
DISCOVER
PHASE

I have a challenge
How do I approach it?



USEFUL TIPS

Qualitative Research is about going deep 
with a few customers so choose a diverse 
group of 12-15 customers to research.

Spend time getting to know your 
customers to ease them into the 
conversation.

Prepare questions before you go, but 
don’t read them, use them to have a 
conversation.

Go as a team of 2 to play the roles of 
interviewer and observer

Explore to discover the ‘unknown unknown 
about the customer.



OPEN ENDED 
QUESTIONS

Discover Insight Dream Disrupt

Objective, non-leading Qs that help 
the interviewer gain an understanding 

of underlying reasons, opinions, and 
motivations for customer behavior.



HOW TO USE
Begin Q’s with Why, How, What, Tell me 
about or What do you think about?

Avoid starting with Are, Was, Did, Will, 
Won’t, Didn’t, Aren’t, Would if.

Open-ended Q’s require a person to pause, 
think & reflect.

Encourage Stories, get people to talk about 
their experiences, opinions, values & ideas.

Ask follow-up question’s. 

Ask questions that allow you to also 
understand interdependencies and 
interconnectedness with others.



LISTENING
SKILLS

Discover Insight Dream Disrupt

Practice active listening. When customers 
feel listened to, they are likely to give you 

more information. 



HOW TO USE
Follow the 90-10 rule where you speak 
only 10% of the time

Reflect back on what was said and 
paraphrase in your own words 

Get comfortable with “dead-air”. Resist 
the obligation to fill the space 

Keep an open mind, listen without judging 
& jumping to conclusions

Give the person regular feedback. Show 
that you understand by reflecting their 
feelings

Make connections and identify patterns



OBSERVATION 
SKILLS

Discover Insight Dream Disrupt

Paying attention to customers’ facial 
expressions, body language & the 
environment in which they work.



HOW TO USE
Observe the person’s environment. Take a 
lot of pictures & videos (if allowed)

Observe reactions & emotions.

Trust behaviour over Intention

Ask people to show you what they do and 
how they do it. Ask to see any artifacts

Note down any behaviour that is different 
from what they said, don’t point it out. 



OUTSIDE IN
PERSPECTIVE

Discover Insight Dream Disrupt

Explore what others’ already known using 
reports and studies that already exist. 



HOW TO USE
Facts & Figures: Collecting data & informa-
tion to discover what others already know 
and get context of your research area.

Find recent innovations in the area of 
research. They could be technological, 
behavioral, or cultural

Look for information & solutions in 
adjacent areas not just in the industry or 
vertical you are interested in

Look for infographics for visual stimulus. 
Pinterest is a great resource!



WILD
SAFARI

Discover Insight Dream Disrupt

Highly effective method of understanding 
your customers' interactions with the 
public-facing side of their business or 

organisation.



HOW TO USE
Walk in to your customers’ environment. 
Observe how your customer interacts with 
their customers. 

Seek permission to ask a few questions and 
ask targeted questions as a follow-up to 
what you observed.

Compile and record field notes & observa-
tions:

     1.  WHAT are they doing?
     2.  HOW are they doing it?
     3.  WHY are they doing it in that   
            vparticular way?



PROTOTYPE 
RESEARCH

Discover Insight Dream Disrupt

Investigative approach to test responses to 
multiple rough drafts or early concepts. 



HOW TO USE
Give early patterns and findings in 
research a tangible form of  rough 
prototypes

Build quick, deployable prototypes using 
paper, cardboard and easily available 
materials. Remember you are only testing 
for reactions and attitudes right now

Build at least 3 prototypes to research 
and encourage discussion and compari-
sons between the prototypes

Test the prototypes to validate or debunk 
your findings



LOVE DO
MATRIX

Discover Insight Dream Disrupt

A conversational  approach to understand 
the customers passion and skill.



HOW TO USE

LOVE DOING
& GOOD AT

LOVE DOING BUT 
NOT GOOD AT

DON’T LOVE 
BUT GOOD AT

DON’T LOVE 
& NOT GOOD AT


