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5 things you will learn from today’s session

How to set up the Customer-led
green innovation conversation

How to see “innovation” through a
new & better lens (JTBD)

How to co-create a Job Map for your Customer

to understand their areas of dissatisfaction

How to convert their areas of dissatisfaction into
something measurable you can focus ideas on

How to ask the right co-creation questions that
will stimulate ideas for emission reduction
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How to set up the Customer-led
green-innovation conversation
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Our activities on Barnsley Net Zero Accelerator programme

1 Emissions baseline Calculation

‘Please a0d the period over which YOu Wish 10 measure your carbon footprint, the country you are based in, the units of measurement
You prefer and details for your organisation below.

These calls are required

Egne clear
This is a dropdown - click on the arrow and chocse

2 Emissions Reduction Action Planning

s state Which counry you e ase i fo accurte secrcty cuutions: GG 1< Net Zero Action Plan - HIGH LEVEL OBJECTIVE Example

[Cororer ] Curzer]
b) Where Are You Based?

c) Units of Calculation?
Dottt

Ikm ﬁ :\ Enter details of HIGH LEVEL Objective 1 in the box below please state in a measurable way exactly what you want to achieve.
itres o

| kg
[mea tme) <l mpg (i)

Reduce our emissions from our premises by 15% in 2022

Enter below the lower level tasks (up fo 4 tasks per ob at you are going to carry outin order to achieve the High Level ob)
What activities and actions cout i order to make this happen? Whols accountable? __Deadline Date _ Trafic ight

1 |Replace existing light bulbs with more energy effcent LED alternatives and motion sensors 100% throughout the building ’ Jamie Scot 31 March 2022

) 1

‘2 Reduce the office's thermostat by 1.5 degrees Denise Faulkner | 31 March 2022 ’0 8 ‘

TECHNOLOGIES & ASSUMPTIONS

Factors

—_— ‘ 3 |Install altenative ‘green’ office appliances that have a higher energy rating for 3 main appliances Flora McDonald |31December2022’ ‘

Al emissices fom Scope 1 or 2 and Scope 3 as deined by the GHA Prosocal

1 Definitions> & 3 Flights> & 5Land Travel> | @ 6 Vehicles> ‘4 Swilch to paperless cullure' b reducing pages prinied by 25% Denise Faulkner | 30 June 2022 ’ : ‘
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Overview of GHG Protocol Scopes & Emissions across the value chain

Scope 1
Direct

chpe 2 Company
Indirect facilities &
Capital buildings...
e.g.
goods i - hgeating Processing
cooling - lighting of sold

Indirect products

Scope 3
emissions Indirect

Customers’

Fuel &

Energy Jets Plus
related Company

activities vehicles

Leased ! f
Business assets : ;((aj o
travel
Transport & products
Waste L
Distributio
generated on Erdeor s
Qperations treatment of assets

sold products

Downstream activities >

Upstream activities >




| Cabinet Office
CARBON REDUCTlON PLAN GUlDANCE

shat the measure 2P

Notes for Completion

n-Scope OrQ n has dotarmined

for CDHB‘E:\ are reqy
Toan which detalts theit organsatio
achiaving Net Zero BY 2050.
complated by Te bidding supgiiar! and must meot the
plude the suppliers currant
1o achieve Net Zerd omissons DY

arisatiof

Carbon Reducton Prans are o Do
ropertind roquirements set out In supporting
carban foatprint and \ts commitment 10 roducing emissions
ain criteria are met, M3¥
o CRP remains
ganisation s
utin the

2050.
The CRP should be specfic 1o the Disding entity, of. provided cert
the bidding entEY and its parer isaton. In order
relevant, @ Carbon Reducton Pln covering the pidding entity and its parent off
ey permissible where jremants of e CRP are mat in full, 38 et 0
Technicd standard” and Gut sotowing orftena are met:

o The bidding endty &
10 achievin:

« T Lo’nmlmmrt
CRP for the parent and supported
5y the inclusion in the C

\gance?, and all of the
whally ownad by e
g et zero by 2050 Tor UK operations is set ot in the
\ad by the bidding ensty. demonsirated
1 this wil appdy o e biddina 3
bo abie 1o be appied BY the

