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Customer Discovery 

Welcome to Customer Discovery! In this module, you will learn to implement the best practices 

of customer discovery by helping Nanospin identify the customer segment that they can market 

their passive cooling technology to! 

This module is an accessible PDF that can be read by activating the Read Out Loud functionality 

within the Adobe Acrobat Pro Reader. As with all accessible PDF documents, it is also 

compatible with the JAWS screen reader. 

To activate the Read Out Loud functionality:  

Choose View, then Read Out Loud and Activate Read Out Loud.  

Once the Read Out Loud functionality is on, to navigate the document you will have to:  

Press the DOWN ARROW to advance from one item to the next.  

Press the UP ARROW to go back to an item previously read.   

The items include the page and the main section headings, each sentence of the running text 

and each sentence in the question and feedback tables.   

You can also navigate the module chapters by using the Bookmarks. To display them, click on 

the Bookmark tab on the left side menu of your Adobe Reader interface.   
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Welcome – The Scenario 

NanoSpin is a start-up offering an innovative cooling system for servers. We hypothesize its core 

value propositions (VPs) to be  

(1) The cooling system cuts energy consumption by 30%

(2) It has a silent operation

(3) It enables a 10x increase in server density

Customer Discovery entails us finding a customer segment that is most receptive to our 

technology, by determining if our VPs solve their main pain points.  

We have identified the main customer segments to be: 

(1) University high performance computing managers

(2) Investment banking Chief Information Officers (CIOs)

(3) Oil exploration CIOs.

As a first step, you will interview people from segment 1 to test our hypotheses, and determine 

the most suited VP for this segment.  

Over the next few months, we will continue to interview hundreds of customers, from a few 

other customer segments as well, and identify which customer segment is the most receptive 

and why. 
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Your Dashboard 

You’re now looking at the “Dashboard” of Nanospin’s Interface. 

Take some time to familiarize yourself with your dashboard— – this is where you will compile 

the data and identify our first customer. 

Here is where the information about all our potential customers is going to be documented and 

updated— – including their challenges and pain points. Once you have gathered enough data, 

you will see it reflected in an updated dashboard. 

Once you have enough information about our challenges in this customer segment, you can pick 

the best value proposition to address the needs for this segment. 

To interview new subjects who might generate new contacts, go to page 5 or select Find 

Contacts in the Bookmarks. 

To interview existing contacts, go to page 14 or select Interview Contacts in the Bookmarks. 

To review data from other interviews, go to page 28 or select Review Data Files in the 

Bookmarks. 

Once you have interviewed four different subjects, and reviewed the data for three different 

subjects, proceed to page 35 to see your Updated Dashboard, or select Your Updated 

Dashboard in the Bookmarks. At any time, you can visit the Tools and Resources on page 39, 

or in the Bookmarks, for additional resources. 
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Find Contacts 

Here are two contacts who are possible “Prevangelists” – people who might be willing to 

purchase our cooling system. At this stage we’re still gathering information about who our 

customers are and what their needs are. Remember, our targets are people who have an 

identifiable pain point at work, and who have the power to make purchasing decisions.  

Select who you would like to interview first 

Options Results 

Calvin Harris, System Maintenance Tech   

University Server Farm  

To interview Calvin, go to page 6 or select 

Interviewing Calvin Harris in the Bookmarks. 

Sonia Biederman  

High-Performance Computing Manager 

University Server Farm 

To interview Sonia, go to page 9 or select 

Interviewing Sonia Biederman in the Bookmarks. 

At any time, you can return to the Dashboard on page 4. 
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Interviewing Calvin Harris 

You’re interviewing Calvin, a systems maintenance technician at a server farm. He looks up at 

you from his tablet, and says: 

Hi, I’m Calvin, I’m one of the technicians here. I’m kinda busy… what can I do for you? 

What do you say? 

Options Results 

Hi! I’m here from NanoSpin. We are a 

server cooling company and would like to 

learn a little bit about your work. 

Calvin answers: Hot servers are a real problem. This facility 

is old, and we don’t really have the time or budget to shop 

for new equipment… Go to Calvin Harris Interview 

Feedback 1 on page 7, or use the Bookmarks. 

Hi! I’m here from NanoSpin. Seems like 

maybe I don’t want to take up your time. Is 

there a manager I could speak to? 

