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Unmet needs are complicated in any relationship, but they’re especially bad when it comes between you and your
customers.

Identifying your customers’ needs doesn’t have to feel like black magic.
It doesn’t have to cost you as much as rocket science, either.

Today, we’ll look at the big gaping hole between businesses and customers, what you need to do to identify your
customers’ needs, and most importantly, how to actually turn your results into insights.

Here’s a quick list of links if you want to jump around this article. In a rush? Be sure to check out our TL;DR
summary. “

e Research insight: To meet customer needs, start with addressing their product needs

#1. Send existing customers surveys (+ free mockup),

#2. Conduct audience research with a third-party audience pool

#2a. How to run a customer need discovery poll with PickFu (+ starter question),

#2b. How to analyze your customer research from an open-ended poll




e #3. Use social listening programs and Google Trends for supplementary data

¢ Infographic: Discovering and understanding customer needs in 3 steps

e TL;DR: Identify customer needs in three straightforward, real-world steps

Research insight: To meet customer needs, start with
addressing their product needs

Let’s get started with the big question first: Do businesses actually care about customers’ needs?
According to customers, no, not really. At least not out of any goodness of their hearts.

When | polled 100 American consumers about whether they thought businesses had their needs at heart, the results

were a dead split.

_ . _ (PickFu
Please mark this statement true or false: "I feel like
businesses care about my needs as a customer."
Audience: 100 U.5.-based respondents
True False
® Option A 50 votes ® OptionB 50 votes
SCORE SCORE
50 50

But like most things in life - and all things in business - there’s nuance. The picture gets grimmer when we look

inside the comments.

50 RESPONSES TO OPTION A rEl/PickFl.l

1 Bacause | feel most businesses do care about my nesds and everyone else's needs because without us, there would be no business.

4 pjwould say this is true because business rise and fall due to customer satisfaction and being able to meet their needs

T Forthe most part, yes. But ultimately, they are in business to make monay. To make money, they have to have happy customers, so they will make the happiness of the

customer a priority.

10 | think many businesses care about the customer until the point that it is going to affect their bottom line or the customer becomes a nuisance where they want to take

advantage of the business.

11 They do insofar as my needs line up with their ability to earn a profit. They don't care out of the goodness of their heart. They care because they can make money by

fulfilling my needs

There’s good news here despite this, and it’s not all cynical. The good news is that customers do think businesses
are responsive to their needs, but very few think it’s because you care about them personally.



It also turns out they’re okay with that, flying in the face of many marketing research reports about what users want

from brands.

I ran another poll with 100 additional consumers to find out what turns them into loyal customers for a business. It

turns out it’s not about your brand or service at all.

It’s about your products.

[EjPickFu
Please rank the following options: "I'm loyal to businesses
that..." Note: This is for marketing research. Just answer for
businesses that you, personally, are loyal to. :)

Audience: 1001.5.-based respondents

Support my social values
® Option A 6 respondents

SCORE

- 6

Offer the best products in thei
category

Option E 52 respandents

SCORE

52

Treat me as more than a number
® OptionB 7 respondents

SCORE

- 7

Provide reward and/or loyalty

programs
® OptionC 13 respondents

SCORE

- 13

Deliver the best customer

experience (service, etc)
® Option D 22 respondents

SCORE

- 22

Overwhelmingly, businesses that create the best products in their given category earn the most customer loyalty.
People are looking for value and product quality. They don’t care as much that businesses are out for a profit or if

they have the best support teams anymore.



13 RESPONSES TO OPTION E @Pickﬁ]

s 00D

Customer service is nice but frankly everywhere has decent customer service now so its expected, and we only really notice when its bad. The best products for the best

value is by far the most important combination.

X Pinned

9 [o]alc]s]
First and foremost to me is the quality of the product that | am receiving. | can deal with any bad service issues so long as | like the product that | will be receiving.
X Pinned

u G000

I am definitely most loyal to businesses that offer the best products in their category. If they do not have a good product, then it doesn't matter how good the rewards

program or service is.

X Pinned

19 000
Value for my money is all | care about in companies, other than that | den't really care

X pinned

27 EEOO0O

When | shop, the most important thing that | look for is value. Part of value is how well the product works and how | can benefit (reward/loyalty programs) from being a
repeat customer. Shopping at a business that supports my social values is not important to me, but if all things are equal | would choose the business that supports my

social values over one that doesn't.

X pinned

Interestingly, aligning with social values is all but a footnote to most consumers polled. Being treated as more than
a number, something we should all strive for regardless, is only marginally more significant than that.

When asked to rank the most important consideration for choosing a new product or service, purchasing decisions
came down to product features and price. Customers care about those two things in a landslide over design,

customer service, and ease-of-use.

(& PickFu
In order, the most important part of choosing a product or &
service for me is...
Audience: 100 U.5.-based respondents
Features (What the product or Price (How affordable it is for Customer service (How Design {How the product or
service can do) me) accessible customer service is service looks)
fi
® Option A 36 respondents ® Option B 46 respondents orme) ® OptionD 3respondents
® OptionC 2 respondents
scome scoRE scoms
49 51 ‘ 3
' 2

Ease-of-use (How sasy it feelsto
use the product or service)

Option E 13 respondents

SCORE

13

Does that mean you can devote all of your resources to just selling products and still meet customer expectations?
No. Customer satisfaction requires all of these aspects we’ve mentioned. It’s a pecking order of priorities.



The biggest takeaway from these three polls isn’t that people want to be treated like robots, either. It’s that they
demand you meet their needs with your products first. Any effort to satisfy their needs outside of a best-in-class
product won’t have staying power.

Now, with that understanding out of the way, let’s look at how to actually identify the specific needs of your
customers.

How to identify your customers’ needs

#1. Send existing customers surveys (+ free mockup)

If you already have a customer base and you’re trying to understand what they need, ask them.
Yes, it’s that simple.

There is no better source of customer insights than your customers themselves. You could spend weeks trying to
gather secondary data and never come close to the value that a handful of customer interviews offers.

Customer surveys are a low-cost, low-effort way to start uncovering potential opportunities. They’re a standard

arrow in the marketer’s quiver for gathering information and a marketing research technique anyone can and
should use.

