
CARLA - THE VOICE OF THE CUSTOMER

IDEAL CLIENT FOR           UNCOVERING CUSTOMER NEEDS

GENDER: Female         AGE RANGE: 40-60 yo

TYPE OF MANAGER:

Collaborative & disciplined. 

HOW SHE SEES HERSELF: 

She brings the voice of the customer to 
the corporate strategy

WHAT KEEPS HER UP AT NIGHT?

Are we focusing on the right things?

CHARACTERISTICS:

 »

 » Objective

 » Disciplined

 » Rigorous (there are no 
shortcuts)

 »

 »

 »

 »

 »

SAYS THINGS LIKE:

 “This is what matters 
to the customer”

 

 

VP OF INSIGHTS

WHAT WOULD EMBARRASS HER?

 »

 » Not being ‘in the know’ about new 
developments in insights gathering

CHALLENGES:

 »

 »

 »

 »

 »

 »

 » Is the middleman

 » Prioritizing the biggest problem over the 
problem du jour (the loudest problem)

WHAT WILL GET HER 
ATTENTION:

 » Show me how you can be 
a turnkey, reliable partner 
and how your insights are 
unique and will add value to 
understanding the voice of 
customer.

 »

 »  

 

WHAT DO WE WANT HER TO 
SAY ABOUT OUR FINDINGS? 

“We never would have thought… ” 

www.lillianlabs.com   |   503.225.8418   |   hi@lillianlabs.com

 »

 » Consumes a lot of 
content: strategy 
docs, conferences, 
journals…

 »

 » Has the soft skills 
of research nailed 
(personas)


