Innovate ND
Customer Interviews - Example questions

Customer Segmentation:

Depending on how you obtained the interview/how much background you have on the person, you may
need to make sure they are within your customer segment, and/or understand more about their
demographic. (Max 3 questions)

What do you do professionally?

Who handles [process you’re improving] at your home/office?

Tell me about your role at [company]?

How much time do you spend on [process you’re improving]?

[Specific questions related to your product/customer] — for example, do you have kids?

Problem Discovery:

Questions to validate your hypothesis about a problem, or to learn about problems.

What’s the hardest part of your day?

What are some unmet needs you have?

What product do you wish you had that doesn’t exist?

What tasks take up the most time in your day?

What could be done to improve your experience with [process/role]?
What's the hardest part about being a [demographic]?

What are your biggest/most important professional responsibilities/goals?
What are your biggest/most important personal responsibilities/goals?

Problem Validation:

If your customer did not talk about the problem you wanted to address, use these questions to begin
validating/invalidating that your customer has the problem you think they have. In addition, it’s often
not enough to just solve a problem, sometimes it also needs to be one that people are highly motivated
to solve. Some of the below questions can help with that too.

Do you find it hard to [process/problem]?

How important is [value you are delivering] to you?

Tell me about the last time you [process you’re improving]? — listen for complaints

How motivated are you to solve/improve [problem/process]?

If you had a solution to this problem, what would it mean to you? How would it affect you?

Product Discovery

Questions to help generate ideas or to validate your idea. The below questions are intentionally very

open-ended. By asking yes or no questions specifically related to your product, customers may feel
inclined to agree with you or not be critical. By asking more open ended questions, you can be more
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confident that they’re giving you honest input. If in response to the questions below, your customers
tell you they’re looking for similar to what you have in mind, you might be on to something.

What do you think could be done to help you with [problem]?

What would your ideal solution to this problem look like?

If you could wave a magic wand and instantly have any imaginable solution to this problem,
what would that look like? I’'ve found that about 80% of the time the answers | get to this
question are not very informative — solutions that aren’t feasible or most certainly wouldn’t be
profitable. But the other 20% of the time there are some really informative responses that make
the other 80% acceptable.

What's the hardest part about [process you're improving]?

What are you currently doing to solve this problem? Or get this value?

What do you like and dislike about [competing product or solution]?

Product Optimization

Questions to help you improve your idea or product.

What could be done to improve this product?

What would make you want to tell your friends about this product?
What’s most appealing to you about this product?

What might improve your experience using the product?

What motivates you to continue using this product?

What’s the hardest part about using this product?

What features do you wish the product had?

Ending Interviews

Questions to ask at the end of an interview. You may also need to ask for their contact information if
you don’t have it.

[Summarize some of your key takeaways] —is that accurate? Can do this throughout the
interview.

So based on the conversation, it sounds like X is really hard for you, but Y is not. How accurate is
that?

It sounds like X is very important to you, while Y is not. How accurate is that?

Is there anything else you think | should know about that | didn’t ask?

Do you know anyone else who might also have this problem that | could ask similar questions
to? — small form of validation if they’re willing to give you referrals.

Can | keep you in the loop on how the product develops?

Can | follow up with you if | have more questions?
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