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EATON SURGE PROTECTION

CASE STUDY

Eaton has a great track record in electrical circuit 

protection but requires growth through innovation.

Initial situation

ÅProduct class with attractive margins but 

increasing price competition and small market 

share of Eaton

Å In search for differentiation from competition

Objectives

ÅUnderstand the job of electricians

Å Identify underserved needs to inform 

product/service development, communication



Electrician Specify a surge protection solution

THE MARKET IS DEFINED AS

"JOB EXECUTOR" + "JOB-TO-BE-DONE"
Market Definition



UNCOVER NEEDS OF 

ELECTRICIANS

ÅOn-site visits and phone interviews with 

n=22 electricians in Austria and Germany

ÅElectricians with different backgrounds

- firm size

- specialization

- experience

ÅEach in-depth interview 60-90 minutes

ÅCreation of job map with outcomes and 

consumption chain job inventory

ÅResearch time: 4 weeks



The core job "Specify a surge protection solution" was decomposed 

into six steps and for each step outcomes were gathered 

Job Map

Core Job

"Specify a surge protection solution"

Step 3

Define commercial 

surge protection 

solution

Step 6

Document surge 

protection solution

Step 2

Gather requirements 

for the surge 

protection solution

Step 1

Assess initial situation 

for the surge 

protection solution

Step 4

Define technical 

surge protection 

solution

Step 5

Modify surge 

protection solution

15 Outcomes 10 Outcomes 10 Outcomes

18 Outcomes5 Outcomes3 Outcomes
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Examples of Outcomes for Core Job Step 1

Minimize the timeit takes to determine the laws and regulations

to be complied with regarding the surge protection solution.

Minimize the likelihoodof failing to consider risks for surges

caused by nearby objects, e.g., railways, factories, etc.

Minimize the time it takes to determinethe frequency of 

lightning at the location of the electric installation system.

Minimize the timeto determinebudget restrictions of the client 

for the surge protection solution.



Three Consumption Chain Jobs were analyzed by creating an 

inventory of the specific jobs-to-be-done 

Consumption Chain Jobs

Test surge protection 

solution

Install surge 

protection solution

Learn about surge 

protection solution

Consumption Chain Jobs

28 Jobs 16 Jobs 18 Jobs



Three Consumption Chain Jobs were analyzed by creating an 

inventory of the specific jobs-to-be-done 

Consumption Chain Jobs

Test surge protection 

solution

Install surge 

protection solution

Learn about surge 

protection solution

Consumption Chain Jobs

Examples for CCJ"Learn"

Learnabout the requirementsthat need to be considered when 

specifying surge protection for industrial facilities, e.g. type/of 

power sources, potential damage, regulations, etc.

Learnhow to communicate the benefits of surge protection 

solutions to the customer, e.g. sales arguments, simplified 

explanations, damage sums, etc.



QUANTIFY NEEDS OF 

ELECTRICIANS

ÅCAPI (Computer-aided personal interviews) with

n=101 electricians in Austria and Germany

ÅRepresentative sample of electricians 

regarding

- firm size (FTE)

- population of electricians in countries

ÅPrioritization of 124 needs (jobs and 

outcomes) along importance and satisfaction

ÅAdditional profile questions

ÅCalculation of opportunity scores and creation 

of opportunity landscape for total market and 

selected segments (e.g., countries, firm size)

ÅResearch time: 6 weeks


