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... addresses a fundamental challenge faced by executives across
all industries: how to cost effectively develop product and service

concepts that they are confident will satisfy—and even delight—
their customers.

The Concept Engineering Method has been applied to new product
and service development efforts as well as the redesign of
organizational structure with outstanding results. Some
specific examples where CE has been implemented include:
Creation of a loudspeaker system (Bose)
Design of outdoor apparel (Nike)

Design of new home heating controller (Honeywell)

The Concept Engineering method has been cited in many sources as a best
practice in product and service development, and is widely used by leading com-
panies in their product development efforts. Some of these companies include: Abbott
Laboratories, Analog Devices, Bolt Beranek and Newman, Federal Reserve Bank of Boston,
Ford Heavy Trucking, Hewlett-Packard, Ingersoll Rand, ITT, L.L Bean, Millipore Electronics,
MIT, National Semiconductor, Nike, Teradyne, Tyco Healthcare, Volvo Car and W. R. Grace.

The train the trainer option:

For those wishing to be certified by GOAL/QPC as a concept
engineering instructor for Europe, you will want to attend
the fourth day (October 18). You will be asked to present
some of the material and get feedback from Warren and the
other participants. In addition, those wishing to be certified
instructors will be required to conduct a concept engineer-
ing project with on-line coaching from GOAL/QPC. The fee
for all four days and certification is 2400 Euro.

What you will learn:

In this highly interactive, hands-on course, participants
will learn and use proven techniques for anticipating and
defining customer requirements and effectively translating
them into product and service concepts. Using case stud-
ies and real problems, you will go through the five stages
of the Concept Engineering method and learn how to:

- understand the customer environment using sophisticated interviewing

techniques and contextual inquiry; Traini fi
raining options:

- use images to discover the latent needs of customers— the product
or service features that customers will be delighted by when they see
them—and convert this understanding by translating the data into clear,
unambiguous product/service requirements for customers;

- define and effectively evaluate each requirement, develop product/
service metrics, and use the Kano survey to further refine customer
requirements;

- define product features.

The lInstructor:
Warren Harkness, has had over ten years experience as a key
developer of CE at Bose corporation. After leaving Bose, he
taught dozens of companies CE for Center for Quality Man-
agement and now for GOAL/QPC, where he is the leading
master instructor of this course.

The Venue:
Join us on October 15-18, 2007 in downtown Brussels
across from the European Commission headquarters. The
first 3 days will be the standard 3-day CE course. The fee
is 1800 Euro. This includes all materials. To register contact
sylviehendrick@compuserve.com or service@goalgpc.com.

GOAL/QPC certified instructors will be allowed the full use
of all materials to present the course in Europe for a licens-
ing fee of 20% of the course rate. For more details contact
service@goalqgpc.com.

For information on joining a learning community of GOAL/QPC
instructors in Europe contact sylviehendrick@compuserve.com.

Who should attend:

Any sponsor, leader, member, or potential member of a
cross-functional product/service development team. This
workshop is ideal for team members who are interested
in gaining additional insight on the customer’s wants and
needs, as well as developing new concepts to help grow cus-
tomer satisfaction and competitiveness.

Concept Engineering Process:

Understand the customer’s environment.

Convert understanding into customer requirements.
Operationalize what you have learned.

Generate concepts.

Select the concept.

For more information:
Contact: Sylvie Hendrick at +32 475 37 50 47 or Bob King at +1 603 275 0555



