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The Frustration We All Share



The challenge we all Share
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I take the specs from the customers… and I bring 
them to the engineers!

I HAVE PEOPLE SKILLS!
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A Product Failure in Three Acts
Act 1: demographic Trends
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The Inputs

Minimize the time to learn to use a tractor



A Product Failure in Three Acts
Act 2: THE PRODUCT
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A Product Failure in Three Acts
Act 3: Market Reaction
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The Inputs

Minimize the time to learn to use a tractor

See myself as competent, prepared, and 
in control of my land. X



A Product success in Three Acts
Act 1: replace the 2305



Maintain property with a tractor

Minimize the time to attach and detach implements

Minimize the likelihood of discomfort while operating

Minimize the likelihood of  feeling unsafe on inclines

Minimize the time to access tools

Minimize the likelihood of being unable to work in low light conditions

Minimize the likelihood of  being unable to store in a garage due to door height

Act 2: The Inputs

I am a capable and effective landowner

See myself as competent, prepared, and in control of my land. 

Feel confident, in control, and at ease while doing the work.



Minimize the time to attach and detach implements











Minimize the likelihood of  discomfort while operating

Minimize the likelihood of 
discomfort while operating

Minimize the likelihood 
of  feeling unsafe on 
inclines

Minimize the time to 
access tools

Minimize the likelihood of  
being unable to store in a 
garage due to door height

Minimize the likelihood of being 
unable to work in low light 
conditions



Act 3: 10+ figure success



play John Deere 1-Series Commercial

https://www.youtube.com/watch?v=Rh_Dnqa
VjHU



Maintain property with a tractor

Minimize the time to attach and detach implements

Minimize the likelihood of discomfort while operating

Minimize the likelihood of  feeling unsafe on inclines

Minimize the time to access tools

Minimize the likelihood of being unable to work in low light conditions

Minimize the likelihood of  being unable to store in a garage due to door height

The Inputs

I am a capable and effective landowner

See myself  as competent, prepared, and in control of  my land. 

Feel confident, in control, and at ease while doing the work.



What did we learn?
www.AIMInstitute.com

See myself as competent, prepared, and in control of my land. X



A Product Failure in Three Acts
Act 3: Market Reaction
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The Jobs-to-be-Done Pyramid introduces
Three domains of customer motivation

Functional 
Jobs

(Doing)

Emotional 
Jobs

(Feeling)

What customers seek to 
accomplish

What customers want to 
feel

Who customers aspire 
to become

Identity 
Jobs

(Being)
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The Jobs-to-be-Done 
Pyramid
A complete architecture of 
customer motivation

PRODUCT JOBS

CORE JOBS

IMAGE
IDENTITY JOBS

ROLE IDENTITY JOBS

EMOTIONAL JOBS

EMOTION

IDENTITY

FUNCTION
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LEVEL 1: PRODUCT JOBS

ACQUISITION PREPARATION USAGE MAINTENANCE DISPOSAL

The tasks we execute in our journey with a product.
(Same concept as “Consumption Jobs.”)

Buy a tent -- Learn to set up the tent -- Maintain the tent -- Store the tent
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Level 2: Core JObs
Solution-independent goals and objectives
(Same as “Core Jobs” as used in JTBD/ODI)

PROCESS CONTROL EFFICIENCY PROBLEM-SOLVING

Stay protected from the elements in the backcountry
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Level 3: Role Identity JObs
The roles we aspire to play in life

SELF
PRESERVATION

SELF
EXPANSION

SOCIAL
CONNECTION

SURVIVE

RESIST

PROTECT

ACHIEVE

CREATE

EXPLORE

CONNECT

SERVE

LEAD

I am a backpacker.
I am an explorer.

I am an adventurer.
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Level 4: Image Identity Jobs
How we wish to be perceived by ourselves and others

SELF-IMAGE REPUTATION

See myself as outdoorsy.
Be perceived as independent.
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Level 5: Emotional Jobs
The feelings and emotions we desire

Feel calm, reassured that she will stay comfortable and dry.
Feel safe in the backcountry.
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The Philosophy of Better”
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1 to Many
Job-to-be-Done

Outcome 1

Outcome 2

Outcome 2

Outcome 2

Etc.

Outcomes are the 
criteria for “how well” a 

job is done.

How do we get these 
from a customer 

interview?
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1 to Many
Job-to-be-Done

Minimize the time to mow the lawn

Minimize the size of  discharged grass clumps

Minimize the amount of  post-mowing trimming to be done

Etc.

Outcomes are the criteria for “how 
well” a job is done.

How do we get these from a customer 
interview?

