
Customer Gains 
 

Trigger	Questions			 	 	 	 	
	

Gains	describe	the	outcomes	and	benefits	your	customers	want.		
Some	gains	are	required,	expected,	or	desired	by	customers,	and	some	would	surprise	them.	
Gains	include	functional	utility,	social	gains,	positive	emotions,	and	cost	savings.	 

Use	the	following	trigger	questions	to	help	you	think	of	different	potential	customer	gains:	 

1. Which	savings	would	make	your	customers	happy?	Which	savings	in	terms	of	time,	
money,	and	effort	would	they	value?		

	

	

	

2. What	quality	levels	do	they	expect,	and	what	would	they	wish	for	more	or	less	of?		

	

	

	

	

3. How	do	current	value	propositions	delight	your	customers?	Which	specific	features	do	
they	enjoy?	What	performance	and	quality	do	they	expect?		

	

	

	

	

4. What	would	make	your	customers’	jobs	or	lives	easier?	Could	there	be	a	flatter	learning	
curve,	more	services,	or	lower	costs	of	ownership?		
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5. What	positive	social	consequences	do	your	customers	desire?	

	
	
	
	
	

6. What	makes	them	look	good?	What	increases	their	power	or	their	status?		

	

	

	

	

7. What	are	customers	looking	for	most?	Are	they	searching	for	good	design,	guarantees,	
specific	or	more	features?		

	

	

	

	

8. What	do	customers	dream	about?	What	do	they	aspire	to	achieve,	or	what	would	be	a	
big	relief	to	them?		

	

	

	

9. How	do	your	customers	measure	success	and	failure?	How	do	they	gauge	performance	
or	cost?		

	

	
	

	

10. What	would	increase	your	customers’	likelihood	of	adopting	a	value	proposition?	Do	
they	desire	lower	cost,	less	investment,	lower	risk,	or	better	quality?		

 


