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What are
the
underlying
needs our
customers
want to
fulfill?
When and
how do our
customers
become
aware of

i ?
What are this need?

the
underlying
problems
our
customers
are trying to
solve?

How do our
customers
search for
options to
fulfill their
need?

How many
of the
possible
options are
within the

awareness
of the
customer?

How do our
customers
decide on
what option
to choose?

Who is
involved in
this decision
and what
advice do
they seek?

How do our
customers
choose the
option they
have
decided on?

How is our
customer
being billed?

How does
our
customer

pay?

How long
does it take
for our
customers
to receive
our
services?

How much
effort is
required

before our

customers
experience
the benefits
of our
services?

How do our
customers
use our
services?

What are
the renewal
needs of our
customers?



