
 

How One Client Found Marketing Gold in 
Customer Interviews  

 
Erin Knight, the creator of the Migraine Freedom Program an online health coaching 
program for women with migraines, tripled her revenue in the two months following 
engagement with Nickie Lane and the release of two client success stories.   
 
It turns out, the stories (created from one-on-one interviews with her customers) and 
other customer insights collected by Nickie Lane were the missing piece to build a 
foundation of trust and form positive relationships with potential customers.  
 
Erin knew customer feedback was important, but didn't know where to start and 
didn’t have the time to gather the feedback while trying to juggle time coaching 
clients and the other demands of her business. So, she engaged Nickie Lane 
Founder Nickie Harber-Frankart to tackle the task. 

Erin’s goal was focused—to use the feedback to better understand her 
customers’ needs, market her services, and enhance the customer 
experience.  

It seemed simple enough.  
 
Nickie reviewed the company's marketing and performance metrics, Google 
Analytics and suggested the customer interviews as a way to learn more about 
customers’ perceptions and motivations.  
 
Nickie reached out to Migraine Freedom Program clients and conducted three, 
30-minute one-on-one conversations with customers. She worked with Erin to 
create 10 information-seeking questions and when it came to interviewing, kept 
things conversational and light probing for answers as needed.  

The results helped Erin see her services through her customers’ eyes 

Interviews uncovered creative ideas for marketing the Migraine Freedom Program 
and new ways to meet the needs and challenges of customers when it came to 
seeking a solution for their migraine pain.  
 
“Nickie was able to ask things [of my customers] that I hadn’t thought about and 
now I’m reshaping some of my offerings and the way that I frame some of my 
marketing based on the information she collected,” says Erin.  

                            www.nickielane.com | T. 614.357.5321 



 

Reaching out directly to customers proved to be the most comfortable, easiest, and 
quickest way for Erin to get honest answers. 
 
“The best part of this was that Nickie can build rapport and talk to anybody and 
everybody. So I felt really comfortable having her connect with my clients and that 
she would handle it well and it would be a good conversation,” says Erin. 
 
The interviews told Erin things that the numbers 
and behavioral data could not about why people 
ultimately chose her service, what they like and 
dislike about it, their frustrations trying other 
services, and how to best demonstrate the value 
of her service to others—which is where the 
success stories came into play.  
 
Nickie created a written testimonial from one of 
the interviews to use as a blog post and for other 
marketing and recorded one session for viewing 
on the Migraine Freedom Program website.  
 
“We heard from clients that success stories were 
important for learning how others overcome a 
shared challenge,” says Erin.  
 
And it worked.  
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https://www.engineeringradiance.com/2018/04/ginger-provides-promising-relief-for-migraines/
https://youtu.be/Vcf4jmHtJj0

