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Get the most from your time with us!

SEND US YOUR QUESTIONS DURING THE WEBINAR
Question control is in the lower left corner

Webinar video replay will be uploaded later today.
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Why is talking to customers even more
critical today for inkjet OEMs and
companies using inkjet?

Paper shortages
Expanded substrate compatibility
Shifts to electronic alternatives
Changes in consumer’s use of print
New things inkjet can do
Emerging markets for inkjet
Understanding what customers need now

Focus Limited Resources On
The Profitable Problems To Solve




Impact of Talking to Customers

Typical B2B -@- = g aa = "@‘.

Innovation Process <
Supplier Validate Develop Market
Solution (confirmatio Need?

n bias)

Leveraging "@‘. = = Q‘Q » .@.

Customer Ideation

Markit Validate Develop Supplier
Need? Solution

©Lawrence Innova tion 2022, Source: Cooper,

Success Rate

<25%

>50%

Winning at New Products-3™ Ed, p. 11.; The AIM Institute



=Wirrciris-oetter?» When does each make sense?

Virtual VOC

2 Hour interview




10 Advantages of Virtual VOC

FREQUENCY THAT
£ TORN DURING

Plus 8 Tips for Great VVOC

1. Lower cost

2. Dispersed customers f
3. Viewable probing tips o -
4. Training for colleagues -
5. Probing suggestions

6. Assistance for note-taker:"

7. Rapid de-briefing A\

8. Easier scheduling

9. Low-impact cancellations

10. Greater project speed

meet ASTM

ent in the baxes

MINIMIZE THE AMOUNT OF [l
'DAMAGE DUE TO MOISTURE

ge can come from a couple of
‘be actual water, with the box
ddle. Or from rain landing on

MAXIMIZE THE IKELIHOOD THAT (5.
CUSTOM PRINTING REMAINS

Talked about pre-printed boxes, but baxes that
e custor print are also an isse. the surface
e box is kind of rough and the printing
ible sometimes. Can also be easy

Crushing. Boxes can collapse due
to weight. Too many box...
Crushing.

Boxes can collapse due to weight. Too many
boxes stacked on top of one another, oF
something else being placed on top of the box.
Ifbos collapses, the contents can be damaged.

o ster lnad t0 mara Aaman (f tha stack f

If we could print shipping
information directly on the bo...
Hurmddpnnuhlmummm
‘on the box, would save from having to apply
labels and shipping envelopes. Save money
AND time for the folks tn the fulfillment
warehouse.

Neverhaving to addpacking 8 packandshipourproducts .\,
Never having to add pack 1 ild
duct in the carton and it would not ‘Save materials, save effort.
4 or get damaged! Woudl save
erals and packaging time in the
Put some sort of tracker onpallets 71 Boxsizes! We have had some -
of boxes as they ship... Issues where the boxes are n... o

Put some sort of tracker on pallets of boxes as

Box sizes! We have had some issues where

they ship to us? That way
before arrival and then in pour warehouse.

the boxes. Creates lots
of problems - can make for an unstable stack,




Advantage 1. Lower cost

In-person VOC Virtual VOC
* In-Person Expenses « Virtual Expenses
« 10-20 trips « $0
« 2-3 interviewers . VirtualTime
« $50,000+ * 100% productiv
i

* In-person Time ,
« 2-3 person-months :
* >80% unproductive



Advantage 2: Dispersed Customers

Interview them at the

London: : _
same time with VVOC...

Marketing Dusseldorf:
R&D

SCOPE: Possible innovations for e-commerce packaging

MINIMIZE THE FREQUENCY THAT QP\’ MINIMIZE THE AMOUNT OF QF\Z Crushing. Boxes can collapse due

BOXES ARE TORN DURING i DAMAGE DUE TO MOISTURE : to weight. Too many box...
— F— - - ——
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meet ASTM D 1974 CUSTOM PRINTING REMAINS

Ideal State
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Top Picks L}

MAXIMIZE THE PERCENT OF Never having to add packing i Pack and ship our products
RECYCLABLE CONTENT IN A NEW materials - could put produc. without a carton! Save materi
Shorten the lead time for new Put some sort of tracker on pallets Box sizes! We have had some
empty boxes, We have a vaim of boxes as they shipus issues where the DOXEs 3@ i .
Shorten the lead time for new emplyboxcs Put some soxt of tracker onpal]usolbom as Box sizes! We have had some issues where
We have a variety of sizes and shapes, can't they ship to us? That way we could track them | the boxes are not uniform in size. Creates lots
afford to keep lots of inventory on hand. Need  before arrival and then in pour warehouse. of proble: n make for an unstable stack,
161 bl 1o oedor now hoves and have them  Wanld allow 1 1o anticinate lare deliverios snd somer 11 Gt the nroduct that i

SCOPE: Possible innovations for e-commerce packaging

How IMPORTANT is it (to your company) to...
MINIMIZE THE LIKELIHNON OF ROX NAMAGE FROM MOISTIIRE

Critical for quantitative.
Houston: ® Preference interviews:

Operations

o




Advantage 3: Viewable Probing Tips

Refér tb probing tips,
such as “What & Why”




Advantage 4: Training for Colleagues

First-hand experience
Not disruptive

No travel costs

No travel time




Advantage 5: Probing Suggestions

<

Your observers can write '
probing suggestions for the

moderator on a whiteboard.