Personally, I’'m a huge fan of Typeform for performing customer needs analyses.

There's a better
way to ask

You don't want to make a boring form. And
your audience won't answer one. Create a
typeform instead—and make everyone happy.

Get started - it's free

v Nocr
¥ No time limit on Free plan

First things first..what’s your name?

t card required

(Image source)

It’s also good for gathering any form of primary customer data generally, which is data sourced directly from

interactions with an audience. Primary data is, bar none, the gold standard for identifying current customer needs -
even potential customers’ needs far on the horizon.

| created a free 5-question customer needs survey mockup for you to copy here.




1> Hello! .4 What's your name?

This is a short-text question.

OK v  pressEntere

You’ll notice that this survey doesn’t ask attitudinal brand questions or for customer feedback on the business

specifically. Keep your questions focused on the objective of your search and the need you want to find.

5 A miracle happened and you wake up tomorrow with the perfect
[product/service/etc that you offer]. &

What does that [product/service/etc] look like, and how is it
different from the [product/service/etc] you're currently using?

E.g., "What does that set of pet clippers look like?" or "what does that chess

2n

software look like?" Make it specific to the need you're trying to solve or uncover.

This is a long-text question.

Shift 1t + Enter ¢ to make a line break

Submit  pressctr + Enter «

If you’re trying to identify customer needs for existing products, for instance, tailor your questions around those
products, but keep it hypothetical. You wantyour respondents to answer with their wildest imagination for what
that product could be. The fewer constraints, the better.

You should only use attitudinal questions for customer need discovery if you’re in the earliest stages of product
development and need more inspiration than insight.

To create your own Typeform, start with signing up for a free account. Then, once you’re logged in, choose which

workspace you want to work out of from the left-hand side.



Typeform

Q Find workspace or typeform

v 2 PRIVATE +

Marketing

%]

By default, this will only show one workspace, outlined in orange above.

Once you're at your workspace, click “+ Create typeform”.

Typeform

Q Find workspace or typeform o+ ~a

Marketing & 2

v X PRIVATE + + Create typeform

Marketing 1

My workspace

Customer needs

survey template

1 response

On the next screen, choose “Start from scratch”.

Start from scratch Import form

Q. Search for a template (like feedback or lead generation)

FEEDBACK

Give your survey a short-and-sweet name and choose the first option on the drop-down menu.

Go for clarity over cleverness with your title. “Customer needs survey” is perfectly acceptable. If you start
overthinking it, just leave the default title and come back to it later.



Bring your new typeform to life

Give it a name

My typeform

What are you creating? (7)

Research survey v ]

Now all you need to do to add new questions is select the “+” button in the right-hand menu. If you’re following our
template, each question will say which type of question field to use to recreate it.

Marketing / My typeform Create  Connect Share Results

Content +

Q |3i nd a question type

- All question types
Recommended Contact info Text Number
. Multiple Choice €4 Phone Number . Short Text 3 Number
. Short Text B tmall == Long Text
Al Opinion Scale . Website Choices
48| Statement Rating & ranking - Multiple Choice
== Long Text Payment B Ranking As Picture Choice
== Payment «ll Opinion Scale 0 ‘fes/MNo
Date & scheduling {5 Net Promoter Score®  New . Dropdown
M Date Form structure % Rating
@ Calendly New Il Welcome Screen B Matrix Legal & consent

File upload

Il Ending

88 Statement

i Leaal

/
-

If you want to dig in deeper on questions than the mockup | created, Typeform also offers this comprehensive

example list of survey questions you could use.

Some quick and dirty examples of question types are:

e Rating questions: On a scale of 1 star to 5 stars, how interested in this product feature are you?

¢ Closed questions: Are you a thermonuclear physicist? Do you live in Stark Tower?

e Open questions: What would your superpower be? How would you save the world?

Alternatively to Typeform, Google Forms is also free and very respectable, though not quite as user-friendly.



a Customer satisfaction survey B9 Allchanges saved in Drive ® @ @ : e

Questions Responses

Customer satisfaction survey

= Short answer
Please help Ink-42 improve by taking this short survey. We value your feedbat

= Paragraph
How satisfied are you with the service you received? (® Multiple choice
Checkboxes
Very satisfied
° Dropdown
Somewhat satisfied
Neutral &> File upload

Somewhat dissatisfied
+== Linear scale

Very dissatisfied sss

se¢ Multiple choice grid
Add option or add “Other”

EEE Checkbox grid

@ m Date
7 @ Time

LES s P B PP g e (g Hl o D] et el F o T P e
(Image source)

Regardless of how you send your survey, your first stop should be your customers. Think of your email list especially
as your own internal focus group - and expect to incentivize them accordingly.

Depending on format, surveys have an average response rate of 33% or less.

But response rate can plummet to as low as 2% if you don’t offer an incentive to finish the survey.

Survey response rates

Presented by

(&4 PickFu

33%

The average survey response Survey response rates can fall
rate across all channels is to as low as 2% if respondents
just 33%. aren't incentivized.

Sources:
https://surveyanyplace.com/blog/average-survey-response-rate,
https://peoplepulse.com/resources/useful-articles/survey-response-rates/

Scary, right? Customers may be your best source of intelligence, but they’re also busy people, and probably not
unlike yourself, need something to make it worth their while.

Conventional marketing wisdom says to offer a $25 Amazon gift card raffle - or, in your case, maybe $25 in credit for
product or services.



And that’s fine. You can do that. You should. But unless you’re willing to put up a lot of incentive, the reality is that
while surveys should be your first stop for identifying customer needs, they’ll rarely be enough.

For that, we need to turn to our next step.

#2. Conduct audience research with a third-party platform

Let’s say you have enough respondents in step one to act on it. If so, that’s fantastic, and you could consider
skipping this step.

But I’'m going to guess that you didn’t, or you know you won’t because you’re not the kind of person to take surveys,
either.

When that happens and you need to learn more about your target customers without weeks or months to spare,
PickFu is here to help.

Let me show you how it’s done.

#2a. How to run a customer needs discovery poll with PickFu ( + starter question)

First, just like before, start by signing up for an account with PickFu.

