
Innovation at Intuit



New Learnings from Our Innovation 
Journey

• Susan Harman, Manager, Open Innovation, Intuit



Intuit - Confidential

What I’m Covering Today

1. How innovation is core to everything we 
do at Intuit, and three key elements to 
making it work 

2. Role of Open Innovation in achieving our 
company mission

3. Making progress in the Open Innovation 
journey
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Mission: why we exist as a company

Financial… making & saving 

money, grow & profit

“Better Money Outcomes”

Productivity… turning drudgery 

into time for what matters most

Compliance… without even 

having to think about it

Confidence… from the wisdom 

& experience of others

To be a premier innovative growth company 
that improves our customers’ financial lives so profoundly… 

they can’t imagine going back to the old way

…and those who serve them

We serve these end customers

Consumers Small Businesses

Accountants
Financial

Institutions

Health
Care

Players
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Help small businesses be 20% 
more profitable… Customers 

revenues ~20% of U.S. GDP, pay 1 
in 12 American workers

Help people get the 
maximum tax refund…         

$33B in tax refunds,
1 out of every 3 

tax returns e-filed

Help families put up to $1,000 
back in their pockets…  $550M in 
consumer savings identified to 

date

Help accountants be 20% 
more productive today… 

Serve half of all accounting 
firms

Improving

Lives
50M

Improve FI profit per 
customer by 20%…        IB 
customers equal to the 5th

largest U.S. bank
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~

Proven formula: innovative solutions and lots 

of delighted customers…
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Outside vs. Inside View, 2003

5x the
returns of others 
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Innovation Management Drives Growth               

Page 9

11x Dow Jones

6x Nasdaq
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Intuit Recognized by Forbes  

Top 100 most innovative companies - 2011  
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It’s Not a Mission Impossible
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Accelerating Innovation & Experimentation

1. Can we do more to enable teams to rapidly experiment, be scrappy 
and validate key hypotheses before making big investments? 

- what tools and resources do you need to help with experiments?

2. Can we enable UT and H3 teams to experiment and be scrappy 
without impacting the Intuit brand? 

Accelerate Innovate 
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3 Key Elements to Making Innovation Work 
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PROCESSES & TOOLS  APPROACH

MINDSET & CULTURE
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Change Management – Leadership’s Role
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MINDSET & CULTURE

• Understand the problem

• Top-down executive commitment

• Recognition that it is a marathon 
that requires mindset and culture 
change plus rewards
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PROCESSES & TOOLS  APPROACH

MINDSET & CULTURE

• Customer collaboration

• Innovation Catalysts, Unstructured 
time, Idea Jams and Brainstorm, 
Intuit Labs

• Open Innovation matchmaking 
processes and tools

The Right Processes and Tools
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PROCESSES & TOOLS  APPROACH

MINDSET & CULTURE

• Rapid Launch, learn, iterate

• Drive revenue & growth by 
solving important new & 
existing customer problems with 
game-changing technology that 
delights customers 

• Get high net promoter scores  

The Right Approach
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Our Mission: To be a premier innovative growth company 
that improves our customers’ financial lives so 

profoundly… they can’t imagine going back to the old way

Customer Driven Innovation

That We Can Solve 
Well 

And Build Durable 
Advantage 

Find An Important 
Customer Problem 
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Innovation Mechanisms at Intuit

Design for Delight
With a lean-startup mindset

Drive innovation, and grow & reward our innovators

Unstructured Time
… 10% time to pursue your ideas

Innovation Awards 
… 3 months time for top innovators

Brainstorm
…connecting people to help ideas grow

Idea Jams
…dedicated day to move ideas forward

Innovation Catalysts
…drive D4D in the DNA to drive innovation

Rapid Experiments
…test our hypotheses with customers “in the wild”
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WATCH

the customer

BE the customer

TALK

to the customer
Have them 
DOCUMENT IT

D4D Methods
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Why design for delight
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Enabling Collaboration & Innovation

Page 28

Idea JamsBrainstorm Tool

10% Unstructured Time Plus…

Plus… Plus…
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√
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Example: From Simple Idea to Brainstorm

ViewMyPaycheck
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Visibility Drives Connections & Collaboration
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Rapid Iterations with Customers

Used Brainstorm as their collaboration hub
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Launched In-market in 3 Months
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TurboTax Refund Card

34



Intuit - Confidential

36

The Customer Benefit for TurboTax

2007 2008
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Live Community Evidence:
Under-served TT Customers
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For unbanked 
customers

wait 6 – 8 
weeks for 
refund check

+ 
check cashing 
fees
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Refund Paid 
via Check

wait 6 – 8 
weeks for 
refund check

+ 
check cashing 
fees

wait 1 – 1 ½ 
weeks for 
refund 

+ 
ZERO fees

Refund Paid 
via Debit Card
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We do it for you!