Calvin replies: I don’t really know who else you could talk 

to. Sorry. Go to Calvin Harris Interview Feedback 2 on page 

8, or use the Bookmarks. 
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Calvin Harris Interview Feedback 1 

This customer interview is over. 

This individual does not have enough oversight to answer your questions. In this case you should 

try to speak to their manager.  

No dashboard updates. 

Return to Find Contacts on page 5, or select Find Contacts in the Bookmarks. 
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Calvin Harris Interview Feedback 2 

This customer interview is over. 

This individual does not have enough oversight to answer your questions. 

You made the right move to try to speak to their manager. 

No dashboard updates. 

Return to Find Contacts on page 5, or select Find Contacts in the Bookmarks. 
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Interviewing Sonia Biederman 

You’re interviewing Sonia Biederman. You’ve found her overseeing the installation of new 

equipment in the University’s data centre. Sonia says: 

Hi, I’m Sonia. I’m the High-Performance Computing Manager here. What can I do for you? 

What do you say? 

Options Results 

Hi! I’m here from NanoSpin. We’ve created a new way of 

cooling electronics using waste heat that we think you’d be 

really interested in! 

Sonia replies: That sounds amazing! 

Continue the interview on page 11, 

or select Interviewing Sonia 

Biederman 3 in the Bookmarks. 

Hi! I’m here from NanoSpin. We’re trying to learn more 

about our industry. Can you tell me what a High-

Performance Computing Manager does? 

Sonia says: Sure I can! Continue the 

interview on page 10, or select 

Interviewing Sonia Biederman 2 in 

the Bookmarks. 
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Interviewing Sonia Biederman 2 

Sonia says: Basically, my job is to oversee these big server farms, including making sure 

equipment gets repaired, troubleshooting technical issues, and buying new server equipment 

when necessary. 

How do you respond? 

Options Results 

Would you be interested in learning how our cooling 

technology could help? 

Sonia replies: Sounds good! Why 

don’t you leave me a brochure. Go 

to feedback on page 12, or select 

Sonia Biederman Interview 

Feedback 1 in the Bookmarks. 

What are some of the challenges you’re facing right now? Sonia replies: Actually, Don and I 

were discussing this. Our servers 

take up a ton of space. We were 

trying to brainstorm solutions. You 

may want to speak with him. Can I 

give you his contact details? Go to 

feedback on page 13, or select Sonia 

Biederman Interview Feedback 2 in 

the Bookmarks. 
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Interviewing Sonia Biederman 3 

Sonia says: That sounds amazing, but I’m a little busy right now – would you have a brochure or 

a presentation we could review? 

How do you respond? 

Options Results 

Sure, I can send it to you. Sonia responds: Thank you! It was nice talking to 

you. I’ll be in touch if I have any questions. Go to 

feedback on page 12, or select Sonia Biederman 

Interview Feedback 1 in the Bookmarks. 

Sure, I can send it to you. Once you’ve had a 

chance to look it over, what would be the best 

time to schedule a follow-up meeting? 

Sonia says: Thank you! I’ll be out of town for a 

few days… what about Thursday of next week? 

Go to feedback on page 12, or select Sonia 

Biederman Interview Feedback 1 in the 

Bookmarks. 
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Sonia Biederman Interview Feedback 1 

This customer interview is over.  

This individual does not have enough time to answer your questions. 

No dashboard updates. 

Return to Find Contacts on page 5, or select Find Contacts in the Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Sonia Biederman Interview Feedback 2 

This customer interview is over. 

Your dashboard has been updated! New pain point for Sonia: 

Servers take up a ton of space. 

New contact added – Don Texas

To interview Calvin Harris, go to page 6, or select Interviewing Calvin Harris in the Bookmarks. 

To interview Felicity Hardy, go to page 15, or select Interviewing Felicity Hardy in the 

Bookmarks. 

To interview Don Texas, go to page 21 or select Interviewing Don Texas in the Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Interview Contacts 

These are high-level contacts who are good candidates to be “Prevangelists.” Remember, our 

targets are people who have an identifiable pain point at work, and who have the power to 

make purchasing decisions. 