Once you’re logged in and confirmed, the top of your screen should look something like this. Click “start new poll”.
Don’t worry — we’re just at the draft stage right now.

I . . ) P N
|\/| PICkFu How it works ~ Industries « Products = Pricing = Resources = ._________,__.—r I\Star‘( new po\ljl A Teampolls ~

Here’s where you’ll land. You have two choices here: you can go with a pre-built poll type or you can build from
scratch.

| = (o
|\/|P|ckFu How it works = Industries Products ~ Pricing = Resources ~ \\Stannawpo\L/\ & Teampolls

Create your poll

Use our new step-by-step Poll Builder, or if you're already
familiar with PickFu, build it from scratch with fewer steps.

Total due:
QO Use Poll Builder @ Build from scratch $0.00

See Details

I’m a build-it-from-scratch kind of girl myself, so that’s my default mode. If you’re not, we have a wide variety of
templates, sorted by industry. Just take a peek:



Step 1

Choose your industry
S
* E-commerce
-4
Sellers on Amazon, Shopify, Walmart, Etsy, and
other online marketplaces
O |

Gaming

Developers working on mobile and online games

Publishing

Writers and marketers working on books — print,

digital, or audio

Mobile app development

Makers and marketers of apps of all kinds

For now, follow along with me and choose “Build from scratch”.

Select

Select

Select

Select



Create your poll

Use our new step-by-step Poll Builder, orif you're
already familiar with PickFu, build it from scratch with
fewer steps.

(O Use Poll Builder @ Build from scratch

Total due:
$50.00
See Details
Step 1
Write your question

The better the question, the better the answers.

Write your question here

The question is required 0/255
If you’ve run a previous poll, you’ll see the question populate for re-running it. If you have a fresh account, you’ll see
the same screen as the above.
Now we need to figure out our magic question.

A good poll question is:

e Unbiased
e Specific

e Asingle question (not a double-barreled question)

e Fasttoanswer

A potential starting question for figuring out customer wants and needs is:

If you could change one thing about [competitor product or own product], what would it be?

If that sounds too general to be useful, don’t worry, we’re getting to that in just a few screens.



For my goals, I'd love to learn more about what business owners are looking for in blog articles, so this is what my

question looks like:

If you could change one thing about blog articles written for business owners and/or entrepreneurs, what would it
be?

Note: This is a marketing research question. Answer for whatever blogs come to mind.

After your question is sorted out, the next step is to choose your answer options. As you add options and fill out your
poll, your cart total will update dynamically so there aren’t any surprises at the end.

Step 2
Add your options

Your question:

If you could change one thing about blog articles written for business owners and/or entrepreneurs, what would it be?

Option A remove x  Option B i

Type text or drag-and-drop an image or video B2 Type text or drag-and-drop an image or video

e PickFu tip: Looking to select your poll format? Don't worry, we'll take

care of that next. If you don't provide an option or only provide one .
% Upload multiple options + Add more options (8 max)
option, your poll will automatically be Open-ended. If you add three or '

more options, you'll have a choice to make.

If you want to use an Open-Ended poll, a Star Rating poll, or run a Click Test, remove one of the options.

If you want to run a Head-to-Head poll to test one option against another, fill out the default two fields.

If you want to run a Ranked poll, click “add more options” until you’ve filled out all potential answers. Each answer
will add to your cost, so choose with care, and err to fewer rather than more.

For my purposes, | think this type of question is best as an open-ended poll, so | deleted one option and left it blank.

You’ll be asked what type of poll you’d like to run at the next step. Choose the first option if you’re using my starter

question as your formula.



Step 3
Choose the type of poll you'd like

When you ask an open-ended question or only include one option,
you must select one of the following.

Just written feedback, please Written feedback with star
Receive written comments in response to your rati“g
question.

Add a 1-5 star rating to respondents' written

comments.

Click Test

Have respondents click on an image to create
a collective heatmap.

Here is where we get technical. If you’ve chosen to use a general question, you need a custom audience to ensure

you’re getting relevant customer insights.

... Audience

Sample size
@
15 people 30 people 50 people 100 people 200 people 500 people
Respondent country (Al responses will be in English.)
Australia Canada Germany UK Japan Mexico
(® Random audience (O Target audience
Answers from a general population. Good for broad Define your exact audience with 90+ demographic

surveys. traits.




As the screenshot above implies, we have 90+ targeting traits available, depending on what you’re looking for.
Whether it’s Amazon Prime shoppers, side-hustlers, or mobile game players, there’s an audience for everyone.

Take a moment to scan through the list or use the search function to find the best audience fit for you.

For me, “small business ownership” is exactly the audience | want to gather more primary data about.

Popular targeting traits

Dog owners  Daily nutritional supplement users  Fiction readers
People between the ages of 25-34  Winedrinkers  Relationship status: Married

Avid home cooks Women  Amazon Prime members

side|

Search for traitz in the text box, or choose from over 40 options below.
Small business ownership or side hustling
Yes

Type of community

Urban  Suburban  Rural

Type of residence

Single Family Home or Townhouse  Apartment Building  Vehicle, Mobile or Other Home

Your target audience

General U.S.-based audience

After your audience targeting is sorted, choose your audience size. | recommend starting with 50. Because this poll
is targeted, you don’t need more than that to unearth the different types of customer needs in your audience.

Step 5

Choose your audience size

Select how many respondents should answer your poll.

- - - (=

e Audience tip: You can add more respondents once your poll is complete.




It’ll keep your bills down, and it should be more than enough to build customer-centric products. Even better, those
new products should help strengthen your already existing customer relationships, too. Nothing spells customer
retention like products people wantto use.

Save the big polls for the biggest decisions. For customer research discovery, stick to targeted and small.

After choosing your audience size, proceed to the next screen where you’ll have the option for additional
demographics data.

If there’s something you feel is criticalto understanding your customers, then I’ll never tell you not to run a poll on
it, but if you’re following this guide, you can leave this screen as is. What we’re looking for is in the answers, not the
demographics.

Step 6
Know more about respondents

Collect information about your respondents so you can
segment your results.