In Discovery interviews,
identify the sticky note #.




Advantage 6: Assistance for Note-taker

With in-person interviews, the poor
note-taker can easily fall behind.

innovations for e-commerce packaging
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But with VVOC,
customers help by...
slowing their pace
repeating points
suggesting changes




Advantage 7: Rapid debriefing

%mghau ettlng“curvé

IC ydebrlef e

With VVOC, you start immediately. No...

« Traveling to a coffee shop or airport lounge
 Finding a place to speak openly
 Unpacking & restarting your laptop




Advantage 8: Easier Scheduling

VVOC helps with..

. Availability: EaS|er to schedule
1-2 hours than 1-2 days

« Reluctance: Customers can
“end the meeting” easier




Advantage 9: Low-impact Cancellations

-

=i = | Plan on cancellations:

* Your main customer contact got sick.
 They had a business emergency.

* Their boss called an all-nands meeting.
« A VP took over their conference room.
Your contact made a calendar mistake.

|
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Advantage 10: Greater Project Speed

What’s the NPV of accelerating your project by 1 month?
(If eventual sales are $5Mil/yr with average profits)

$80,000: $4,000/workday!

With VVOC, you can...

" » Find open 1-2 hr. calendar slots easier
» Schedule interviews sooner

¢ * Conduct multiple interviews per day




How can we do

Virtual VOC?

Blueprir
o
Discovery Meetng

with Acme PaSIEITE.
andlibean

Triggered ldeas n
Top Picks n

NextSteps
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MINIMIZE THE AMOUNT OF &

DAMAGE DUE TO MOISTURE 3

wnerdmu;ennmnﬂmmnmup!zo{

mnmlu)'bemullw!ln;wﬂuhem
\ddle. Or vt

o-s&l;lwnuﬂ-x&n
to weight. Too many box...

Crushing.
Boxes can collapse due to weight. Too many.
top of ane another, oF

sharp, mayh
s the integrity of the bax.

o Ahiarse intn tha e and sven

Al manfacturer goejointsmust
meet ASTMD 1974 .

All manufacturer glue jolnts must meet ASTM

the box. May humidity,
lly along the coast. Corrugated absorbs
e kel laadine n a weak et
MAXIMIZE THE LIKELIHOOD THAT (75"
CUSTOM PRINTING REMAINS &

something else being placed on top of the box.
1fbox collapses, the contents can be damaged.
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Tip 1: Use Visual Tools

Engage customers with real-time visual feedback.

Qualitative Discovery Interviews

SCOPE: Possible innovations for e-commerce packaging

Current State n
Problems n
Ideal State n
Triggered Ideas n
Top Picks n

MINIMIZE THE FREQUENCY THAT @1 T
BOXES ARE TORN DURING ote:
Damage! torn boxes

Boxes can tear at multiple points in the
delivery process. may catch on something
sharp, may have something puncture them.
Certainly impacts the integrity of the box.

Mav lat faraion nhiscts intn tha hav And aven

All manufacturer glue joints must ‘&m
meet ASTM D 1974 Votes
All manufacturer glue joints must meet ASTM
D 1974

MAXIMIZE THE PERCENT OF
RECYCLABLE CONTENT IN A NEW
Recycle!

The amount of recycled content in the boxes
you provide. Would like it higher. Allows us to
position ourselves as a responsible supplier.

Shorten the lead time for new
empty boxes. We have avar...
Shorten the lead time for new empty boxes.
‘We have a variety of sizes and shapes, can't
afford to keep lots of inventory on hand. Ne

10
TP | MH

MINIMIZE THE AMOUNT OF @z WH
DAMAGE DUE TO MOISTURE
Water damage can come from a couple of
sources. May be actual water, with the box
sitting in a puddle. Or from rain landing on
the box. May also be from humidity,

especially along the coast. Corrugated absorbs

tha watar and ewalls laading tn 2 wasl snat

MAXIMIZE THE LIKELIHOOD THAT @5 -
CUSTOM PRINTING REMAINS [
Talked about pre-printed boxes, but boxes that
‘we custom print are also an issue. the surface
of the box is kind of rough and the printing
ends up illegible sometimes. Can also be easy
to smudge.

H

Never having to add packing
materials -- could put produc... v
Never having to add packing materials -- could
put product in the carton and it would not
bounce around or get damaged! Woudl save
money on materials and packaging time in the
warehouse.

Put some sort of tracker on pallets
of boxes as they ship...

