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What Company Encouraged Its Customers To Help It Innovate Its Future Processes And
Products By Sharing, is a question that highlights a modern shift in corporate innovation
strategies—one that emphasizes customer collaboration as a key driver of growth and development.
In an era where customer experience and engagement are at the forefront, many companies have
realized that their most valuable insights often come directly from those who use their products or
services daily. This approach not only fosters a sense of community and loyalty but also accelerates
the innovation cycle by harnessing real-world feedback and ideas. Among the trailblazers in this
domain, one prominent example stands out: LEGO.

The LEGO Group: Pioneering Customer-Driven Innovation

The Background of LEGO’s Customer Engagement Strategy

LEGO, the iconic Danish toy manufacturer renowned for its interlocking brick system, has long been
a household name in creativity and play. However, in recent years, LEGO shifted its traditional
approach of product development—largely driven by internal design teams—to a more inclusive
process that actively involves its customers. This strategic shift was motivated by a desire to stay
relevant in a rapidly changing market, where digital entertainment and new forms of play are
constantly evolving.

The LEGO Ideas Platform: A Digital Hub for Co-Creation

In 2008, LEGO launched the LEGO Ideas platform—a community-driven online platform that invites
fans and customers to submit their own ideas for new LEGO sets. This initiative was a bold move
towards open innovation, recognizing that passionate fans often have unique perspectives and
creative concepts that the company’s internal teams might overlook.

How LEGO Ideas Works

- Submission: Fans create and upload their set ideas to the platform.
- Community Voting: The community votes on their favorite designs.
- Review and Development: LEGO reviews the top-voted ideas, assesses their feasibility, and
potentially turns them into official products.
- Reward: Creators of successful ideas receive recognition and sometimes a share of the royalties.

This model fosters a collaborative environment where customers feel invested in the company’s
future offerings, resulting in a sense of ownership and loyalty.

Benefits of Customer Sharing in LEGO’s Innovation

LEGO’s approach has yielded numerous benefits, including:

- Enhanced Creativity: Customer ideas often bring fresh themes, innovative building techniques, and



unique concepts.
- Market Validation: Voting metrics serve as a gauge of consumer interest, reducing the risk
associated with new product launches.
- Community Building: Engaged fans become brand ambassadors who promote the company and its
products.
- Reduced R&D Costs: Crowdsourced ideas help identify promising concepts early, saving time and
resources.

Other Companies Embracing Customer-Driven Innovation

While LEGO is a standout example, many other companies have adopted similar strategies to
encourage customer participation in shaping future products and processes.

1. Starbucks: My Starbucks Idea Platform

Starbucks launched the My Starbucks Idea platform, inviting customers to share suggestions for
new drinks, store designs, and company policies. Popular ideas, such as introducing non-dairy milk
options or new beverage flavors, have been implemented, demonstrating how customer input
directly influences Starbucks’ offerings.

2. Dell: IdeaStorm

Dell’s IdeaStorm was an online community where customers could suggest improvements to Dell
products and services. Many features, like customizable laptops and enhanced customer support,
originated from customer suggestions, making Dell’s products more aligned with user needs.

3. Threadless: Community-Driven T-Shirt Designs

Threadless is a community-based apparel company that relies entirely on customer-submitted
designs. Artists upload their artwork, and the community votes on which designs should be
produced. This model democratizes product development and ensures the offerings resonate with
the customer base.

4. LEGO’s Competitors and Similar Initiatives

Several other brands have adopted similar open innovation models, including:

- Nike: Crowdsourcing design ideas through platforms like NikeID.
- Adobe: User feedback incorporated into product updates and new features.
- Tesla: Customer feedback influencing software updates and feature rollouts.

The Impact of Customer Sharing on Business Success

Increased Innovation Speed and Relevance

Customer involvement accelerates the innovation process by providing real-time insights and
reducing the guesswork associated with product development. In a competitive landscape, being
able to adapt quickly to customer preferences can be the difference between market leadership and
obsolescence.

Building Customer Loyalty and Advocacy



When customers see their ideas valued and implemented, their emotional connection to the brand
deepens. This sense of partnership turns customers into advocates who actively promote the
company's products and values.

Cost-Effective Product Development

Crowdsourcing ideas and feedback can significantly reduce R&D costs by focusing efforts on
concepts with proven demand. This approach minimizes the risk of launching unsuccessful products.

Fostering a Culture of Innovation

Encouraging customer participation cultivates a culture where innovation is continuous and
collaborative. It signals that the company values its community's insights, leading to sustained
engagement and co-creation.

