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᷄

֥  Ӕ ἰ  U ỳ ▐ ӍӦ Ṵ
2  ἰὗ  Ӏ Ṏ ḫ ♄ ֚  

ә °  ֚Ỷ ±  ύớ
 ▐ὗ   ᷄ḁ

֥  Ӕ ἰ  U ỳ ▐ ӍӦὗ 
Ḅ ҟᵻ  ᷄ ὗ ḁᾠ, Ө ▐  

  “Ӧ ₱   “  
Context needsὗ  ᷄ḁ. 

֥  Ӕ ἰ  U ỳ ▐ ӍӦὗ 
 ӨἎ  ῄ ὗ ᾨ ּב ♄ ḁᾠ, 

Ө ▐ ῳ  ₱ Ṵ  ▐ὗ  
 ῄ  ֚    ᷄ḁ. 
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²a ᾧ᷉   U ♄ ▐  ᷄Ҳ  Ὦ  . ֚ Ủ♄̈ ,,ṅ ә, ҳҙ Ἓ Ὥṯ
 ᾋә*¨,o ҏ  ә, ⁷▐ḻ ӛ ³(26, )

²ₐᾧ᷉Ḕ ґ ẋ  ʊᵒҍ  o▫   ἠ ә ḁә ⁫  Ἄә ә, ḁὧ   Ṏ 
 ӈ♄ ә, Ɫ ḻ ә ҍә ֚ Ủ ,³(43, )e

²   ꜙ  ᴂ , Ἓ o  Ӥҏ ἠ ṍᾠ  ֞   ṏ ұỚә ◕Ҏ
♄ ↔Ủ ꜙ  ʊo  ꜜ Ἓ ,³(39, )e

²  нᾋә, ֜  ▓ ә, TV⁫ᾞ ◕  Uҳҙ ӨἎ ⁫ὗ ֥ḻ ә, ὰ  ʊ
 ə↔Ủ  U  ֱәῨ ұ ,U ә Ԃὗ ὭᵁỴ ґ  ֱәῨ̈ ³(46, )e

²  ▓ḁә ♄ ὶ ᶷḫ ᵉṯ  ʊҹ בּ  Ỹ Ỵ  ὰә ṅḻ ә, 
ҳҙ, ḻ Ӓ ә ֚Ỷ Ӏ  ҹ Ҝ ,³(39, )
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Ἓ  ἠ  ° Ỵ  ә Ἄ  □ә ḁ±ʊ  ҹ  ⁫  Ṏḁᶷ
/o  ₐḋҔ  ҍ ә ᾞ, 30ḓ Ὼ ₐ  ″   ẁỚ ḝ Ӏ ᷄ḁ.

²a ᾧ᷉   U ♄ ▐  ᷄Ҳ  Ὦ
 . ֚ Ủ♄̈ ,,

ṅ ә, ҳҙ Ἓ Ὥṯ  ᾋә*¨,
 o ҏ  ә, ⁷▐ḻ ӛ ³

OⱠ,26, )e

²a ᾧ᷉Ḕ ґ ẋ  ʊo ҍ  o▫   
ἠ ә ḁә ⁫  Ἄә ә, 
ḁὧ   Ṏ  ӈ♄ ә, 
Ɫ ḻ ә ҍә ֚ Ủ ,³

(֫O ,43, )e

ᵁὗ ҍᴒ  ʊ▐ , ῄ  ἆṫ ♄ 
Ἓ ῪἌᵁ  Ӏ ә ӛ

²   ꜙ  ᴂ , Ἓ o  Ӥ
ҏ ἠ ṍᾠ  ֞   ṏ ұỚ
ә ◕Ҏ ♄ ↔Ủ ꜙ  ʊo  ꜜ Ἓ 

,³
(֫O ,43, )e

²  ▓ḁә ♄ ὶ ᶷḫᵉ בּ 
ṯ  ʊҹ Ỹ Ỵ  ὰә ṅḻ 
ә, ҳҙ, ḻ Ӓ ә ֚ Ỷ Ӏ 

 ҹ Ҝ ,³
(֫O ,39, )

ₐᾧ᷉  ֥ ḓ, ṯ  ♠

°□ә ⅓ὣ±
 □ә ḁә ⁫   ә
Ἓḻ  □  ḁ  ʊa ḋҔ

ᵒ

″ ♠

Ὣ  ҍ
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♄℮  ▐ ὣ
(Service Safari)

Ԃ ҍ әҠ   ṍ  
  ♄℮  UӤҏ  ¦
◌ ᾠ♄ Ө  ʊ ▐  “

"▐ ὣ"Ớ  ʊ Ὑ Ỹ  °
 ṯ ҍ♄ ♄℮  ◕ Ӕὗ 

Ө ± ḁ  ʊ ῦҍ 

ῄ  ▐  U ₱ҍ ᷄Ớ 
 Ӓ  ֥Ὼ  ◕◕  ▐
ὗ  ּב  ʊ  

 ֗♄℮  ῼԆ  Uҟ♠ Ṷ ὗ  ẋ 
    ▐Ớ♄ ◄  ▐ ♄ ᶌ תּ֥    Ӓ  Ṷ  ῼӋ ḁ בּ   ʊҹ  ҍ   

¸  ֗▐ /♄℮ /⃰Ứṫ/Ὣ  ֥  : әҠ  ẖ ◄ ♄ ♄℮ /⃰Ứṫ/Ὣ  Ӓ ᶷ  ύớ  ә   ẋ
¸  ▐ /♄℮ /⃰Ứṫ/Ὣ  ₒ♅ :  ♄℮ /⃰Ứṫ/Ὣ  Ӓ  Ӧ  Ἓ  ⁫ә ҙ¦   ẋ
¸ әҠ ὔꜙ  UԂ : ◄ ♄ ҍ  әҠ  ᵨ әҠӒ әәҠ᷄ ὗᾤ Ӏ ә   ẋ
¸ әҠ  ҟ♠: әҠ ₔ ұᵁҔ ᶷּדҏ ῼӋ ә   ẋ

ẢӀ

♄℮  ▐ ὣὗ  ẋ  ʊḄּד  " " Ἓ ᴸᵒ  ә, Ө è֥Ἔèₒ♅ Ӧ Ӕ Ἓ  ʊҹ  
1.ᾨ  ♥

2.▐  ℮

3.   & Ө

4.֥Ἔ ὣ

5.ₒ♅ ῳ ▐  ḻ

̛ ẖ ♄℮ ὗ ◌ , ẖ Ө ( : әҠ , , Ҕ  Ӛ♠ Ṵ) ♄ ⁯  ᷄ḁ.
̜ : Ӥ  Ṵ ҍӀ  ♠ọ ṯ ҍ   ʊ ὗ ⁮ḁ. ҍӀ  ṯ Ҙḁҍ ὫὭ  ᵁ ᶷ ,  ֚Ỷ  ⁮ḁ.

̛  ḻԂ: ὣ , Ө  ᶂ , ▐ ¦ ◄ ֥Ἔ ḻԂ
̜ Ө  : ♄℮  ( , ὺ ,  ḓ Ṵ), ḓ  ֥ ҏ, әҠ Ҕ  ″

̛ әҠ Ỹ♄℮ ὗ ⁫ә, Ӧ ꜚ ♄ᶵᴻ Ɫ ֥Ἔ ᷄ḁ. (Be the customer  ▐  ₐ )o
̜ ♄℮  Ӥҏ ♄ ḁὖ әҠ ṅḻ ᶠ ӈ⁵᷄ḁ. ₱ҍ ớṍᶷӒ ӀὦỚ ₱ὗ ᷄ḁ.

̛ ▐ , ᾕᾧ, Ⱡ ֥Ἔ Ṵ  ᾧ  әҠ  ᾁ(Journey Map)  UӨ  ▐  Ἓ ὣ ᷄ḁ.
̜ "῁  ᶷҍ?", " ẖ  ₔ ᶷҍ?", "ᶅỚ ҏדּ   ῁ ᶷҍ?" Ṵ  Ἓ ὣ ᾠ .

