Using jobs-to-be-done ;
to design better user
experiences



http://www.uxforthemasses.com/
http://www.twitter.com/@neilturnerux

 UX lead at AstraZeneca




3 quite interesting things about me...




1. Identical twin
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2. Pupil at Nelson’s school
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WHAT WILL WE COVER?

* What are jobs-to-be-done?

e Why are they so important?

* How to identify them

* How to prioritise them

* How to capture and map them
* How best to utilise them

* Where to find out more
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How many products and
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“We hire
products to do
things for us”

Clayton Christensen

Harvard Business School Professor &
Disruptive Innovation Expert



“People don’t want
to buy a quarter-inch
drill. They want a
guarter-inch hole.”

Theodore Levitt




“A job-to-be-done is not a product,
service, or a specific solution; it's the
higher purpose for which customers
buy products, services, and
solutions.”

The Innovator’s Toolkit

David Silverstein, Dr. Phil Samuel, Neil DeCarlo





https://www.youtube.com/watch?v=sfGtw2C95Ms
https://www.youtube.com/watch?v=sfGtw2C95Ms
https://www.youtube.com/watch?v=sfGtw2C95Ms

JOBS-TO-BE-DONE

* Are relatively universal

 Don’t substantially change over time

* Are solution agnostic






Job = Listen to music
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Job = Avoid awkward silences with background music
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Popular Playlists
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Summer BBQ Dinnertime Acoustics Kitchen Swagger Dinner with Friends

""100 GREATESTY

DINNER PARTY SONGS EVER
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Feel Good Dinner Peaceful Guitar 100 Greatest Dinner Latin Dinner Bossa Nova Dinner
Party Songs Ever




Job = Distract from the pain




Popular Playlists
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Run ‘N’ Bass

Q’- The Rock (
3 Workout \}
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The Rock Workout 80s Workout You Can Do It 90s Workout

WORKOUT

Warriorwom | seast " 1 RUNNING

Warrior Workout Beast Mode Workout Mix Running Workout Motivation Mix Dance Workout



Job = Listen to the latest bangers
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FEATURED GENRES & MOODS NEW RELEASES DISCOVER

The Best New Releases

New Music Friday UK Release Radar

New Albums and Singles

LONDON
QRAMXNR
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¢ 2
Witness Truth Is a Beautiful Spotify Singles Doing Me 2U (feat. Justin Bieber)
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Job = Discover hidden gems
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1. We A Famly 4:44
The Flaming Lips -« Oczy Mlody

2. Those Days Are Gone 3:20
Busted - Night Driver

3. Other People's Things 4:16
The Shires - My Universe

4. On Your Way 3:20
Pillow Person - On Your Way

5. Principle 3:39

Discover Weekly

Ronika - Lose My Cool (Deluxe Edition)
By Spoti . . .
2Rty 6. Falling For You (feat. Sinead White) 4:15
50 SONES Daithi, Sinead White - Falling For You (feat. Sinead White)

- 7. Outlines (feat. Josh Franceschi) 3:40

All Time Low - Straight To DVD lI: Past, Present, and Future Hearts

UNFOLLOW cee =
8. The American 4:29

Simple Minds - Acoustic

9. Melt 5:29
Boxed In « Melt




Job = Avoid boredom
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Philosophize This! I'he History of Rome I'he History of WWII Stuff You Should Know Freakonomics Radio
Podcast - by Ray Harris Jr

STUFF TO BLOW YOUR

CoffeeBreak
WNYCSTUDIOS Spamsh

Radiolab The Guardian's Science I'he Business podcast Learn Spanish with Coffee Stuff To Blow Your Mind
Weekly Break Spanish
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Dan Carlin's Hardcore
History



Extras

Settings DAY
Shuftle Songs ‘
Now Playing Mt AT

You & Music



“Jobs-to-be-done helps you to focus on
what really matters, rather than trying
to add on cool features that muddle
the customer experience and make the

product less compelling.”

Jobs to be Done: A Roadmap for Customer-Centered Innovation

David Farber, Jessica Wattman, and Stephen Wunker



“If you understand
the job, how to
improve it becomes
obvious”

Clayton Christensen

Harvard Business School Professor &
Disruptive Innovation Expert



Audio books on Spotify?







MAIN JOB
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Relieve boredom

RELATED JOBS

L -

Choose music
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IDENTIFYING JOBS-TO-BE-DONE

* What jobs do people struggle with?

* Where are products and services not being used?
* What work-arounds do you see?

