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How to Create Compelling Customer Stories (Case Studies) 
 

Use these questions to capture key information about your success with customers.  

Maintain and share the customer stories with your team and your clients. 

1. What business is your customer in?  What does the customer do? 

2. What problems was your customer facing? 

3. Why were these problems important to solve? 

4. How did you partner with the customer to resolve these problems? 

5. What were the results?  

 

When presenting these stories , keep the following in mind: 

1. Make them conversational by practising and roleplaying. 

 

2. If you have a relevant customer quote, include it. 

3. Please check out the example on the next page. 
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EXAMPLE CUSTOMER STORY  

Logicalware 
 

1. Background. 
Logicalware is a dynamic software as a service business, providing innovative message 

automation software for global brands such as Booking.com, Ryan Air, Maplin and WWF.  The 

software is used extensively to drive efficiencies, savings and regulatory validation within 

customer service teams. 

 

2. What problems were Logicalware facing? 
Whilst the company had a solid customer base, new client acquisition was much lower than 

the aspirations of the leadership team.  Despite an extensive marketing campaign the number 

of new enquiries was extremely low, and hence the number of new customers was 

disappointing.  Although the leadership team knew the business had a problem, their inability 

to pinpoint the problem was very frustrating. 

  

3. Why were these problems important to solve? 
The company growth had plateaued, which meant the owners were unable to move forward 

with their ambitious plans for the business.  It was also not possible to sell the business, as the 

lack of sales had limited the value of the business. 

 

4. How did Klozers partner with Logicalware to resolve these problems?  

From the outset Logicalware were clear that they not only required Klozers to help diagnose 

the sales problems correctly, they wanted a team who could come in and create a new sales 

strategy, and then help them exectute the strategy in partnership with the Logicalware team.  

Logicalware ensured that their own team got completely behind the new sales improvement 

programme and worked closely with the Klozers Coaches, to share their product and domain 

knowledge.  The Klozers team spent one week researching and planning, and then on the 

second week started to execute on the new sales strategy. 

 

5. What were the results? 
By the end of the third week both Klozers and Logicalware decided to wind down their first 

Lead Generation campaign to the retail market. The campaign had already engaged with, and 

arranged meetings with senior level decision makers in Halfords, 3Mobile, Thorntons 

Chocolates, Bose, Landsend, The Post Office, Ocado and eight other national retailers.  The 

combined value of the new opportunites was equal to 50% of Logicalware’s existing turnover.  

Logicalware have extended their initial contract with Klozers and are now jointly planning new 

campaigns for both the Utilities and Financial Services markets. 

  