Challenges and Considerations in Customer-Driven Innovation

While the benefits are substantial, implementing such strategies also involves certain challenges:

- Managing Intellectual Property: Protecting ideas while encouraging openness.
- Filtering and Prioritizing Ideas: Not all customer suggestions will be feasible or aligned with
company strategy.
- Ensuring Diversity: Avoiding echo chambers and ensuring a wide range of perspectives.
- Maintaining Quality Control: Balancing customer input with quality standards and brand identity.

To navigate these challenges, companies often establish clear guidelines, transparent processes, and
active moderation.

Future Trends in Customer-Involved Innovation

As technology advances, the scope for customer participation expands. Future trends include:

- AI and Data Analytics: Using AI to analyze customer feedback and predict trends.
- Virtual and Augmented Reality: Creating immersive platforms for idea sharing and testing.
- Blockchain: Ensuring transparent recognition and reward systems for customer innovators.
- Community Ecosystems: Building comprehensive platforms that integrate social, creative, and
transactional elements.

These innovations will further embed customer collaboration into the fabric of corporate innovation
strategies.

Conclusion

The example of LEGO demonstrates how empowering customers to share their ideas can
revolutionize product development and future process innovation. By creating platforms like LEGO
Ideas, companies tap into the collective creativity of their user base, fostering loyalty, reducing risk,
and enhancing relevance in a competitive market. While challenges exist, the benefits of customer-
driven innovation—ranging from faster development cycles to stronger community bonds—far
outweigh the hurdles. As businesses continue to recognize the value of collaborative innovation,
those who successfully integrate customer insights will be better positioned to shape their future
with relevance, creativity, and community at the core.



Frequently Asked Questions

Which company successfully engaged customers to co-create
its future products through sharing ideas?
Tesla encouraged its customers to share feedback and ideas, leading to innovations in vehicle
features and autonomous driving technology.

How did Starbucks involve customers in innovating new
beverage offerings?
Starbucks launched platforms for customers to submit and vote on new drink ideas, directly
influencing product development.

What role did LEGO fans play in shaping the company's future
products?
LEGO engaged its community by inviting fans to submit and vote on new set ideas, fostering co-
creation and innovation.

Which technology company encouraged customers to share
their use cases to improve its software?
Microsoft actively solicited user feedback and case studies to enhance its cloud services and
productivity tools.

How did Nike involve customers in designing new athletic
apparel?
Nike used online platforms and social media to gather customer input and design ideas, leading to
personalized product offerings.

What initiative did IKEA launch to involve customers in
product innovation?
IKEA created a platform called 'IKEA Ideas' where customers could suggest and vote on new
furniture concepts.

In what way did Samsung utilize customer sharing to improve
its smartphones?
Samsung encouraged users to share their experiences and suggestions, which informed updates and
new features in future models.



Which financial services firm used customer insights to
develop innovative banking products?
Capital One engaged customers through surveys and shared feedback mechanisms to co-develop
new banking solutions.

How did LEGO's 'Let’s Build Together' campaign promote
customer-driven innovation?
The campaign invited fans to share their ideas for new sets and themes, influencing LEGO's product
lineup.

What is an example of a company using customer sharing to
drive sustainability innovations?
Patagonia involved customers in sharing their sustainability stories, inspiring eco-friendly product
innovations and initiatives.

Additional Resources
Customer participation in innovation processes has become a defining strategy for
forward-thinking companies seeking to stay competitive in rapidly evolving markets. One
prominent example is LEGO, the iconic Danish toy manufacturer, which has successfully
fostered a culture of open collaboration by encouraging its customers—ranging from
dedicated fans and hobbyists to casual users—to share ideas, designs, and feedback. This
engagement not only drives product development but also cultivates a loyal community
that feels invested in the company's future. In this article, we explore how LEGO
encouraged its customers to help innovate its future processes and products through
sharing, analyzing the strategies employed, their impact, and the broader implications for
corporate innovation.

Introduction: The Power of Customer-Driven Innovation

In today’s interconnected world, companies recognize that the collective intelligence of their
customers can be a powerful asset. Rather than relying solely on internal R&D teams, many are
opening up channels for customer input to co-create products, improve existing offerings, and
develop new processes. This participatory approach aligns with the principles of open innovation,
where external ideas and collaborations are integrated into a company's innovation ecosystem.

LEGO exemplifies this approach by actively involving its customer base in the innovation cycle,
transforming passive consumers into active contributors. By doing so, LEGO not only accelerates
product development but also enhances brand loyalty and community engagement. The company’s
strategy underscores a fundamental shift in corporate innovation—viewing customers as partners
rather than mere end-users.



LEGO’s Open Innovation Strategy: A Deep Dive

Historical Context and Evolution

LEGO’s journey toward customer-driven innovation began in the early 2000s when the company
faced financial difficulties amidst rising competition from digital entertainment. Recognizing the
need for revitalization, LEGO shifted its focus toward engaging its core community—parents,
children, and adult enthusiasts—by fostering creativity and collaboration.

In 2008, LEGO launched the LEGO Ideas platform, a pioneering initiative designed to crowdsource
new product concepts directly from fans. This move marked a significant turning point, making
customers active contributors rather than passive consumers.

The LEGO Ideas Platform: Mechanics and Operation

The LEGO Ideas platform is an online community where fans can submit their own set designs, vote
on others’ submissions, and participate in discussions. The process operates as follows:

- Submission: Fans create and upload detailed prototypes or designs of their proposed LEGO sets.
- Community Voting: The community votes on submissions monthly, highlighting the most popular
ideas.
- Review and Selection: A panel of LEGO designers reviews the top-voted ideas, assessing feasibility,
market appeal, and alignment with brand values.
- Product Development: Selected designs are developed into official LEGO sets, with creators
credited and sometimes involved in promotional campaigns.

This transparent, community-driven process ensures that customer ideas are not only heard but also
potentially brought to market, bridging the gap between consumer preferences and product
development.

Encouraging Sharing and Collaboration

Beyond the LEGO Ideas platform, the company cultivates a broader culture of sharing by:

- Hosting Fan Conventions and Events: Such as LEGO Fan Media Days, where enthusiasts showcase
their creations, exchange ideas, and connect directly with LEGO designers.
- Supporting Online Communities: LEGO actively participates in forums, social media groups, and
fan sites, fostering dialogue and feedback loops.
- Incentivizing Participation: Through recognition, rewards, and opportunities for fans to have a say
in future products, LEGO motivates ongoing sharing.



Impact of Customer Sharing on Innovation

Accelerated Product Development

By leveraging a vast network of passionate fans, LEGO accelerates the innovation cycle. Ideas can
be tested, refined, and validated at a lower cost and with diverse input, reducing the risk of market
failure. For example, the "Women of NASA" set was inspired by a fan-designed concept that
resonated with a broader audience, illustrating how customer input can lead to socially relevant and
commercially successful products.

Enhanced Market Relevance and Diversity

Customer contributions help LEGO identify emerging trends and niche markets that internal teams
might overlook. The platform's global reach means ideas originating from different cultures and
demographics can influence product lines, making LEGO’s offerings more inclusive and appealing
worldwide.

Strengthening Community and Brand Loyalty

Engaging customers in co-creation fosters a sense of ownership and loyalty. Fans who see their
ideas realized feel valued and connected to the brand's success, transforming consumers into brand
ambassadors. This community engagement generates positive word-of-mouth and reinforces LEGO’s
reputation as an innovative and customer-centric company.

Challenges and Considerations

While the benefits are substantial, integrating customer input also entails challenges:

- Quality Control: Not all ideas are feasible or align with brand standards, requiring careful filtering.
- Intellectual Property (IP) Rights: Managing rights and recognition for fan-created designs can be
complex.
- Resource Allocation: Processing and evaluating large volumes of submissions demand dedicated
resources.
- Balancing Innovation and Brand Identity: Incorporating diverse ideas must be balanced with
maintaining brand coherence.

LEGO has addressed these challenges through clear guidelines, transparent processes, and
collaborative engagement, setting a precedent for other companies.



Broader Implications for Corporate Innovation

LEGO’s approach exemplifies a broader paradigm shift in how companies innovate. The key
takeaways include:

- Customer as Co-Creator: Recognizing customers' potential to generate valuable ideas and
contribute to product evolution.
- Digital Platforms as Innovation Hubs: Utilizing online communities and crowdsourcing platforms to
democratize innovation.
- Building Ecosystems of Engagement: Developing multi-channel strategies that foster sharing,
feedback, and collaboration.
- Data-Driven Decision Making: Analyzing community input to inform strategic choices and product
roadmaps.

This model encourages companies across industries to rethink traditional R&D boundaries,
embracing open innovation and participatory design as core components of their strategy.

Conclusion: Lessons from LEGO’s Customer Sharing
Model

LEGO’s success in leveraging customer sharing to drive innovation illustrates the transformative
potential of open, community-based collaboration. By creating platforms that empower fans to share
ideas, vote, and co-create products, LEGO has not only accelerated its innovation process but also
cultivated a vibrant community that feels personally connected to the brand’s future.

As markets become more dynamic and consumer expectations evolve, companies that adopt similar
inclusive and participatory strategies can unlock new sources of creativity, reduce innovation risks,
and build stronger customer relationships. The LEGO case underscores that the future of innovation
lies in partnership—where customers are no longer just end-users but active stakeholders shaping
the trajectory of products and processes.

In essence, encouraging customers to share their ideas and designs is more than a marketing tactic;
it is a strategic pillar that fosters sustainable growth, relevance, and a competitive edge in the 21st
century.
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