10 ensure they have thelr own CRP as 500N 35 reasonably
ot organsaton’s Carbon

o abilty to rely on @ par
Reduct 'y ry moasure under this selection crerion.
The Carbon Reduction ted regulary (atleast annualty} and publlhnﬂ and
cloary signposted o0 's U oul be appeoved Y a director (of
equivalent senior Jeadarship) wimn the supplier's organisation ¥ ‘semonstrate a clear
Jons reduction at ;e highest level. Supgters may wish 10 adopt the key

A swrategic plans.
ompiete and pusish your

commitment to emiss!
cpjectives of the Carpon Reduction Plan within their
 Plan Is set out below Please
publls'md alongside this

A template for the Carbon Reductio
Carbon Reduction Plan In accordance Wil e reporting standard
PPN

Tpeeing wipser o 1Ia 4ELY + 8.0 argevasion wih aten 28 conactaq miberty it setr a2 cortm e
repasiaets3 s e Tarkipia iarhipcac It neT, PR Tecarkc
al_stwndnnd e on_Redactiee.
conmrartipiand sapcel siGuarce_se_dct

are__3

cxwinchmen dasYRIHILY
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Supplier name:
Publication date:

Commitme:
nt to achievi;
ing Net Zero

[Supplier
name] is c.
Omam)
tled to achieving Net Z,
@70 emiss)
¥ssions by
y 20XX.

Base .
Hainlh‘:m Emissions Footprint
past and ::::scrrs are a rocord of
Baseling nmuap;::w“ prior fo th
measured are the redera
flnsuctons o Supptars:
dotais of your arpanisation's b
aselne omy:

st ro; 551
povting 0d or g,
peviod as Nuy&”::’“m"w‘ ploa:
9. .

Baseline Year: 20%x

Additional
| Details r
relatin,
9 to the Baseline Emissio
N3 calculatio
ns.

{nstructions fo Suppiars:

Add comm,
ontavy ro,
:’mm fram the garding your Basedne E;
ore Mevo is no ;f:'”". ments under this m'msslon
ous raportin, asure

chan, g and
ge ar Me croation of a ne

al

Ba:
seline year emissions.

EMISSIONS

Scope 1
Scope 2

Scope 3
Onclused Sources)
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Scene setting questions to ask your customer

How strategically important is the “Net Zero” topic to your business?

Why is this... what issues do you think are really driving (or not driving) the
importance of this topic in your business? (in our supply chain?)

What emission reduction measurements or activities has your business carried out
so far? Have you considered involving your suppliers in any sort of initiative?

What measurable impacts / early successes have you achieved? Or, what do you
think success might look like in say 12 months time?

What would you see as the single biggest opportunity for us to work together on to
help you reduce your emissions?

What kgCO2e data from us as your supplier would help with your emissions calculation?

Do you have a kgCOZ2e per Supplier £ spent or maybe kgCO2e per Supplier £ spent by
product type that would support our emission calculation?
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and your innovation conversation

2 Seeing innovation
through a better lens

So... what is the ultimate goal of innovation?
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The “ideas first” approach to innovation

Guessing (it turns out) is not a proven method for success

UK Government
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The “needs first” approach to innovation

But what is a customer need?

Why do your customers buy from you?

= 3 SOUTH YORKSHIRE
034 SYMCA o

 MAYORAL AR
UK Government (G CONBINED e BMtA,,'s';.sg!.'cEv

7 AUTHORITY




Change your view on what innovation actually is....

