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How to harness 
customer 
voice and 
case studies 
for business 
success
This guide has been created from a session 
on customer voice and case studies 
facilitated by Martin Couzins, CEO, Insights 
Media, and Roisin Woolnough, head of 
content at Insights Media. 



• The power of customer voice in brand building

• The role of case studies in engaging prospects

• What makes a great case study?

• How to create a compelling case study

This guide discusses 
four topics:
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Social proof
Case studies provide evidence of success and build 
trust by showcasing how products or services have 
positively impacted others. This principle mirrors 
consumer behaviours in B2C markets, where 
buyers often rely on reviews or testimonials before 
making decisions. Similarly, executive buyers in 
B2B contexts find these stories compelling, as they 
showcase relatable and credible use cases.

Impact beyond sales
Customer-focused narratives resonate with 
audiences, much more than overtly promotional 
content. Buyers value data-backed evidence  
and tangible outcomes over generic claims. 

Case studies enable brands to shift the focus  
from product features to customer success,  
thereby elevating the overall business value  
of their offerings.

Building trust and credibility
Credible organisations with relatable customer 
stories stand out in competitive markets. Sharing 
authentic customer experiences—especially 
those addressing challenges and outcomes—can 
significantly enhance brand reputation.

The power of customer 
voice in brand building

Customer voices help build brand credibility 
and trust in a variety of ways.
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Prospects want case studies: research shows 
that case studies are the preferred content 
type among executive buyers beyond initial 
awareness stages. They help prospects 
visualise the impact of a solution in real-
world scenarios.

Case studies address pain points: by 
highlighting how similar organisations have 
benefited from a product or service, case 
studies address pain points effectively. 
They are particularly useful in sectors 
like learning and development, where 
showcasing performance impact and value 
can differentiate vendors.

Case study content is versatile: case 
studies can be used in diverse contexts, 
such as during tenders, sales meetings, 
thought leadership pieces, and internal 
communications. They can be used as multi-
purpose content, making them invaluable.

The role of 
case studies 
in engaging 
prospects

Case studies are indispensable 
at key stages of the buyer’s 
journey.
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Storytelling
A great case study is, fundamentally, a story. 
It should have a clear structure—outlining the 
problem, solution, and outcomes. However, the 
focus should be on the human experience, using 
the customer’s voice to bring the narrative to life.

Interview insights
Engaging directly with stakeholders (rather 
than relying solely on prepared statements) can 
uncover unique perspectives. Authentic quotes and 
anecdotes add depth, making the content more 
relatable and memorable.

Data-driven outcomes
While storytelling is crucial, data remains a key 
element. Metrics that demonstrate measurable 
business impact make the case study more 
persuasive.

Addressing challenges

Prospects value honesty. Case studies that 
acknowledge challenges faced during the 
implementation phase—and explain how they were 
overcome—build trust and relatability.

Brevity and relevance
A compelling case study must be concise and 
tailored to its target audience. Overloading the 
narrative with unnecessary details can dilute its 
impact.

What makes a great case study?

There are 
several 

components to  
a compelling 
case study.
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Preparation
Research the subject thoroughly before conducting interviews. Understanding 
the customer’s context ensures you ask relevant and insightful questions.

Conducting interviews
Begin interviews with a structure in mind but remain flexible to explore 
unexpected insights. Active listening allows you to uncover valuable details that 
may not align with pre-prepared questions.

Balancing perspectives
Case studies often involve multiple stakeholders, each with their own 
agenda. It’s important to manage these dynamics diplomatically, ensuring 
the final product aligns with organisational goals while remaining true to the 
interviewee’s voice.

Creative formats
Traditional written case studies can be supplemented with video interviews 
or graphics to enhance engagement. Starting with a written piece and 
repurposing its content into other formats allows for broader reach.

Overcoming PR challenges
PR teams may resist showcasing vulnerabilities, but sharing lessons learned 
from challenges makes a case study more credible. Educating stakeholders 
about the importance of authenticity and aligning on goals before beginning 
the process is critical.

How to create a 
compelling case study

The case study creation process requires 
careful planning and execution.
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Conclusion

Key takeaways
Focus on authenticity
The customer voice is most impactful 
when it is genuine. Avoid overly 
polished marketing language in favour 
of real stories and relatable challenges.

Use data to strengthen stories
Combine storytelling with quantitative 
results to create a balanced narrative 
that appeals to both emotional and 
analytical decision-makers.

Align with organisational goals
Ensure all stakeholders agree on the 
purpose and key messages of the  
case study to streamline the  
creation process.

Repurpose content for wider reach
A well-crafted case study can serve 
multiple purposes across platforms,  
from website features to sales 
presentations.

Educate stakeholders
Help PR and corporate teams  
understand that addressing challenges 
head-on enhances credibility and  
brand trust.

Case studies are a vital tool for building trust, engaging prospects, 
and showcasing business value. By combining storytelling with 
data and amplifying the customer voice, organisations can create 
content that resonates deeply with their audiences. When executed 
effectively, case studies drive engagement, foster trust, and 
ultimately support business growth.
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