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What Misalignment Looks Like

Misalignment is THE biggest reason why organizations break 

down. … It’s not about the misalignment of opinions and 

views among executives, department leaders, sales, 

marketing, and product teams. The only frame of reference 

here is misalignment between the customer’s needs and the 

entire organization’s view of those needs.

Ashish Jain, CEO KAIROS Pulse
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How Misalignement Looks Like
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How Misalignement Looks Like

Product

Management

SalesMarketing

Engineering
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Customer

Customers want a product 

with the latest features, like 

tea in capsules.

There is a latent need 

for a digitally enhanced 

tea entertainment.

Customers will buy it 

because they love our 

brand.

Product/Service

Our other kitchen appliance 

sold in great numbers, so 

this will be a hit.

I want an easy and 

inexpensive way to make 

tea.
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with the latest features, like 

tea in capsules.

There is a latent need 

for a digitally enhanced 

tea entertainment.

Customers will buy it 

because they love our 

brand.

Product/Service

Our other kitchen appliance 

sold in great numbers, so 

this will be a hit.

Marketing is far from reality 

and does not understand 

customer needs.

Marketing doesn’t bring any 

value other than creating 

pretty collateral.

Product teams live in a 

cocoon and can never 

deliver on time.

Sales is incompetent in 

positioning the product, 

not willing to learn.
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Three Key-Challenges in Strategy Development and Execution 

Challenges

Engineering, 

Marketing, Sales 

working in Silos

Engineering, 

Marketing, Sales 

working in Silos

Assumptions made

about customers

Assumptions made
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Strategic direction 

often a

power struggle

Strategic direction 

often a
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What are Customer Jobs to be Done?
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FunctionalFunctional SocialSocialEmotionalEmotional

Examples of Jobs, Customers Want to Get Done

• Getting from a to b

• Calculating a value

• Bringing a child to school safely

• Enjoying oneself

• Getting peace of mind

• Feeling proud of achievement

• Getting recognized

• Achieving a higher social status

• Having the feeling of doing good

Icons by flaticon.com, author Freepik
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The 6 Building Blocks of Building Customer Job Alignment
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Shared Purpose

CX

Icons by flaticon.com, author: „Kiranshastry“
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The 6 Building Blocks of Building Customer Job Alignment
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Trustworthy & Transparent Data

Photo by Patrick Perkins on Unsplash 



The 6 Building Blocks of Building Customer Job Alignment
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Rational Decision-Making Criteria

Photo by Cherrydeck on Unsplash 



Moderated Process
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Externally Moderated Process

Photo by Jason Goodman on Unsplash 
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Joint Customer Job Prioritization

Photo by Campaign Creators on Unsplash 
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Collaborative Strategy Development

Photo by Product School on Unsplash 



Process & Tools

Identify customers’ 

Jobs to be done

Identify customers’ 

Jobs to be done

Prioritize

Customer Jobs

Prioritize

Customer Jobs

Ideate

Strategy

Ideate

Strategy
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Process & Tools

Identify customers’ 

Jobs to be done

Identify customers’ 

Jobs to be done

Customer Interviews The Wheel of Progress® Customer Job Map

AI-powered companion (beta)
23
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Where the Magic Happens

Job list…

Decision-making criteria

Criteria as proposed by Alexander Osterwalder in his book Value Proposition Design, Wiley & Sons, 2014

Prioritize

Customer Jobs
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Where the Magic Happens

Criteria as proposed by Alexander Osterwalder in his book Value Proposition Design, Wiley & Sons, 2014
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Prioritize

Customer Jobs

25©unipro solutions GmbH & Co. KGJanuary 31, 2024



Process & Tools

Active Search

Experience

Passive Search

Trade-Off

Ideate

Strategy

Ideate

Strategy
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Process & Tools

Ideate

Strategy

Ideate

Strategy

Active Search

Experience

Passive Search

Trade-Off
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The Why, The What, and The How

#1

customer

job

#1

customer

job

Customer Job Map

The What?The Why? The How?
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Aligning Around Customer Jobs

Product

Management

Product

Management

SalesSalesMarketingMarketing

EngineeringEngineering

JTBD

Organzations typically

structure themselves around

function or business unit or

geography – but successful

growth companies optimize

around the job.

Clayton M. Christensen, HBS Professor

Icons by flaticon.com, author: „Kiranshastry“29
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Q&A
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eckhart.boehme@unipro-solutions.com

https://unipro-solutions.com
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