Put some sort of tracker on pallets of boxes as
they ship to us? That way we could track them
before arrival and then in pour warehouse.

11
P MH

Crushing. Boxes can collapse due
to weight. Too many box...
Crushing.

Boxes can collapse due to weight. Too many
hoxes stacked on top of one another, or
something else being placed on top of the box.
If box collapses, the contents can be damaged.

Mav alen laad th mara damaas if the stark nf

If we could print shipping
information directly on the bo...
If we could print shipping information directly
on the hox, would save from having to apply
labels and shipping envelopes. Save money
AND time for the folks in the fulfillment
warehouse.

6
TP | MH

Pack and ship our products TF‘gh'.}-
without a carton! Save materi... votes ¢
Pack and ship our products without a carton!
Save materials, save effort.

Box sizes! We have had some TPIZW-
issues where the boxes aren... wotes €

Box sizes! We have had some Issues where
the hoxes are not uniform in size. Creates lots
of problems -- can make for an unstable stack,

SCOPE: Possible innovations for e-commerce packaging

n Outcome Rating
i it duintink

How IMPORTANT is it (to your company) to...
MINIMIZE THE LIKELIHOOD OF BOX DAMAGE FROM MOISTURE

Notimportantatall Not tooimportant Moderately

Very important Critical
important v

Comments

Outcome Name
> @ Moisture Damage
@ Recycle Content
Vertical Crushing
@ !legible Printing
@ BoxTearing
Box Punctures
@ Effortto Unload Box

Examples from New Product Blueprinting)

Don't skip this: It’s critical to helding customers’ interest.




Tip 2: Choose Wisely

~ N

i \ > W .
e R B /.

Conditions favoring Conditions favoring
In-person VOC Virtual VOC
New to Interviewing Team Experience Comfortable with Qiewing
Unfamiliar Prospect Customer Relationship ‘Friendly’ Customer

T“.\.&M Need for Tour Not Needed / Nmilable
Discovery Interview Type Preference ‘
chow Scheduling Diffiqulwdm“*; 3%

Lovy. Travel Costs H% | 2
Inﬂﬂln@ieﬂg Interviewing Progress Many InthWd\



Tip 3: Build Your Team’s SKkills

Build VVOC skills inagraduated, stepwise tashion...




Tip 4: Prepare your customers

* Work to get several contacts to the interview
 Ensure everyone gets an agenda

« Call this a “meeting” or “session” (not interview)
« Ask your contact to set up 10-15 minutes early

* Give customers the “WIIFM” (What's in it for me?)



Tip 4: Prepare your customers

- Why should customers meet wnth you?
You could be their source of open, xternal» mnovatlon

You're staffed with industry experts
You’'re eager to work on their problems
You expect no up-front payment
Customers can decline your innovation
There’s no risk on customers’ part




Tip 5: Make this enjoyable for customers

Use your webcams and smiling faces

Your team starts ,y,\(lth light introductions

Use visual cuel‘ﬂurmg the meeting

+ |dentify stlc <y note nlimbers

= Highlight text-'béim;discussed

Order good food for them fi'om Panera!




Tip 6: Probe Like a Pro

3
» Ensure high-quality audit
* Get help from observe

- Consider 2 observers »

» Have them put notes on white-board

» Train by attending'other VVOC interviews '

» Use probiy@\\tips
V

“What and Why” Probing

WHAT is customer saying? WHY is this important? More to learn? Next Note

*WHEN does this happen? ’
*WHERE do you see this?
*Can you DESCRIBE this?

*WHY is this a problem? “ Anything else we
*How does it impact you? ¥ should know before
we move on?

'\ What other problems
¥ are you seeing?




Tip 7: Consider Sending a Local Colleague

Your in-person colleague can...

* Arrive early and set up

 Break the ice with introductions

 Observe restlessness, missed questions, etc.




Tip 8: Ensure Strong Follow-up

They did a nice interview...

i

* Ask the customer how they’d like to be updated... and do it.
* Use a phone call or e-mail to say thank you.

 Send a PDF of the interview notes & ask for any updates.
e Call them to ask for help in clarifying some points.

* Share summarized industry results of your interviews.

e Call or e-mail to indicate that your project is still active.

* Have your sales rep provide them with periodic updates.

* Share your new product prototypes with the customer.




Inkjet Insight

Potential Interviewees Where to Conduct VOC

* End-user *Virtually — from anywhere
* Brand/CPG e Customer’s business

* Printer

*Your business

* Integrator * Tradeshow

* Printer OEM
* Consumable Suppliers

To grow inkjet, ensure you understand the unmet needs to solve.




.

Balance Virtual and

In-Person VOC for
great customer insight!

2
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52 INKJET
INSIGHT

Evaluate. Optimize. Grow.

Questions?

Evaluate. Optimize. Grow.

Repeat

For information on speaking, sponsorship or membership please contact:
Elizabeth Gooding elizabeth@inkjetinsight.com
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