Personal traits Behavioral habits Product usage o
otal due:
Gender identity, Age range Mobile gaming frequency Coffee consumption $115-00
_
Travel frequency Tea consumption See Details

Income range, Education

level, Racial or ethnic identity Exercise frequency Smoking habits
Relationship status Primary mode of Nutritional supplement
transportation consumption

Homeownership
Interest in cooking

Dog ownership

e PickFu tip: The data you choose to collect is informational only. It ch f A0+ opti
does not affect which respondents qualify to answer your poll. Cos e S
Your reports

Gender identity, Age range

From here, decide if you want a .CSV to play with this information later (it will save you some time, but if you have
elbow room, may not be needed) or to save $5 by publishing your pollin our poll gallery.



Step 7

Choose optional add-ons

Select any options that you'd like.

Make my poll public to save §5

Your poll will be displayed in PickFu's poll gallery and may be used in marketing Total due:

material. $115.00

See Details

Enable CSV download

Download your poll results in a comma-separated table to perform your own

analysis.

This should bring your total to $115, depending on your specific targeting options and add-ons.

Poll details and estimated price

POLL DETAILS FEATURE SURCHARGE
Open-ended poll Poll upgrade required @
Base price per response $1.00 Advanced Feature Access plan $30.00

Audience targeting @ TOTAL
Small business owners $0.80
Poll gallery credit -$5.00
Total price per response $1.80
Total due: $115.00
®  Number of respondents 50
+ Add promo code
Poll subtotal $90.00

Now all that’s left is our most exciting step: confirming your poll is everything you want it to be and publishing it.
Here’s how mine looks at this stage:



Step 8

Confirm your poll

Targeting Small business owners
Audience .j/- o -'\j.
- ., A
SiZe } Total due:
$115.00
See Details
Question If you could change one thing about blog

articles written for business owners and/or
entrepreneurs, what would it be?

Note: This is a marketing research
question. Answer for whatever blogs come
to mind. :)

Options (Empty)

Total to pay $115.00

Please confirm that everything looks correct before continuing to checkout.

Click the big “checkout” button at the bottom. On the last screen, you’ll checkout and review your order.

Payment

Credit card details are sent securely and directly to our payment processor.

I = 1 R o [

Save card details for future purchases

& Pay 5115.00

If you’re ready to go, fill in your payment information and click the “pay $X.XX” button. Your poll will launch

immediately.

And now we wait while that sweet, sweet customer research rolls in. Most polls come in under an hour, but targeted
polls and polls with bigger audiences can take longer.

I chose to run this poll with 100 small business owners, so my poll results took a few hours to come in.



Poll results I( =+ Add more respondents >||< 2 Duplicate poll )II( X )l( <3 >|

This pollis complete. You received 100 responses in 3 hours and 31 minutes.
Please help us improve the quality of our survey panel by clicking the thumbs-up or thumbs-down reactions to vote on the responses.

If you could change one thing about blog articles written for ]
business owners and/or entrepreneurs, what would it be?

Note: This is a marketing research question. Answer for

whatever blogs come to mind. :)

Audience: 100U.5-based respondents  Small business owners

Here’s a preview of what those results were:

1 | would want there to be more graphics that show tax status or money lines.

5 More blogs that focus on problems of small business owners rather than problems that occure in larger private companies. There are a lot of problems that companies

face that have 10-40 employees that aren't really written about.

6 I wish everything written was a bit mare transparent especially if the writer is being paid to said good things about the owners and entrepreneurs. | have seen blogs

that have completed lied or stretched the truth make businesses look better.

Now, let’s talk about what to do with them.

#2b. How to analyze your customer research from an open-ended poll

This section of the guide assumes you opted for the .CSV. If you didn’t and have an extra hour or two to spare, you
should be able to follow along by creating your own spreadsheet.

Likewise, even if you didn’t use PickFu, this method will work for turning any qualitative data into quasi-
quantitative numbers and, more importantly, insights you can easily communicate and act on.

First, upload your .CSV to Google Drive so we can take it into Google Sheets. If you don’t already have the file at
hand, follow this guide to download your results, then come back to this step.




L Drive Q  se:

Folder

File upload

Folder upload

E0 P [

Google Docs b
Google Sheets »
Google Slides b
B Google Forms »
More >

The file name should start with “PickFu”. Mine is “PickFu-gW8xKKMKkRx".

Once it’s uploaded, open the file inside Drive, then click “Open with > Google Sheets”.

& 2 PickFu-gWBxKKMkRx.csv

™ BUMMARY ™ © AppsSheet

PickFu URL htp: cHu comiresults/gWBRKKMKR:

Status done-winner Google Sheets
If you could ehangs ane thing abaut blag articles witten far busi ’ llar what would it be? 8

Question MNote: Thisiea markating ressarch question. Anawer for whatever bloge come to mind. )
Question Datail Text Editor
Audience Small business owners
Connect more apps
** RAW RESPONSES ™
Respander # Gender |dentity Income Range Raclal Or Ethnic |de Education Level  Age Range Explanation
1 Mala $61-100k White High Schaal 25-34 | would want these tof

Male $31-60k Agan Graduate Dagres 25-34 | would be facuson |

Male $0-30k High Schaal 25-34 That they weren't alv|

Male $101k+ Bachelor's Degree  45-54 Just that they would |

Male $0-30k High Schoal 45-54 More blage that focu

Mala $31-60k BachelorsDegree  25-34 | wigh sverything writ

Female $0-30k Graduate Degree  25-34 | would make them Iy

Male $31-60k BachelorsDegrees  25-34 | would ba in favar o

Male $31-60k Agan Bachelors Degres  25-34 | would change the |

Male $0-30k White BachelorsDegree  55-64 | would like to see a
Male $31-60k White BachelorsDegres  25-34 How to get social me|
Male $101ks White Graduate Degree 3544 They would sagmenl
Mala $61-100k Black BachelorsDegree 2534 | would make them |
Mala $61-100k White Graduate Dagree 3544 | think that it would b
Female $31-60k White BachelorsDegree  25-34 Alotofthem use a T
Female $31-60k Black Bachelors Degree  25-34 The way they addres
Male $101k+ White Vocational Training 35-44 | would tum them int
Male $31-60k White High Schoal 45-54 Way too many blage
Male $101k+ Whita Bachelor's Degree  35-44 Gut down on the buz|
Female $61-100k White Graduate Degree  25-34 | would make them s|
Mala $101k+ White BachelorsDegres  35-44 | would get rid of the
Famala $31-60k Black BachelorsDegree  25-34 | would make them |
Male $0-30k Higpanic Graduate Dagree 25-34 | would take out all of
Male $31-60k White BachelorsDegres  35-44 There isalwaysa lot
Male $0-30k BachelorsDegree 3544 | would use more an
Male $61-100k Graduate Degree Better crose linking t¢|
Famala $31-60k Bachelors Degree Make it in anterainir

Female $31-60k

Immediately, it’ll look a lot easier to read. There are still a few things we need to do to set this sheet up for us before
we can getinto it.

