
Lecture 8

Intro to Customer Discovery



Customer 
Discovery

The hard parts



Why Customer 
Discovery at all?



Business Uncertainty
=

Business Risk



Risk

Quantifiable and
Probabilistic and
we can mitigate



Uncertainty

Disallows
Quantification and

assignment of probability



Customer Discovery

Is the best process for 
managing uncertainty



Hardest two parts?

Getting Interviews
Interpreting Data
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Top 3
Best Practices

Getting Interviews



1. Have your narrative (it may change) for 
why you want to talk to someone

2. Establish credibility

3. Be a student, not a salesperson
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Customer 
Discovery

Phases of 
Discovery



Your discovery 
activities evolve with 

knowledge 
(not with time)



Ecosystem of 
emerging 

threats

Is  your 
solution 
“form” 

acceptable 
(MVPs)

How are 
solutions 
chosen?

What other 
jobs compete 
for resources?

What job are 
YOU hired to 

do?

End User and 
Decision 
Maker

General 
Discovery
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solutions 
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Secondary Research is a continuous effort

Where you are now

What does this course potentially cover?

Continues while your business is operating



Let’s
simplify



Where are you
starting today?



Understand
the end goal?



Trade



How do you 
compel 

someone to 
change their 

Behavior? B. F. Skinner
Operant 

Conditioning



Changing 
Behavior

Requires 
understanding 

current behavior



Secondary 
Research







W O R K F L O W  
D I A G R A M  
F O R  
S U R G E O N SPatient

Foot and ankle 
surgeon

Influencer

Sales rep.

End User

FDA Regulation for 
Device 

Evaluation/Recalls

Hospital / Surgery 
Department

Physical 
Therapy

Health 
Insurance/

CMS/
Patient

Payer

N=1

N=6

N=10

N=14

Decision Makers

Value Assessment 
committee/

procurement 
department

N=1

Workflows

Identify 
the 

Customer

Understand
“Job-to-be-

Done”



Ecosystem Maps

Identify 
the 

Customer

Understand
“Job-to-be-

Done”







Feb
2020







Primary
Research



Question #1

What do you KNOW 
about your End Users?



Question #2

What job(s) will you 
be hired to do?



Question #3

How are your customers 
getting the job done today?
(current workflow/process)



OPTIONAL (if you have time)

Question #4
What other job(s) are 

competing for 
resources?
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