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Guide to Needs Analysis during unprecedented times
Upfront thoughts and constructs:
1) Be sensitive about asking too many questions.
2) Keep asking permission. This is an extremely sensitive time, asking permission shows respect and your willingness to be a
true partner.
3) Listen beyond their words for their feelings and needs.
4) Continually keep an ear out for how you can respond empathically and do respond empathically.
BEFORE you approach a potential or current customer do your research:
*Prior to calling, research what you can about them, have they had lay offs, furloughs, have they been hit with COVID-19
outbreak, etc. This will aid in sensitivity and help in asking relevant questions during the needs analysis.
*Consider how your customers have used your product or service in the past. Research their buying patterns and any notes you
have on what they purchase, when, and why.
Starting:
*Be mindful of what is happening now and gauging what you “hear” in their voice as to how to proceed.
*There has never been a more important time to engage customers on a personal level. Now more than ever we must be human
and put human needs first, before business.
* Is okay to begin looking forward in regards to your business?
* How are things? (Open-ended questions can lead to a general sense of how things are going in their business now)
* How do you anticipate moving forward? (Keep in mind, this conversation might include COVID-19, racism, and politics.
Sensitivity will be key.)
.

Based on their answers:
* How has [COVID-19, racism, sensitive current events] impacted your business?
* Are there needs that are “new” to your company? (In lieu of answer to above)
* What would you would like your [vendors, customers, partners] to know? (This can serve as a gateway question, which can
help give voice to previously unconsidered possibilities.)
* Has COVID-19 impacted any key personnel who specifically ran a part of your business? What will change as a result?
Now, how to weave in your product or service:
* Is it okay to discuss how I could help you with your business? (Asking permission!) develop questions specific to what you
provide them
Begin thinking outside the box-This simply means asking questions to move everyone beyond the current relationship and
offerings.
What specific services, might be helpful with where your business is now?
If they share some ideas, ask how this could impact their business?
Depending on their answer, this may be an appropriate time to share a picture of how they have used your products (sharing all
that research you collected prior to the conversation) in the past.
From this, you can formulate questions towards how they see moving forward.
Make a follow up plan
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