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Feature Feature Description Feature Type*

* Fill in the feature type (e.g. basic feature, performance feature, etc.). Complete this after step 3
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1. Brainstorm feature ideas
Make a list of possible features for your product. Collect them in the list below. 
You can generate feature ideas by brainstorming with your team, interviewing customers, 
analyzing the competition, or reviewing feature requests from existing customers.
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2. Conduct a Kano Model survey
Create a survey, present each feature idea to your interviewees and ask them the following 2 questions: 

1. Dear customer, how will you feel if this feature is implemented?
2. Dear customer, how will you feel if this feature is not implemented?

Customers then choose one of the following answers:

• I like it 
• I expect it 
• I’m neutral 
• I can tolerate it 
• I dislike it
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Feature is implemented Feature is not implemented
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3. Analyze the results with the Kano Evaluation Table
Match the results of the questionnaire to the Kano Evaluation Table. 
Go back to step 1 and add the feature type to the respective feature. 
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B = Basic
P = Performance
E = Excitement
I = Indifferent (Customers do not care)
R = Reverse (Feature absence brings delight)
Q = Questionable (Unclear results)
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4. Prioritize your features 
Make sure you have implemented all the must-have features, that your performance 
features are well executed and that you have added excitement features to create 
customer loyalty. Avoid indifferent features and reverse features at all costs.

Prioritize the must-have features (the basic features). Since your performance features 
should be well executed anyway, go for the attractive features afterwards. 
These will help you stand out from the crowd.
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5. Implement and monitor
Once you have prioritized your features, start developing and implementing them. 
Then monitor customer satisfaction. You can measure customer satisfaction 
through NPS surveys, for example, or simply by gathering customer feedback directly. 

Here is another pro tip:

After your customer interviews, ask your customers if you can contact them 
to get some immediate feedback as soon as you start developing the new features.
Customers really appreciate it when you show them that you care about their 
feedback. They are happy to help you improve your service. 

When they later see that their feedback has been implemented, 
they are likely to become raving fans.
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