Select who you would like to interview first 

Options Results 

Don Texas      

Senior HPC Manager  

University Server Farm  

Hm … Don Texas’ contact information isn’t publicly 

available. You may need to speak to another contact 

and get a personal reference. Speak to more contacts 

on page 5, or select Find Contacts in the Bookmarks.   

Felicity Hardy 

High-Performance Computing Manager 

University Server Farm 

Interview Felicity Hardy on page 15, or select 

Interviewing Felicity Hardy in the Bookmarks. 

At any time, return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Interviewing Felicity Hardy 

You’re interviewing Felicity Hardy in one of the University’s meeting rooms. Felicity says: Hi, 

I’m Felicity. I’m a High-Performance Computing Manager here. I understand you wanted to 

interview me? 

What do you say? 

Options Results 

Well, NanoSpin specializes in a new cooling technology for 

electronics that uses the device’s own waste heat. Do you 

think that’s something you could use? 

Felicity says: Hmm, I’m not really 

sure. I’d have to know more. 

Continue the interview on screen 

16, or select Interviewing Felicity 

Hardy 2 in the Bookmarks. 

Yes. I‘m gathering more data about our industry. I was 

hoping you could tell me about your job. 

Felicity says: Of course! Continue 

the interview on screen 17, or select 

Interviewing Felicity Hardy 3 in the 

Bookmarks. 
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Interviewing Felicity Hardy 2 

Felicity asks: What can you tell me about your company? 

Options Results 

Well, our tech uses a liquid dispersion of magnetic 

nanoparticles to dissipate waste heat from large and small 

electronics. 

Felicity says: I… don’t understand 

what that means. I’m sorry, I have 

another meeting. Go to feedback on 

page 19, or select Interview 

Feedback 1 in the Bookmarks. 

Our technology has the potential to reduce energy costs by 

up to 20%, because you won't be spending so much money 

on air conditioning to prevent your servers from 

overheating. 

Felicity says: Oh, well, that’s 

interesting— – but our servers 

haven’t ever overheated. Sounds like 

we don’t need your product. Go to 

feedback on page 19, or select 

Interview Feedback 1 in the 

Bookmarks. 
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Interviewing Felicity Hardy 3 

Felicity says: Basically, my job is to oversee three server farms, including making sure equipment 

gets repaired, troubleshooting technical issues, and buying new server equipment when 

necessary. 

Options Results 

Do you have any use for a new kind of cooling technology for 

those servers? 

Felicity says: Our servers don’t really 

have an issue with overheating. I 

don’t think your product is a good fit 

for us. Go to feedback on page 19, 

or select Interview Feedback 1 in 

the Bookmarks. 

I see! Sounds like a big job. What kinds of things are 

challenges, or stressors, in your day-to-day? 

Felicity says: Well, we’re always 

looking for cost-efficient solutions. 

Continue the interview on page 18, 

or select Interviewing Felicity Hardy 

4 in the Bookmarks. 
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Interviewing Felicity Hardy 4 

Felicity says: As I was saying, we’re always looking for cost-effective solutions. 

Options Results 

What solutions have you already considered? Felicity says: Honestly, I’m 

considering making some personnel 

changes. Go to feedback on page 19, 

or select Interview Feedback 1 in 

the Bookmarks. 

What improvements would your ideal solution provide? Felicity says: Our computing demand 

is exploding but our budget is 

shrinking. We need to find a way to 

cut our power bill by half. Go to 

feedback on page 20, or select 

Felicity Hardy Interview Feedback 2 

in the Bookmarks. 
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Interview Feedback 1 

This customer interview is over.  

You did not learn anything from this customer. 

No dashboard updates. 

Return to Interview Contacts on page 14, or select Interview Contacts in the Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Felicity Hardy Interview Feedback 2 

This customer interview is over. 

Your dashboard has been updated! New pain point for Felicity: 

Electricity bill too high.

To interview Calvin Harris, go to page 6, or select Interviewing Calvin Harris in the Bookmarks. 

To interview Sonia, go to page 9, or select Interviewing Sonia Biederman in the Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Interviewing Don Texas 

You’re on a remote web-call with Don Texas. He says: Hi there, I’m Don. Sonia told me you 

might be giving me a call. What can I do for you? 

What do you say? 

