
Deploy Empathy: The Practical Guide to
Interviewing Customers
In today's competitive business landscape, it's more important than ever to
understand your customers' needs and wants. One of the best ways to do
this is through customer interviews. Customer interviews allow you to
gather valuable insights into your customers' thoughts, feelings, and
behaviors. This information can then be used to improve your products,
services, and marketing efforts.

However, conducting customer interviews can be a daunting task. It's
important to do them correctly in order to get the most accurate and
actionable information. That's where this guide comes in. In this guide, we'll
provide you with everything you need to know about conducting customer
interviews, from planning and preparation to analysis and reporting.
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Planning and Preparation

The first step in conducting customer interviews is to plan and prepare.
This includes identifying your target audience, developing a list of
questions, and scheduling the interviews.

Identify Your Target Audience

The first step is to identify your target audience. Who are you trying to
reach with your interviews? Are you looking to talk to current customers,
potential customers, or both? Once you know who you're trying to reach,
you can start to develop a list of questions that will help you gather the
information you need.

Develop a List of Questions

Once you know who you're trying to reach, you can start to develop a list of
questions. Your questions should be open-ended and designed to elicit
detailed responses. Avoid asking yes or no questions, as these will only
give you limited information.

Here are some examples of open-ended questions:

* What are your biggest challenges with our product or service? * What do
you like most about our product or service? * What would you change
about our product or service? * What are your overall thoughts and feelings
about our product or service?

Schedule the Interviews

Once you have a list of questions, you need to schedule the interviews. It's
important to be flexible with your scheduling to accommodate the



availability of your participants. You should also consider the length of the
interviews. Most interviews should last between 30 and 60 minutes.

Conducting the Interviews

Once you have your interviews scheduled, it's time to start conducting
them. Here are some tips for conducting successful customer interviews:

* Be prepared. Make sure you have all of your materials ready before you
start the interview. This includes your list of questions, a notepad, and a
pen. * Be professional. Dress appropriately and arrive on time for your
interviews. Be polite and respectful to your participants. * Create a
comfortable environment. Make sure your participants feel comfortable and
at ease. This will help them to open up and share their thoughts and
feelings. * Listen actively. Pay attention to what your participants are
saying, both verbally and nonverbally. Ask clarifying questions to ensure
that you understand their perspectives. * Thank your participants. Always
thank your participants for their time and participation. Let them know that
their feedback is valuable to you.

Analysis and Reporting

Once you have conducted your customer interviews, it's time to analyze
and report the results. This involves identifying the key themes and insights
from the interviews, and then developing recommendations for action.

Identify the Key Themes and Insights

The first step is to identify the key themes and insights from the interviews.
This can be done by reviewing the transcripts of the interviews and looking
for commonalities. Once you have identified the key themes, you can start
to develop recommendations for action.



Develop Recommendations for Action

Once you have identified the key themes and insights, you can start to
develop recommendations for action. These recommendations should be
specific, measurable, achievable, relevant, and time-bound (SMART). They
should also be aligned with your overall business goals.

Report the Results

Once you have developed your recommendations for action, you need to
report the results of the interviews to your stakeholders. This report should
include a summary of the key themes and insights, as well as your
recommendations for action.

Customer interviews are a valuable tool for gathering insights into your
customers' needs and wants. By following the steps outlined in this guide,
you can conduct successful customer interviews that will help you improve
your products, services, and marketing efforts.

Remember, the key to successful customer interviews is to be prepared,
professional, and respectful. By creating a comfortable environment and
listening actively to your participants, you can gather valuable information
that will help you to better understand your customers and meet their
needs.
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