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Try to translate behaviour, pains and gains into underlying needs & goals: “I need …”, “I want …” 
by asking “why?” – What is it customers are trying to achieve? What are their desired outco-
mes?  A problem always is a hint to a need. Needs are always written in a positive language. 

EXERCISE – NEEDS & GOALS

Discussion
How do customers solve their needs today? What is the true competition? Are there any 
signals that people want to switch? 
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