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Interview and Survey Questions 

REMEMBER: you need to learn… 
• Pain points: the problems and challenges your leads face 

• Anxieties: the worries that keep them from buying 

• Desired outcomes: the happy ending they imagine for themselves 

• Priorities: how the weigh all of the above 

You need to understand the underlying emotional drivers that brought a prospect to your 

product. To do that, you need to ask smart questions that hone in on people’s experience, not 

their opinions. Opinions will lie to you. Experiences tell a compelling story.  

We want storytellers, not “yes-men.”  

You learn this by listening: 
• Interviews 

• Surveys 

• Testimonials 

…and following these golden rules: 

1. Try to capture their experience, not opinion 

2. Following a process is better than aiming for perfection 

3. Target impact over platitudes 

4. Ask with intent to capture context 

Above all else, you need to give the customer room to tell their story, in their own words, without 

you guiding their answers. That means learning how to be silent while they work out the details. 

How to ask: 
To get customers to open up and tell their stories, we use the BDA format: Before, During, and 

After. What was life like before the product? What was it like using it? What was the result? 

The quality of the answers depends on both the client you chose and the quality of your 

questions. 

Do ask… Do NOT ask… 

• For more detail (“What made that 
so…?” “Tell me a bit more about that,” 
“Why is that?”) 

• Questions with examples (if the 
examples help customers fill in more 
detail) 

• Questions with Yes/No answers 

• Accusatory “Why” questions 

• Leading questions (“Isn’t it great 
that…?”) 
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“BEFORE” QUESTIONS 

Insight to Learn Question to Ask 

Pain points 

 
“What sent you looking for _____?” 
“What did that feel like?” 
“What was going on in your business that prompted you to 
look for _____?” 
 

Past failures 

 
“What else did you try to solve the problem?” 
“What didn’t you like about your previous solution?” 
“What made you realize the old way wasn’t working?” 
 

Anxieties and hesitations 

 
“What almost kept you from choosing _____?” 
“When evaluating _____, what concerned you?” 
“Who else had to sign off on this?” 
“What hesitations did you have about _____?” 
 

Underlying Desires 

 
“What did you hope to get out of _____?” 
“What does success look like for you/your role?” 
“When evaluating _____, what was on your ‘must have’ list?” 
 

 

“DURING” QUESTIONS 

Insight to Learn Question to Ask 

Decision criteria  
“When evaluating _____, what did you find most compelling?” 
“What did you do to try and learn about _____?” 
 

Priorities  
“What’s the first thing you did once you had _____?” 
“What did you like best about _____?” 
“What made _____ best for you?” 
“What made you confident _____ was the right fit?” 
 

Delivery  
“What was your first impression of _____?” 
“What surprised you about _____?” 
“What part of _____ would you be saddest to lose, and why?” 
“Give me an example of a change you notice as a result of _____.” 
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“AFTER” QUESTIONS 

Insight to Learn Question to Ask 

Impact  
“What results have you seen because of _____?” 
“What’s the most valuable thing _____ brings to the table, and why?” 
“Give me an example of a time _____ made a difference.” 
“What can you do now, or do better, because of _____?” 
 

Underlying driver  
“How has _____ changed your (business/role/life)?” 
“What has (impact) meant for you/your business/your team?” 
“What has (impact) enabled you to do?” 
“How would you describe the results you’ve seen because of 
_____?” 
 

Describing the 
solution 

 
“If a peer were to ask you why they should use _____, what might 
you tell them?” 
 

 

 

 