First, rename your file to whatever will be easiest for you to find. Then, create a new tab called “Poll Summary” by
clicking the plus symbol at the bottom left of the screen.



Add Sheet

+ = Poll Summary -

Rename your original working sheet to “Results Coding”. Your tabs should now look like this:

+ = Poll Summary - Results Coding ~

Now, switch to your results coding tab where all of your information is. Select the first eight rows and copy them to
your clipboard. Switch back to the poll summary tab and paste them into the blank sheet, then clear those rows
from the results coding tab.

PickFu-gWaxKKMkRx & B @
File Edit View Insert Format Data Tools Extensions Help Lastedit was 4 minutes ago
~ @ B 100% - § % 0 .00 123» Default(ai. v 10 - B I 5 A % HE- =~ i-|4-%- oo @ME Y -ZF-

18 - ** SUMMARY **

A
|

n PickFu URL hitps-/fwww pickfu com/results/gWaxKKMkRx

“ Status done-winner

If you could change one thing about blog articles written for business owners andfor entrepreneurs, what would it be?

B C D E E G H J K

Question Note: This is a marketing research question. Answer for whatever blogs come to mind. ;)
Question Detail
n Audience Small business owners
7

I - RAW RESPONSES **
9 Responder#  Gender ldentity Income Range Racial Or Ethnic Education Level Age Range Explanation

This should leave your sheet looking something like this in your results coding tab:

PickFu-gWaxKKMkRx ¥t B & SavedtoDrive
File Edit View Insert Format Data Tools Extensions Help Last edit was seconds ago

~ o~ F P 00% + § % 0 00 123+ Defalt{Ai. ~ 10~ B I _:,‘.i <+ M E- Ly~ o B[R Y~ I
A2 - 1
A B c ] E F G H J K L M N
Responder#  Gender Identity Income Range Racial Or Ethnic Education Level Age Range  Explanation
1.Male $61-100k White High School 25-34 I'would want there to be more graphics that show tax status or money lines.
3 2 Male $31-60k Asian Graduate Degre: 25-34 I'would be focus on what the readers want to se like how to grow business or prevent failure or prepare for unexpected events
4 3 Male $0-30k White: High School 25-34 That they weren't always selling something

We want to create a filter so we can quickly toggle through the data later. Using the menu at the top of the sheet,
navigate to “Data > Create a filter”.



E PickFu-gW8xKKMkRx

File Edit View Insert

~ o~ P 0% v § %
101 - Responder #

A B
“ Gender |dentity Income
1 Male $61-101
(3 | 2 Male $31-601
(4 | 3 Male $0-30k
4 Male 5101k+
(6 | 5 Male $0-30k
6 Male $31-601
EB 7 Female 50-30k
(5 | 8 Male $31-601
EN 9 Male $31-601
11 | 10 Male 50-30k
12| 11 Male $31-601
ER 12 Male $101k+
14| 13 Male $61-101
14 Male $61-101
16 | 15 Female $31-601
16 Female $31-601
15 | 17 Male 5101k+
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Format Data Tools Extensions Help

Sort sheet

Sort range

Create a filter
Filter views

Add a slicer

Last edit was seconds a¢

Protect sheets and ranges

Named ranges

Randomize range

Column stats
Data validation

Data cleanup
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After that, hide any columns you don’t want to see. We’ll need the extra space later. For the analysis I’'m currently

doing, | don’t need anything but the explanation column, so I hid A-F.
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- Responder #
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= Racial Or Ethnic Identity = Education Level = Age Ri ES
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Responder# = |Genderldentity = Income Range

1 Male

2 Male
3 Male

4 Male

5 Male

Next, set up a few template columns for yourself to the right side of “explanation”.

$61-100k

$31-60k
$0-30k

$101k+

$0-30k

URlguIL (Al ¥

White

Asian
White

White

White

placeholder word you like. | used “theme”.

High School

25-34

Graduate Degree 25-34
High School

25-34

Bachelor's Degree  45-54

High School

45-54

Cut
IO Copy
[*] Paste

[*] Paste special

+ Insert 6 columns left
+ Insert & columns right
T Delete columns A-F
X Clear columns A-F
& Hide columns A -F

Resize columns A-F

g

ctri+X
Ctrl+C
Ctrl+v

-

/

You can use whatever

E PickFu-gW8axKKMkRx

File Edit View
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1 Explanation
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status or money lines.

Insert
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Y O (7 Saving.
Format Data Tools Extensions Help
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= | Theme

| would want there to be more graphics that show tax

I would be focus on what the readers want to see like
3 how to grow business or prevent failure or prepare for

unexpected events

4 | That they weren't always selling something
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Theme

Last edit was seconds ago

BISA ¢ H

o

Theme

K

Theme Theme

=

1l
|+~

From here, set a timer for 5 minutes on your phone, turn off all distractions, and read the responses. Don’t do

ihow t
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rod
have
hed tr

anything with them yet - just read them and absorb. Look for themes. If your question and audience was specific

enough, they should emerge quickly.



A good starting point is to find five themes in 5 minutes. You may end up discovering more than that depending on
the size and scope of your research, but start small and err to brevity.

The themes | immediately noticed in my poll results were:

e More depth of topic

e Lesssales

e More relevant content

e Lesstime-consuming

e More transparency/accessibility

After you’ve settled on themes, change your column names. Then, create one additional column at the end and title
it “other”. We’ll come back to why later.