Stop seeing innovation through the lens of:
“‘what the customer is doing”

Start seeing innovation through the lens of:
“‘what the customer is trying to get done”
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Focus on the Job To Be Done not your product/service

You don’t buy a %4 inch drill bit, you buy a % inch hole

You don’t buy a new suit, you buy an improved appearance

You don’t buy a buy a razor, you buy a smooth chin

You don’t buy a meditation app, you buy a state of calmness
You don’t buy newspapers, you buy keeping abreast of the news

You don’t buy a training, you buy improved performance
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Defining the core job you do for your customer

verb + object of the verb (noun) + contextual clarifier
Develop a business strategy to unlock our true growth potential
Working-out to stay fit and healthy when it's difficult to get to the gym
Drill holes in metal to a world-class accuracy

to make an informed decision about

Find the best holiday deals where to go next
Buy a shirt that I wear for work
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“So... why are your customers using your product/service?”...
“What job are they ultimately trying to get done?”

Not What job did you hire our product/service to do?

verb + object of the verb (noun) + contextual clarifier

? ? ?

Try different levels of abstraction

? ? ?
2 2 2
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How to co-create a Job Map for
your Customer to understand their
areas of dissatisfaction
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Job Map for Core Functional job: Painting a room

: verb + object of the verb + contextual clarifier
Define

Upstream Jobs P|an, Budget, Trial Define the look to be achieved.
To Be Done

Locate
Gather, Access, Diagnose

Prepare
Setup, Organise, Train

Doing the job

Monitor
Check, Track, Administer
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Review, Update, Improve

Downstream Jobs
To Be Done

Complete C.
Report, Sign off, Store Clean up after painting is complete




Job Map for Core Functional job: Purchasing a shirt for work
verb + object of the verb + contextual clarifier

Define Identify the need - topi
a : Identify any other criteria to
U|_JrstrBear|r)1 Jobs  Plan, Budget, Trial - for a new shirt evalua‘rg IikZ brand, sustainability
o Be Done ‘

Locate Evaluate potential shirts  Identify the size
Gather, Access, Diagnose against the criteria and style desired

Prepare Determine where to
Setup, Organise, Train acquire the shirts

h a physical sho

It

Select the shirt  Buy / Pay for  Receive possession
to acquire the shirts of the shirts

Monitor
Check, Track, Administer

Return or exchange the shirt

Shirt Retail

Review, Update, Improve

Downstream Jobs
To Be Done

Complete Share the shirt buying experience
Report, Sign off, Store




Job Map for Core Functional job:

Define

Upstream Jobs Plan, Budget, Trial
To Be Done

Locate
Gather, Access, Diagnose

Prepare
Setup, Organise, Train

Monitor
Check, Track, Administer

Q. Review, Update, Improve

Downstream Jobs
To Be Done
Complete
Report, Sign off, Store




Job Map for Core Functional job: Purchasing a shirt for work

1

Identify the need
for a new shirt

Identify the size
and style desired

3

> Identify any other criteria

to evaluate like brand,
sustainability issues etc.

4

against the criteria

—Y

Select the shirt >

to acquire

Evaluate potential shirts

Determine where to
acquire the shirts

—=

Return or exchange
the shirt

—r

Shar'e the shirt
buying experience

Buy / Pay for Receuve possession
the shirts of the shirts expectations
10

>

}[ Verify the shirt meets







Measuring the levels of satisfaction and dissatisfaction
across 5 key criteria

Is the job completed in an appropriate amount of time ?

2 AdCTllaE=1ll[\YA |s the job predictable so things rarely go wrong?

Is the job done consuming minimal resources & cost?

Do the activities in this job always deliver a successful outcome?

Is the job generating minimal emissions (Upstream & Downstream)
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Job Map for : Pur'chasing qa To what extent are you satisfied with the following secondary jobs?
" shirt for work  Consider satisfaction in terms of time, predictability, efficiency, output & emissions