̛ ῼӋ  Ӓ  ὣ ә, ♄℮  ҟ♠ Ṷ  U  ֥֗   ḻ ᷄ḁ.
̜ Ӧ Ӥ  ⃰ἄ ῲ  ἰἛ ֥ḻ ᷄ḁ.
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әҠ ṍ ⁫֥
(Be the customer)

Ԃ ҍ  әҠ Ỹ ♄℮
ὗ ᾠ♄ әҠ  ύớӦ 
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 ʊ ▐  “

Ḅּד  Ө (observer)  ʊҹ
 ᷄Ớ,  әҠ  ּב

 ⁮ḁ  ʊ ♄ ‴ Ṑ
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¦֥ ḓ¦ Ҕ Ҝ  ὣ  Ӓ
ֱ  ◌  בּ 



ὣ♄   ǖ Primary data research - Ⱡ ▐ “

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

әҠ ṍ ⁫֥
(Be the customer)

Ԃ ҍ  әҠ Ỹ ♄℮
ὗ ᾠ♄ әҠ  ύớӦ 
Ҏ¦Ҕ ¦Ӓ  Ҕ ә ₒ♅

 ʊ ▐  “

Ḅּד  Ө (observer)  ʊҹ
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 ⁮ḁ  ʊ ♄ ‴ Ṑ

әҠ  ♄ ƫ ᴹ  ʊₔ ¦Ὥ
¦֥ ḓ¦ Ҕ Ҝ  ὣ  Ӓ
ֱ  ◌  בּ 

♄℮  ▐ ὣҍ ♄ ḁ  әҠ  Ө  ʊҹ Ớᾠ, әҠ ṍ ⁫֥  ʊ Ԃ ҍ  әҠ בּ  
ḁ  ʊ  . әҠ  Ҕ Ӧ Ӓ  ְ  ӤҔ ә ҟ♠ ὗ ῼӋ  ẋ Ӧ ᷄ḁ.  әҠӦ ắҜ  
ṅ ⁫  ʊὭ , ♄℮  ▐Ҏ ḓ  U  ₔ  ҍ  ◕◕ Ӏ  ּב 

¸  ֗▐ /♄℮ /⃰Ứṫ/Ὣ  ֥  ῳ ҟῼ ḄӔ : әҠ  ᶵᴹ  ʊ   ᾞ ּזӈ  ᷄ ὗ ῼӋ  ẋ
¸ Ӓ ▐ • Ὣ  : Ӓ  ♄℮  Ӓ    ҙ¦   ẋ
¸ ♄℮  ҟ♠   ֥: ֥  ♄℮ /⃰Ứṫ/Ὣ  ₔ  ₐₒ  UҔ   ὗ ῼӋ ә  ẋ
¸ әҠ ӤҔ ᶾἍ ә : ṯ  әҠ Ҏ  ә ▐Ӎ  ֜ұἛ ▬ә  ẋ

ẢӀ

әҠ ṍ ⁫֥ Ḅʊּד ⁫ ҹʊ ֚ ә, Ԃ ᵁὣ ֥Ἔ “ Қ ᶷҹ
1.ᾨ  ᵁὣ  ♥

2. әҠ  ּב

3. ֥Ἔ

4. ₒ♅ ῳ ὣ

5.  Ӥ  & ҟ♠ Ṷ  ḻ

̛ ẖәҠ ṍ ⁯ ᷄ḁ. ( :  ҍ  ʊ  ֗әҠ, ἄ   ֥әҠ, VIP әҠ Ṵ)
̜ ♄℮ ύớ ҍ ᷄ḁ. ( : ҏ  ֡   ῄ ,֥ ♄  ꜚ )֥

̛  әҠ Ỹ ṅ ᷄ḁ. (Ӥ ұὣ ԂӒ, ҍӀ  ṯ ҍ⁫ ,֥  ԂӒ ῳ ҍӉ ῄ Ṵ) 
̜ ὺ   ῄ è  ḓ è♄℮   Ӧ ,  ♥  è ҍ  èӍ  èῄ  Ӎֱ   Ӧ  ᷄ḁ.

̛ Ҏ ḄӔ ♄  ᶵ ,Ȣ ὣ/ₔ  , Ҕ  Ӛ♠  ҏ Ἓ ֥Ἔ ᷄ḁ.
̜ , ▐ , ὥ☻, Ⱡ ᾕᾧ Ṵ  ᾠ Ӧ ᷄ḁ.

̛  Ӧ  әҠ  ᾁ(Customer Journey Map) Ἓ ὣ ᷄ḁ.
̜ ²ҍ Ḡּדҏ, ҍ ₔ Ḡּדҏ, Ḡּדҏ³  Ἓ ▐ ὗ ḻ ᷄ḁ.

̛ ṯӦ Ӓ  Ӥ ә, pain points, needs, ▐ Ἓ ₒ♅  ҹ  ֥Ὼ  Ṷ ὗ ḻ ᷄ḁ.
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

әҠ ṍ ⁫֥
(Be the customer)

Ԃ ҍ  әҠ Ỹ ♄℮
ὗ ᾠ♄ әҠ  ύớӦ 
Ҏ¦Ҕ ¦Ӓ  Ҕ ә ₒ♅

 ʊ ▐  “

Ḅּד  Ө (observer)  ʊҹ
 ᷄Ớ,  әҠ  ּב

 ⁮ḁ  ʊ ♄ ‴ Ṑ

әҠ  ♄ ƫ ᴹ  ʊₔ ¦Ὥ
¦֥ ḓ¦ Ҕ Ҝ  ὣ  Ӓ
ֱ  ◌  בּ 

◌ 
(ҷ◌/ בּ ⁫ )

♠  
(℮ӽ/Ӎ )

Ԃὺ 
(Ӎ / )

▐  
(♄℮  )

▐   
( /֥ Ԃὺ)

әҠ ṅ(What)

ύớ/◄ (Context)

Ҕ /ᶵᴽ(Emotion)

ₔ ▐ (Pain point)

ῼӋ▐ (Wow point)

▐  (Insight)

Be the customer ὣ♄  Ὡ
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ₱
(In-depth Interview)

Ԃ  ḓ  Ḍ  ◕Ҏ, 
Ӓ , ṅ ,֥ ҍ Ө Ṵ  ְ  
Ӏ ◌  ʊ1:1 ₱  “

ᾠ  ӋὭ  ᷄Ớ, ῄ
 әṯ  Ḍ ҍ Ἓ 

 ᾯ  Ԃ  U ṅ  
ֱ  ´ ᵒ  ʊҹ  ᾨ

ҟ   ῄ  Ἓ ἢ
Ӏ ḓ ᾠ♄ ₐ   ḫ
ὗ  ּב 

 ₱(In-depth Interview, IDI)  ʊ♄℮ ¦  ֥ , Ὣ  ▐, UX ὣ♄  Ṵ ♄ әҠ  Ӓ ¦◕Ҏ¦Ҕ  
ְ  әṯ ӈזּ   ᷄ ὗ ῼӋ  ֥   ṍ  ʊ  Ԃ  “ Ἓ Ἓ  ֥֗  UәҠ Ӓ  ₒ♅  

¸  ֗▐ /♄℮ /⃰Ứṫ/Ὣ  ֥   ֥ḄӔ : әҠ ӈזּ   ᷄ , ṅ ,֥ ə  ῼӋ ә   ẋ
¸ әҠ Ӓ   : әҠ  ♄℮ /  ẢӀ ▐ ә, ẖ Ҕ  ᶵᴹᶷ  ְ   ẋ
¸ әҠ ὔꜙ /U ᾁ ҟῼ ῳ Ԃ  :  әҠ  Ԃ  ֥  ῄ Ἓ ◕◕  ἰὗ ⁫ ә   ẋ
¸ ҍ♥ Ắ  ʊ♥ῄ ▐ ⁫  :  ḫ Ὥ Ἓ ♥ᾤṍ   ʊӍӦ   Ӓ  ә  ẋ
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ₱  ʊḄּד Ḍ  ᷄Ớ Ԃ Ӧ  ֥ẋῄ  ḄӔ‴ ℮ҍ 

1. ℮ḄӔ

2. ₱ 

3. ֥Ἔ ῳ ὣ

4. ₒ♅ ῳ ▐  ḻ

5. ▐ Ӧ 

 ₱
(In-depth Interview)

Ԃ  ḓ  Ḍ  ◕Ҏ, 
Ӓ , ṅ ,֥ ҍ Ө Ṵ  ְ  
Ӏ ◌  ʊ1:1 ₱  “

ᾠ  ӋὭ  ᷄Ớ, ῄ
 әṯ  Ḍ ҍ Ἓ 

 ᾯ  Ԃ  U ṅ  
ֱ  ´ ᵒ  ʊҹ  ᾨ

ҟ   ῄ  Ἓ ἢ
Ӏ ḓ ᾠ♄ ₐ   ḫ
ὗ  ּב 

 ₱(In-depth Interview, IDI)  ʊ♄℮ ¦  ֥ , Ὣ  ▐, UX ὣ♄  Ṵ ♄ әҠ  Ӓ ¦◕Ҏ¦Ҕ  
ְ  әṯ ӈזּ   ᷄ ὗ ῼӋ  ֥   ṍ  ʊ  Ԃ  “ Ἓ Ἓ  ֥֗  UәҠ Ӓ  ₒ♅  

ẢӀ

̛ Ԃ ᾨ  : ῁  ´ ә ҍ? ( 8 ²KXⱢḓҍ ⃰Ứṫ Ⱡḻὗ ҚӀ ṍ  ʊ ³)
̜ ḓ◄  ♠ : Ԃ ᾨ Ӧ ӨἎṎ Ӓ  ₐ  ▐Ở  ὣ ὔ  (⁫  5~15ᾤ ᵒ )
̝ ₱ ҍ ṫ( ῄ ) Ⱡ ( ◄ Ӓ  è  ♄℮   Ӓ  èὭ /ₔὭ   è ◄  Ӓ

̛ ₒ ֥ Ⱡ:  ḓ Ỹ  ( ᾫ , ⃰ἄ )
̜ ҟ  ῄ : ²Ԃ  ▐ἕὗ ὰ ᵁ בּ  =³
̝ ◌ ֥“▐ 8 ² ֚ἃӀ ◕Ҏ ᵁ =³ &ὗῆᶷḁ Ҏḻ ῄ)
̞ ὣר ῄ&npm`gle'8 ²֚ҳ ẖ ẋῄ ֚ἃӀᶵᴹⱵᵁ =³
̟ ▐“&npmhcargtc rcaflgoscq'8 ²Ὥ ⃰Ứṫҍ▐Ở Ớᾠ ẖⱠӉ ֱ =³
̠ ℮ Ө : , ὰ , ὶ♥ ḻᾕᾧ

̛ ₱  ʊῺṫ  ᶃ /ᶃ  +  ֥‾
̜  ▐(transcription)  è  ῄ, ṫ,  ὣ

̛ ֥ Ỵ Ὢ(clustering) : Ḍ  ‴Ἓ ₒὊ, Ӥ  Ӓ , Ὼ⁬ Ἓ ֡ṍ  ʊҔ /᷄  ḻ
̜ ▐  ὣ: ♄℮  ҟ♠ , ○Ἓ  ֥  , әҠ ҍ  

̛ Ḍ בּꜙ  ᵒ Ἓ ▐  ḻ   ʊᾨ ᾞ Ӕ  ḓ Ⱡ  ₐ  
̜ Ӕ  ḓ Ⱡ   ỳ ▐(♥ῄ, Ө  Ṵ)  ‾ ᾠ 
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ₱
(In-depth Interview)

Ԃ  ḓ  Ḍ  ◕Ҏ, 
Ӓ , ṅ ,֥ ҍ Ө Ṵ  ְ  
Ӏ ◌  ʊ1:1 ₱  “

ᾠ  ӋὭ  ᷄Ớ, ῄ
 әṯ  Ḍ ҍ Ἓ 

 ᾯ  Ԃ  U ṅ  
ֱ  ´ ᵒ  ʊҹ  ᾨ

ҟ   ῄ  Ἓ ἢ
Ӏ ḓ ᾠ♄ ₐ   ḫ
ὗ  ּב 

In-depth  interview ῄ ҍ ṫỚ

ῄ ῄ 

 ⃰ ἄ  &  Ӓ 
1. ҏḄ  ֥ꜙҟ a ṫὨ᷄ḁ. ( ἔ, , ◕   Ṵ)
2.  ꜙ ἶ Ӧ ♄  ▐  ʊ♄℮  U  ᵁ ?
3. ֜  ұ Ḡ ꜙ ℮ Ӓ  ḁᾠ ẖ ҹ ᵁ ?

ӨἎ ♄℮   Ӓ  ◌

1. [♄℮ / әὣ]ὗ , ẢӀ  Ⱶᵁ ?
2. ֜[♄℮ / ] Ӓ Ẕ Ἄ בּ ᵁ ?
3. ֚ẋ ẖӔ֥Ἓ▐ ӀṍⱵᵁ ? ( : , , ӮәṴ)
4. Ԃ Ἓ ẖӦ Ἓ Ⱶᵁ ? (ҷ◌«♠ «Ԃὺ«▐ )

Ὥ /ₔὭ   

1. ᾠ♄ ҍ  Ḡ (Ὥ  )  ̈͂ ᵁ ?
2. ῺḓἛ, ə ұ  U תּ Ḡ (ₔὭ  )  ẖ ҹ ᵁ ?
3. ֚Ӓ ♄ ֥ ᵉᶷּדҏ ᵁ ? ֚ἃӀᶵᴹⱵᵁ ?
4. ḏ ♄℮ /  Ԃ Ӏ ḁᾠ, ẖ  ҙ ӆ ?

 ◌ (ṅ ¦֥ҍ Ө )

1. [♄℮ / ]  ᾠ♄ ẖ Ҕ  Ἓ ƫ ᴹⱵᵁ ? ( : , ӛ, Ἡ, ə  Ṵ)
2. Ὥ [♄℮ / ] ▐Ở Ớᾠ ẖ▐Ở ֱ ?
3. ♄℮ ҍ ḁᾠ ẖ ҍ ₔ ҹҜ Ɫ ?
4. Ἓ  ♄℮ ҟ♠ṍұ ש ♄  U ҍṍ ᾠ  ʊ  ̈͂ ҍ ?

◄  Ӓ  ῳ ֥ḓ ▐
1. Ἓ [♄℮ / ]   ẋ, ẖ Ӓ  ֥ ḓ ᵁ ?
2. ⁮  ◕Ҏ  ʊ ◄  ♄℮  Ӓ  ẖ ᾧ ҍ ?
3. Ὥ    ♄℮ ὗ Ὥṭḁᾠ, ẖ  ҍ  ᾌ  ῶᴒә Ɫ ?

Ὣ῁ὣ 
1.  ᴜ  ֥U ᶞᾠ♄ ҍἛ Ẕ ὖ ◕Ҏ  ҍ ?
2. ҍ ᶌ  ₐₒ  ḁᾠ ἢӀ ὰ Ɫ .
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

☿ḻ
(Shadowing)

Ԃ ҍ  ▐   ◕
/♄℮   ♄ ֚ὧ
Ỹ ẁỚḁ᷄ᾞ ṅ, ▐Ӎ , 
Ҕ  Ὑ  Ө ¦֥ Ἔ  ʊ “

₱ Ỹ °ὰἛ ♥ᾤ  ʊҹ± 
᷄Ớ, ♄ Ἓ ᵁ
 ʊ ṅ  Ө  ʊҹ  

 ҍ ῁ Ἓ 
 ʊ ṅ  UὰἛ  ʊ  ♥ᾤ  
ᾯ  ʊӒ  ῼӋ  בּ 

֚ὧ Ỹ ẁỚḁ᷄ᾞ  ṅӦ Ӓ  Ө  ʊ ▐  “ Ἓ, ּז  ᷄ ¦  ▐  ύớ¦ὰ   ʊ ṅ  
ῼӋ  ẋ   (   ʊ°ṅ ὗ  ± Ớә )

¸ ▐  Ӓ  ύớ(Context)  ә  ẋ
¸ әҠ  Ἓ ẢӀ ♄℮ ὗ ▐ ᶷ  ә  ◕   ꜚ▐  ṅ  ә  ẋ (ὰӦ ṅ  ḁὗ ּב )
¸ Pain points, ּז  ᷄ , ℮  ῼӋ   ẋ
¸ ♄℮   ᾁ(Journey Map)  ▐ Ἓ ֚ὣә▐  ֥Ὼ ₒ♅   ֥  ἰҍ  ẋ

ẢӀ

☿ḻ Ḅּד ² ⁮ḁ³ҍ᷄Ớ, Ӕ Ӕ Ӧ֥Ἔ  
1. ℮ ḄӔ

2.Ө  ḄӔ

3.֥Ἔ  “

4.ₒ♅ ḄӔ

5. ▐  ῳ 

̛ ᾨ  : ẖ ◄ / ṅ  Ө  ҹ  ( 8 ²ḓ ◕   ֜  ֩ᾧῶ   ▐ ³)
̜ ḓ◄  ♠ : ḏ ṅ    ʊәҠ (⁫  5~10ᾤ)
̝ Ө  ‛  ҏ ♥ :  ṅ( :  Ԃ  ̈͂ ὣ)   ֥ҏ( : ἶ ◕ )

̛ Ԃ  ʊ°֚ὧ ± Ỹ  ẁỚḁ᷄ᾞ ḓ◄  ṅ  ֥Ἔ
̜ ṅ(῁ ᶷҍ), ◄ ( ẖύớ ♄), Ҕ ( ¦Ὼ ) Ἔ֥כ
̝  Ӓ  ҏḄ  ῄ ҍ  ʒ(Ḅ, Ỵ  ṅ    ꜙ )

̛ ᾕᾧ: Ө  ṅ, ύớ,  Ҕ
̜ ▐ / ◄ ֥Ἔ: ḓ◄  ṅ   ▐

̛ Ө  ᵒ  ῶ Ἓ әҠ  ᾁ(Journey Map) Ⱡ
̜ Ὼ⁬ Ἓ ᵁ ᵁ  ʊ ṅ , ə /Ὥ ҏ ḻדּ 
̝ °әҠ  ὰ  ҹ± tq °Ἓ  ҹ± ℮ӽ èּזӈ  ▐  ῼӋ

̛ Ө ҍ ṅ בּ &°ꜜ Ӧ±' èḓ ᶠ Ỏ ӀӨ (▐  ṅ (בּ 
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ꜜ Ӧ
(Hawthorne Effect)

▐Ởṯ   Ө ṍә ḁ
 ʊ▐   ẋ, ꜙ  ḁ
ὔӀ ṅ  ῶᴒ  ʊ ◄

Ө  ҍ Ө  
ṅ   ῦ   ° Ỵ

 ᾧ ± Ӛ Ӏ Ὥṫ  ʊ Ӧ

1920~30ᵹḓ ῦԃ ә ֜
ӽ  ἅ ὤ▐   ꜜӤ

(Hawthorne Works) ♄ 
Ṏ ◕▓Ⱡ Ԃ ♄ Ủ

̛ Ԃ ṯ  ᾤ ́ ֥ὗ ᾠ♄ ֜ Ἓ ṯ  ◕▓Ⱡ  ᶷḫ, ҳ  ṭ U ↑ ṭ ◕▓Ⱡ  ◄ ◄
̜  ʊ ҍ °ðԄҍ ṯ  Ԃ ә ᾨ ḁ±ʊ  ▐  ẋῄ  ḝ   ֥ẋῄ è ὗ "  ꜜ Ӧ"Ớә ᾤᾤ