Here’s what it looks like for me so far:

E PickFu-gWsxKKMkRx % B &

File Edit View Insert Format Data Tools Extensions Help Last edit was seconds ago

oo\ P O00% v § % .0 .00 123w Default (Ari.. ~ 10 - B I & A & H Erle|d~> %~ W v ~
- —
P& -
» G H J K L M
Explanation = More graphi = Less sales = More relevant conte = More transparen = Shorter = Other =

| would want there to be more graphics that show tax
status or money lines.

I would be focus on what the readers want to see like
3 how to grow business or prevent failure or prepare for
unexpected events

ra

4 That they weren't always selling something

Just that they would give more details and ge more in
depth

More blogs that focus on problems of small business
owners rather than problems that occure in larger

&  private companies. There are a lot of problems that
companies face that have 10-40 employees that
aren't really written about

| wish everything written was a bit more transparent
especially if the writer is being paid to said good
things about the owners and entrepreneurs. | have
seen blogs that have completed lied or stretched the
truth make businesses look better

i}

| would make them less gimmicky. | hate when blog
6 articles just want to convey flashy headlines with no
substance

The fun part starts now.
In an ideal world, you have a two- or three-person team that copies the workbook to work on their own copy.

This guide will assume you’re working alone. If you’re not, the same method applies at scale. Have your team follow
this guide, then compare their results and settle any disagreements.

At this stage, go through each explanation and, if the answer touches on a theme, put a 1 in the column that
corresponds to that theme. Answers can and often will have more than one theme. Just puta 1in each column it
applies to.

(Freezing your top pane will be deeply helpful for this. If you haven’t already done so, select your top row, then go to
“View > Freeze > 1 row” to keep the top row locked in place.)

For ~100 short answers, it took me about 20 minutes to go through and code them. Here’s how it looks now:
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Explanation = More depth = Less sales = More relevant conte = More transparen = Less time-consumin = Other

I would want there to be more graphics that show tax
status or money lines. 1
I would be focus on what the readers want to see like

3 |how to grow business or prevent failure or prepare for
unexpected events 1

R

4 That they weren't always selling something 1

Just that they would give more details and go more in
depth 1

More blogs that focus on problems of small business
owners rather than problems that occure in larger
6 private companies. There are a lot of problems that
companies face that have 10-40 employees that
aren’t really written about. 1

I wish everything written was a bit more transparent

especially if the writer is being paid to said good

things about the owners and entrepreneurs. | have

seen blogs that have completed lied or streiched the

truth make businesses look better. 1 1

~

| would make them less gimmicky. | hate when blog
& articles just want to convey flashy headlines with no
substance. 1 1

I would be in favor of not having to click to multiple
places to getto it 1

I would change the layout so that it feels more
10 modern, sleek, and engaging to readers who visit the
blogs 1

| would like to see a better way to gauge, rate or judge
the quality of the articles prior to selecting what to
read. 1

The next thing we’re going to do is investigate our “other” column. If we have a lot of “others”, we might have missed
atheme. To see just the entries that were coded with “other”, use the data filter by clicking on the downward
triangle in the cell.

Then once you’re there, deselect “blanks”.

PickFu-gW8xKKMkRx ¥ B &

File Edit View Insert Format Data Tools Extensions Help Lastedit was 2 minutes ago

~ o~ ® P 100% -~ $ % g .09 123y Defauk(ai. ~ | 10 - B I & A & H SE-i--Yr @B MY-Z-
—

1 - Other

3 G H J K L M N
1 Explanation = More depth = Less sales = More relevant conte = More transparen = Less time-consumin = |Other El\ =
5 Iwould want there to be more graphics that show tax SortA— 7

status or money lines

| would be focus on what the readers want to see like Sort 7 — A
3 how to grow business or prevent failure or prepare for

unexpected events 1 Sort by color N
4 That they weren't always selling something 1
5 Justthatthey would give more details and go more in

depth 1 Filter by color >

More blogs that focus on problems of small business
owners rather than problems that occure in larger
5 private companies. There are a lot of problems that
companies face that have 10-40 employees that
aren't really written about 1

| wish everything written was a bit more transparent
especially if the writer is being paid to said good
7 things about the owners and entrepreneurs. | have ‘ o
seen blogs that have completed lied or stretched the
truth make businesses look better. 1
| would make them less gimmicky. | hate when blog
B articles just want to convey flashy headlines with no v 1
substance 1 1

» Filter by condition
- Filter by values

Select all - Clear

(Blanks)

I would be in faver of not having to click to multiple
places to getto it

I would change the layout so that it feels more

0 modern, sleek, and engaging to readers who visit the
blogs
| would like to see a better way to gauge, rate or judge

the quality of the articles prior to selecting what to Cancel n

read.

Out of 100 entries, | have 26 that didn’t fall into my original five themes, or surfaced a new potential theme.

Of those 26, 9 fit into an entirely new theme - efficient blog navigation - and 4 fit into a smaller theme. The rest were
outliers or could be sorted back into the existing themes. This leaves me with just 6 remaining uncoded entries.



E PickFu-gWgxKKMkRx ¥ & &
File Edit View Insert Format Data Tools Extensions Help Lastedit was seconds ago
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Explanation = More depth = Less sales = More relevant conte = More transparen = Less time-consumin = Other T More focus for true beginners = Efficient nav =
| would want there to be more graphics that show tax
status or money lines 1
8 Make it in entertaining basic form 1

| get that blogs and web analytics need readers to

5 scroll through the entire page, but those recipe blogs
that make you read through the writer's entire life
story before getting to the recipe itself are rough 1
We know cur customers aren't stupid. Don't tell us

3 how to trick the lowest common denominator of
parson 1
Make it more professional, but interesting. | do not like

7 reading articles written by people that sound like

they're a friend trying to chit chat. 1
5 Recipe blogs should be more straightforward and
direct, keeping it simple 1

That’s fewer than 10% of my total, so | can discard them and move on. Clear your filters so you’re looking at your
sheet unfiltered again, then switch over to your “poll summary” tab.

