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Establish product/service features required to be best-in-class 
during the product/service life cycle by adopting the features 

with highest value-added importance relationships

Identify type of customer contact and frequency best suited to 
enhance relationships and establish supportive standards

Apply Priority Determination and Decision Making process 
to determine relative customer importance relationships

Identify, prioritize factors customers identify as most likely to 
influence future market behavior using Customer 

Segmentation/Knowledge Determination  knowledge

Identify gaps between current product/ service features and 
new features required to attain/maintain best-in-class levels

Identify features required for products/services to function 
properly, to meet/exceed requirements (e.g., reliable, societal)

Apply Analysis process to data and information inputs

Collect and aggregate key data, information, knowledge

More valuable?

Solicit feedback from customers to determine if new features 
are offer discernibly more value than previous features

Fig. 3.1a-_: Product and Services Features Determination
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