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The Mind of the Customer

Worksheet: Customer Needs Table
You can use this Customer Needs Table worksheet by simply keying the various needs into the appropriate cells of the table below.  If you need more space or are comfortable in a different format (like using flip charts or dry-erase boards) then use whatever works for you.  It’s the information that counts – the customer knowledge – not the appearance.
	Target Market
	

	Product or Service
	


	PURCHASE MOTIVATION
	FUNCTIONAL

NEEDS
(What the customer gets)
	PSYCHOLOGICAL

NEEDS
(Their internal experiences)
	VALUE PERCEPTIONS

(What they give 

for what they get)

	PRODUCT or SERVICE

NEEDS
Needs that can be satisfied by the product or service
	· 
	· 
	· 

	PROCESS

NEEDS
Needs that can be satisfied in the purchase process or in relationship with the business and its represen-tatives
	· 
	· 
	· 


	TARGET MARKET
	

	PRODUCT/SERVICE
	

	STEP of the CEM
	

	

	Process Needs
	Description of Need
	Drivers
	Rating
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