* What jobs do people want to avoid?

 What surprising uses have people found for
existing products and services?



JOB STORIES
~ Siaton  Need  Goal

Keep myself and

. No one gets bored
passengers entertained

Travelling in the car




CARRY OUT A JOBS-TO-BE-DONE
INTERVIEW

* Uncover jobs-to-be-done
* Focus on poorly satisfied jobs
e Structure as job stories

e Switch between interviewer & interviewee



Prioritising jobs-to-be done
S




So many jobs-to-do to choose from...




Prioritising jobs-to-be-done

Very limited opportunity | Potential for disruption

Satisfaction with current solution

Limited High
opportunity opportunity

Importance of job
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Importance of job



PRIORITISE JOBS-TO-BE-DONE

* Prioritise jobs-to-be-done from the user interview

 Think about importance vs satisfaction






JOB STORIES
~ Siaton  Need  Goal

Keep myself and

. No one gets bored
passengers entertained

Travelling in the car




CUSTOMER EXPERIENCE MAP

STAGES

RAIL EUROPE

THINKING

FEELING

EXPERIENCE

/
i)
\ y.
Talk vith
frienas

Enter trips Raview farse
Ssled peadeé]
Live ohat for

Travel oites Eompare

/ VA
(=)
\

Paymert ~ Rsview &
Einsrary - options optionz oonfirm

Wait for paper tickets 1o srive

" R, X
7 N\
\ / 4 \
&/ (=)
Print -ticksts \
athoms Papar tCksts
amve in mai

Activitiss, unexpsoted changss

Buy additional
ticksts
View 7/ "V_ \-'/-\\.
maps | J‘. Wmet” {y. )
N ¢ ) =
- Pan/
LOOK confirm
matabiee Arrangs actvitiec
travel

Post Travel

Shars expensnce
Fomw on Mior booklng onsnges

= \Whast iz the eaaieat way to get around Europs?

« Whes do | want 1o go?

= How much tims showd L'ws spend in saoh
pisos for sits sesing ana acthitiss?

= wart to gat the best prico, but Fm wiling 1o pey o
Rtly rrove for Erst class

« How much wil my whole i cost me? Wt ore 1y
tradie-ofie?

* Aro thare other activiies | can add to rmy plan?

= Do | havs af the ticksts, pacssst and rEcsnstions
1 need in thiz booking &0 1 Con't pay more
shipping?

= Rai EL iz not snewering the phons. How
sios can | gst my quaction anzwersd?

« Do | have swerything | nesa?

= Rail Eunops website wae eazy and frisndly, but
whsn an izaus cams up. | courdn't gt help.

= Whst wil | do if my tickste don't amive in time?

= | juzt figurea we could grab a train but thers ae
Not mors traine. VWhat can we do now?

= Am | on e right trsin? If not, whet next?

= | want to make more travel plsns. How oo !
do that?

= Trying to retum tickst | waz not abie to uzs. Not
zurs If I'll gst a refund or not.

= Peopis ars gaing 1o love thees photos!

= Next times, we will sxpions noutss and avalabity
mors carsfuty.

* I'm excitsd to go to Eurcpsi

= Wil | be aDis t0 26 svarything | can?
« What F | can't afford thiz?

= | don't went 10 make the wiong choics.

= it's hard 1o rust Trip Advisot, Everyons is
S0 negalive,

= Keaping wack of al he dfferent products
8 conusing.

* A | surs This i the 11D | want 10 take?

* Wabsits sxparience & sazy end fisnalyl

= Frustrated to Not kNow S00NSr SDOAR whioh
tickste are STickstt and which are paper tokste.
NOt 3Urs my tickets wil amvs in tims.

* Streezad that I'm sbout to Isaws the country
and Rail Europs won't answer the phone.

« Frustrated that Ral Europs won't ship tickets
10 Europs.

= Happy to receivs my ticksts in the mall

* | am fooing vunerabie 10 be I an unkrown place in
the middie of the right.

* Stressnd that the trasin won't arrive on fene for my
Lormecson

* Mouting pecpria who wartt to show us around & fun,
surendiphious, and special

= Excited to zhare my vacation siory with
my fends.

= A Dit annoysd to DS dealing with tickst rsfund
Bezusc when | just got nome.