Ủ

̛ Ԃ ҍ ♄ ⁫  ʊ◄  ҍ ▐ ḓ◄  ṅ  ῶᴕ ּב 
̜  Ӓ ,  әҠ Ӓ Ӧ ḁὖ °ҍ ṅ ḫ ± ҍ ּב ṏ  
̝ : 

Shadowing Ṵ Ө  ▐ ♄   ꜜ Ӧ ῄ

¸  Ө   è ꜙ⁫ḁ ḝ Ӏ әҠ ḓ
¸ ꜙ℮  Ө   è ⁫ḁ ḝ ײײ   ℮ӽ
¸ ♄℮  ▐  Ө   èₔὭ  Uə  Ḣ 

̛ Ө גּ ҏ ֥: ▐ Ὼ  ҏ  ° ±֥Ἓ Ṕә, Ө ҍ  ֥ ҏ כ ᾠ♄ Ө ҍ ּג ḻἜ .
̜ ℮ҏ♫  ḻ  : ḓ ὰ ҵ ә, ṅ ḻ ᾞ* °֚ὧ Ỹ±ẁỚḁ᷄ᶷ ḻ .
̝ ֥ҏ/Ὼ⁬ Ө  :  ҏ  Ḅῼ  Ө  Ӛ   è Ỵ ‗ Ὼ⁬ ұ  U ֥ҏ Ө   .
̞ ⁫  ֥Ἔ  :  Ө ╝ ᷄Ớ CCTV, Ἓ  ֚ḫ ,  ḁ ὣ Ҝ  ἰὗ ‾   ṅӦ ӽ  ҷ .
̟ ▐  ♥ᾤ  ꜙ  ⁫ Ӥ : ▐ ᾨ  χ  ̈͂Ԃ Ἓ ́  ә* °◄  ṅ  ỹӀ ᾠ Ṏḁ± ḻἛ 

.o
̠ ▐  ₱ ‾  : Ө   °ᶸ  ꜙ  ḁὔӀ   ᵁ =±Ҝ  ῄ Ἓ Ӛ ҍᶾⱠ  .

 ꜜ Ӧὗ ꜙ   ʊ“
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☿ḻ
(Shadowing)

Ԃ ҍ  ▐   ◕
/♄℮   ♄ ֚ὧ
Ỹ ẁỚḁ᷄ᾞ ṅ, ▐Ӎ , 
Ҕ  Ὑ  Ө ¦֥ Ἔ  ʊ “

₱ Ỹ °ὰἛ ♥ᾤ  ʊҹ± 
᷄Ớ, ♄ Ἓ ᵁ
 ʊ ṅ  Ө  ʊҹ  

 ҍ ῁ Ἓ 
 ʊ ṅ  UὰἛ  ʊ  ♥ᾤ  
ᾯ  ʊӒ  ῼӋ  בּ 

Shadowing  ̈͂ὺᶯ  ῳ ὣ

בּ  ḄӔ בּ  ҍ ṫ

▐  ℮

1. ▐ ᾨ Ӧ Ө  ὗ ῦὣ ὣ ḁ. ( : әҠ ḓ Ὑ, ə  ῼ◕ ּדҏ Ṵ)
2. ▐ ḓ◄ Ӏ  ʊ ꜙ  ♥ᾤὭ Ӥ ḁ. ( 8 °ᴜ ꜙ Ỹ ◄  ṅ  ᾠ ṑ᷄ḁ,±'
3. ḓ◄ ҍ ֧  ḻἜ ℮Ὺ ỹ  Ӏ, ֚ Ỵ  UӦḻ  ♥ᾤ  ỹӀ ᵒ ḁ.
4. Ө  (ᵡ  ̈͂ҍָ ḻ, χ  ̈͂ᾍ ḻ Ӏ)ὗ ῦὣ ♥ ḁ.

▐  ḻ

1. ὰ  ꜙ ḁ: ῄ ҟU ḓ֠ . (Ḅ,  ῄ  U    ҍ ṏ ◄  )
2. Ҕ  ᵎ ḁ: ᶠ Ὣ ә, ֥ Ἔ ᾕᾧ ḁ. ḓ◄  ῶἛ ⁫ḁ  ʊ ҏ Ṡ  Uḓ
Ҏ♠ ♄ Ө  Ṵ

3.    : әҟᴭḞ , , ᶅỞṴḻ ṅ בּ è Ὠ . Ө ᾠ
♄  ֥ Ἔ ṍ, ᾕᾧᶷ Ӏ( ṫ ) Ⱡ әᵁ ◄Ɫ )

4. Ө     : ḓ◄ ҍ ꜙ ḆỚ⁫ ᶷּדҏ/ ὶ♥ ¦ə ¦ ұ ṫỴᵁᶷּדҏ/ ḓ◄
ҍ ▐ ὗ ҹʊ Ỹ⁫ ᶷּדҏ( ꜜ Ӧ )

▐  Ὣ῁ὣ

1. ▐ ἰ ᶷҔ▐ ▐ כ  Ӏὣ ἅⱭ ₱ : '  ᴜ ꜙ  ḁὔӀ  a ₒ  ᵁ
=³*ҍ  ♄ Ӓ Ḡ ּדҏ  ᵁ ?' Ṵ

2. ֥Ἔ⁫ : ♄  ᾕᾧὗ ◄Ɫ Ӏ ὣ (Ԃ  ṅ + ύớ + /Ҕ  Ṵ)
3. Ө  o  ḁὖ ἰ(♥ῄ, ₱, Ἓ  ֚ḫ  Ṵ) ӽ ҷ ḁ.

▐  ֠  ֥ ṅ
1. Ө ῄ֠ 8 °aₒ ֚ἃӀ Ɫ =±Ṵ
2. ṅҟ ֠ : ḓ◄ ṅ ḓ ұ ḻU ᶷ ᵁ°ἃӀ  ʊӀ ḝ  =±Ṵ
3. Ӧḻ ӤҔῺ ֠ : , ί ԂṴ.
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ḁ ὣ
(Photo diary)

ҍ  ֥ҏ ṅ   
◄, ♄℮  ,  ▐  ◄
 Ṵ  ▐ Ἓ ֥ Ἔ ә ҏḄ
 ᾕᾧὗ e ֥  ʊ ▐  “

Ԃ ҍ  Ө  ḻ, 
 Ҏ ¦ҟ  Ӓ  

◕◕ Ӏ ּב  בּ 

ҍ ▐ Ớ  ʊḻԂὗ 
  Ӓ  °ᶠ ⁫  ʊ
ḫ ±Ἓ Ө  ἰ
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בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ḁ ὣ
(Photo diary)

ҍ  ֥ҏ ṅ   
◄, ♄℮  ,  ▐  ◄
 Ṵ  ▐ Ἓ ֥ Ἔ ә ҏḄ
 ᾕᾧὗ e ֥  ʊ ▐  “

Ԃ ҍ  Ө  ḻ, 
 Ҏ ¦ҟ  Ӓ  

◕◕ Ӏ ּב  בּ 

ҍ ▐ Ớ  ʊḻԂὗ 
  Ӓ  °ᶠ ⁫  ʊ
ḫ ±Ἓ Ө  ἰ

 U ἍῇἛ Ṏ ḁ ὣ  ▐ ḓ◄ ҍ  ◄, Ө ▐,  ӨἎ ῄ  Ḍ  Ⱡ ḻἜ  
ἰὗ ּב  ʊҏ Ө   “ Ἓ, ▐  ◕  ύớ¦ּז  ᷄ ¦Ҕ  Ӓ  ◌  ʊḫ 

¸ ◕   ꜚύớ(Context) ▐: ▐ ҍ , Ṷ♄, ẢӀ ♄℮ ὗ ᶷ  ә  ẋ
¸ / ♄℮  ֥  : әҠ   ◕  ӒӦ ᷄ ὗ ְ   ẋ
¸ ☿ḻ  Ἄ  Ӓ : Ԃ ҍ  ṅ  Ө  ֥ Ἄ  ◄ ( : ♄  ▐◕ , ֥ҏ ▐ )
¸ Ҕ ¦Ӓ  ◌: ὰἛ ♥ᾤ  ֥ Ἄ  Ҕ  UӒ  ▐ Ἓ ә  ẋ

ẢӀ

☿ḻ  Ḅּד  ⁫  ʊҹ  ᷄Ớ, Ӕ  Ӕ Ӧ ֥Ἔ  
1. ℮ ḄӔ

בּ.2  ḄӔ

בּ.3 / ὣ

4.ₒ♅ ḄӔ

̛ ▐ ᾨ  ♥ : ῁  ә ҍ? ( 8 ²♄  Ὣ ҍ  ▐  Ӓ ³)
̜  ᾧ  & :o ḓ◄ Ӏ ▐ ᾨ Ӧ  “ ♥ᾤ èṅ  ⁫
̝ ҍ ṫỚ  Ӥ: ῁   ᶷ  task Ӥ ( : ♄℮ ҏ, əדּ    ᾠ, ұ ҏ), ẢӀ ֥Ἔדּ    “ 

