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SPM ESSENTIALS: Practical strategies for today’s management challenges

USING CLIENT FEEDBACK TO 
INFORM PRODUCT DESIGN

SPTF has spent the past year updating the Universal Standards for Social and Environmental 
Performance Management (“Universal Standards”) WR�UHȵHFW�HYROYLQJ�LQGXVWU\�EHVW�SUDFWLFHV��
7KH�UHYLVHG�PDQXDO�ZLOO�EH�UHOHDVHG�LQ�)HEUXDU\�������7R�VXSSRUW�LPSOHPHQWDWLRQ��637)�LV�KRVWLQJ�
a webinar series�IRFXVHG�RQ�QHZ�RU�XSGDWHG�FRQFHSWV�LQ�WKH�8QLYHUVDO�6WDQGDUGV�

7KLV�ZHELQDU�H[DPLQHG�KRZ�ȴQDQFLDO�VHUYLFH�SURYLGHUV��)63V��FDQ�XVH�FOLHQW�IHHGEDFN�WR�LQIRUP�SURGXFW�
GHVLJQ��6SHDNHUV�IURP�(QWUHSUHQHXUV�GX�0RQGH�DQG�LWV�SDUWQHU�$QK�&KL�(P��$&(���ORFDWHG�LQ�9LHWQDP��
GLVFXVVHG�D�FOLHQW�VDWLVIDFWLRQ�VXUYH\�WKDW�$&(�LPSOHPHQWHG��DQG�KRZ�$&(�LV�XVLQJ�LQVLJKWV�IURP�WKH�VXUYH\�
WR�LQIRUP�GHFLVLRQV�DERXW�WKH�GHVLJQ�RI�SURGXFWV�DQG�RI�QRQ�ȴQDQFLDO�VHUYLFHV��6SHDNHUV�IURP�WKH�7HUZLOOLJHU�
&HQWHU�RI�+DELWDW�IRU�+XPDQLW\�ΖQWHUQDWLRQDO�DQG�IURP�1HJURV�:RPHQ�IRU�7RPRUURZ�)RXQGDWLRQ��1:7)���
ORFDWHG�LQ�WKH�3KLOLSSLQHV��VKDUHG�LQVLJKWV�IURP�WKHLU�ZRUN�WR�GHYHORS�D�QHZ�KRXVLQJ�SURGXFW��JDWKHULQJ�DQG�
XVLQJ�IHHGEDFN�IURP�FOLHQWV�WR�JXLGH�SURGXFW�GHVLJQ�

GOALS FOR FSPS:  
 

• 8QGHUVWDQG�FXVWRPHUVȇ�QHHGV��REVWDFOHV��DQG�H[SHULHQFHV�XVLQJ�ȴQDQFLDO�VHUYLFHV

• $GDSW�ȴQDQFLDO�SURGXFWV�DQG�VHUYLFHV�WR�FXVWRPHUVȇ�QHHGV�DQG�SUHIHUHQFHV

SPEAKERS:  

• Amelia GREENBERG; 'HSXW\�'LUHFWRU��SPTF (moderator) 

• Jitendra BALANI; $VVRFLDWH�'LUHFWRU��)LQDQFLDO�ΖQFOXVLRQ�DQG�&DSLWDO�0DUNHWV��7HUZLOOLJHU�&HQWHU�IRU�

ΖQQRYDWLRQ�LQ�6KHOWHU��Habitat for Humanity International (Philippines)

• Ian BEST��6RFLDO�3HUIRUPDQFH�7HFKQLFDO�$GYLVRU��Entrepreneurs du Monde (France)

• Shiela H. GUANZON; *HQHUDO�0DQDJHU�IRU�2SHUDWLRQV��Negros Women for Tomorrow Foundation 

(NWTF) (Philippines)

• Duong NGUYEN; 3URJUDP�0DQDJHU��Anh Chi Em (ACE) (Vietnam)
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WHERE IS THIS IN THE UNIVERSAL STANDARDS? 
• STANDARD 3A:�7KH�SURYLGHU�FROOHFWV�DQG�DQDO\]HV�GDWD�WR�XQGHUVWDQG�FOLHQWVȇ�QHHGV�

 » EP 3A1:�7KH�SURYLGHU�FRQGXFWV�PDUNHW�UHVHDUFK�DQG�SLORW�WHVWLQJ�

 » EP 3A2: 7KH�SURYLGHU�XVHV�GDWD�WR�LGHQWLI\�SDWWHUQV�RI�ȴQDQFLDO�EHKDYLRU�E\�FOLHQW�VHJPHQW�

 » EP 3A3: 7KH�SURYLGHU�FROOHFWV�FOLHQW�IHHGEDFN�RQ�WKHLU�H[SHULHQFHV�XVLQJ�WKH�SURYLGHUȇV����

SURGXFWV�DQG�VHUYLFHV�

• STANDARD 3B: 7KH�SURYLGHUȇV�SURGXFWV��VHUYLFHV��DQG�FKDQQHOV�EHQHȴW�FOLHQWV�
 » EP 3B1: 7KH�SURYLGHU�XVHV�LQVLJKWV�IURP�FOLHQW�GDWD�WR�GHVLJQ�SURGXFWV��VHUYLFHV��DQG�GHOLYHU\�FKDQQHOV�

 » EP 3B2: 7KH�SURYLGHU�UHPRYHV�EDUULHUV�WKDW�SUHYHQW�DFFHVV�WR�ȴQDQFLDO�SURGXFWV�DQG�VHUYLFHV�

 » EP 3B3: 7KH�SURYLGHUȇV�SURGXFWV��VHUYLFHV��DQG�FKDQQHOV�SURWHFW�FOLHQWV�IURP�KDUP�

 » EP 3B4: 7KH�SURYLGHUȇV�SURGXFWV�DQG�VHUYLFHV�KHOS�FOLHQWV�UHGXFH�WKHLU�YXOQHUDELOLW\�WR�VKRFN���

DQG�VPRRWK�FRQVXPSWLRQ�

 » EP 3B5: 7KH�SURYLGHUȇV�SURGXFWV�DQG�VHUYLFHV�KHOS�FOLHQWV�DFKLHYH�WKHLU�JRDOV�

OVERVIEW OF ENTREPRENEURS DU MONDE AND ACE (VIETNAM)
(QWUHSUHQHXUV�GX�0RQGH�LV�DQ�1*2�EDVHG�LQ�)UDQFH�WKDW�ZRUNV�JOREDOO\�DQG�GHYHORSV�DQG�VXSSRUWV�VRFLDO�
EXVLQHVVHV�LQ�IRXU�DUHDV��PLFURȴQDQFH��DJULFXOWXUH��VPDOO�EXVLQHVV�FUHDWLRQ��DQG�DFFHVV�WR�HQHUJ\��7R�GDWH��
(G0�KDV�VXSSRUWHG���������EHQHȴFLDULHV�WKURXJK�LWV�VRFLDO�PLFURȴQDQFH�SURJUDPV��$QK�&KL�(P��$&(��LV�
D�VRFLDO�PLFURȴQDQFH�SURYLGHU�LQ�9LHWQDP�WKDW�R΍HUV�ȴQDQFLDO�DQG�QRQ�ȴQDQFLDO�VHUYLFHV��ΖW�ZDV�FUHDWHG�E\�
(QWUHSUHQHXUV�GX�0RQGH�LQ�������Ȋ$QK�&KL�(Pȋ�PHDQV�EURWKHU�DQG�VLVWHU��$&(�IRFXVHV�RQ�VHUYLQJ�SRRU�DQG�
YXOQHUDEOH�FRPPXQLWLHV�LQ�UXUDO�DUHDV�RI�9LHWQDP��0RVW�RI�$&(ȇV������FOLHQWV��RU�ȊSDUWQHUV�ȋ�DUH�IHPDOH�DQG�
HWKQLF�PLQRULWLHV���

OVERVIEW OF NWTF (PHILIPPINES) AND HABITAT 
FOR HUMANITY INTERNATIONAL
1HJURV�:RPHQ�IRU�7RPRUURZ�)RXQGDWLRQ��1:7)��LV�DQ�1*2�LQ�WKH�3KLOLSSLQHV��R΍HULQJ�ȴQDQFLDO�DQG�QRQ�
ȴQDQFLDO�VHUYLFHV��ΖW�KDV�KDOI�D�PLOOLRQ�FOLHQWV�������SHUFHQW�RI�ZKRP�DUH�IHPDOH��DQG�PRVW�RI�ZKRP�DUH�SRRU�
RU�YXOQHUDEOH��2YHU�WKUHH�TXDUWHUV�RI�1:7)ȇV�FOLHQWV�OLYH�LQ�UXUDO�FRPPXQLWLHV��1:7)ȇV�JRDO�LV�WR�KHOS�ZRPHQ�
EH�VHOI�VXɝFLHQW�DQG�VHOI�UHOLDQW��DQG�LW�DOVR�VHHNV�WR�KHOS�FOLHQW�ZKR�UHPDLQ�ZLWK�1:7)�IRU�DW�OHDVW�ȴYH�\HDUV�
WR�PRYH�RXW�RI�SRYHUW\��+DELWDW�IRU�+XPDQLW\��Ȋ+DELWDWȋ��LV�DQ�LQWHUQDWLRQDO�1*2�WKDW�VHHNV�WR�VROYH�KRXVLQJ�
SRYHUW\��2QH�RI�+DELWDWȇV�LQLWLDWLYHV�LV�WKH�7HUZLOOLJHU�&HQWHU�IRU�ΖQQRYDWLRQ�DQG�6KHOWHU��ZKLFK�ZRUNV�ZLWK�
WKH�SULYDWH�VHFWRU�WR�PDNH�WKH�KRXVLQJ�PDUNHW�LQFOXVLYH��2QH�RI�LWV�SURJUDPV�DVVLVWV�ȴQDQFLDO�LQVWLWXWLRQV�WR�
GHYHORS�D΍RUGDEOH�KRXVLQJ�ȴQDQFH�VROXWLRQV�
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COLLECTING DATA TO UNDERSTAND CLIENTS’ NEEDS
$�FUXFLDO�VWHS�LQ�SURGXFW�GHVLJQ�LV�OLVWHQLQJ�WR�FOLHQWV��$&(�DQG�1:7)�ERWK�FROOHFW�D�
YDULHW\�RI�GDWD�DERXW�WKHLU�FOLHQWVȇ�QHHGV��SUHIHUHQFHV��DQG�REVWDFOHV��LQ�WKLV�ZHELQDU��
WKH\�HDFK�VKDUHG�D�VSHFLȴF�SURMHFW��

ΖQ����������1:7)�FROOHFWHG�GDWD�WR�LQIRUP�WKH�GHVLJQ�RI�D�QHZ�KRXVLQJ�ȴQDQFH�SURGXFW�

• Market-level research: +DELWDW�FRQGXFWHG�PDUNHW�UHVHDUFK�DQG�IRXQG�

WKDW�����RI�1:7)�FXVWRPHUV�ZDQWHG�WR�LQYHVW�LQ�WKHLU�KRXVLQJ��1:7)�ZDV�

DOUHDG\�DZDUH�RI�WKLV�QHHG�DQG�KDG�HYHQ�SUHYLRXVO\�R΍HUHG�WZR�GL΍HUHQW�

W\SHV�RI�KRXVLQJ�ȴQDQFH�SURGXFWV��EXW�ZLWK�OLPLWHG�SURGXFW�XSWDNH��6R��

DV�SDUW�RI�PDUNHW�UHVHDUFK��+DELWDW�DOVR�VWXGLHG�WKRVH�WZR�RWKHU�KRXVLQJ�

ȴQDQFH�SURGXFWV��WR�XQGHUVWDQG�ZK\�GHPDQG�IRU�WKRVH�SURGXFWV�KDG�QRW�

EHHQ�VWURQJHU�

• Human-centered product design research: $IWHU�WKH�PDUNHW�UHVHDUFK��WKH�

1:7)�DQG�+DELWDW�WHDPV�HPSOR\HG�KXPDQ�FHQWHUHG�WRROV�WR�JXLGH�SURGXFW�

GHVLJQ��7KLV�LQYROYHG�TXDOLWDWLYH�UHVHDUFK��YLD�IRFXV�JURXSV��WR�XQGHUVWDQG�

ORZ�LQFRPH�IDPLOLHVȇ�KRPH�LPSURYHPHQW�MRXUQH\V��1:7)�OHDUQHG�WKDW�LW�

W\SLFDOO\�WRRN�FOLHQWV����WR����\HDUV�WR�FRPSOHWH�WKHLU�KRPH�LPSURYHPHQW�

H΍RUWV��ZKLFK�ZDV�PXFK�ORQJHU�WKDQ�WKH\�ZRXOG�KDYH�ZLVKHG��8VLQJ�LQVLJKWV�

IURP�WKH�IRFXV�JURXS�GLVFXVVLRQV��1:7)�+DELWDW�FUHDWHG�D�SHUVRQD�SURȴOH�

RI�D�ORZ�LQFRPH�IDPLO\��LGHQWLI\LQJ�WKH�VRFLDO�QRUPV�LW�DGKHUHG�WR��ZKDW�HOVH�

LQȵXHQFHG�LW��LWV�LQGLYLGXDO�FKDUDFWHULVWLFV��DQG�LWV�REVWDFOHV��$GGLWLRQDOO\��

1:7)�+DELWDW�PDSSHG�WKH�FXVWRPHU�MRXUQH\��GRFXPHQWLQJ�DOO�WKH�VWDJHV�

D�FXVWRPHU�ZHQW�WKURXJK�WR�LPSURYH�KHU�KRXVLQJ��VWDUWLQJ�IURP�ZKHQ�KHU�

QHHG�DURVH�DQG�HQGLQJ�ZLWK�WKH�SXUFKDVH�DQG�XVH�RI�D�SURGXFW���&XVWRPHU�

MRXUQH\�PDSSLQJ�DOVR�FRQVLGHUHG��WKH�FOLHQWȇV�WRXFK�SRLQWV�ZLWK�1:7)�

DORQJ�WKH�ZD\��QRWLQJ�WKH�KLJKV�DQG�ORZV�RI�HDFK�LQWHUDFWLRQ�DQG�WKH�FOLHQWȇV�

WKRXJKWV�DERXW�WKHP��+DELWDW�GHVFULEHG�WKLV�H[HUFLVH�DV�ȊSLYRWDO�ȋ�EHFDXVH�LW�

UHYHDOHG�JDSV�LQ�1:7)ȇV�YDOXH�SURSRVLWLRQ��

• Product design workshop: 1:7)�+DELWDW�RUJDQL]HG�D�WZR�GD\�SURGXFW�

GHVLJQ�ZRUNVKRS��GXULQJ�ZKLFK�D�FURVV�IXQFWLRQDO�WHDP�IURP�1:7)�GHVLJQHG�

D�QHZ�SURGXFW�EDVHG�RQ�ZKDW�LW�KDG�OHDUQHG�IURP�FXVWRPHU�MRXUQH\�

PDSSLQJ�DV�ZHOO�DV�1:7)�WHDPȇV�RZQ�ȴHOG�H[SHULHQFHV��ΖQ�WKH�ZRUNVKRS��

WKH�WHDP�QRW�RQO\�GHVLJQHG�WKH�SURGXFW��EXW�DOVR�GLVFXVVHG�KRZ�WR�PDUNHW�

LW�DQG�KRZ�IXUWKHU�WR�WHVW�WKH�GHVLJQ�EHIRUH�ȴQDOL]LQJ�LW��7KH�WHDP�FUHDWHG�D�
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VWRU\ERDUG�WR�R΍HU�D�YLVXDO�H[SODQDWLRQ�RI�WKH�YDULRXV�HOHPHQWV�RI�WKH�SURSRVHG�QHZ�SURGXFW��DQG�

WRRN�WKH�VWRU\ERDUG�LQWR�WKH�ȴHOG�WR�VROLFLW�IHHGEDFN��7KLV�OHG�WR�DGGLWLRQDO�LQVLJKWV��ZKLFK�OHG�1:7)�

WR�DGMXVW�WKH�SURGXFW�GHVLJQ�IXUWKHU�EHIRUH�SLORW�WHVWLQJ�

• Pilot testing: 1:7)�SLORWHG�WKH�QHZ�KRXVLQJ�SURGXFW�IRU�DERXW�VL[�PRQWKV�LQ�IRXU�EUDQFKHV���WKHQ�

HYDOXDWHG�LWV�SHUIRUPDQFH�DQG�IXUWKHU�UHȴQHG�WKH�SURGXFW�GHVLJQ�

ΖQ������$&(�FRQGXFWHG�D�FOLHQW�VDWLVIDFWLRQ�VXUYH\�WR�OHDUQ�ZKDW�DERXW�LWV�SURGXFWV�DQG�VHUYLFHV�ZDV�ZRUNLQJ�

ZHOO�RU�QHHGHG�LPSURYHPHQW��

• Topics addressed by the survey: 'RHV�$&(ȇV�QHZ�OHQGLQJ�PHWKRGRORJ\�ZRUN�EHWWHU�WKDQ�WKH�ROG�

RQH"�:KDW�GR�SDUWQHUV�OLNH�DQG�GLVOLNH�DERXW�$&(��SDUWLFXODUO\�LQ�IRXU�DUHDV��ORDQV��WUDLQLQJ��VDYLQJV��

DQG�VWD΍"�:KDW�DUH�$&(ȇV�SDUWQHUVȇ�H[SHULHQFHV�ZLWK�RWKHU�OHQGHUV"�+RZ�H΍HFWLYH�DUH�WKH�WUDLQLQJV�

WKDW�$&(�JLYHV�WR�FOLHQWV"�:KDW�LV�$&(ȇV�LPSDFW�RQ�LWV�SDUWQHUVȇ�OLYHV"�

• Survey design: $&(�FRQGXFWHG�WKH�VXUYH\�LQ�WZR�SDUWV��)LUVW��D�IDFH�WR�IDFH�TXDQWLWDWLYH�VXUYH\��

XVLQJ�VPDUWSKRQHV�WR�FROOHFW�GDWD�HOHFWURQLFDOO\��ZLWK�����UDQGRPO\�VHOHFWHG�SDUWQHUV��6HFRQG��$&(�

FROOHFWHG�TXDOLWDWLYH�GDWD�YLD����IRFXV�JURXSV��ZLWK����SDUWLFLSDQWV�WRWDO���(DFK�JURXS�PHW�IRU�DQ�KRXU��

7KRVH�SDUWLFLSDWLQJ�LQ�IRFXV�JURXSV�ZHUH�GL΍HUHQW�IURP�WKRVH�VXUYH\HG�EHIRUH��$&(�ZDV�FDUHIXO�WR�

LQFOXGH�GL΍HUHQW�W\SHV�RI�FOLHQWV�LQ�WKH�IRFXV�JURXSV��

 » WKRVH�ZKR�KDG�ERUURZHG�IURP�RWKHU�OHQGHUV

 » WKRVH�ZKR�KDG�VWRSSHG�ERUURZLQJ�IURP�$QK�&KL�(P

 » D�VDPSOH�RI�SDUWQHUV�IURP�ERWK�UXUDO�DQG�XUEDQ�EUDQFKHV

 » D�VDPSOH�RI�SDUWQHUV�IURP�ERWK�ROG�PHWKRGRORJ\�DQG�QHZ�PHWKRGRORJ\�ORDQ�JURXSV

• Survey results: 2YHUDOO�VDWLVIDFWLRQ�ZDV�KLJK�LQ�DOO�IRXU�PDLQ�DUHDV��ORDQV��VDYLQJV��WUDLQLQJV��DQG�VWD΍��

+RZHYHU��$&(�ZDV�VXUSULVHG�E\�D�IHZ�UHVXOWV� 

 » 3DUWQHUV�XVLQJ�WKH�QHZ�PHWKRGRORJ\���H[SUHVVHG�ORZHU�VDWLVIDFWLRQ�UHJDUGLQJ�ORDQV�WKDQ�WKRVH�

XVLQJ�WKH�ROG�PHWKRGRORJ\��7KLV�ZDV�EHFDXVH�LW�WRRN�ORQJHU�WR�JHW�WKH�ȴUVW�ORDQ�GXH�WR�WKH�

LQLWLDO�FRPSXOVRU\�WUDLQLQJ��DQG�EHFDXVH�WKH�DPRXQW�RI�WKH�ȴUVW�ORDQ�ZDV�ORZHU�XQGHU�WKH�QHZ�

PHWKRGRORJ\�WKDQ�XQGHU�WKH�ROG��

 » �ΖW�ZDV�DOVR�LQWHUHVWLQJ�WR�$&(�WR�OHDUQ�WKDW�����RI�VXUYH\�UHVSRQGHQWV�ZHUH�FXVWRPHUV�RI�RWKHU�

PLFURȴQDQFH�LQVWLWXWLRQV��$&(�SDUWQHUV�JDYH�LW�KLJKHU�PDUNV�RQ�FRQYHQLHQFH��DGPLQLVWUDWLYH�

SURFHGXUHV��WUDLQLQJ��DQG�VWD΍��EXW�WKH\�SUHIHUUHG�RWKHU�PLFURȴQDQFH�LQVWLWXWLRQV�LQ�WKH�DUHDV�RI�

FRVW�DQG�ORDQ�VL]H��
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 » $GGLWLRQDOO\��$&(�OHDUQHG�WKDW�WKH�QHZ�ORDQ�PHWKRGRORJ\�LQFUHDVHG�WUDQVSDUHQF\�DQG�NQRZOHGJH�

WUDQVIHU��)RU�H[DPSOH��SDUWQHUV�XVLQJ�WKH�QHZ�ORDQ�PHWKRGRORJ\�ZHUH�PRUH�OLNHO\�WR�NQRZ�KRZ�

WR�FKHFN�WKHLU�VDYLQJV�EDODQFH��ZKDW�WKH�LQWHUHVW�UDWH�ZDV�RQ�WKHLU�ORDQV��ZKDW�WKH�LQWHUHVW�UDWH�

ZDV�RQ�WKHLU�VDYLQJV�DFFRXQW��DQG�ZKDW�WKHLU�PRQWKO\�VDYLQJV�UHTXLUHPHQWV�ZHUH��)XUWKHUPRUH��

$&(�IRXQG�WKDW�����RI�SDUWQHUV�ZKR�KDG�DWWHQGHG����RU�PRUH�WUDLQLQJ�VHVVLRQV�ZHUH�DSSO\LQJ�

WKH�NQRZOHGJH�JDLQHG�LQ�WKHLU�GDLO\�OLYHV��ZKLOH�OHVV�WKDQ�D�WKLUG�RI�SDUWQHUV�ZKR�KDG�DWWHQGHG�

MXVW�RQH�RU�WZR�WUDLQLQJ�VHVVLRQV�ZHUH�DSSO\LQJ�LW�LQ�WKHLU�GDLO\�OLYHV��

 » $&(�DOVR�IRXQG�WKDW�DIWHU�RQH�RU�WZR�ORDQV������RI�SDUWQHUV�XQGHU�WKH�QHZ�PHWKRGRORJ\�DQG�

����RI�SDUWQHUV�XQGHU�WKH�ROG�PHWKRGRORJ\�VDLG�WKHLU�LQFRPH�KDG�LQFUHDVHG�PRGHUDWHO\�RU�D�ORW��

6R��SDUWQHUV�LQ�WKH�QHZ�PHWKRGRORJ\�ZHUH�PRUH�OLNHO\�WKDQ�WKRVH�LQ�WKH�ROG�PHWKRGRORJ\�WR�VHH�

WKHLU�LQFRPH�LQFUHDVLQJ�TXLFNO\��HYHQ�WKRXJK�WKH\�ZHUH�DW�VLPLODU�VWDJHV�LQ�WKHLU�MRXUQH\�ZLWK�$&(�

DQG�KDG�VLPLODU�ORDQ�VL]HV�

CHANGES TO NWTF INTERNAL PROCESSES AND SYSTEMS 
TO ENABLE THE OFFER OF A NEW PRODUCT
1:7)�KDG�WR�LPSOHPHQW�RUJDQL]DWLRQDO�FKDQJHV��WR��R΍HU�WKH�QHZ�KRXVLQJ�ȴQDQFH�SURGXFW�WKDW�LW�KDG�
GHVLJQHG���7R�LGHQWLI\�WKRVH�FKDQJHV��LW�ZRUNHG�ZLWK�+DELWDW�WR�XVH�WKH�FXVWRPHU�MRXUQH\�PDSSLQJ�DQG�
ZRUN�EDFNZDUGV��)LUVW��LW�KDG�WR�EXLOG�WKH�NQRZOHGJH�RI�IURQW�HQG�HPSOR\HHV��LQFOXGLQJ�WKRVH�LQ�EUDQFKHV�
DQG�UHJLRQDO�WHDP�PHPEHUV��DERXW�WKH�PRUH�WHFKQLFDO�DVSHFWV�RI�KRXVLQJ��DQG�LW�KDG�WR�EXLOG�FDSDFLW\�
DPRQJ�HPSOR\HHV�LQ�PDQ\�GHSDUWPHQWV��LQFOXGLQJ�UHVHDUFK��WUDLQLQJ��DQG�PDQDJHPHQW��WR�XVH�WHFKQRORJ\��
$GGLWLRQDOO\��1:7)�+DELWDW�FUHDWHG�WRROV�WR�KHOS�FOLHQWV�OHDUQ�DERXW�FRQVWUXFWLRQ��1:7)�DOVR�KDG�WR�
LPSURYH�LWV�Ζ7�V\VWHP�DV�ZHOO�DV�GHYHORS�EXGJHWLQJ�DQG�IRUHFDVWLQJ�WRROV�WR�FRPSOHPHQW�SURGXFW�VDOHV��

LESSONS LEARNED BY ACE ON SATISFACTION SURVEYS
• $&(�UHFRPPHQGV�GRLQJ�D�VDWLVIDFWLRQ�VXUYH\�HYHU\�WKUHH�\HDUV��0V��1JX\HQ�VD\V��Ȋ7KLV�IUHTXHQF\�

JLYHV�XV�HQRXJK�WLPH�WR�LPSOHPHQW�LQVLJKWV�IURP�SUHYLRXV�VXUYH\V�DQG�DOORZV�XV�WR�VHH�WKH�FKDQJH�LQ�

EHWZHHQ�VXUYH\V��ΖW�LV�DOVR�IHDVLEOH�DQG�DFKLHYDEOH�IRU�VPDOO�0)ΖV�OLNH�XV�ȋ

• 6DWLVIDFWLRQ�VXUYH\V�DUHQȇW�WKH�RQO\�ZD\�WR�FROOHFW�GDWD��([LW�VXUYH\V��FRPSODLQWV��GRUPDQW�DFFRXQWV�

DUH�VRXUFHV�RI�GDWD��$OVR��)63V�FDQ�FROOHFW�GDWD�WKURXJK�IRFXV�JURXSV�IRU�WKH�ODXQFK�QHZ�SURGXFWV��DV�

ZHOO�DV�HYDOXDWLRQV�RI�WUDLQLQJV�WKDW�KDSSHQ�UHJXODUO\�

• )RFXV�JURXS�GLVFXVVLRQV�JHQHUDWH�ODUJH�DPRXQWV�RI�TXDOLWDWLYH�GDWD��/LPLW�WKH�QXPEHU�RI�JURXSV�WKDW�

\RX�RUJDQL]H�WR�WKH�DPRXQW�RI�TXDOLWDWLYH�GDWD�WKDW�\RX�KDYH�WKH�FDSDFLW\�WR�DQDO\]H�
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• ΖI�\RX�ZDQW�WR�WHVW�ZKHWKHU�VRPHRQH�OHDUQHG�VRPHWKLQJ��LQVWHDG�RI�DVNLQJ�D�\HV�QR�TXHVWLRQ��H�J���'R�

\RX�NQRZ�KRZ�PXFK�LQWHUHVW�\RX�HDUQ�RQ�\RXU�VDYLQJV�DFFRXQW"��DVN�D�TXHVWLRQ�WKDW�UHTXLUHV�WKHP�

WR�GHPRQVWUDWH�WKDW�WKH\�DFTXLUHG�WKDW�NQRZOHGJH�

• 7KH�PRUH�IUHH�IRUP�WH[W��WKH�ORQJHU�DQG�PRUH�FKDOOHQJLQJ�LW�LV�WR�DQDO\]H�GDWD��ΖI�\RX�DVN�D�VXUYH\�

TXHVWLRQ�WKDW�DOORZV�SHRSOH�WR�VHOHFW�IURP�D�OLVW�RI�RSWLRQV��PDNH�VXUH�WKH�OLVW�LV�FRPSUHKHQVLYH��VR�

\RX�PLQLPL]H�WKH�QXPEHU�RI�SHRSOH�VHOHFWLQJ�ȊRWKHUȋ�DQG�ZULWLQJ�LQ�DQ�DQVZHU��

• ΖQWHUYLHZHUV�DUH�PRUH�H΍HFWLYH�LI�WKH\�PHHW�WKH�IROORZLQJ�FULWHULD��VSHDN�WKH�ORFDO�ODQJXDJH��

DUH�SDWLHQW�HQRXJK�WR�DVN�WKH�VDPH�TXHVWLRQV�WR�PDQ\�SHRSOH��DUH�FXULRXV�HQRXJK�WR�HQJDJH�

UHVSRQGHQWV�LQ�WKH�FRQYHUVDWLRQ��DQG�DUH�REMHFWLYH�

• %HJLQ�WR�FUHDWH�WKH�DFWLRQ�SODQ�DV�\RX�UHYLHZ�VXUYH\�UHVXOWV��7DNLQJ�QRWHV�DV�\RX�JR�DORQJ�ZLOO�KHOS�

\RX�DYRLG�IHHOLQJ�RYHUZKHOPHG�E\�KDYLQJ�WRR�PXFK�GDWD�WR�SURFHVV�RQFH�WKH�VXUYH\�HQGV�

• 8VLQJ�DQ�RQOLQH�WRRO�IRU�WKH�VDWLVIDFWLRQ�VXUYH\�UHGXFHV�WKH�WLPH�UHTXLUHG�WR�SUHSDUH�IRU�WKH�QH[W�

VDWLVIDFWLRQ�VXUYH\��<RX�FDQ�FORQH�WKH�SUHYLRXV�VXUYH\�DQG�WKHQ�DGG�RU�GHOHWH�TXHVWLRQV�HDVLO\�

• :KHQ�\RX�GR�UHVHDUFK�IRU�SURGXFW�GHVLJQ��WKLQN�RI�WKH�QRQ�ȴQDQFLDO�VHUYLFHV�WKDW�PLJKW�DOVR�KHOS�WKH�

QHZ�ȴQDQFLDO�SURGXFW�VXFFHHG��$&(�VD\V��Ȋ7KH�QRQ�ȴQDQFLDO�VHUYLFHV�DQG�WKH�ȴQDQFLDO�VHUYLFHV�DUH�OLNH�

WKH�WZR�KDQGV�RI�RQH�ERG\��DQG�WKH\�DUH�ERWK�DV�LPSRUWDQW�DV�HDFK�RWKHU�ȋ�

EFFECTS OF USING CLIENT FEEDBACK TO INFORM PRODUCT DESIGN

• ACE: $&(�ZLOO�LPSOHPHQW�WKH�QHZ�PHWKRGRORJ\�LQ�DOO�LWV�EUDQFKHV�JRLQJ�IRUZDUG��JLYHQ�LWV�

JUHDWHU�H΍HFWLYHQHVV��)RU�H[DPSOH��VDWLVIDFWLRQ�VXUYH\�GDWD�VKRZHG�WKDW�WKH�QHZ�PHWKRGRORJ\�

FRPPXQLFDWHG�EHWWHU�DERXW�DYDLODEOH�VDYLQJV�SURGXFWV��ZKHUHDV�SUHYLRXVO\�SDUWQHUV�KDG�QRW�

EHHQ�DV�DZDUH�RI�WKH�SURGXFWV�RU�XQGHUVWRRG�KRZ�WKH\�ZRUNHG��6XUYH\�GDWD�DOVR�VKRZHG�WKDW�

WKH�QHZ�PHWKRGRORJ\�OHG�WR�D�JUHDWHU�WUDQVIHU�RI�NQRZOHGJH�WR�FOLHQWV�DQG�D�JUHDWHU�LQFLGHQFH�RI�

FOLHQWV�DSSO\LQJ�WKDW�NQRZOHGJH�LQ�WKHLU�GDLO\�OLYHV��LQ�SDUW�GXH�WR�WKH�KLJKHU�QXPEHU�RI�WUDLQLQJV���

)XUWKHUPRUH��$&(�ZLOO�FRQGXFW�VDWLVIDFWLRQ�VXUYH\V�LQ�WZR�SDUWV��D�TXDQWLWDWLYH�VXUYH\�IROORZHG�E\�

TXDOLWDWLYH�GLVFXVVLRQV��ZLWK�LQWHUYLHZ�JXLGHV�EDVHG�RQ�WKH�LQVLJKWV�JDLQHG�IURP�TXDQWLWDWLYH�GDWD��ΖW�LV�

DOVR�FRQVLGHULQJ�UDLVLQJ�WKH�PD[LPXP�DPRXQW�RI�WKH�ȴUVW�ORDQ��JLYHQ�FOLHQW�GHPDQG��)LQDOO\��JLYHQ�WKH�

ODUJH�DPRXQW�RI�WLPH�WKDW�$&(ȇV�SDUWQHUV�LQ�UXUDO�DUHDV�ZHUH�VSHQGLQJ�WR�WUDYHO�WR�XVH�$&(�VHUYLFHV��

$&(�LV�SULRULWL]LQJ�LPSURYLQJ�LWV�0Ζ6�DQG�GLJLWL]LQJ�VRPH�RI�LWV�VHUYLFHV�
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• NWTF: 1:7)�ODXQFKHG�WKH�'XQJDQQRQ�+RXVLQJ�/RDQ�LQ�0D\�������ΖW�KDG�D�KLJKHU�ORDQ�DPRXQW�DQG�

ORQJHU�ORDQ�WHQRU�FRPSDUHG�WR�WKH�SUHYLRXV�KRXVLQJ�ORDQ�WR�PDNH�LW�SRVVLEOH�IRU�FXVWRPHUV�WR�KDYH�

D�KRXVH�LQ�DSSUR[LPDWHO\���\HDUV��7KH�QHZ�SURGXFW�DOVR�JDYH�FXVWRPHUV�PRUH�ȵH[LELOLW\�LQ�FKRRVLQJ�

ZKDW�PDWHULDOV�WR�SXUFKDVH�DQG�ZKLFK�DFWLRQV�WR�WDNH�ȴUVW��VXFK�DV�VWDUWLQJ�ZLWK�D�ZDOO�RU�WKH�URRI��

1:7)�IHOW�FRPIRUWDEOH�UDLVLQJ�WKH�ORDQ�DPRXQW�GXH�WR�ZKDW�LW�OHDUQHG�GXULQJ�FXVWRPHU�MRXUQH\�

PDSSLQJ��Ȋ2XU�FOLHQWV�GUHDP�RI�KDYLQJ�D�JRRG�KRPH�ȋ�H[SODLQHG�0V��*XDQ]RQ��ȊDQG�ZLWK�WKDW�GUHDP�

FRPH�IHHOLQJV�RI�KRQRU�DQG�SULGH��7KH\�ZLOO�UHSD\�WKHLU�ORDQV��UHJDUGOHVV�RI�WKH�DPRXQW��EHFDXVH�

WKDWȇV�WKHLU�MRXUQH\�DQG�WKDWȇV�WKHLU�GUHDP�ȋ�'HPDQG�IRU�WKH�'XQJDQQRQ�+RXVLQJ�/RDQ�KDV�EHHQ�KLJK��

2YHU�ȴYH�\HDUV��1:7)�KDG�GLVEXUVHG�RQO\����PLOOLRQ�SHVRV�IRU�LWV�SUHYLRXV�KRXVLQJ�ORDQ�SURGXFWV��ΖQ�

XQGHU�WKUHH�\HDUV��1:7)�KDV�GLVEXUVHG����PLOOLRQ�SHVRV�LQ�ORDQV�IRU�WKH�QHZ�SURGXFW�


