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Convert customer requirements into product/service features

Review customer requirements determination performance 

Integrate customer requirements into strategy and design 

Identify logical customer groups/market segments using 
techniques such as Affinity Analysis

Capture, analyze customer/market data such as relationship 
feedback, expectations, requirements, preferences

Determine, prioritize, validate key product and service features

Prioritize, validate customer/market requirements

Knowledge Sources: Customer feedback: contact, focus 
groups, surveys, interviews, complaints, wins/losses 
Market Analysis: Research, comparison/marketing studies

Apply Improvement Process to opportunities identified
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