ҍ ṫ ( : ▐ + ᾕᾧ,  Ἓṫ,  ḁ ὣ), Ⱡ ֥ҏ  o(⁫  3 ~2  ḻ)

̛ ҍ  ◄ ꜚ ♄   ί  ▐   èҏḄ  ♥ᾤ Ⱡ
̜ Ԃ  ʊ ҏ  ҏḄ  ṫ   U ὧ  ⁫  o  

̛ ҍ  ▐ Ӧ ᾕᾧὗ ּב
̜ ҏ ּד♄¦ ‴Ἓ ὣ ( : ₔ   ᾧ , ұ  Ӓ  ᾧ )

̛ Ҏ ἰ(▐ )  ὗ כ ♅
̜ Ӥ Ṏ , Ὼ⁬ Ἓ Ṵ  ʊ◄ , әҠ זּ   ᷄  ḻ
̝   ₱(IDI)  Ӎ  ᾠ ḝ ְ  ▐  ⁫ ҍᶾ



ὣ♄   ǖ Primary data research - Ⱡ ▐ “

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

֥♄ !ִ

Ⱡ ▐ “  ᵁ  ?
(  ֚ ?ʊ)



Ad-hoc Panel

Ⱡ ▐

▐  “   ₒὊ

Survey Observation

Ḍ  Ⱡ   ₒὊ

▐
ḻԂ

ₒὊ

Test ֥ҏ ῳ  “
 ₒὊ

◄ ₐ
 ₒὊ

Observation Interview

▐ḓ◄ בּ 
 ₒὊ

ἰ   ₒὊ

▐ “   ₒὊ

₱ ₐ   ₒὊ

ὣ♄   “

Ө   “   ₒὊ

FGI

Interview
Self-

administered Mystery
Shopping

Test
Market

HUT

Gang
Survey

CLT
♄℮
▐ ὣ

☿ḻ
ḁ ὣ

ᾧῶ
ḁ ὣ

Self Diary

In-depth
Interview

Game
Night

Video
Ethnography In-context

Interview

Interviewҏ Ө ▐Ө ▐

ỳ ▐

Test

ҟ‴
ᾠ ▐

▐ ▐
On-line
▐

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ὣ♄   ǖ ỳ ▐ “Ӧ Ⱡ ▐ “  



Ad-hoc Panel

Ⱡ ▐

▐  “   ₒὊ

Survey Observation

Ḍ  Ⱡ   ₒὊ

▐
ḻԂ

ₒὊ

Test ֥ҏ ῳ  “
 ₒὊ

◄ ₐ
 ₒὊ

Observation Interview

▐ḓ◄ בּ 
 ₒὊ

ἰ   ₒὊ

▐ “   ₒὊ

₱ ₐ   ₒὊ

ὣ♄   “

Ө   “   ₒὊ

FGI

Interview
Self-

administered Mystery
Shopping

Test
Market

HUT

Gang
Survey

CLT
♄℮
▐ ὣ

☿ḻ
ḁ ὣ

ᾧῶ
ḁ ὣ

Self Diary

In-depth
Interview

Game
Night

Video
Ethnography In-context

Interview

Interviewҏ Ө ▐Ө ▐

ỳ ▐

Test

ҟ‴
ᾠ ▐

▐ ▐
On-line
▐

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ὣ♄   ǖ ỳ ▐ “Ӧ Ⱡ ▐ “  



 ǖ ὣ♄   “ Ɫ  a♥Ӕ ⁫֥

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

‾  ♄℮ Ṷ  ὣ♄  ♥Ӕ

1. ὣ♄   “ ♠
2. Ɫ  a   “ ὣ
3. ὣ♄  Ἓ  Ⱡ ( ῄ , Ө ᾨἜ Ṵ)

4. Ὥᵁ⁫ә  ὣ♄  ḓ◄   
5. ὣ♄  ḓ◄ Ӧ Ɫ  aӤҏ

 



ὣ♄  ᾨ  ẁὖ ὣ♄   “ ♥Ӕ ǖ

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

To know list
ὣ♄ ὗ ♄ ᵒ   ҹ  ῁ ҍ

Research design
֚ҹ  ẖ  “ Ἓ  ᴗҹ ҍ

Project Key Question
Ἓ ὗ  Ḍ    ʊҹ  ῁ ҍ



ὣ♄  ᾨ  ẁὖ ὣ♄   “ ♥Ӕ ǖ Ỷ ḻ!

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ꜙ℮  ᷄  ◌ ῳ 
Ḅ♄  ᾨ

♄℮  ύớ ῳ Ӓ
 ₒ♅ ᾨ

 ҍ♥ ҷ  Ắᶷ
Ὼ   ᾨ

әҠ  ӊ  ʊₔ ӈזּ ,  Ԃ, 
 ῄ  Ṵ  ә   ẋ

Å  ₱ (In-depth 
Interview)

Å Shadowing
Å Ethnography
Å Home Visit
Å  ֚Ἳ ₱(FGI)
Å ḁ ὣ Ṷ(Diary Study)
Å Game Night

Å ♄℮  ▐ ὣ
Å Town watching
Å  Ө (Field Observation)
Å Be The Customer
Å  ḁ ὣ Ṵ ḁ ὣ 

Ṷ(Diary Study)
Å  ₱ (In-depth 

Interview)

Å ♥ῄ ▐(Survey)
Å A/B  (Ṷ  Ӓ)
Å Gang Survey
Å HUT
Å CLT
Å Concept Test
Å Ἓ֚ₒ♅

♄℮   Ӓ   ῄ ҍ 
ῼ◕  ʊ  ә   ẋ

ҍ♥  U Ṷ , Ἓ  
ḓ  ꜙ℮  Ὼ  ә  ẋ

Quantitative Research ( ỳ ▐,  Ԃ) Qualitative Research ( Ⱡ ▐,  Ԃ)



2ₐ

1. Ӧ   ẁὖ  ὣ♄   “ ♥Ӕ
ỳ ▐ “Ӧ Ⱡ ▐ “  
ḁ  ỳ/ Ⱡ ▐ “   ᾨ   
Ӧ   ẁὖ  ὣ♄   “ ♠  ῳ Ɫ  a♥Ӕ  “ 

2. Ӧ  ᾨ  ί  ʊὣ♄  ӍӦ o ♅  “ ҙ  ῳ 
Ӧ   ἄ‪ בּ'   Ԃ  '  
'Ὣ ᵡ ὗ 0 Ἓ Ὥṫ 'ʊ Pain points, '0 ♄ Ỵ 'ὗ Ὥṫ  ʊneeds  
ὣ♄ ♄ 'Ṯә ⁮' ҟ‴  factὗ clustering  ᷄ ὗ o ♅  ʊ “  
᷄ ὗ  o  ṫỴᵁḻἜ  ʊ'  ῄ   fine tuning' 



 ♄℮  Ӓ  ǖ  ♄℮ ҍ  ʊӒ

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ἌḠ ҹ
ḆⱠ

(♄℮   ᾨ )

ṍ  Ḡ
᷄  
(әҠ ҍ   )

ₔ Ḡ ҹ
Ӎ

(ῄ ҍ Ӎṍ  ʊҹ)



 ♄℮  Ӓ  ǖ  ♄℮ ҍ  ʊӒ

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ἌḠ ҹ
ḆⱠ

ṍ  Ḡ
᷄  

(♄℮   ᾨ ) (әҠ ҍ   )

ₔ Ḡ ҹ
Ӎ

(ῄ ὗ Ӎ  ʊҹ )



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ♄℮  Ӓ  ǖ ּב ҍ  ʊҹ,  ּב  Ԃ

  ҹ
ә 

᷄  

ₔ
ꜙ ә 
ῄ  Ӎ

(Ὣ   ꜚְ  ӣ )( ᾠ♄ ᶵᴹ )ʊ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ♄℮  Ӓ  ǖ °әҠ   ʊ ҍ  ʊ῁ =ֱ±

: https://hbr.org. Bain & Company  Eric Almquist , John Senior, Nicolas Blochҍ 2016ᵹ 9  HBR ֥ ▐ "әҠ  Ἓ ҍ  Ӏ ֥  ʊ30ҍ  (ꜙThe Elements of Value)" ♄ ꜙҟ

"әҠ   ʊ' ' ҍ  ʊ̈͂ ?ֱ"

әҠ  ὣ ▐  U♄℮ ὗ Ԃὺ  ʊ
  ʊῒ ?ֱ ə Ҕ   ֥ ♄? ҏ 
Ӧ Ҝ  ֥ ᶾ   ẋῄ ? ֥  ▐  

ҍ ὗ ᶋ ә  ẖ ҍ ὗ ҍ  ʊҹ  
 әῨ  ʊὺ᷄ ṯ   ₐẀ  ʊῄ ḁ.