Data is pre-populated from TurboTax
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45
Intuit Proprietary & 
Confidential
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Customer Benefits:

-Easiest and fastest way for unbanked 
customers to get maximum refund

Intuit Benefits:

-70% of cardholders were new to TurboTax

-$4 Million in revenue in TY09

Surprise - Customers with bank accounts chose 
refund cards too…leading to a new business in 
Consumer Money Cards

TurboTax Refund Card Financial… making & saving 

money, grow & profit

Delivering THE Customer Benefit
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How Intuit Defines Open Innovation

Open Innovation is collaborating

with third parties
(e.g. individuals, customers, suppliers, universities, start-ups, big companies)

on innovative technology, 

assets and ideas to solve BU needs
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Collaboration on New Technologies

Mobile World 
Congress: 

On Android 
XOOM at pre-
launch

Google I/O: 
NFC round-
trip before 
release of 
payment APIs

Experiments with new technologies 

52

Driving innovation from partnerships enables Intuit
to be a leader in a rapidly evolving ecosystem.
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SnapTax

NPS

87

http://www.youtube.com/watch?v=4jQ2xLQvbio&feature=related /
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Finance Process Offering Delivery

Partnered 
with 

Abbie to 
create 

offering

Free
Mobile 

App 

Designe
d for 

Mobile

SnapTax

Innovate broadly and with partners

This app is the first mobile one for 
taxes that uses OCR technology to 
scan and extract data directly from a 
photo of a 
W-2.

Open Innovation Results

This app is the first mobile one for 
taxes that uses OCR technology to 
scan and extract data directly from a 
photo of a W-2
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Open Innovation Results
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Finance Process Offering Delivery

Partnered 
with RTI 
to create 
offering

Priced at 
less than 

½ 
existing 
offerings

Sold in 
retail 
(vs. 

throug
h 

VARs)

Bundled 
with 

hardwar
e

QBPOS

Innovate broadly and with partners
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Finance Process Offering Delivery

Partnered 
with 

Mophie
and Roam 
to create 
offering

Volume 
based 
pricing 

Free 
card 

reader

GoPayment

Innovate broadly and with partners

Complete Credit Card Solution. All-in-one 
product created by Intuit GoPayment that 
enables small businesses to process credit 
card payments on their iPhone or PC and get 
paid immediately.

Open Innovation Results

Complete Credit Card Solution. All-in-one 
product created by Intuit GoPayment that 
enables small businesses to process credit 
card payments on their iPhone or PC and get 
paid immediately
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Finance Process Offering Delivery

Partnered with 
academia to 
improve our 
ability to predict 
customer 
behavior based 
upon user 
activities

Product 
feature

Live Community

Innovate broadly and with partners

A web application to provide 
social questions and answers to 
desktop or web product has 
leveraged ideas and technology 
from university relationships 
such as MIT. 

Open Innovation Results

A web application to provide social 
questions and answers to desktop or web 
product has leveraged ideas and 
technology from university relationships 
such as MIT. 
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Academic Collaboration
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Announcing Today

59

October 6, 2011

Intuit
Mountain View, CA

www.IntuitCollaboratory.com
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Annual Supplier Summit

60
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Experiment Systems

Sandboxes Self-service 
Experimentation

FY12 Goal: 

Promote Intuit LABS as the 
incubation brand for 
experiments
Promote IntuitLABS.com as 
Intuit’s innovation channel 

Intuit LABS

FY12 Goal:  

Prove the concept and 
then package and launch 
Sandboxes as one type of 
experimentation 
environment for use by 
innovators across Intuit

FY12 Goal: 

Begin to enable 
innovators to have 
access to self-service  
resources for 
experiments  

Mission: Provide tools that make it fast and easy for innovators to develop their 
ideas and validate them with customers 

Experiment systems make it fast and easy for innovators to launch 
experiments and learn from them using real data and real customers.

62



Intuit - Confidential

Page 63

Learn Fast and Early

Intuit Confidential

Minimize time through the early stages of idea generation to testing

Concept to v1 < 6 months

Objective Identify big, 
disruptive 

ideas

Build 
confidence 
b4 product

Develop    
pilot

Solution is 
ready    

end-to-end

Delight 
customers & 

grow

Time  
(Months)

0<1 0<2 1<3 1<6 On-going
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The Intuit Open Innovation Journey

1. How innovation is core to everything we 
do at Intuit, and three key elements to 
making it work 

2. Role of Open Innovation in achieving our 
company mission

3. Making progress in the Open Innovation 
journey
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Open Innovation in Action…achieving 
our mission

1. IntuitCollaboratory.com

2. Actively seek out potential 
partners

3. Host events



Intuit - Confidential

Open Innovation  
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Enabling Collaboration & Innovation

www.IntuitCollaboratory.com
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Results from Collaboratory Challenges

December challenges: in experiments with 2 companies  

March challenges: in experiments with 5 companies

July challenges: experiments started

68

iPad for Small Business QR Code & Bill Pay
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46 Supplier Submissions

Results from current   
Innovation Contest:

• 26 Mobile Payments  

• 21 Small Business 

Productivity
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NPS

+64

Events - Annual Entrepreneur Days (2)  

72

“I walked away with the feeling 
that the top guys were 
committed to listening to new 
ideas from small companies. 
Regardless of what comes of it, 
Intuit impressed!” 
- Entrepreneur

“…It was great to be able 
to talk to Intuit founder, 
Scott Cook live during the 
social…”
- Entrepreneur

Results:

• 59 companies 
attended

• 95 speed dates

• 36 follow-up 
meetings

• 2 trials, 6 IPP 
partners
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3 Elements To Making it Work

73

PROCESSES & TOOLS  APPROACH

MINDSET & CULTURE
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It’s a Journey

Today

Baseline

Internal Collaboration   
& Unsolicited ideas

Institutionalize as 
part of our DNA

Directed 
Open innovation
on Business Needs
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Focus on 
Innovation

Don’t Talk 
Do!

Open 
Innovation 

Must Support 
Company’s 

Mission

Mindset
Tools

Approach

It’s a Journey

Take Aways
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Thank You & Visit:

www.IntuitCollaboratory.com

Susan_Harman@Intuit.com

http://www.IntuitCollaboratory.com



