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Ryan Paul Gibson

● I help businesses conduct investigative customer 
interviews.

● I've interviewed over 1350 people in my career (but 
tbh stopped counting).

● I've worked with over 100 businesses of all shapes 
and sizes.

● 20+ years in Marketing, Branding & Communications



Source: justinjackson.ca



Buying journeys are not linear



THEN

I relied mostly 
on others



TODAY

I can do most 
of it myself



Design your 
go-to market 
strategy around 
the buyer's 
worldview, not 
the product.
- Bob Moesta, JTBD Pioneer



Customer 
Interviews 
AKA: Qualitative Research 

● An investigation uncovering 
differences between what people say & 
what they do 

● Understand the methods and process 
of how they researched

● How, When & Why 

● Bonus: Campaigns and Copy 



You Are Reverse Engineering a Treasure Map 



● Were cafes the path to 
growth?

● Leadership team 
paralyzed by politics

● Why were people 
choosing Equator?



We interviewed ten customers from their ideal client profile (ICP) 

● How do you consume your coffee?
● When at home, how do you  prepare you coffee?
● What equipment do you use?
● What can cause this routine to change?
● What happens after you make your coffee?

 

 

Routines & Behaviours

First Thought & Awareness

● When was the last time you tried a new brand of coffee?
● Where were you?
● What were you doing?



Discoveries 

Prefer At Home Not Starbucks



Their Customer 



Tying Back to Marketing 



Tying Back to Marketing 



Tying Back to Marketing 



The "aha!" moments proved 
very valuable lessons.

We are in a much better 
place for determining what 
we try over the next year.

SHANNON HOOPS-RIPLEY

Vice President,
Equator Coffee Roasters



Parting
Tips 

● Record every interview 
● Objectives & Hypothesis > Questions
● It’s not a chat - it’s a controlled convo
● Ask variations of “Then what 

happened?”
● Create actions for every insight 
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