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VOICE OF THE CUSTOMER VOICE OF THE CUSTOMER –– Expert SeriesExpert Series

ZIGZAG MarketingZIGZAG MarketingTM

HIGH TECH PRODUCT MANAGEMENT

FROM GOOD TO GREATFROM GOOD TO GREAT

John Mansour
CEO, ZIGZAG Marketing
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Creating Products In LayersCreating Products In Layers

Product
Strategy

Target Customer
Business Requirements

Product, Functional, &
Technical Requirements

Solution
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Strategy & Market ForcesStrategy & Market Forces

Solution

Business Problems Business
Opportunities

Market Trends & Drivers
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Market TrendsMarket Trends
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Business DriversBusiness Drivers
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Focus GroupsFocus Groups

Target Customer
Executives

Product
Strategy

Target Customer
Business Requirements

Product, Functional, &
Technical Requirements

Solution
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
The Best Focus GroupsThe Best Focus Groups

Progressive organizations

“Outside-the-box” thinkers

Profile of target customer
Industry
Organization size
Culture 
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Executive Focus GroupsExecutive Focus Groups

CxO

SVP

VP

CxO

SVP

VP

TARGET 
CUSTOMERS

YOUR 
EXECUTIVES

Market Trends Market Trends 
& & 

Business DriversBusiness Drivers

Product 
Management
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Market TrendsMarket Trends

Market Trends

General business 

Technology

Economic

Demographic
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Business DriversBusiness Drivers

1. Regulatory issues

2. Key industry challenges?

3. What are (target customer) 
executives losing sleep over and 
why?
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Focus Group OutputFocus Group Output

Document & Communicate
Trends & business drivers

Business problems 
Business opportunities 
Business requirements to support both
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing

12 Months 24 MonthsTIMELINE

FUNCTIONALITY

Geography

Vertical Markets

US, UK Germany, France

Transportation Mfg., Financial Svcs.

Partner Build

Build

Acquire

Build

Acquire

Build

Partner/Build

Product RoadmapProduct Roadmap

MAJOR
FUNCTIONALITY
COMPONENTS
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing

Cisco Systems Announces Agreement to Acquire The Linksys Group, Inc.

Represents Cisco's Entry into the High-Growth Home Networking Market
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing

Target Customer
Business Requirements

Creating Products In LayersCreating Products In Layers

Product
Strategy

Product, Functional, &
Technical Requirements

Solution

Target Customer
Middle Management
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing

BMW iDrive
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Development ProjectsDevelopment Projects

On time
On budget
Features as planned

16%

Harvard Business School:  Secrets of Software Success



Copyright 2001-2004.  ZIGZAG Marketing, Inc.

18

Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Development StatisticsDevelopment Statistics

Time estimates
Average variance = 2.5X

ESTIMATE = 6 person months

Harvard Business School:  Secrets of Software Success

ACTUAL = 15 person months
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Development ProjectsDevelopment Projects

Cancelled before completion 

30%

Harvard Business School:  Secrets of Software Success
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Development ProjectsDevelopment Projects

Budget vs. actual 

BUDGET = $1.00

Harvard Business School:  Secrets of Software Success

ACTUAL = $1.89
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing

Top Culprits of Software Top Culprits of Software 
DevelopmentDevelopment

1. Lack of user involvement

2. Unclear customer requirements

3. Feature creep

4. Mid-stream design changes

5. Poor time estimates

Harvard Business School:  Secrets of Software Success
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Project Focus GroupsProject Focus Groups

Product Management
Product Development

Business Analysts
Product Marketing

International

Facilitator
(neutral party)

Tech Support

Customer Care Sales

Prospects
(at your own risk)

4-6 Target 
Customers (B2B)
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Project Focus GroupsProject Focus Groups

Requirements
Definition Design Construction

Unit Test
System Test

Q/A

Packaging /
Production

•Validate business problem definition
•Prioritize problems to be solved
•Prioritize proposed solutions

Validate
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Project Focus GroupsProject Focus Groups

Requirements
Definition Design Construction

Unit Test
System Test

Q/A

Packaging /
Production

Validate

•Validate visual concepts
•Validate business process workflows
•Validate information flows
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Project Focus GroupsProject Focus Groups

Requirements
Definition Design Construction

Unit Test
System Test

Q/A

Packaging /
Production

Validate

•Validate navigation
•Validate hands-on usability
•Does it solve the problem?
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Project Focus GroupsProject Focus Groups

Requirements
Definition Design Construction

Unit Test
System Test

Q/A

Packaging /
Production

Validate

•Validate user acceptance
•Validate market readiness
•Validate internal readiness
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
Gain Market AwarenessGain Market Awareness
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing

Quantitative
Market Analysis

Product Strategy

Release Planning

Handoff To Development
Define Value Anchors

Cross Organizational Planning Field Readiness & Rollout

Product LaunchMarketing Programs

Building A
Balanced Team

ZIGZAG Marketing MethodologyZIGZAG Marketing Methodology
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Customer Involvement in the Software Product Development Process

ZIGZAG MarketingZIGZAG Marketing
ZIGZAG Marketing WorkshopsZIGZAG Marketing Workshops

How To Lead With Product Management

How To Execute a Product Rollout

How To Define Requirements & Work With 

Development

How To Create Unique Product Positioning

How to Create Powerful Product Demos

www.zigzagmarketing.com/dates.asp