Options Results 

Hi! I’m here from NanoSpin. We’re trying to learn more 

about our industry. Could you tell me about your server set 

up? 

Don says: Absolutely! Continue the 

interview on page 23, , or select 

Interviewing Don Texas 3 in the 

Bookmarks. 

I’m here from NanoSpin. We’ve created a new way of 

cooling electronics using waste heat that we think you’d be 

really interested in! 

Don says: Hmm! That could be 

interesting. Tell me more. Continue 

the interview on page 22, or select 

Interviewing Don Texas 2 in the 

Bookmarks. 
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Interviewing Don Texas 2 

Don says: I’m not clear on exactly what your product does. Tell me more. 

What do you say? 

Options Results 

Well, our tech uses a liquid dispersion of magnetic 

nanoparticles to dissipate waste heat from large- and small-

scale electronics. 

Don says: Oh, I don’t think we have 

the budget for something like that. 

Go to feedback on page 19, or select 

Interview Feedback 1 in the 

Bookmarks. 

Our technology has the potential to reduce energy costs by 

up to 20%, because you won’t be spending so much money 

on air conditioning to prevent your servers from 

overheating. 

Don says: Unfortunately, our air 

conditioning costs are only part of 

the problem. Go to feedback on 

page 19, or select Interview 

Feedback 1 in the Bookmarks. 
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Interviewing Don Texas 3 

Don says: I’m glad you asked! Our setup consists of 400 linked R710 Servers over three air-

conditioned sub-basements. 

What do you say? 

Options Results 

Do you think you’d have a use for a new cooling technology 

that would save you money? 

Don says: Of course. We’re always 

on the lookout for cost-efficient 

technologies. Continue the 

interview on page 24, or select 

Interviewing Don Texas 4 in the 

Bookmarks. 

That’s very impressive! What sorts of problems come up a 

lot in your work? 

Don says: We have to space out the 

servers to make sure they get 

enough air. We have run out of room 

but need to put in more servers 

immediately. If we could somehow 

increase server density without them 

overheating, we could pack more 

servers into our space. Continue the 

interview on page 25, or select 

Interviewing Don Texas 5 in the 

Bookmarks. 



24 

Interviewing Don Texas 4 

Don asks: What can you tell me about this cooling technology of yours? 

What do you say? 

Options Results 

Well, it uses nanotechnology to cool servers! Don says: That’s awfully vague. I 

don’t think we’re interested. Go to 

feedback on page 19, or select 

Interview Feedback 1 in the 

Bookmarks. 

We use the waste heat your servers generate to power the 

cooling system, which will lower your electrical bill. 

Don says: I want to do my research. 

Please send me a brochure and I’ll 

get back to you. Go to feedback on 

page 19, or select Interview 

Feedback 1 in the Bookmarks. 
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Interviewing Don Texas 5 

Don asks: How do you think your cooling technology could help us? 

What do you say? 

Options Results 

First, what in-house solutions have you come up with? Don says: Well, we were probably 

going to dig into the foundations and 

excavate a new sub-basement. Go to 

feedback on page 19, or select 

Interview Feedback 1 in the 

Bookmarks. 

Well, our cooling system does not need air, so you can pack 

servers as dense as you can make them fit. You can easily 

double your density, and quadruple with a few tweaks. 

Don says: Wow. Your cooling system 

sounds like it would be a great fit for 

us. Continue the interview on page 

26, or select or select Interviewing 

Don Texas 6 in the Bookmarks. 
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Interviewing Don Texas 6 

Don says: It does sound like your cooling system could be a good fit for us. 

What do you say? 

Options Results 

I’m glad you agree. Well, why don’t you think about it for 

awhile. I’ll e-mail you our brochure. 

Don looks somewhat disappointed, 

and says: Oh, okay… I’ll have a look 

at it. Go to feedback on page 19, or 

select Interview Feedback 1 in the 

Bookmarks. 

I feel like NanoSpin would be a great solution for you. Is this 

something you’d be willing to fit into your budget today? 

Don says: Yes, I believe it is. Call me 

tomorrow and we can discuss the 

details. Go to feedback on page 27, 

or select Don Texas Interview 

Feedback 2 in the Bookmarks. 
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Don Texas Interview Feedback 2 

This customer interview is over. 