Ỷ ῄ ҍ әῨṏ ẋ  ʊ'ҍ  Ớῦṫ'ὗ ә
ᾠ ḻ  Ṏḁ. Ԃ ṯ  ὺ Ἓ  Ԃ 

Ἕ  ֥Ὼ  30ᵹ  ҵ  ꜙ℮ ὗ Ө  Ԃ  
ӍӦ ꜙ℮ ṯ  Ὼ  ʊ֥ ⁮ ꜚⱠ 30ҍ ὗ 

ᵙḁ. Ỷ ꜙṯ  ֥ ᶾ , ♄ , ◕ ″
, ▐   4ҍ  Ԃ  ṍᶷḫ, 

ṯ    ἶᾠ әҠ Ⱡḻ  ὺ  Ⱡ
Ɫḻ ҍ  ʊӍӦҍ U ᵌḁ.

֚ἃḁᾠ ֥  Ҝ  ҍ  ԂⱠ ꜙṯ  
ẢӀ ᾠ ?ֱ ֥  Өὣ ṯ  ▐ 

 ḓ  ẋ әҠṯ  ẖ ҍ ὗ ᶷ ὗ 
ә, ὗ  ҟῼ, ҍӉ , әҠ Ɫₒ

 Ӕ Ἓ  ḁ.
- HBR facebook



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ♄℮  Ӓ  ǖ ּב ҍ  ʊҹ,  ּב  Ԃ

Pain points Needs

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

әҠ  Ἓ  ᾯ ұᵁ
זּ    Ԃ

әҠ    ᾯ ұ  U  Ἄ
(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә

 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )



בּ  Ԃ   ǖ Pain points  

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

Pain points Needs

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

әҠ  Ἓ  ᾯ ұᵁ
זּ    Ԃ

әҠ    ᾯ ұ  U  Ἄ
(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә

 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )

Q
ᵒҍ ᶵᴹᶷ

Pain points ?ʊ 



Pain points

Needs
әҠ  Ἓ  ᾯ ұ  U  
זּ  Ԃ. әҠ    ᾯ ұ  U  Ἄ

(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә
 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

בּ  Ԃ   ǖ Pain points  

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

+10

-10

0



בּ  Ԃ   ǖNeeds 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

Pain points Needs

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

әҠ  Ἓ  ᾯ ұᵁ
זּ    Ԃ

әҠ    ᾯ ұ  U  Ἄ
(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә

 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )

Q
ᵒҍ ◕Ҏ ᶷ

 o  Needs ?ʊ 



Pain points

Needs
әҠ  Ἓ  ᾯ ұ  U  
זּ  Ԃ. әҠ    ᾯ ұ  U  Ἄ

(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә
 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

בּ  Ԃ   ǖNeeds 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

+10

0

-10



Pain points

Needs
әҠ  Ἓ  ᾯ ұ  U  
זּ  Ԃ. әҠ    ᾯ ұ  U  Ἄ

(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә
 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

+10

-10

0

בּ  Ԃ   ǖPain points   Needs 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ



Pain points

Needs
әҠ  Ἓ  ᾯ ұ  U  
זּ  Ԃ. әҠ    ᾯ ұ  U  Ἄ

(Ӓ  ₱ὗ  Ḅ♄(clue)ὗ ῼӋ ә
 ֚ꜚ  Ṏ ᷄ ὗ ₒ♅  )

әҠ   Ӓ   ӊ  ʊₔ , ə Ὥ ,  
әҠ  Ἓ Ҏ ә ὰ  בּ 

( :  Ӎ  ḄӔҍ ᵡ  ̈͂⁬ . 
⁫ҍ ₐ ♄  “   ᾧὔӆ ) 

+10

-10

0

בּ  Ԃ   ǖPain points   Needs 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ



Pain points

Needs

ẖ ὣ♄   “ Ἓ 
 ֱ? בּ 

ẖ ὣ♄   “ Ἓ 
ֱ? בּ 

בּ  Ԃ   ǖPain points Needs  ʊ ẖ ὣ♄   “ Ἓ ᶷҍ? 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ



Explicit Needs

בּ  Ԃ   ǖPain points Needs  ʊ ẖ ὣ♄   “ Ἓ ᶷҍ? 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

Ỷұ  ρₔ ! 
 ῶᴜ  ӆ !

▐Ởṯ  Ἓ Ҏ ә ᾞ 
ԂṔἛ ᾤ Ӏ  ʊ᷄

ᾤ  Ԃ  ʊ ә, ᾞ, ὰἛ ṍ  ʊ
Ԃ ᷄ḁ. ᾤ  Ԃ  Ἓ  ʊ  ὣҍ Ủҍ  
ұ ,U Ὣ   ᵡ  ̈͂  ֧Ӓ ὗ ṯ ּב ᷄ḁ.



Tacit Needs

בּ  Ԃ   ǖPain points Needs  ʊ ẖ ὣ♄   “ Ἓ ᶷҍ? 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

Ỷұ  ρₔ ! 
 ῶᴜ  ӆ !

Ủ ḁ ֚Ỷ ұ . 
֚Ỷ ҳ  ּב . 
֚  φҔᵒ  ʊұ .

Ө/ῄ  †  ♄ Ҏ ұ  U
ᾤ   ֥ Ἄ  ᷄

ῂ  ᷄  ʊ  ὣ Ἓ  ᾯ  ʊ ӨӦ 
ῄ Ἓ ԂⱠṑ᷄ḁ. ῂ  Ԃ  ʊ  ᶵס Ὥ, ὰἛ 

Ṏ  ꜚ Ἓ  ṫỴᵁ   ֥ẋῄ   
ṫỴᵁ  ᷄ḁ.

Explicit Needs



Tacit Needs

Latent Needs

בּ  Ԃ   ǖPain points Needs  ʊ ẖ ὣ♄   “ Ἓ ᶷҍ? 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ₔ  ҳ ᷆ḫ
ῑҍ  

Ỷұ  ρₔ ! 
 ῶᴜ  ӆ !

Ủ ḁ ֚Ỷ ұ . 
֚Ỷ ҳ  ּב . 
֚  φҔᵒ  ʊұ .

Explicit Needs



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖPain points Needs  ʊ ẖ ὣ♄   “ Ἓ ᶷҍ? 

Explicit Needs
▐Ởṯ Ἓ Ҏ ә ᾞԂṔἛᾤ Ӏ ᶷ᷄
ᾤ  Ԃ  ʊ ә, ᾞ, ὰἛ ṍ  ʊ Ԃ ᷄ḁ. ᾤ  Ԃ  Ἓ  ʊ
  ὣҍ Ủҍ  ұ ,U Ὣ   ᵡ  ̈͂  ֧Ӓ ὗ ṯ ּב ᷄ḁ.

Tacit Needs
Ө/ῄ   ♄ Ҏ ұ ᾤU ֥ Ἄ ᷄

" ὣ  ʊὰἛ  ּב  ʊҹ⁫ḁ ḝ Ὦ  ә ḁ." Ὣ  Ớ .᷄ ῂ  ʊ  ὣ 
Ἓ  ᾯ  ʊ ӨӦ ῄ Ἓ ԂⱠṑ᷄ḁ. ῂ  Ԃ  ʊ  ᶵס Ὥ, ὰἛ Ṏ 
 ꜚ Ἓ  ṫỴᵁ   ֥ẋῄ   ṫỴᵁ  ᷄ḁ.

Latent Needs
῁ Ἓҍ ә ῡἛ Ἓ ᾯ ә ᶷ᷄
ᶠ  ⁫  ә, ә, f  Ỏ   ʊҹṯ.  Ԃ  ʊᶞԄҍ Ắ  ʊ ẖ Ḅ   ƫ
ḻ ῁ Ἓ ә  ʊ Ԃ  U ὶ ᷄ḁ.  ꜚ  ʊ ẖ ҹ  ḆỚ  ḁұ ,U 

 ḆỚ ḁ בּ   ʊᾧḮ  ᷄ḁ.

ₔ  ҳ ᷆ḫ
ῑҍ  

Ỷұ ρ  ₔ ! 
 ῶᴜ  ӆ !

Ủ ḁ ֚Ỷ ұ . 
֚Ỷ ҳ  ּב . 
֚  φҔᵒ  ʊұ .



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖ   ᷄  ʊ῁ ֱ ?

 ̌
 á  

  ?̭



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖ   ᷄  ʊ῁ ֱ ? (ύớӦ כ ⁯ ẋ)

 ̌
 á  

  ?̭

⃰Ỷ  ♄ Ὥ  U  ᾋ

 ⁴ ( Ӧ Ớ Ὣ )

Ӥ   20  o▓



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖύớӦ כ ⁫ᾠ ᷄ ҍ ⁫ ḁ!

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖύớӦ כ ⁫ᾠ ᷄ ҍ ⁫ ḁ!

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖύớӦ כ ⁫ᾠ ᷄ ҍ ⁫ ḁ!

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

 ᾠ
Ӏ ῦ

Ὣ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖύớӦ כ ⁫ᾠ ᷄ ҍ ⁫ ḁ!

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

 ᾠ
Ӏ ῦ

Ὣ

ὰ  ʊ Ợ
ᶅỚ Ἄә 
Ԃṯᴹὣ ᶅỴ ḁ
᷄  ʊ . 

ὗ ῦὗ 
ҍ ⁯  ֱ ♄

Ḽ♄ Ί᷄  Ҝ
ұ ⁿ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ

 ֚ ὣ  
Ὣ ♄  ⁿᶷḫ 
Ḅ   Ὦ  ṯ
Ҙḁә ♄ ▼ .