JOB-TO-BE-DONE MAP

Captures what the
customer is trying to get
done (i.e. the jobs)
independent of the
solution

CUSTOMER EXPERIENCE
MAP

Captures what the
customer does and their
experience using
products & services along
the way




JOB STEPS

1. Define
2. lLocate

3. Prepare
4. Confirm
5. Execute
6. Monitor
7. Modify
8. Conclude

Source:

Customer-Centered Innovation Map
By Ulwick and Bettencourt

Harvard Business Review



SIMPLIFIED JOB STEPS

1. Plan

2. Prepare

3. Execute

4. Monitor

5. Conclude



FOR A JOB-TO-BE-DONE

* Jobs for each step
e Success criteria
e Functional, Emotional, Social

* Possible solutions
* Pain points
* QOpportunities






SUCCESS CRITERIA

* Functional criteria
* Emotional criteria

e Social criteria



Functional criteria
Practical & objective criteria for possible solutions



Subjective criteria related to feelings & emotions
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Social criteria

How the customer believes he or she will be

perceived by others while using a possible solution
Bestnaconnh ™ T 0 F /7 5 % BT Yk,




10:20 AM

UBER

Possible solutions
Solutions for consideration against criteria
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Pain Points
Frustrations and pain points for current solutions
o e
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Opportunities

Opportunities to better complete the job-to-be-done



JOB TO BE DONE: Avoid boredom in the car

WHEN... Travelling in the car | WANT TO... keep myself and passengers entertained S0... no one gets bored
2 PREPARE 3. EXECUTE 4. MONITOR & MODIFY 5 CONCLUDE
Deterrening gosin and chsecives. Plarang the sppecach Locatmg ong preparmg e Bputs 10 4o re Joo. Bpvis Campng ot e b Montorng how the 100 16 gong ana whether 1 & beng Frishing the K0 Evalianing the oversd succem of De pb
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An example job-to-be-done map
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6 STEPS TO UTILISING JTBD

1. ldentify jobs-to-be-done
2. Prioritise to identify best opportunities

3. Observe how people solve the problem &
interview to identify success criteria

4. Map and identify related jobs
5. Identify opportunities e.g. new solutions
6. Devise experiments to test opportunities



JOB STORIES
~ Siaton  Need  Goal

Keep myself and

. On one gets bored
passengers entertained

Travelling in the car




A CAUTION

Personal

Your conclusions
may differ from
everyone else’s




“Personas are a
collection of
attributes. They
don’t explain
causality”

Clayton Christensen

Harvard Business School Professor &
Disruptive Innovation Expert



“Jobs To Be Done is a valuable exercise
for product and service teams. Persona
creation and validation is equally as
valuable. Together, they make for a
combined activity that paints a clear
picture of who is using our product
and what they’re trying to achieve.
There’s no reason for them to be in
conflict.”

Jeff Gothelf

Author of Lean UX and Sense & Respond



JTBD Personas
Context v e
Rationale v v
Motivations v v
Empathy e v



Clark Andrews

AGE 26 Motivations Personality
OCCUPATION Software Developer Extrovest Introvert :'__________________"""""""""'"""""""""""""""""""""""i
STATUS Singl - . Jobs to be done |
LOCATION San Jose, CA S e i . . i
T Brcsimant Huside e Mz i - * Loremipsum dolor sit amet
ARCHETYPE The Computer Nerd : =] i d Vix ma|iS e|ab0raret i
Judging Perceiving i . |d t I b i
Friencly Gever Go-Getter Social i quo natum labores corpora i
Goals # ___________________________________________________________________________________
» To cut down on unhealthy eating and drnking habits IT & Internat i . . i
« To measure multiple aspects of life more sclentifically == i SUCCQSS Crlte rla i
Software 1 H
« To set goals and see and make positive impacts on his life —_m i ° E| eam eros |mperd|et t|nc|dunt i
) Mobile Ap i i
Frustrations ns— i d Soleat quaerendum eam ea i
» Unfamiliar with wearable technology Social Networks i ° Ex eos niS| erant tantas i
« Saturated tracking market [— i___________________________________________________________________________________,:
« Manual tracking is too time consuming
Brands

Bio

Aaron is a systems software developer, a "data junkie® and for the
past couple years, has been very interested in tracking aspects of his +

haalth and performance. Aaron wants o track his mood, happiness,
sleep qualty and how his eating and exercise habits affects his well

. being. Although ha only drinks occasionally with friends on the . )\
I foel Be there's 8 smarier way for me to trensition into weekend, he would like to cut down on alcohol intake. 3 1