[1 Identify the need ) (2 Identify the size and ) [3 Identify any other cr'i’rer'ia\
for a new shirt style desired to evaluate e.g. brand
Not great, I wait until N I -
’ Takes ages to to work out ot really sure as to which
Ns\om:or;e Telllj mi’ > my shir‘? size and even then > blt.‘anldds t?r'ca Ifashj?nafle? I
aybe 1 could get more no guarantee it's right! should buy less 'TasT-
\rcepaired instead buying new?/  \_ J J /J  \fashion" but not sure how. /
<
[4 Evaluate potential shirts ) (5 Select the shirt to ) (6 Determine where to )
against the criteria acquire acquire the shirts
It takes along time to go It takes too long to make my I normally drive into Town +
around the shops. T can't > selection and often get it > bu ° h.a y drive into 1 own ¥
) : : L y shirts... maybe I should
identify which producers wrong which is a costly go by train to save emissions.
\have a highly carbon process,/  \Imistake. J O W,
| <
(7 Buy / Pay for the ) (8 Receive possession of ) 6 Verify the shirt meets )
shirts the shirts expectations
I usually pay by cash but B> | There's usually far too much || I try it on with my suit when pp
maybe contactless would be packaging. That's a pain for I get home occasionally it's
better for the environment me + not good for the planet. obviously the wrong selection
- J
<
Go Return or exchange ) (11 Share the shirt ) (- )
the shirt buying experience 12

Wasted time taking it back >

to the shop plus doubled who writes online reviews...

emissions. Im not happy so it's too much effort & time.
\many returns go to landfill. J  \_ J /

I'm not the sort of person |




Job Map for Core Functional job: Purchasing a shirt for work

Level of satisfaction Score 0 = “Utterly dissatisfied” through to 12 “Absolutely delighted”

1. Time it 2. Level of
takes Predictability

1 Identify the need )
for a new shirt S

eYelelcle)

3.Level of
Efficiency/Cost

2 Identify the size and )

style desired

@@@3@

4.
the Output

>

5. Level of
Emissions

Quality of

3 Identify any other criteria
to evaluate e.g. brand

OO,

4 Evaluate potential shirts

f
S Select the shirt to

~N

6 Determine where to

016101016}

916101010}

against the criteria > acquire > acquire the shirts
WDEOOBOG POOVWE POO®®,
<
6 Buy / Pay for the h (8 Receive possession of h 6 Verify the shirt meets
shirts > the shirts > expectations
OOOO OO POO®®,
< |
10 Return or exchange h (11 Share the shirt h q2 )
the shirt > buying experience >

OO000O0




How to convert their areas of
dissatisfaction into something
measurable you can focus ideas on
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What are “Outcome Statements”?

Dissatisfaction issues Converted
tied to the job-to-be-done into _
expressed by the Customer , > ~ Performance metrics
tied to the job-to-be-done for
us to focus innovation on

8 Receive possession of the shirts Minimise the emissions

There's usually far too much becomes. .. associated with the packaging

packaging. That's a pain for me | ) on our male work shirts.
+ not good for the planet.

becomes. .. Reduce the amount of time
taken to identify correct shirt

o Identify the size/style desired —  size on male work shirts.
Takes ages to work out my and

correct shirt size and even then — Minimise the likelihood of
no guarantee it's right! getting the sizing wrong on
male work shirts.
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How to structure your Outcome Statements

Direction of improvement + Performance metric + Object of control +
Contextual clarifier

Direction of improvement “Increase”/"decrease” or "maximise” / "minimise”
+ Performance metric "“time" or “likelihood" or “volume" or “"emissions”

+ Object of control The "object”, "activity”, "job" under scrutiny

+ Contextual clarifier ~ describing the context in which the outcome is desired.
Minimise the emissions generated by the packaging on male work shirts
Reduce the amount of time taken to identify correct shirt size on male work shirts

Minimise the likelihood of getting the sizing wrong on male work shirts



How to structure your Outcome Statements

Direction of improvement + Performance metric + Object of control +
Contextual clarifier

Direction of improvement “Increase”/"decrease” or "maximise” / "minimise”
+ Performance metric "time" or "“likelihood" or "volume" or "emissions”

+ Object of control The "object”, "activity”, “job" under scrutiny

+ Contextual clarifier  describing the context in which the outcome is desired.

1. °?
2 ?
>




How to ask the right co-creation
questions that will stimulate ideas
for emission reduction

Use the customer-defined outcome metrics as the
focus for your innovation
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If your Outcome Statement is focussed on designing new products / services

“‘How can we co-create and design new lower-carbon products across the life cycle?”