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖύớӦ כ ⁫ᾠ ᷄ ҍ ⁫ ḁ!

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

 ᾠ
Ӏ ῦ

Ὣ

ὰ  ʊ Ợ
ᶅỚ Ἄә 
Ԃṯᴹὣ ᶅỴ ḁ
᷄  ʊ . 

ὗ ῦὗ 
ҍ ⁯  ֱ ♄

Ḽ♄ Ί᷄  Ҝ
ұ ⁿ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ

 ֚ ὣ  
Ὣ ♄  ⁿᶷḫ 
Ḅ   Ὦ  ṯ
Ҙḁә ♄ ▼ .



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖύớӦ כ ⁫ᾠ ᷄ ҍ ⁫ ḁ!

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

 ᾠ
Ӏ ῦ

Ὣ

ὰ  ʊ Ợ
ᶅỚ Ἄә 
Ԃṯᴹὣ ᶅỴ ḁ
᷄  ʊ . 

ὗ ῦὗ 
ҍ ⁯  ֱ ♄

Ḽ♄ Ί᷄  Ҝ
ұ ⁿ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ

 ֚ ὣ  
Ὣ ♄  ⁿᶷḫ 
Ḅ   Ὦ  ṯ
Ҙḁә ♄ ▼ .

(ῶ╤Ӏ ▐  ʊ έ Ὥ)
ҍ ṯ  ҳҙ  ӈ  ʊ Ὣ/ ᵒ ә ḁ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖ  ᷄  fine tuning

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

 ᾠ
Ӏ ῦ

Ὣ

ὰ  ʊ Ợ
ᶅỚ Ἄә 
Ԃṯᴹὣ ᶅỴ ḁ
᷄  ʊ . 

ὗ ῦὗ 
ҍ ⁯  ֱ ♄

Ḽ♄ Ί᷄  Ҝ
ұ ⁿ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ

 ֚ ὣ  
Ὣ ♄  ⁿᶷḫ 
Ḅ   Ὦ  ṯ
Ҙḁә ♄ ▼ .

(ῶ╤Ӏ ▐  ʊ έ Ὥ)
ҍ ṯ  ҳҙ  ӈ  ʊ Ὣ/ ᵒ ә ḁ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖ  ᷄  fine tuning

♄ ▐ֱ
―  ә ḁᵷ . 
1 ҏ ḻ ҵἌ

 ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ

 ᾠ
Ӏ ῦ

Ὣ

ὰ  ʊ Ợ
ᶅỚ Ἄә 
Ԃṯᴹὣ ᶅỴ ḁ
᷄  ʊ . 

ὗ ῦὗ 
ҍ ⁯  ֱ ♄

Ḽ♄ Ί᷄  Ҝ
ұ ⁿ

35Ɫ, έ (Ὣ  8ᵹ )
ᵉ , ⁮ , ᵷ 1ᾤ(6Ɫ) 3  ҍԂ

 ֚ ὣ  
Ὣ ♄  ⁿᶷḫ 
Ḅ   Ὦ  ṯ
Ҙḁә ♄ ▼ .

(ῶ╤Ӏ ▐  ʊ έ Ὥ)
ҍ ṯ   ӈ  ʊ Ὣ/ ᵒ ә ḁ



 ֚᷄ ҍ 
ὣ♄ ὗ  ֥

ḻ Ḡ ҹבּ   ᷆ҍ?

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖ  ᷄  fine tuning



 ֚᷄ ҍ 
ὣ♄ ὗ  ֥

ḻ Ḡ ҹבּ   ᷆ҍ?

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ   ǖ  ᷄  fine tuning

᷄  ῄԂҍ ᵡ  ̈͂
ṍ  ‛  ұᵁ

ὣ♄ ♄ ῦ ᶷ
Ḅ♄(clue)ҍ Ḣ ּב ṍ ұᵁ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ǖḁ   3ҟὗ ῃ ♄ Ὑ  ֥(Grouping)

ᵁ῁ ᶂ בּ◕

Ὥᵹ Ṵ ᶂ ₑ

Ԃ   Ὢ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ǖ ‗  ʊ3ҟὗ Ἓ ῃ ♄ Ὑ  ֥(Clustering)

ᵁ῁ ᶂ בּ◕

Ὥᵹ Ṵ ᶂ ₑ

Ԃ   Ὢ



 ǖ ᷄  ḻ  ῳ fine tuning

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

̛ ₱ᵒ   ῦ  ₐₒ   
ӈ . ( ḏ 5ҟ ◄)

̜  ◄ ҍ ḫἛ ᾧ   
  ᵒ ṯ   ⁫ .

̝ ύớ , ◄  Ṵ  ḁ Ӏ 
 ᷄  ῄԂὗ Ὥṯ  ⁫ .

 



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ǖ Ủ  Ҝ  °ύớ ʊḁ  בּ    ₱ ᵒ  ḋ ± ᷄ ὗ Ⱡ  ⁵᷄ḁ.

² ♄ ▐ֱ
―  ә ḁᵷ . 

1 ҏ ḻ ҵἌ ³

²  ᵡ  ̈͂ῶ↑♄
▐  ʊ ὣ Ἓ
ẋ Ӏ ṋ ³

²  ᾠ
Ӏ ῦ

Ὣ ³

² ὰ  ʊ Ợ
ᶅỚ Ἄә 
Ԃṯᴹὣ ᶅỴ 

ḁ᷄  ʊ ,³

² ὗ ῦὗ 
ҍ ⁯  ֱ ♄

Ḽ♄ Ί᷄  Ҝ
ұ ⁿ ³

²֚  ὣ  
Ὣ ♄  ⁿᶷḫ 
Ḅ   Ὦ  ṯ
Ҙḁә ♄ ▼ ,³

(ῶ╤Ӏ ▐  ʊ έ Ὥ)
ҍ   ֱ  ӈ  ʊ Ὣ/ ᵒ ә ḁ



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ǖ᷄  



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ῼ  ǖ᷄  

ὣ ₒӦҍ ₒ♅ ᷄
(᷄  )



בּ  Ԃ  Ḅ♄  ֥ǖ әҠ ᷄  ԝ ֥  ֥ ...

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

әҠ  ᷄ ὗ ῦ ә ḁә◕Ҏ ḁᾠ
֚ҳ Ҏ ḁ.
ὣᶷәҠ ᷄ḁ.

әҠ  ᷄  ԝ ֥  ֥
ḏ  ♠ Ӌ  ―ἌỚ. ֚Ӏ ҍ  Ἄ  ḁ. 

8 °ᶑӦ Ἓ әҠ Ӓ  Ṷ Ớ° & Ỷ )  97p~113p



בּ  Ԃ  Ḅ♄  ֥ǖ ύớ  ₱ (In-context interview)

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

In-context interview

ύớ  ₱  ʊ Ṷ ὗ ↑ὔӀ Ἓ
Ἓ Ὥṯ  әҠṯ  Ὼ  ▐  ʊὥ

 ҟᵻ ♄ ◕Ṏ Getting Out Of 
the Building (GOOB, ▐῁  Ὸ Ἓ ᵁҍ )֥

 Ἓ әҠ  ▫  ύớ  Ⱡ Ӏ 
□  ʊҹ   ꜙἛ ⁴

8 °ᶑӦ Ἓ әҠ Ӓ  Ṷ Ớ° & Ỷ )  97p~113p

әҠ  ᷄  /♄℮  ᾨ  ▐  ₐ   

▐Ởṯ  ̈͂  ṅ  ʊῦᾼ Ὥ Ὦ
 ҍ . әҠ   Ӓ  ꜚ ♄ ῄ

 ᾠὭ ⁫ұ  U  ᾯ  ʊa ₒ  ύ
ớ  ₱ὗ   ּב 

әҠ  ὣҍ Ԃ ә  ʊ  ӨἎṎ  
ҏדּ   ᾠ ⱠӤ  /♄℮  Ӓ

 Ὥṫ  ʊḫ  ᾧṭ Ɫ  a▐  ―
ὣ  ʊӒ ҍ Ὦḁ. ֥  ὺ  ◄  
♄  ֚◄   ẋ ◄  ֥  ֛
 ֥ẋῄ  ▐῁ ♄Ớᾠ ֥ ᵁ   “
 ֥ ḻ ⱢⱢ Ӏ ◕Ҏ  ᴂּב 



בּ  Ԃ  Ḅ♄  ֥ǖ ύớ  ₱ (In-context interview)

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

How to conduct proper ethnographic research and get 
the most out of it for your business?

֜
Ὂ  

/♄℮ Ṷ ֥ Ӧ֥ Ө ♄
▐ә ֥ Ḅבּ Ἓ ҹ

8 °ᶑӦ Ἓ әҠ Ӓ  Ṷ Ớ° & Ỷ )  97p~113p



בּ  Ԃ  Ḅ♄  ֥ǖ ὣ♄ ♄ ᷄  Ḅ♄ὗ  ֥  Ө  ʊ “

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

әҠ  
әҠ  ẖ ὗ ▐ ᶷҍ? әҠ

  ▐  ʊḄ  ʊ῁ ҍ? 
Ḅ  ◄ṍ  ʊ ῦ  U ▐  ʊҹ

 ῑҍ? ♄℮  ▐ Ṏ Ḅ  
Ҥ  ᶷҍ? In-context interview 

 
 әҠ Ө  

әҠ  ▐Ӎ
әҠ  ἶә   ʊҹ  ῁ ҍ? 
ẖ Ӎ  ᵒὣә ᶷҍ? ▐Ӎ
  ҹ  ῁ ҍ= °ҏ  Ὥ
°ʊҹ Ἓ ⁫  ʊₐₒ  ᶷҍ? 