MOW THE LAWN
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JTBD: Mow the lawn

Mowing problem
Mowing problem
Mowing problem
Mowing problem
Mowing problem
Mowing problem

Happiness with 
Mowing the Lawn
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Takes long time
Get dirty in the process

Too much trimming to do 
afterwards

Hot or cold
Boring task

Big clumps of  grass left behind
Grass cut unevenly

What makes mowing the lawn slow?

What makes mowing the lawn go offtrack?

What prevents you from mowing more grass?

What makes mowing the lawn difficult?

What challenges do you have when mowing the 
lawn?

JTBD: Mow the lawn
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Minimize the time to mow the lawn

Minimize the likelihood of getting dirty

Minimize the amount of trimming work after 
mowing

Minimize the likelihood of being either too hot 
or cold

Minimize the likelihood of boredom while 
mowing

Minimize the size of grass clumps left behind

Minimize the variation of the grass height

JTBD: Mow the lawn
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JTBD: Mow the lawn
Minimize the time to mow the lawn

Minimize the likelihood of  getting dirty

Minimize the amount of  trimming work after 
mowing

Minimize the likelihood of  being either too hot 
or cold

Minimize the likelihood of  boredom while 
mowing

Minimize the size of  grass clumps left behind

Minimize the variation of  the grass height

Minimize the time to mow the lawn

www.ProductSkillz.com
www.AIMInstitute.com



Minimize the time to mow the lawn

Verb Metric Context (Optional)

in the darkafter a rainwith a push mower

www.AIMInstitute.com



The Jobs-to-be-Done Pyramid

Product Jobs

Core Jobs

Role Identity Jobs

Image Identity Jobs

Emotional Jobs
• A complete architecture of 

customer motivation

• Combines Function, Identity, and 
Emotion into one practical model

• Drives innovation, marketing, and 
sales alignment
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• Product teams => Design 
for jobs at all levels

• Marketing teams => Craft 
messages that link to 
identity and emotion

• Sales teams => 
Understand the full 
motivational landscape

FUNCTION
(Doing)

IDENTITY
(Being)

EMOTION
(Feeling)

From curiosity to action
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1. Defend a policy of “Better Inputs, Better 
Outputs.” 
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Defend the Policy: Better Inputs → Better Outputs

The Wrong Expectation
• Exact revenue forecasts
• Precise pricing assumptions
• Perfect adoption curves
• Detailed ROI projections

False precision built on weak 
inputs.

The Right Discipline
• Clear Jobs-to-Be-Done
• Defined Success Criteria
• Prioritized unmet needs
• Competitive context 

understood

Better inputs produce better 
decisions.



WEAK INPUTS

• Shallow understanding of customer 
jobs
• Vague needs and feature requests
• Decisions based on assumptions
• Precision forecasts built on weak 
foundations

STRONG INPUTS

• Clearly defined Jobs-to-Be-Done
• Defined Success Criteria
• Prioritized unmet needs
• Shared understanding across the 
organization



2. Turn customer Complexity into your 
advantage. 
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The Beautiful Complexity



Using the jtbd pyramid in interviews

Tell me about your experiences when…buying a 
tractor… learning to use a tractor… using a tractor… 
maintaining a tractor…etc.

Why did you need a tractor? 
What tasks will you perform with it?

What kind of person does this help you to become? 
Why is that important in your role?

How do you want to be seen by others in this 
situation? 
What would it say about you if you succeed?

If you are successful, what feeling would that 
generate?
What feelings would it help you to avoid?

L1:
PRODUCT JOBS

L2:
CORE JOBS

L3:
ROLE IDENTITY JOBS

L4:
IMAGE IDENTITY 

JOBS

L5:
EMOTIONAL 

JOBS
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Find the Leverage
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3. Make your customer’s JTBD the focus of 
product strategy. 
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Maintain property with a tractor

Minimize the time to attach and detach implements

Minimize the likelihood of discomfort while operating

Minimize the likelihood of  feeling unsafe on inclines

Minimize the time to access tools

Minimize the likelihood of being unable to work in low light conditions

Minimize the likelihood of being unable to store in a garage due to door height

The Inputs

I am a capable and effective landowner

See myself  as competent, prepared, and in control of  my land. 

Feel confident, in control, and at ease while doing the work.



4. Invest in your own inputs (knowledge and 
skills).
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INVEST IN YOUR OWN INPUTS (KNOWLEDGE AND SKILLS).

The Frustration We All Share
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1. Defend a policy of “Better Inputs, Better Outputs.” 
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2. Turn customer Complexity into your advantage. 
3. Make your customer’s JTBD the focus of product strategy. 
4. Invest in your own inputs (knowledge and skills). 

Learn more:

www.LearnPM.pro

KINDLE VERSION: free on amazon, one day only!

Connect with me:
www.WScottBurleson.com

Key Takeaways:

NEXT STEPS:


