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= Innovation with business partners
= Innovation with end customers
= Unmet needs: focusing on value-in-use
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"No Lego Designers took part in the creation of this
product” Mark William Hansen, Director of Lego Group

Item#: LFHOO1

Ages: N/A

Total Pieces: 540
(Pieces used in set: 77)

Price: USD 28.74

Available Now




Unpacking our offer and the customer’s value-in-use

Experience surround

Augmented
product / service

Core
product/ service

1. Our offering
What do your customers say they want from:

a) Your core product/service (tangible or intangible,
e.g. engine, bank account)?

b) Any surrounding product/service (e.g. customer
support, training, )?

c) Any wider ‘experience surround’ (e.g. relationship,
peer-to-peer interactions, making use of your
network of contacts etc)?

PRODUCT-MARKET:

Cranfield
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Usage Processes

Value-in-use

3. Customer use process
What does the customer
have to do when using your
products/services, in order to
achieve the goals you have
listed in step 2?

2. Value-in-use
What are the goals that
customers are really trying to
achieve when they ask for
the things that you have
listed in step 17
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The Original Pest Elimination Company™
“BUGS” BURGER BUG KILLERS, INC.

Guarantee About Free Advice Press

GUARANTEED PERFORMANCE GUARANTEED PROTECTION

1.Should a roach or rodent be seen by one
of your guests, we will PAY THEIR
BILL.* send them a letter of apology and
invite them back as our guest.

1. You do not pay our initial charges until
we Totally Eliminate every roach, rat
OF MOUSE nesting on your premises,

2.We will PAY ALL FINES that may be
levied against your hotel or restaurant by
the health authorities for the presence of
roaches or rodents, and further...

2. If you are ever dissatisfied with our
results and want to cancel our serviee
due to a re-infestation of roaches, rats or
mice, we will:

A. Refund up to one year's : 3.5hould your hotel or restaurant ever !!'I.'
service charge and... : cloged by the health authorities solely for

B. Pav the soot of another : the presence of roaches or rodents, “Bugs™
exterminator of vour choice Burger will PAY PROFITS LOST while
for up to one year, you are closed, plus $5000.

"BUGS” BURGER BUG KILLERS, INC.

The Original Pest Elimination Company™
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“You don’t owe a penny until all the pests on your premises have
been eradicated.

If you are ever dissatisfied with BBBK’s service you will receive a
refund for up to 12 months’ services, plus fees for another
exterminator of your choice for the next year.

If a guest spots a pest on your premises, BBBK will pay for the
guest’s meal or room, send a letter of apology and pay for a
future meal or stay.

If your facility is closed due to pests, BBBK will pay any fines, as

well as all lost profits, plus $5000.”

www.bugsburger.com




Wo-40
take head
OME/GARDEN
|Jse to loosen rusly nuts and screws, clean garden fools
Cleans piano keys
Kizans wicker chairs from squeaking

Lubricates smeall roliing toys

Keeps garden tools nust-iree

Cleans patio door gide sirip

Riemoves crayon from clothes dryer (make sure to unplug dryer first)
Remaves scuff marks from ceramic file foor

Keeps metal wind chimes rust-ires
Removes crayon from walls

Helps join plastic shelving fo make disassemihy easier
Removes water spots from mimors

Lubricates hinge on pruning shears

Lubricates screws on lawn furniture

Lubricates hydraulc rams on slideout of 5th whesl
Cleans fiberglass Dathtubs

Cleans and prevents rust on ol fank exterior

Cleans and profecis bed of wheskamows

Prevents nust on swamp cooler nuts

Aemoves tea siains from counteriops
Riemoves crayon from wallpaper

Lubricates gale locks

Riemaoves crayon from carpet

Removes crayon from compressed wood furnibere
Loosens rusty paris on lasmmower
Lubricates sticky drawers

Riemoves tape miarks from the wall where posters hung
Shines leaves of artificial housepiants

Kizaps =now from sticking fo showel

Lubricates folding paris of ironing board
Remioves rust from chair feet

Cleans and polishes gold and brass lamps
Aemoves adhesive price fag from shoe botioms
Keeps trigger on giue gun from sticking
Cleanz bed frame

Protects shower heads from nust
Protects siler from blackening

Lubricates extemal pivots on lawnmaowers

Kesps biades from rusfing on garden plow
Cleare biack sireaks from hardwood floors
Protects inner machinery in toilet against corrosion
Femoves paint from fike fiooring

Protects hand trowels from comosion

Cleans and profecis pitohforks

Lubricates screen channels upon instalkstion of rubber bead
Removes rust stains from bathroom tubs
Cleans mefal figurines

Shines shower doors

Protects patio door from sun damage

Cleans mildew from refrigeraior gasket

Helps clean rust from wire shehes

Cleans newspaper nk from fables
Remaves rust stains from floor afier mopping
Cleans and protecis tv anfenna
Remaves gum from wallpapser

Penefrates and frees sfuck toilet shutoff vahe
Spray on rotofiller biades to prevent rust during off-season
Cleans meliad vacuum bett from carpeling
Remioves cravon from television stresn

LIST OF 2000+ USES

The uses of WD-40 described on this website were provided to WD-40 Company by end-users of the product, and do not
constiute recommendations or suggestions for use of WO by WO-40 Company. These usss have nat been tested by

. Consumers should exercise common sense whenever using WOH0. Always follow theinstructions and
any wamings prnted on the WO packaging.

Cranﬁ
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Lubricates miver gears

Removes rollierbiade marks from kitchen floor

Adds moisiure o and presenves hory and bone Rems
Kieans lawn mower carburetors free of gunk.
Removes veloro slickers

Polishes away scraiches on counteriops
Lubricates vacuum cleaner roller bresh

Cleans gunk from bese of toilel bowl

Lubricates runners on porch gider

Cleans roofing tar off crcular saw blades

Protects exposed metal parts on snow biowers
Removes shicker residue from clothes
Removes gum from flagpoles

Keeps clay from sicking to shovels
Pravents rake from rusting

Remaves laundry defergent stain from washer
Polishes splash guards

Cleans crayon off of rock walls

Lubricates ball vahe handle on sprinkler system
Lubricates return springs on riding Bwnmowers
Keeps kitty-doo from sticking fo electric cat-box rakes
Removes drisd foothpasis stains
Remaoves silly putty from fumiture

Cleans lime =tains from foilet bowls
Spray on bottom & inches of woaden patio table to prevent mildew
build up

Femoves glue from refmgerator
Helps clean showers

Cleans buid up on hedge timmers

Lubricates oardening shears
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RS Components:

Linecard | All Products | Our Brands | Quick Order | Branch Network | My Account = Services | Help

RS

Electronics
Components, Power
& Connectors

Electrical,
Automation &
Cables

Batteries
Connectors
Displays &
Optoelectronics
Passive Components
PCB Prototyping

# Power Supplies &
Transformers

Semiconductors

Automation & Control
Gear

Cables & Wires
Enclosures, Storage &
Material Handling

Fuses, Sockets &
Circuit Breakers

HVAC, Fans & Thermal
Management

Lighting
Relays
Switches

Register today for

™

Time savings

create and save your parts lists

™

Faster check-out

save your shopping basket, delivery and

payment details

Register now

Mechanical Products
& Tools

IT, Test & Safety
Equipment

Abrasives &
Engineering Materials

Computing &
Peripherals

Adhesives, Sealanis & Office Supplies

Tapes
Facilities Cleaning &
Maintenance

Fasteners & Fixings
Plumbing & Pipeline
Pneumatics,

Hydraulics & Power
Transmission

Tools

™

safety, Security, ESD
Control & Clean Room

Test & Measurement

Regular updates

promotions

on the latest products, technologies and

Reaister

Log In

_IE 0 items in basket: £0.00

New to our site?
Register with RS Online

Parcel Tracking

Enter your RS order
reference number:

Supplier of parts.

Customer:
electrical engineers

2
3
)
3
.




Spark Store

DesignSpark WEBENCHE
e LED Architect GCPrevue

< @

e toolduing Microwave GooeLe

TINA-TI Designer Tools uF

DesignSpark PCB
The World's Most Fowerful Free Schematic and PUE Layout Toof,

Click here for full details in the Design Centre.

Read mare

Cranﬁeld

UNIVERSITY

School of Management
DesignSpark.com

powered by RS Components:

6 Degrees of Freedom — ‘Outrace’ lands in
Trafalgar Square

17 Sep 2010

kN

T week ago
Hi Dave,

It is not possible to just log these lengths at the r
list of suggestions for updates - the one you meni
specify net lengths in the design technology is sc
logged.

By right clicking on a given track segment, go to
see the length of the net that this track is on. So
whale net. Also, you will go straight into the net 1
done this so you can get the info with one click e
some time. Alt+Enter also works if you have clicked on a track segment of
the net you wish to measure.

Cheers,

lartin

OOOOO
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TAKE THE TOP THREE

YOU SAW THEM IN THE BIG GAME, NOW SEE THEM AGAIN HERE.
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Focusing on value-in-use....

Or not!

Cranfield

UNIVERSITY
School of Management

1 Move the sliders to 2 Ensure you get the 3 Hit the submit button,
select your ideal set up perfect mix of specs

Display and user

you're all done.

Screen size Screen type Keypad Secondary buttons Screen ratio
5-inch Capacitive QWERTY Hot key + 219
one touch Tao way aut there

4 5-inch
4-inch Resistive Standard Hot key only 16:9 Perfect mix

keypad
3 5-inch

P

3-inch Neon-touch Touchscreen On/Off 43

keyboard switch "'.
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ent

4 )

Its June. where are the "What a ”Until the design
design sketches disappointment, choices are less guided,

romised for _May ? o
fyt least gij;e ab logy;ost this page is too this is a total sham

talking about the technical (screen
progress or something. P Il;g:'lrg?t“rg:;(%?tsg]e%s
Come on did you guys -

forget or something!?

Hit the submit button,
you're all done.

Secondary buttons Screen ratio
5-inch Capacitive QWERTY Hot key + 219
one touch
4 5-inch
4-inch Resistive Standard Hot key only 16:9
keypad
3 5-inch
3-inch Neon-touch Touchscreen On/Off 4:3
keyboard switch
" / /
/ “«
let the people actually vote for the

(" This is useless as long as Nokia only
allows you to submit suggestions
that are just like today’s average
\_ phone.

winner. DON'T BETHE JUDGE FOR
US. What is more important don’t
only steal our ideas which might
make you a fortune. Award the
winner with a job, a all included

\ cruise etc”




Building the Dream - 787
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40 best in class global suppliers

THE COMPANIES
U.S. CANADA AUSTRALIA JAPAN KOREA
M Boeing M Boeing M Boeing M Kawasaki M KAL-ASD
M Spirit M Messier-Dowty M Mitsubishi
¥ Vought B Fuji
M GE
M Goodrich
FIXED ENGINE CENTER
TRAILING EDGE NACELLES FUSELAGE
Nagoya,Japan Chula Vista, CA Grottaglie,ltaly
WING TIPS ]
Korea Nagoya,Japan
MOVABLE TRAILING EDGE
Australia
PASSENGER
TAIL FIN Egm: DOORS
Fredrickson,
Washington
MAIN LANDING GEAR
HORIZONTAL WHEEL WELL
STABILIZER Nagoya, Japan
Foggia, Italy
CENTER WING BOX
Nagoya, Japan
AFT FUSELAGE — LANDING GEAR
Charleston, S.C. Gloucester, UK

Cranfield

UNIVERSITY

School of Management

EUROPE

M Messier-Dowty

M Rolls-Royce
Latecoere
Alenia
Saab

FORWARD FUSELAGE
Nagoya, Japan

FORWARD FUSELAGE
Wichita, Kansas

CARGO/
ACCESS
DOORS

Sweden

WING/BODY FAIRING
LANDING GEAR DOORS
Winnipeg, Canada

A

ENGINES
GE-Evendale, Ohio
Rolls-Royce-Derby, UK

FIXED AND MOVABLE
LEADING EDGE
Tulsa, Oklahoma
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Customers

Cranfield

UNIVERSITY
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After key suppliers,
Customers were next with
interior design spec.
almost entirely customer
designed




What are the advantages Cranfield

UNIVERSITY

and disadvantages Of this School of Management
approach?

Advantages Disadvantages




Customer-led innovation Cranfield
is not just for products

School of Management

Business
model

Process

Service

Channel or
distribution

Value-in-use




From soeve  Cranfield
manufacturer to

systems integrator

= Concept to prototype in about 5 years...but
delays afterwards

= A decade ago, about 20% of Boeing
manufacturing was built outside the USA with
<50% outsourced.

= Today, Boeing itself is responsible for making
only about 10% of the aircraft by value — tail fin
and final assembly. The rest has been co-
created with partners

= Boeing relied on risk-sharing partners to develop
key aspects of technology, such as the carbon
composite fuselage

School of Management




Process: new supply
chain model

Bringing the parts together in Everett

Cranfield

UNIVERSITY
School of Management

‘kun.u PMES travelag to [verett

-

MNecr

Srom Tofea 10 Jopen

Fureloge vections flomn

{rom Japan to Charkeston

Chwla Vista® 1o Everett e
FROM THE MIDWEST

Nose section assemdled in Wichita
and Sows to Everett

Engine pylons moved by rail
from Wichita to Everett

Movable leading edges moved by rail
from Tulsa to Everett

Movable trailing edges

and 1aboaed flaps
shipped to Everett

Soance Boving dowmants

NOTE: * (hely assembly site, MNGEGUOTers of Gocdoch Arostractones

W:E-c‘uf ﬁ"‘“ f::oﬂ «‘ci: and nwiser Hortizontal staddlizer flown
“‘ ey Chine ._..._______f‘rcmlﬂyto!nnlt
—-———
- > ngeed &
T e foieing poneis ¥ | AN
- M. i 0In angiag gear fown in

oy 8 S “Mwm«*

Tadd cone whipped fom ' A

South Korea 10 Everett Pyton faining3od | camasa \

male ndng P : T T e ——

oeat doots :::i:u’::w | Fonwend catgo door from Linképlag t:: Wickvto ] {
merved by rail ¢ AW ay il | "“"ﬂ"h AR sarp
Wings fowa from to Everett Weages o (hanfeston o v SmmeitS) $ONe FroA
fapan 1o Everett - = | Nt iamding gear foom Blootester 1 Liokdping
, - - ‘ ‘ RES
Vertical fin assembled : - ‘ R
in Frederickson and :' % ‘:_'. i POssenger eotiy 20008 ihgoed
truckad to Everett oy : { Sroen Tevlouse 1 Cherfeston
jaran 6 -} - — =
Rued Moding edget 1ered ‘l i |
Nacelles sent &om o <~|- -
X Faaelage seczuie frow 295

Do 2 Cherde
FROM THE SOUTHEAST £ S S

MiZ- and rear- fanelage sections assembled
n Charleston and flown 1o Everett

Regr fuselape
axemled

Agfurcioge
assemblied

RIPORTING BY DOMINIC CATER / THE SEATYLE TiNES
GRAPMICSE BY MARK NOWLIN / THE SEATTLE TIMNESY




Value-in-use: Cranfield

NIVERSITY

My D ream I i ner School of Management

) £SO EING

e Help us get a tailored plane that’s right for us
e Lower our fuel bills

e Generate demand from travellers

e Give us all this faster than the competition

e Take hassle away from me
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Service & brand BoEING

Service: GoldCare
(modelled on R-R TotalCare)

Competition to name the Dreamliner




Why new products fail... Carfield
Dominantly insight. g
0

10 20 30 40 50

Inadequate market analysis

Product defects .