Ӎ     ʊ ꜙ  ʊ῁ ҍ?
әҠ  Ҕ

әҠ  ᾨ  Ⱡ   ῁  Ҳ
ᶷҍ? ̈͂  ֥ḓ ᶷҍ? ֚  ᷄
 ᾨ  a Ἄᾠ ῁  

ҍ? ẖ ֛  Ὼ ᶷҍ? ẖ ▐
Ở  ṍә  ᶷҍ? (o ᾠ Ҕ )

әҠ  ▐  
әҠ  ▐ ә  ʊ /♄℮ ὗ 
әҠ  ẖ   Ἓ ▐ ә ᶷ
ҍ?  ֚ἃӀ ▐ ә ᶷҍ? әҠ

  ẢӀ ◌ ә ḁә ◕
Ҏ ᶷҍ?

әҠ  ♠/
әҠ  ῁  Ө  Қә ᶷҍ? 
῁  ῶỚ⁫ә ᶷҍ? ̈͂  ◌
ᶷҍ? ֚   ʊ̈͂ ҍ? Ḡ ҹ
 ᶷҍ? ֚ ҹ  ᶷḫ ӊ  

Ἄ  ῁ ҍ? 

әҠ  ◕Ҏ
әҠ  ῁ ҍ  ẋ ẢӀ ṏ ҹ Ἓ 
ҍ  ә ᶷҍ? әҠ  ẢӀ 
ṅ  ҹ Ἓ ֥ḓ ᶷҍ? ᶅỚұ  U
ḽ Ỵ   ʊₐₒ  ᶷҍ? әҠ
 ӋӦ ῄҍ  Ӌ  ?ʊ



בּ  Ԃ  Ḅ♄  ֥ǖ ὣ♄ ♄ ᷄  Ḅ♄ὗ  ֥  ῄ  ʊ “

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ҍ  ₔ  ֥  ʒ3ҍ ὗ ὰ Ɫ .

Ą ᾠ♄ ₔ Ḡ  ᵁ ?
ẖ  ₔ ᵁ ? ֚ Ӏ  ₔ ᵁ ?

Ắ ₔ Ḡ  ᵁ ?  ₔ ᵁ  ...... (Ὼ⁬)



בּ  Ԃ  Ḅ♄  ֥ǖ ὣ♄ ♄ ᷄  Ḅ♄ὗ  ֥  ῄ  ʊ “

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

ẖ ֥ᶾ  Ɫ ?( : Tᾁ)

Ąᵮ℮  ᾠ♄ Ḡ  ᵁ ?
῁  ᵁ ? ẖ  ᵁ ? ֚Ӏ  ᵁ ?



בּ  Ԃ  Ḅ♄  ֥ǖ ὣ♄ ♄ ᷄  Ḅ♄ὗ  ֥  ῄ  ʊ “

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

Ỷ ֥ᶾ  ᾠ 20-30ḓҍ Ὦ   ҹ Ҝᵁ ?

Ą ῄҍ ₱ ♄ ῇ  



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  Ḅ♄  ֥ǖ ẖ ᷄ ὗ ḻ ᶷҍ  ẁỚ ꜝἶⱭ  ḆỚ ḁ

▐  Ӓ ꜚ ♄ әҠ  ▐  ὗ  Ө Ἓ  ὰ  ,ʊ Ṏ unmet needsὗ ῼӋ .ḁ בּ 



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  Ḅ♄  ֥ǖ ẖ ᷄ ὗ ḻ ᶷҍ  ẁỚ ꜝἶⱭ  ḆỚ ḁ

▐  Ӓ ꜚ ♄ әҠ  ▐  ὗ  Ө Ἓ  ὰ  ,ʊ Ṏ unmet needsὗ ῼӋ .ḁ בּ 



בּ  Ԃ  Ḅ♄  ֥ǖ 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

She needs



בּ  Ԃ  Ḅ♄  ֥ǖ Ώ ḓ  ▐ḁὣ  ʊ᷄ ҍ ᷄ḁ

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

She needs

(ḓ Ἓ) ‗  ◕Ҏ  ɐҹ  ꜝ ἶⱭ ҍᶾⱠ  ᶋḁ!

( ‗  ◕Ҏ )ɐ ֚ ҹ  ᾠ ῒ  ּב ᶷ ὗ ῇ   ᷄ ὗ  ּב ḁ.
әҠ  ὰ  Ӏ ̈͂   ʊҹ  ḁ!



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  ἄ‪ ǖ

Needs of people in the same
context who want to do the

same things in the same way.

Qualifier Needs

Needs of people in the same
context who want to do the

same things.

Activity Needs

Needs of people of the same
age, profession, religion, etc.

Context Needs

Needs of nearly everyone.
Common Needs

♄℮ ὗ ҟ♠ ә   ẋ, ○Ἓ  ҹ  Ὥṯә   ẋ Ṵ Ἓ  ᾨ Ӧ ▓ ῇ ‛  ẁỚ ḻ  ᷄ ҍ ḁὔḁ. 

8 Bcqgel K_l_eckclr Pctgcu Qskkcp 0..2* Qwqrck Jmegaq8 Mpe_lgxgle Wmsp Mddcpgleq rm Qmjtc Ncmnjc±q @ge Lccbq* @w Bct N_rl_gi



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  ἄ‪ ǖ

Needs of people in the same
context who want to do the

same things in the same way.

Qualifier Needs

Needs of people in the same
context who want to do the

same things.

Activity Needs

Needs of people of the same
age, profession, religion, etc.

Context Needs

Why

Why

WhyHow

How

How

8 Bcqgel K_l_eckclr Pctgcu Qskkcp 0..2* Qwqrck Jmegaq8 Mpe_lgxgle Wmsp Mddcpgleq rm Qmjtc Ncmnjc±q @ge Lccbq* @w Bct N_rl_gi

Needs of nearly everyone.
Common Needs

♄℮ ὗ ҟ♠ ә   ẋ, ○Ἓ  ҹ  Ὥṯә   ẋ Ṵ Ἓ  ᾨ Ӧ ▓ ῇ ‛  ẁỚ ḻ  ᷄ ҍ ḁὔḁ. 



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  ἄ‪ ǖ

♄℮ ὗ ҟ♠ ә   ẋ, ○Ἓ  ҹ  Ὥṯә   ẋ Ṵ Ἓ  ᾨ Ӧ ▓ ῇ ‛  ẁỚ ḻ  ᷄ ҍ ḁὔḁ. 

Needs of people in the same
context who want to do the

same things in the same way.

Qualifier Needs

Needs of people in the same
context who want to do the

same things.

Activity Needs

Needs of people of the same
age, profession, religion, etc.

Context Needs

Needs of nearly everyone.
Common Needs

8 Bcqgel K_l_eckclr Pctgcu Qskkcp 0..2* Qwqrck Jmegaq8 Mpe_lgxgle Wmsp Mddcpgleq rm Qmjtc Ncmnjc±q @ge Lccbq* @w Bct N_rl_gi

 ʊұ ҟ♠  ẋ

ᶷḫ  ʊ֥  ʒ ҍ  ẋ

 ֚o  Ḡ ұὗ ○Ἓ Ὥṯ ẋ

ԍ֛  ᷄ .  . ▐  ᷄  ʊ ᷉



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  ἄ‪ ǖ Laddering Ἓ ⁫  ʊ᷄  ἄ‪



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  ἄ‪ ǖ Laddering Ἓ ⁫  ʊ᷄  ἄ‪



בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

בּ  Ԃ  ἄ‪ ǖ

♄℮ ὗ ҟ♠ ә   ẋ, ○Ἓ  ҹ  Ὥṯә   ẋ Ṵ Ἓ  ᾨ Ӧ ▓ ῇ ‛  ẁỚ ḻ  ᷄ ҍ ḁὔḁ. 

Needs of people in the same
context who want to do the

same things in the same way.

Qualifier Needs

Needs of people in the same
context who want to do the

same things.

Activity Needs

Needs of people of the same
age, profession, religion, etc.

Context Needs

Needs of nearly everyone.
Common Needs

8 Bcqgel K_l_eckclr Pctgcu Qskkcp 0..2* Qwqrck Jmegaq8 Mpe_lgxgle Wmsp Mddcpgleq rm Qmjtc Ncmnjc±q @ge Lccbq* @w Bct N_rl_gi



Wrap -up ǖ Q&A 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ

 ᴜ ᵁ ?
ԍ֠  ₐₒ  ֱ ?



Wrap -up ǖ ҍ  ή  ʊ₥ ∏ vs ҍ  ή Ḡ ₥ ∏

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ



106

Wrap -up ǖ Ӓ  ♥Ӕ Ɫ , әҠ  Ὣ  ḒḻἜ. 

בּ  Ԃ    ʊӤӤ♄℮ Ṷ אַ