Copy and paste your theme headers below your summary information. You can use columns or rows - | chose

columns.
B12 -
A B C D E F G H
SUMMARY
2 |PickFu URL hitps:/iwww. pickfu.comiresults/g\W8xKKMkRx
3 | Status done-winner
If you could change one thing about blog articles written for business owners and/or entrepreneurs, what would it be?
4
Question Note: This is a marketing research question. Answer for whatever blogs come to mind. :)
5 Question Detail
6 | Audience Small business owners
7
More Less
8 More relevant transparency/ time-consumi More focus for Efficient
More depth Less sales content accessibility ng Other true beginners navigation

If you’re using the 50-person poll from this guide, put the following formula into the cell just below your theme
header:

=COUNT(‘Results Coding’!H:H)/50

Then, turn on percentage expression by selecting your cell and clicking “format as percent” in the command bar.

B fje Edit view Insert Format Data Tools Exi

~ o~ P 100% ~ § % .0 .00 123~ Def

A9 - )/5@
A 5] Cc D
SUMMARY
2 |PickFu URL hitps:/iwww. pickfu.com/resultsg\W8xKKMkR:
3 Status done-winner
If you could change one thing about blog arti
Question Note: This is a marketing research queastion.
3 | Question Detail
5 Audience Small business owners
More
8 More relevant transpare
More depth Less sales content accessibil

9 024] 7 18
If you’re using a 100-person poll like me, the formula looks like this instead:

=COUNT(‘Results Coding’!H:H)



These numbers are already percentages (they’re expressions out of 100), so there’s no need to use the percentage
function.

Copy and paste the formula under each cell. If you’ve followed my setup, it should automatically update the
formula to pullin the new data for each theme. If you haven’t, the “H:H” refers to the column where you want it to
count.

And that’s it. Here are my final results and what | can read from them now - as well as share with my team:

PickFu- Open Ended Poll Analysis ¥ B &

File Edit View Insert Format Data Tools Extensions Help Lastedit was seconds ago

o~ & T 100% - § % 0 00123~ Defauit(Ai.~ 10 - B I & A % M EvLlvlvr -
316 -
A B c D E F G H
SUMMARY
2 |PickFu URL https:/fwww.pickfu.comiresults/g\W8xKKMkRx
3 | Status done-winner

If you could change one thing about blog articles written for business owners and/or entrepreneurs, what would it be?

Question Note: This is a marketing research question. Answer for whatever blogs come to mind. :)
5 Question Detail
6 | Audience Small business owners
More Less
8 More relevant transparency/ time-consumi More focus for Efficient
Theme More depth Less sales content accessibility ng Other true beginners navigation
ERE 19 19 29 28 16 5 3 9

e 19% of small business owners surveyed want more depth on their content and a lot less sales

e 28% want more accessible, transparent language

e 16% want blog posts to stop being so time-consuming relative to the value they provide

e And, most importantly, 29% want more relevant content that doesn’t feel like it’s written for someone else.

That’s a ton of data for me to work with and decisions about our future that just became much easier for me.
Hopefully at this point in the guide, you’re in the same place.

OK. If you’ve made it this far, congratulations - you’ve just solved your customer research problem, even if you
didn’t use PickFu to do it.

The ultimate point of this step isn’t that you have to use PickFu - it’s that you need to get targeted data from your
audience, whether that’s through us or some other means. Then, you need to go through it until it turns into
something you can actually work with.

So, regardless of how you got here, once you’ve collected and analyzed your primary data, the final touches to
identifying customer needs are setting up social listening and search trend tracking.

#3. Use social listening programs and Google Trends for
supplementary data

What makes a good customer experience? Among many other things, anticipating what your customers want before
they do.

It sounds impossible. It’s not. In addition to the primary data we gathered in the first two steps, this third step
provides effective solutions for supplementing our market research with secondary data.



Primary data:

Any activity in which the primary researcher (you) goes directly to the primary data source (your
audience).

Examples:
)

3 S

Customer interviews  Customer surveys First-hand accounts

Secondary data:

Any activity in which research is gathered via secondary sources (not directly from audience)

Examples:

Social listening Academic papers Trend tracking

(B4 PickFu
Like the name implies, secondary data is data gathered without direct interactions with your audience. Think of it

like academic data. It’s a good starting point, but it’s severely limited, so it should only be used to supplement your
primary data.

Secondary data should be used to find untapped needs from your target customers, but not your current
customers. l.e., it can’t in any way replace the first two steps of this guide, and is in every sense the cherry on top.

A sundae with just a cherry isn’t a sundae. Secondary research without primary research follows the same rule.

One passive (read: lazy but useful) method of gathering secondary data is through social listening. It’s a little like
eavesdropping, but politely.

Social listening, which describes using a program or platform to monitor the social channels in your industry or
niche, can produce trending opportunities for your business if you’re willing to take the time to use it.

It can also turn into a rabbit hole, so stay specific about what you’re looking for. | recommend tracking the top five
hashtags associated with your target audience so you can stay on top of trends.

If you don’t already have those at hand or want to dig into hashtags more, my favorite tool is Hashtagify. I've been a
user for years, and it only gets better as time passes. What you can do for free is fairly limited, but still very useful.

Check out the free results for searching “#businessblogs” down below:



Instagram

To get suggestions for your posts, start the free trial and track your Twitter account

19.2

POPULARITY RECENT POPULARITY MONTH TREND WEEK TREND

Get Full Analysis

(Image source)

(Looks like | better omit that one from my social strategy.)

Check in once a month to see if new related hashtags have appeared, then follow their trail on their respective
platforms. Do you see a theme? Do you notice people saying the same things over and over again?

That’s your cue to follow and start fishing for product opportunities.

As for how to follow, try using a tool like Mention to make tracking your hashtags (and brand mentions) a breeze. It’s
free for small accounts, easy to use, and made for busy people.

@ mention Features Use cases Pricing EBlog Resources We're hiring! Login Get a demo

Audience insights at your fingertips.

Mention enables brands and agencies to monitor the web, listen to
their audience and manage social media.

‘ ’ Start your free trial

+ Mo credit card required v/ 14 days free  + Cancel anytime




(Image source)

The gist is that you link your social accounts, set up alerts for certain hashtags or your user and/or brand name, and
monitor reports from your dashboard or inbox.

For a deeper guide on social listening, check out this comprehensive look at how to get started with Mention.

If Mention isn’t your speed, Hootsuite is also a popular alternative with a free plan.
Regardless of which tool you use, don’t sleep on social listening. Your competitors probably aren’t.

Emarketer reports that third-party sources of consumer research have become the leading source of rapid

information for marketers since the pandemic started, and just second to that is social listening platforms.

From Which Sources Are Marketing Leaders
Worldwide Getting Rapid Information About
Consumers During the Coronavirus Pandemic?
% of respondents, March 2020

Third-party sources of consumer research
62%

Social listening platforms

51%

Customer service rep, sales and other employee reporting of
customer concerns

43%

Voice of customer/survey platforms
25%

Primary research
23%

customer research communities
15%

cCall listening or interaction analytics of customer service calls
14%

Other

9%

Note: n=215 o
Source: Garther as cited in company b.l'og, March 24, 2020

256272 www.eMarketer.com

(Image source)

Over half of the top-performing marketers use social listening platforms. Interestingly, only 23% do their own
primary research. (Like | mentioned before, it’s hard to get enough engagement with it alone, even with incentives.)

But what does this all mean for you? You may not be a marketer. Probably not.
Here’s my take: if you’re in business, you’re in marketing.

The only difference is whether you’re conscious of being a marketer or not. If you have something to sell, you have a
marketing problem, and if there’s anyone who knows how to solve those problems, it’s the people who responded
to that survey.

You may not want to be them, but you definitely want to perform like them.

Let’s say that you’re not such a fan of social media or social listening though. I’m not either for subjective reasons,
and since it’s secondary data, we can afford to be a little choosy.

Google Trends can be another source of insight, albeit extremely top level, to peer inside the mind of a market.



Explore what the world
is searching

Enter a search term or a topic

Or start with an example HIDE
® Taylor Swift ® Kim Kardashian ® World Cup ® Football ® American football
7
ot
. & =
<
Interest by subregion, Past 7 days, United States Interest by region, Past 7 days, Worldwide Interest by subregion, 2004 - present, United States

Showing 1-3 of 6 examples  »

(Image source)

Using it is as simple as using the search engine itself. Unlike search engine optimization tools that rely on scraped,
potentially old data, Google Trends gives you real-time data on the way people are searching.

Google sees 5.6 billion searches a day. That’s a lot of charts and trends just waiting for the intrepid searcher - you -

to untangle them.
Start your search around the product ideas and loose threads left over from running your poll. What were your big

themes? Can you translate those into a search term? If so, plug it in and watch the search engine magic happen.

@ advice for small business owners

Search term + Compare

United States « Past 12 months « All categories + Web Search

|4
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Interest over time

Mar 7, 2021 Jun 27, 2021 Oct 17,2021 Feb 6, 2022




Besides looking at current trends, you can also see the historical trends behind different keywords, something
important for physical products with a lot of virality. Do you remember fidget spinners? They were the hottest thing
on the market - for about two months.

|4

O

Interest over time

Suffice to say, the trend line isn’t looking up to its heyday for fidget spinners. In an ideal world, the retailers stocking
them had access to Google Trends to see the fall as it happened, but alas, we’ll never know.

But let’s take a more practical example. Following with my earlier example, let’s see what the interest level in
business blogs is over the last five years:

4

o<

Interest over time

Definitely some ups and down, but I’'m certainly on a safer path than with fidget spinners. People are still searching
for “business blogs”, but the trend indicates that they’re likely no longer searching for them with that particular
keyword.

If  wanted to pursue this further, my goal would be to narrow in on the way my customers talk about blogs and
check the trends against it.

As a rule of thumb, aim to audit Google Trends at least once a quarter. Set up a calendar reminder and a recurring
meeting with yourself for a few hours every few months.

You’ll be glad you did, and so will your future new customers when it leads to better, more innovative products.
Bottom line:

Secondary data won’t take the cake for you, but it can add a lot on top of it. Use social listening and Google Trends
to keep your eye on the market and stockpile your customer research with the latest trends.



Infographic: Discovering and understanding customer
needs in 3 steps

More of a visual learner or looking for a quick reference for how to identify customer needs? We’ve got you covered.

l A 3-STEP FIELD GUIDE TO
m IDENTIFYING AND ANALYZING
PickFu

CUSTOMER NEEDS

SEND EXISTING SURVEY
CUSTOMERS TOoOLS
SURVEYS TO USE

B
Typeform  S0°8le

Question types and
examples:

Offer an incantive, such a5 3 525
Amazon gt card o raffle $25 in credit
for product or services.

uuuuuuuuuu

USE PICKFU TO ANALYZING
=) coNpucT YOUR
RESEARCH RESULTS
Spreadsheets are your best friend.
When working with qualitative data, use

spreadsheet programs to codify your
results.

Then, after you have §-7 themes, tally
how many responses fit inside those
themes.

.. 37 answers/50 respondents = 0.54
“54%

SUPPLEMENT YOUR SOCIAL
RESEARCH WITH LISTENING
TOoOLS

SECONDARY DATA

Primary data:

ar
&8

Secondary data:

ot & © mention

Google Trends

TL;DR: Identify customer needs in three
straightforward, real-world steps

Meeting customer needs starts with identifying them. Here are three real-world steps for discovering unmet
customer needs, no matter what stage of the customer journey you’re targeting:

1. Survey your existing customers. They’ll be your highest source of customer data, but expect to incentivize
participation, and anticipate having a lot of gaps.



2. Poll a third-party, targeted audience. Third-party consumer research is now the go-to source for rapid
information from marketing leaders worldwide. PickFu is fast, cost-effective, and straightforward. Run your

customer needs poll today and get results back before dinner (or second dinner).

3. Round out your customer insights with secondary data from social listening and trend tracking. These
aren’t robust forms of customer data, but there are still valuable insights to be found.

They say knowing is half the battle, and when it comes to meeting customer needs, they’re absolutely right. Don’t
hesitate to reach out to us if there are any questions we can help you with for tackling your first customer need poll,
and good luck out there.

Lauren Cochran

Lauren (she/her) loves creative writing and marketing. When she isn't lost somewhere in Zoom or Google Drive, she's usually in the
pool or complaining about how early she woke up.
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