1. Raw materials
Can you source alternative materials from more carbon efficient producers / countries?

Could you source more from local suppliers so cut down on the distance they are transported?

2. Manufacture

Can you make your product more simply, cutting the amount and number of materials?
Could your manufacturing be more efficient, reducing waste and energy consumption?
Are there renewable power sources you can use or can you generate your own energy?

3. Retail

Can you cut the distance your products are transported for sale - reducing fuel use and freight
costs?

Can you minimise packaging to reduce transport costs and waste?

4. Use
Can you design your product so it lasts longer or can be more economically repaired? Can you
provide better instructions for users so they get a longer life out of the product?

5. End of life
When the end user has finished with the product, is it designed to be reused?
If that's not possible, can you design the product so it can be recycled or disposed of sustainably?
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If your Outcome Statement is focussed on designing new products / services
“‘How can we co-create & design lower-carbon products using Eco-design Principles?”

“How can we co-create a new product/service for you but....”

—_—

using materials with less environmental impact

using fewer materials overall in the manufacture of products

using fewer resources during the manufacturing process

producing less pollution and waste

reducing the environmental impacts of distributing products

ensuring that products use fewer resources when they are used by end customers
ensuring that products cause less waste and pollution when in use

optimising the function of products and ensuring the most suitable service life

making reuse and recycling easier

= © 0 N O O k& 0N

0. reducing the environmental impact of disposal e.g. packaging
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If your Outcome Statement is focussed on reducing emissions from business travel

“‘How can we reduce emissions from business travel?”
Have you measured and benchmarked your performance of:

« Travel to and from meetings and other out-of-office appointments (by car, plane or train)
« Journeys that employees make to and from work

« The way your business makes and receives deliveries

Reduce or minimise the impact of these journeys:
« Do all employees book several appointments in the same area on the same day?

* Is everyone that can work from home working from home?

« Are we doing all we can to encourage staff to use methods of transport with less
environmental impact, such as walking, cycling and trains?

« Encouraging staff use low-emission vehicles and alternatively powered vehicles?

 EV company car schemes or Car-Sharing schemes?

« If you transport goods/people as part of your business are you educating staff to drive
vehicles more efficiently?

* Flexible start & finishing time for staff to reduce emissions when sat in congested traffic?
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If your Outcome Statement is focussed on reducing emissions from IT & Digital

“How can we reduce carbon emissions from our IT and digital workspace?”

Have you measured and benchmarked emissions resulting from :

» Website Hosting

 Emails sent

 Embodied Carbon e.g. laptops and phones

« Data storage and data security

* Video Calls e.g. Zoom Teams etc

* Visiting Websites

%
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If your Outcome Statement is focussed on:
cutting emissions & energy use from your buildings

111 .. . ’
How can we cut carbon emissions & energy use from our buildings?

« Changing over to a Greener Energy Provider?

« Changing your light bulbs to energy-efficient ones?

+ Installing movement-sensitive light sensors in toilets and other little-used areas?

« Timers and use-management of commonly used common appliances like kettles?

« Turning electrical equipment and appliances off overnight?

« Changing over heating systems e.g. more energy efficient boiler and thermostatic radiators?

« Changing over cooling systems e.g. changing air conditioning to lower-emission alternatives?
« Turning down the thermostat by a couple of degrees & shifting to programmable thermostats?
« Installing double-glazing in parts of the building where it would have most return?

* Improving roof insulation - to help make buildings more airtight?
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Understanding how to grow from your core
markets into adjacent markets

New Job

O

(@)

S

=

(]

=

-

@)
Current end - New end -
customer customer
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5 things you will learn from today’s session

How to set up the Customer-led
green innovation conversation

How to see “innovation” through a
new & better lens (JTBD)

How to co-create a Job Map for your Customer

to understand their areas of dissatisfaction

How to convert their areas of dissatisfaction into
something measurable you can focus ideas on

How to ask the right co-creation questions that
will stimulate ideas for emission reduction
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Barnsley Net Zero Accelerator

Reducing Unlocking

your your growth
Emissions potential

Sarah Whale Me + Implementation

Coaches
Andrew Rowley
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