Lack of marketing |

Higher costs than anticipated -

Competitive reaction 1% mpanies

o

Poor timing

Production problems ,l

Q

Source: Cooper
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Deliveries to Dec 2012

12

LOT Polish Airfines

Financial Times, January 17, 2013




Dreamliner fleet is grounded by
biggest customer

In the news:

JAN 2013

o chares hit after Japanese
gi(;filllllegs ground Dreamliner fleets

tosmrttheengmes.
in London, oflncidentshaveraisedqms- tery used
ByAndeM

There burning smell.
obert n and was also-a b i
Detrott about the jet's safety bl v
awwwwn - in Toi:: ?horsreliabmty of its electrical won:k‘inz o ustomier i
power gystem.

a

Dreamliners tion from airlines. : e R

: mwwm c01)reamline“mma AR 1 e tmmdyme US Federal Aviation

use of concerns about the wdrs ol Al 3 Fuders & ation

::?:w s thjl.}t'move e 'mﬁﬁeﬁm sut on a JAL 787 on January 7.
e A The groundings al

Financial Times, January 16, 2013
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In the news:

JAN 2013

Deep commitment of
customers

* Provides resilience

Financial Times, January 17, 2013
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Grounded: the
Japanese
carrier is the
787 biggest
customer and
Is expected to
reject cheaper
deals

Boelng Dreamhner crisis gets
worse as ANA insists on cash

Lucy Tobin

THE airline which suffered the
most disruption from Boeing’s
Dreamliner crisls wants
compensation in cash, not cut-
price deals, which may see the
planennker‘scnstsforduﬁzsco

Negothﬂomberweenplane
manufacturers and airlines often
see the parties agree 1o get
cheaper prices for future orders,
allowing Boeing to spread costs
aver several years, rather than

cash discounts. But Insiders at All
Nippon Airways, which with 17
787s was the Dreamliner’s biggest
customer, said: "ANA would
prefer to have the cash.”

All 50 Dreamliners have been
grounded for two months after a
string of safety incidents including
abartery fire,

Boeing's compensation bill is set
to hit tens of millions of pounds:
Japan Airlines, which owns seven

million (£5.3 million) from its

earnings to the end of March.
Boehgmymtbcleplyobmad
to compensate for lostbusiness.
But since airlines are the jet
manufacturers’ biggest
customers, relationships can be
valued above contracts.

Willie Walsh, boss of British

International

Alrlines Group, sald BA expects to
receive compensation for the
manufacturing giant’s problems
delivering the Dreamliner.

Boeingsaidmmpemﬂonwas
not yet being discussed.

Cranﬁeld

UNIVERSITY

hool of Management

In the
consumer news:
MARCH 2013

“Dreamliner crisis”
(not ANA)

Reported in
consumer media
outlets

Evening Standard, March 20, 2013
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'Final’ battery test on 787 Dreamliner
'straightforward,’ Boeing says

By Thom Patterson, CHN

April 7. 7013 — Updatad 1525 GMT (2326 HKT)

STORY HIGHLIGHT 3

- The test I= part of Boaing's work
an an |I'I1|ICI||'Eﬂ TET Imlum-lon
pattery systam

« 50 Dreamiinzr alreraf have
Dpesn grounsed Elnce January
afiar two battery firzs

- Boelng e3ye B wil analyze the
data from the taet and submit
materal to the FAA

L]

CNN w;ebsite, A7,E0—i3

{CNN) — A flight labeled the "final" cerfification test of an improved
battery system for the grounded Boeing 787 Dreamliner was
"straightforward” and "uneventful,” the airplane maker zaid Friday.

The test was an important one for Boeing, which has billions of
dollars riding on the success of the new airliner. The LS. Federal
Aviation Administrafion and similar regulators worldwide grounded
the Dreamliner in January after two battery-related fires damaged
7&7= in Boston and Japan. Mo one was hur in the fires.

In March the FAA approved a Boeing certification plan to fix the 787's
problematic lithium-ion battery system and prove the new design is
zafe. Friday's nearly teo-hour flight was the final certification test of
that plan.

Boeing announces changes to Dreamliner battery system

Boeing "will now gather and analyze the data and submit the required
materials to the FAL " the company said in a news release. It =aid it
expects the material fo be deliverad in a matter of days.

