part of B28 vOC
is scheduling the intervicw, The izue
ustally hails dovwen to avadlobiliny and
refuctance, and virtual YOO helps with
buoth, The availability of yowr team coan
be dicey it all three of vou need 1he some
apen Iravel day thar the cuspomer is
available. Bur it’s ensier inding a time
when vou're all wvailable Tor a cne- to
twn-hour vironal interview,
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!
epwise fashion...|

3C skills in a graduated

Wliar aloun costomer “reluctanse™?
Would you rather have 3 traveling sales-
man anme o vour hame or call vou on
the phoret QK. pethups « bad analogy,
bur vou gel the idea. Some custemers
will feel more corufurtable siving up an
Tt v epr e tove, iF they know they can
way at the end of the allotted time, “Wef,
Fneed to go to my oext mregting naw.”

enstomaer for a good dace and (ime for
the prefevency interview. et it an the
calendar right now, and yow’ll acceler
ate vonar Limwline and save the hassle of
setring up preference interviews lacer.
Tsi: this tip with both in-peran and
virtwal WO o rapidly conmplete vour » travel coses, Vittwal YOLU eliminates
IR views. your Lravel costs, which is especially
helpful in difRcult economies or

preferenva inrerviews, but itis espe-
vially praductive lor vhe Lirter,

» Scheduling 1f vou're having a hard
timie coordinal ing calendsrs, con-
aider schedoling a virtual inteevicw.

. . SEVEN TIPS FOR BETTER whin international inlervicws arc
Avantage 9: Low-impact Cancellafions.  vipTuaL voc needed.
Tace it, yourl] likely liove som e canecled Do these advarnrages inspire vou to * FrderviewTng progress. ha Ny ke
usterner intervicws, fur sy number af ' . PR conduer thear inikial interviews
- inelude virlunl VOO interviews as part 5 - j
P F : in-persen, and then move 1o viriual

of wour customer insighl? Before you
slatl schoduling your wel conloronees,
lre awrare o Frowe soon some 2o badly:
Connection prablems. Poore audio,
gtilted, owk war] dialogue,

Fortunately, vou and your tem can
come actoss as hiphly polizhed and wain
Imnpressive cestamer insights, It just
Lakus sonrie proparation. Lets oxplune
seven recrtrtimendaliony to put vou an a
palh o breoming a VO pre,

Tin 1. Choose Wisely warve scen proj
ecrs whete indorviews were done @ ul]
in-peraon, b all wironally, aod o) wich a
trifx el Lhe lwo, Consider the fnllewing
factors to determine Lhe best approach
lem wiur projest:

VO The Tad et §s most helpful for
proeference interviewe whan von
Want mre 1-to-10 outeome ratings o
besiost vour scatiatics] confidence,

= YOUR MEin custoimer conract gl sick,

+  Theireompany just had & Tusingss
EIMETZENCY.

= Lhedrboss culled an all-hands mecting,

= Their conlerne: Toom was talen over
by a %k
= Your contact made y calendar mis-
take or sitaply forgot.
with wirtual VOO, you don't need to
limp back to the airpor) coapty-handed
arthe end ol 4 wasted dov Tou sirmply
riesehedile,

Advantage 10: Greater Project Speed.

We zaved uor favorite for lase TNyour
re product event gy has annual =ales
of 5% wmilliun wich average proles, cun
sl puess the nel prosent value (IPV of
aceelernding the launeh by gre month?
About SACON0. You create G4,000 al
NPV [or every business day you acceler- » Cogtomer rolabionship, ¥irtual Yoo
ate your projost., works cspecially well whon you've
Wirtual w0 lets you mgve faster with already estahlished o relationship
more produclive seheduling and e with a friendly customer.
ability to schedule vwo ur pessibly more s Mo need for a toar Ceonaider wirrual

Tip 2 Builg Your Team’s SKills. practice

iRl wiewing 0% a team ina peacloaled,

stepwise Mashion, When vou do this,

wOUT interwiew team—which shoulkl
include marketing, technical, and sales—
will develop skilla that rruly impress
clabonmirs, Begin with safe oudicness,
such oy induslry esperts vou pay to
intervicw, then your omen sales profes-

wionals, and so oo,

. Indu.sr;"y Experts: Tl you pay to
incereive g LG, AlphaSights, or
sitmilar indust ry cxpert, nse this thme
En i nprrove vour skills. Forger e
phone-anly spproach and conduet a
wil-conference intervicw, Ask vapr
marketspogile guestions, Then for
e rest of your time, ask the csperel
to respiitd s he or she believes cus-
lommers would.

o Team eeperience, virtual VOO is
easier if your team has qlroady
maatered 1he dynamics of in-persun
interviews.

= Seles colleagues: Set up s wob- conde-

intervicws por day, Convercing many
of yuur in-prerson interyiows to virtal
WO can sy trima momth or Do off
v timeline.

{ne mone sugEestion: As you (inish
upeach diseovery inlerview, ask the
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OO alter vow've completed enouph
custormer tours with carvlicr in-per-
SOV TREC w b s w5 1OTLE,

Faterview fypme, virtual wouw

waorks well for hoch discovery and

enee interyiew and aszlk dien to reply
“x the custoimar woua b Besiles
greal practice, you'll get your sales
tesan cot frartald with Lhese Inrer-
Yivnes, 5o they'll be more efective in
requesting them,



«  Internel deparements: Do v have
others invour company wilh expe-
rience in thiz area, perhaps hased on
their prior work at another company?
These enuld Te halpfal inlorvicw
candidotes.

v Dizrributors: TEvou oae disceilitors,
interview them before the “real” cus-
eramers ehat use voure peodnel, 71 will
be good pracrice for vou, let's von
urderstancd bow much market instglht
thay have, and turns sous disteihn-
tors into more etfective parters.

» Fmaller, safer custamers: TF pon
have wmaller custoniers, start vour
interviews with thew. Also, consider
interyiswy g “friendly™ custom-
ers whinw il ook wour lack of
"smpothness” untl you get comifor
alle wilh this Lype of Inter vicwing,

= Lomeer, fivh-stabes costamers: By the
cirme st P ild ups™ 1o cthese cuslom-
ers with prior practice, vou aud ooy
e e w1 T e, Wik e pol-
izhed, impressive inrerviewing team!

Tip 3: Prepare Your Customer. .

vowre lonking for greatvirtual WO,

wira' Ll meed to carefully prepare vour

TNEC s e s

v wWork hard e get several customer
com s joining cach ater view, not
Juscone. ¥aull get more valuald
tformation this way and ralse the
nverall anergy Tewel.

o ATake sure all enstomer anlemdees—
ot just your main coneact--receive a
copy of Lhe mecting sgenda,

= Thont't call this an "ioterview,™ 2s this
can have ahad eonnocaticn. Tnstead,
calliv a dizeovery or preference
“recting” e Ssession.”

o Provcide enstomers wi o b WTTER:
“whar’s in i for med™ Tell custraners
s ok b one ul hedy sources of
apedl. exterial innovatinn. Yow're
alresgdy slatfed with industry experts,
Frrve eager o work on thelr problama.
Fonn wpect T up-front paymet, 'Lhey
can decline wour innosatinn. Thares
no risk on their part, Bt to do this yon
need o understand theie necds lirst !

e Askyowr main contact i jain the
meeting 100-15 minutes sarly in their
comn o e eodm, & o can g dhe
welr confersnce working and do a
sl gleccde

Tip &: Make This Enjoyatie for

EUSIUH]E[S ith a litde effore, your

wrtual vOU will enpage and energdey

woaar raslotes TTere's B

v Use vour weboame so they can see
wour gl laces, eapecially ab the
hezinning of the sessinn. At a mini-
munt. display phetos of vourseles,

v Atthe onset, go around the room
with rreduclivos, Savl wilh vour
team mombers and keep it light and
friendlv.

« You mighc arder some food to be deliv-
erecl to thom Mrom s sl foslaueanl,
auch as Panera. (Cheelwitl wour noadn
contaet first,)

+  Use dots of visual cues duiring the
meelings THvou're using discovery
seicky notes, refer to the sticky note
mumber s all can Talluw slong, Or il
el e it b drows thedr artencion to
sorie text, be sure to highlizht it

Tlp 5 PfUt]E LIL:E' d Pf[] Goelving The
right custamer contacts inte vour inter-
view 1% the most important part of vOC
sucoss, Aller that, top-llight probing
separares great YOU from medioere
w0, G T Seven 1w ith Ueae ipe
= Pur peabing eips in frentofyou daring
virtual YL, As discussed warlier, vou
can keep referring togour “whar and
wlhy” probing questions throuhont
tha inlervica.

= If WO DT i TH e i5 rcling
inone conference roowl, l1ave your
obwerver(s) wrile good probiog dques-
vinns o a whicehnard, 28 suggesoed
parlier

¢ Invite VOO YTralness” I wour
wirbaa] VOO Tor isathand cepericnce.
liw the time they start conducting
cheir owen dntervicws, Thoy T he vl
{ast the novice stage.

3in 6: Corsicier Sending a Local

LD”EBQ U2, 1o vou have a sales represen-
tarive in Uhe customer® goeographic ey
b prhysically represent wour company?
Thev can be belplul o several waes
» Tlawe yoursale prodessicnal arrive
earhy and help wilh meeting setup,
Thyn everything is ready b g when
the first custonuer walks oo the
o lerenes oo,

Virtual Yoice of the Customer

+ 1t a grear icebrealker i vour
collwerne is in the customer con-
Torence rooe o geeetings and
introductions.

+ Your local person ean be your primary
ey iew "observer” Thew shonld
weateh Tendy Tanguspe, monilor sivns
of imyparience, notice if one persan
inn’L et ling @ chanee to speak, ete.

Tip T: Enstire Strong Follow-up. his

iz true for in person as well as wirowal
w2, but it bears mentioning He sure fo
Jollow-up affer vour infervien. The warst
poszible purcome of a B2E interview 1s
wourcustomer saying dhis: ey, tha
comparny did a nive tngerview.. but then
we never heard from e agatn,” Consider
theze approaches:

= aszk the customer hevw theyd ke to
b updued L and do it

» Cinea phone call or c-mail 1o say
thanlk wou.

+ Send a PLW of the interview notes
ard ask them Terany epdales

+ (all them to ask for help in clarifying
ST AT,

+  Share summarized indostey resudls
ot vour interviews.

e Cull g v-muil to incdicate that your
predect s acill active.

+  Have vour gales representative pro-
wide them with periodie vpdales,

o Share wour new praduet proroecy pos
with the customer,

Wt does this w1l meao for Lhe BIE
innovator seeking ro understand cus-
Lo el 5F WA boliove companies will
“Blend in™ virtual W00 with theie in-per-
sor WO much more in years to coms,
And this brings real advanlages te thi
front-end of B2B nmovation: 1twill take
plave Taster and cheaper, Snd s Tilely
these innowators will do more nterviews,
epocially heerilica quuanlilalive inler-
viewrs thar remnove bias and Altering.

Saidl wnother way, the “excuse” for
no deing B2T-optimized customer
interviews will dissipate, 1t will be
hardar to aas, “Ta don’t b Sime for
mtervicws, o lets fust inagine we know
Whtol costeriers Wanl ™ Conmereial
izl will be reduced az development-
alagr wirk i5 done on kireness ngeds,
not gaessed needs. Kot bad if we con
aceamplish a1l thul and skip o Tow
planwe rides &

DAH ADAMS, The MM Institute, 2208 20th Streel, Cuyahoga Falls, OH 44323; dan.adamsStheaiminstitete. com, v hegiminglitutecen.

PAINT.ORG | COATINGSTELH 27



	virtual pg22
	virtual pg23
	virtual pg24
	virtual pg25
	virtual pg26
	virtual pg27

