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Underlying Questions

Why do so many good ideas seem to remain mired in 
the laboratory?
What can be done to increase the success rate of new 
product introductions?
How can people work across functional boundaries to 
make innovation work?
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Tools for Achieving Alignment
Client

Technologist User

Customer

• Ethnography
• Concept prototypes
• Iteration
• Participative development

• Value proposition
• Cross-functional team

• Strategic question
• Sponsor reviews
• Cross-functional team
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Advanced Concepts & Technology
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Customer-centered innovation

Ethnography to understand user needs
Ideation centered on customer needs
Prototyping as the language of innovation
Iteration toward solutions
Focus on the value proposition
Invention to realize the vision



9   © 2003, Pitney Bowes, Inc

Example: Permit Mail
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Example: Amita
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Conclusion

Technologists need to get out of the lab
Innovation is a contact sport
Value propositions are part of what must 
be discovered
Corporate capabilities can (legitimately) 
limit possibilities
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