The flight left Paine Field in Everett, Washington, at 10:39 a.m. with a
crewe of 11, including two FAL representatives, Boeing said, and it
returned at 12:25 p.m.

"The crew reported that the cerification demonsiration plan was
straightforward and the flight was uneventful " Boeing's news release
zaud. "The purpose of the flight was to demonstrate that the new
battery system performs as intended during normal and non-normal
flight conditions.”

Af the time the planes were grounded, 50 737s were flying

PR N T I T P S— _:-v-___‘l___n_n: - r-___S1__. [ R I '

D i

~ ™ 1 7

United plans to resume 787 service in
May

By Aaron Cooper, CNN
April 8, 2013 — Updated 1507 GMT (2307 HKT)

In the news:
APRIL 2013

A 727 Dreamliner passenger jet Is testad above the Boeing factory at Paine Fleld In Evarett, Washinglon state on March 20,
2011.

STORY HIGHLIGHTS

- United Alrinze 15 only U.S.
carrier that flles the 757; S0 In
garvice worlowide

Washington (CNN) - United Airlines plans to resume flying the 787
Dreamliner in May, the carrier told CNN in anticipation of regulatory
approval of Boeing's remedy for battery problems that forced the
jetiiner's worldwide grounding.

- The 787 was groundad In

January after two battery fres In

Soeton and Japan While United is the only U.S. carrier that flies the wide body, a signal

from the world's biggest camier indicates that others are also likely

“he Federal Aviation making plans to resume service in coming weeks.

Agministration must stil sign off

on Soeing's battery radesign
For the first time in months, it also indicates a clear time line for
Boeing to return the aggressively promoted but troubled jetliner to the

CNN website, April 9, 20
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Boeing says Dreamliner reliability
| 'better but not satisfactory’
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DHL: Co-created business plans Cranfield
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e e s JOINTBUSINESS PLAN s
JOINT BUSINESS JOINTBUSINESS PLAN BETWEEN p !
PLAN BETWEEN JOINT BUSINESS PLAN ‘ BETWEENBAYER b S fohmcn ohmen
PFIZER AND DHL @ WELCOME BETWEEN EABLAND DHL Y eab c A} o B I

gy a1« 2 g v

i e g Tt B
e

v b ———— -
-t g e st
ot

€ CustomerdLife

@ Customer4Life

€ customerdlife

e v @Cus:un'evduu

@ CustomerdLife

JOINT BUSINESSPLAN e JOINT BUSINESS PLAN —
BETWEEN HENKEL BETWEEN BRITISHGYPSUM JOINT BUSINESS PLAN
AND DHL Horka! AND DHL @amnopmn  SETWEENBPAND DHL

WELCOME

Henkel

€ Customendlife

71%
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& CustomendLife

JOINT BUSINESS PLAN
BETWEEN 3MAND DHL

BIENVENIDOS

AN BBAEL
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Customer-led innovation in Cranfield

UNIVERSITY

your buSiness unit School of Management

How good are we at:

=

Understanding unmet needs (value-in-use dimensions)?

2. Working with customers to co-create something better than we
could create on our own?

3. Working with suppliers to co-create something better than we
could create on our own?

4. Managing the risks that arise from open innovation around who

owns the IP and retains the competence?
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= Listen to customers

= Consider active involvement of customers not just for products but

also for business models, service, communications, etc

= Co-creation advantages include creativity, speed, commitment,

publicity

But watch out:
= Get it right or you will be doubly punished
= Are you now dependent on customers (or suppliers)?

= Co-creation is a competence that takes time to develop




Building an open Cranfield, .,
- = School of Management
innovation culture

e See the Barwise, Meehan, Macdonald (2011) article “Relentless Tide”

e Further reading: Barwise, Meehan (2011) book “Beyond the Familiar”

“A must read for anyone who wants to get a jump on the fiture.”
GARY HAMEL, AUTHOR OF THE FUTURE OF MANAGEMENT

BEY OND
THE

FAMILIAR

Customer

promise

A

Open Customer
organisation irust

v

Successful
innovation

Continuous
improvement

Patrick Barwise
Sean Meehan
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