Your dashboard has been updated! New pain point for Don: 

Running out of space for servers. 

To interview Calvin Harris, go to page 6 or select Interviewing Calvin Harris in the Bookmarks. 

To interview Felicity, go to page 15, or select Interviewing Felicity Hardy in the Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Review Data Files 

Here are our notes from previous customer discovery interviews. For each customer file, read 

through the notes, and identify the correct pain point. In other words – what problem are they 

having, and how can we solve it? 

To read Kavita’s file, go to page 29, or select Review Data – Kavita Singh in the Bookmarks. 

To read Matthieu’s file, go to page 33, or select Review Data – Matthieu Lepine in the 

Bookmarks. 

To read Elisapee’s file, go to page 31, or select Review Data – Elisapee Idlout in the Bookmarks. 

To return to the Dashboard menu, go to page 4, or select Your Dashboard in the Bookmarks. 
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Review Data - Kavita Singh 

Read through the customer file and identify the pain point our product could help them with. 

When you have identified which element of the customer file you think is their pain point,  

check the feedback on the next page. 

Subject: Kavita Singh 

Job Description: High-Performance Computing Technician 

Options Customer File Data Points 

A Responsible for maintaining server banks 

B Responsible for weekly scheduled software updates 

C Responsible for direct customer support if it’s a server issue 

D NOTE – This customer has no authority to purchase new equipment 

E Challenges on the Job – We sometimes have mice that chew the cables 

F Challenges on the Job – The fans that keep the servers cool are very loud. 

G Challenges on the Job – I have frequently had to stay late to supervise 

maintenance. 
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Kavita Singh Feedback 

If you selected pain-point F, Challenges on the Job – The fans that keep the servers cool are very 

loud, you are correct! This is a pain point that NanoSpin’s technology could potentially address. 

Your dashboard has been updated. 

To return to the Review Data files page, go to page 28, or select Review Data Files in the 

Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 



31 

Review Data - Elisapee Idlout 

Read through the customer file and identify the pain point our product could help them with. 

When you have identified which element of the customer file you think is their pain point,  

check the feedback on the next page. 

Subject: Elisapee Idlout 

Job Description: High-Performance Computing Lead 

Options Customer File Data Points 

A Responsible for maintaining server banks 

B Responsible for high-level HPC maintenance 

C Responsible for purchasing new equipment as needed 

D Challenges on the Job – I frequently have to attend industry conferences that 

prevent me from doing my actual job. 

E Challenges on the Job – Our servers frequently overheat – but we don’t have 

space to install additional air-conditioning units. 

F Challenges on the Job – I feel like our workflow could be made more efficient. 
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Elisapee Idlout Feedback 

If you selected pain-point E, Challenges on the Job – Our servers frequently overheat – but we 

don’t have space to install additional air-conditioning units, you are correct! This is a pain point 

that NanoSpin’s technology could potentially address. 

Your dashboard has been updated. 

To return to the Review Data files page, go to page 28, or select Review Data Files in the 

Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 
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Review Data - Matthieu Lepine 

Read through the customer file and identify the pain point our product could help them with. 

When you have identified which element of the customer file you think is their pain point,  

check the feedback on the next page. 

Subject: Matthieu Lepine 

Job Description: High-Performance Computing Lead 

Options Customer File Data Points 

A Responsible for maintaining server banks 

B Responsible for supervising HPC techs 

C Responsible for purchasing new equipment as needed 

D Challenges on the Job – We need to install more servers to keep up with 

demand, and we have run out of space. 

E Challenges on the Job – I often must work late without overtime. 

F Challenges on the Job – I have trouble getting co-workers to recognize my 

authority. 
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Matthieu Lepine Feedback 

If you selected pain-point D, Challenges on the Job – We need to install more servers to keep up 

with demand, and we have run out of space, you are correct! This is a pain point that NanoSpin’s 

technology could potentially address. 

Your dashboard has been updated. 

To return to the Review Data files page, go to page 28, or select Review Data Files in the 

Bookmarks. 

Return to Dashboard on page 4, or select Your Dashboard in the Bookmarks. 



35 

Your Updated Dashboard 

Well done. You have successfully identified several pain points from the data you’ve gathered.

Review these before selecting your value proposition. When you’re ready to select your value 

proposition, go to the next page.
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Value Proposition 

Now that you have identified several customer pain points, select the best value proposition for 

the customer segment University high performance computing. 

What is your value proposition? 

Value Proposition Result 

A - Reducing noise levels, combined with a higher 

cooling rate. 

See feedback on page 37, or select Value 

Proposition Feedback 1 on the Dashboard. 

B – Fitting more servers into a space. See feedback on page 38, or select Value 

Proposition Feedback 2 on the Dashboard. 

C – Relying on waste heat makes the cooling 

system less prone to failure. 

See feedback on page 37, or select Value 

Proposition Feedback 1 on the Dashboard. 
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Value Proposition Feedback 1 

Unfortunately, you haven’t successfully identified the core value proposition for the customer 

segment University high performance computing. 

A value proposition is how we describe our product to a customer so they can see how it meets 

their needs. It must include the value or benefit the product brings to the customer. A good 

value proposition is based on customer discovery data— – we establish what our customers’ 

pain points are, and then tailor our product to solve those pain points. Cost savings, time savings, 

revenue increases, etc.  

Review your collected data on page 35, or select Your Updated Dashboard in the Bookmarks, 

and try again.  
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Value Proposition Feedback 2 

CONGRATULATIONS! You have successfully identified the core value proposition for the 

customer segment University high performance computing.  

This value proposition matches your target customers. A value proposition is how we describe 

our product to a customer so they can see how it meets their needs. It must include the value or 

benefit the product will bring to the customer. A good value proposition is based on customer 

discovery data— – we establish what our customers’ pain points are, and then tailor our product 

to solve those pain points. Cost savings, time savings, revenue increases, etc.  

This concludes the Customer Discovery Module. 

Remember, if you would like additional information, you can visit Tools and Resources on page 

39, or select Tools and Resources in the Bookmarks. 
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Tools and Resources 

Welcome to the Tools and Resources. Here you will find some tips on the customer discovery 

process, including: 

• How to go about finding potential customers, or leads – go to How to Find Customers in

the Bookmarks. 

• What to ask customers, and how to appropriately frame your questions – go to What to

Ask Customers in the Bookmarks 

• Links to further resources, go to Further Resources in the Bookmarks.

Return to the Dashboard on page 4, or select Dashboard in the Bookmarks. 
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How to Find Customers

Getting in contact with the people you want to buy your product can be a challenge. Here are 

some tips on how you can discover your customers! 

Know What You’re Looking For 

First customers usually have most, if not all, of the following characteristics: 

- They have a business problem – and they know they have this problem

- They’ve looked for a solution

- They have put together an (unsatisfactory) DIY solution

- They have the budget needed to purchase a solution

Build Your Network 

Making contacts is going to require a lot of cold calls and e-mails to strangers. Here are some 

ways to make it easier: 

- Tap your network – friends, former colleagues, investors, lawyers, accountants and so on –

anyone who might know anyone.

- Search magazines and websites related to your industry.

- Research who the important companies are in your industry – and then use LinkedIn or a

similar service to figure out who works there, and how you can get in touch.

- Attend industry conferences and trade shows. It’s much harder to refuse to talk to

someone in a face to face setting.

Be Polite – But Persistent 

- Your goal should be to build a list of 100 names of people you can then contact

- If someone doesn’t have the time to meet with you right away, see if you can schedule a

follow-up

- Take notes
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What to Ask Customers 

So, you’ve made your list of 100 contacts, and scheduled some interviews. But how do you ask 

the right questions to get the information you need? Here are some tips on what to ask – and 

how to ask it! 

“If Henry Ford had asked customers what they wanted, they would have said: ‘A faster horse.” 

How To Ask 

- Frame your questions as customer-centric. 

- Try to understand the context of their business. 

- Try to identify “pain points” – parts of the customer’s job that are stressful or 

aggravating 

- Be open to learning new things, and re-evaluating what your product needs to be, based 

on the feedback you get 

- “No startup business plan survives first contact with customers” 

Things to Avoid 

- Leading questions: “Do you think my product can help you?” 

- Questions that assume knowledge of the industry you don’t have: “I imagine that [x] is a 

big problem for you?” 

- Starting the conversation with how great your product is 

Frames to Keep in Mind 

- Find a problem your customer is willing to pay for 

- Remember that what is really driving the customer is the cost first, then the technology 

Some Sample Questions 

Keeping in mind your value proposition, and your flexible product design, here are some sample 

questions you might ask during customer discovery: 

- Is this [ie the problem your product is meant to address] a problem you’re having? 

- Tell me about some of the solutions or workarounds you’ve implemented to resolve this 

issue 

o Have you tried [x, y or z] solution?

- Is this [ie, your product/solution] something you’d be willing to work into your budget to 

finance today? 

- What is the range of your budget? 
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Further Resources

If you would like more information on how to develop your value proposition, how the 

customer discovery process works, tips, tricks, and more, here are some useful links. 

https://www.marsdd.com/mars-library/blanks-customer-discovery-method-part-1-the-

customer-development-model-in-value-proposition/ - An in-depth 4 part discussion on the 

various steps of the customer discovery process, from the Toronto-based MaRS organization. 

https://www.cmu.edu/swartz-center-for-

entrepreneurship/assets/Olympus%20pdfs/Customer%20Discovery%20-

%20Is%20My%20Idea%20Is%20a%20Good%20One.pdf – A brief slideshow about the customer 

discovery process 

https://thinkgrowth.org/how-startups-should-do-customer-discovery-51b151724a01 - A 

testimonial about how using the proper customer discovery approach reshaped a budding start-

up 

https://leanb2bbook.com/blog/b2b-customer-discovery-interview-questions-the-master-list/ - a 

detailed list of questions to ask in customer discovery 

https://ecorner.stanford.edu/video/acting-on-customer-discovery/ - A brief video on the 

importance of acting on customer discovery by entrepreneur Steve Blank 

https://www.marsdd.com/mars-library/blanks-customer-discovery-method-part-1-the-customer-development-model-in-value-proposition/
https://www.marsdd.com/mars-library/blanks-customer-discovery-method-part-1-the-customer-development-model-in-value-proposition/
https://www.cmu.edu/swartz-center-for-entrepreneurship/assets/Olympus%20pdfs/Customer%20Discovery%20-%20Is%20My%20Idea%20Is%20a%20Good%20One.pdf
https://www.cmu.edu/swartz-center-for-entrepreneurship/assets/Olympus%20pdfs/Customer%20Discovery%20-%20Is%20My%20Idea%20Is%20a%20Good%20One.pdf
https://www.cmu.edu/swartz-center-for-entrepreneurship/assets/Olympus%20pdfs/Customer%20Discovery%20-%20Is%20My%20Idea%20Is%20a%20Good%20One.pdf
https://thinkgrowth.org/how-startups-should-do-customer-discovery-51b151724a01
https://leanb2bbook.com/blog/b2b-customer-discovery-interview-questions-the-master-list/
https://ecorner.stanford.edu/video/acting-on-customer-discovery/

	Customer Discovery
	Welcome – The Scenario 
	Your Dashboard 
	Find Contacts 
	Interviewing Calvin Harris 
	Calvin Harris Interview Feedback 1 
	Calvin Harris Interview Feedback 2 
	Interviewing Sonia Biederman 
	Interviewing Sonia Biederman 2 
	Interviewing Sonia Biederman 3 
	Sonia Biederman Interview Feedback 1 
	Sonia Biederman Interview Feedback 2 
	Interview Contacts   
	Interviewing Felicity Hardy 
	Interviewing Felicity Hardy 2 
	Interviewing Felicity Hardy 3 
	Interviewing Felicity Hardy 4 
	Interview Feedback 1 
	Felicity Hardy Interview Feedback 2 
	Interviewing Don Texas 
	Interviewing Don Texas 2 
	Interviewing Don Texas 3 
	Interviewing Don Texas 4 
	Interviewing Don Texas 5 
	Interviewing Don Texas 6 
	Don Texas Interview Feedback 2 
	Review Data Files  
	Review Data - Kavita Singh 
	Review Data - Elisapee Idlout 
	Review Data - Matthieu Lepine 
	Your Updated Dashboard 
	Value Proposition 
	Value Proposition Feedback 1 
	Value Proposition Feedback 2 
	Tools and Resources 
	How to Find Customers
	What to Ask Customers
	Further Resources