. B g o
T T ST

o heahhlor festyle.*

Adding to personas

Source:
www.keepitusable.com



http://www.keepitusable.com/

STAGES

RAIL EURCPE

THINKING

FEELING

Research & Planning

Rezsarch deztinstions, routea and products

e

Enter trips Seview fares
Select passies)

| Confirm | Deavery
zinsrary | options optionz

Paymem  Rsvew &
oonfim

May cal i

Wait for paper tickets to amrive

athoms Papar tokets
amrws in maid

Activities, unexpsated changss

Buy additional
| tickets
P .
o \
View /4 "
maps :‘ /§apoz) /‘
A ot
— Plany/
Lookuwp confirm
timstabiec Arr: s
travel

Post Travel

Shars expensnce
Fom-«;ponm}\daforboémgw@ss

{reviews) )

_ _‘_\ . \_\

| :/\ ) {\E)

Wyl
Regquast Mail tickats
rafunds for refund

= Wnast ic the sagisat way to gst around Europs?

= Whers 0o | want 1o go?

= How much time should 1'ws £psnd in eson
pisoe for sits sesing and activitise?

= L wirt to gut the Dest prios, but P'm willng 1o pey @
i oo for §ret class

= How rruch will my wholo b cost me? Whiat are my

trade-ofis?
* Ace tham Gther sctidies: | can add to my plan?

= Do | havs af the ticksts, pacsss and recsnations
1 nsed in thiz booking =0 | 0on't pey mors

= Rai Europe iz not anawering the phons. How
elas can | gat my quaction anawersd?

« Do 1 have sverything | nesa?

= Rail Europs websts was sasy and friendly, but
when an iszus came up, | coudn't get halp.

= What wil | do if my tickets gon't amive in time?

= | Just figurea ws could grad a train but thers ars
not mors traine. Vihiat can we co now?

= Am | on the right train? If not, wihst next?

= | want to make more travel pians. How do |
do that?

= Trying 10 retum tickst | was nct sbi 1o use. Not
zurs F I'l gst a refund or not.

= Psopie ars going 1o lovs thaes photoa!

= Neixt tims, we will axpiors noutse sna avalabilty
more cansfully.

= 'm excited to Qo to Europei
* Wil | be 58 t0 88 evsything | can?
= What ¥ | can't afford this?

= ¥’ hard 1o trust Trip Advisor, Everyone is
S0 NegaEtive.
= Keaping rack of al the diferant peoducts

= \Websits experience i sazy snd Tendly!
» Fruztratsd to not know S00Ner about which
ticksts are STickstz and which one paper Schets.

= Streassd that I'm about to leavs the country
ang Rail Eurcpe won't anzwer the phons.
= Frustrated that Rai Europe won't ship ticksts

t= in the mail

= | am fealing vuinorabie 10 be i &n unknown plaoe in
it rricidie of the right.

* Stressend tat the trin won't arrve on firre for iy
conmmection.

* Maoating pecpio who 'wert 1 show us aroond & Gn,
sarendipious, and spedial

= Excitad tc shars my vacation ctory with
my frience.

« A bit annoysd to Ds dealng with tickst refund
iz3use when | just got home.




Evaluating existing products & services

High

Low

‘ Importance of jobs to user

‘ Satisfaction with solution provided by product or service






Jobs-to-be-done websites

CAN AN INNOVATION GET
YOU INTO HEAVEN? BOB
MOESTA AND BRIAN
WALKER TALK JOBS-TO-BE-
DONE

Chvw Gyme 1 OERR T

Jobs-to-be-Done

ut Jobs 10-be- Done Thoory Into jractice with Outcome: Driven Inauvation

Klement's Fallacy Misteads The Jobs terbe
Dode Comminity

&

JTBD.Info

e b Liastoren e (ubt 111 130 D T ok T ST e 2 sy wd ey pradac
= pecche wil Bay

The Ehasion af Maszaring What Curtarsen
Weunt

What b Curdoeser Jotsi? What 1.2 job 1o be
Deww |JTH0N



http://jobstobedone.org/
https://jtbd.info/
https://jobs-to-be-done.com/

JOBS
TO BE

DONE

THEORY TO0 PRACTICE

ANTHONY W. ULWICK

Y ALEX OSTERWALDER

snce.” - PHILIP KOTLER

JOBS
DONE

4 ROADMAP
FOR CUSTOMER-CENTERED INNOVATION

BECOME GREAT AT
MAKING PRODUCTS
PEOPLE WILL BUY

\ )’

// when
coffee

& kale
compete
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THANK YOU :-)

www.uxforthemasses.com

slideshare.net/neiljamesturner

@neilturnerux
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