
CRAFTING THE 
CUSTOMER 
EXPERIENCE 
FOR PEOPLE 

NOT LIKE YOU



WE’VE CHANGED

OLD NEW



Not Just Racial & Ethnic Diversity

•Politically
•Socially
•Fiscally
•Religiously
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Diversity Comes in Many Forms
• Introverts vs. Extroverts

• Creative vs. Analytic Thinking

• Morning People vs. Night Owls

• Small business owner vs. large corporate execs

• Regional differences:  North / South or East Coast / West Coast

• Communication styles:  face-to-face or email/texting only

• Apple people vs. Google people



8 Strategies 
for Creating an Exceptional 
Customer Experience for 

People Not Like You 



#1:  Give People What They Want

• Identify what people want, then 
give it to them

• Example:  Target vs. K-Mart

• Relevance:  “Style on a budget”

• Benefit:  value with dignity



Park City Hotel Caters to Brazilians
Modified hours of their club to satisfy Brazilian tourists’ desire to stay up late



#2:
Relieve Pain



Different People Have Different Pain Points

WOMEN WANT 
SECURITY AND GREAT  

PERSONAL SERVICE



MEN HATE IRONING

• OMNI HOTELS LEARNED THAT  MEN 
HATE IRONING

• THEIR “SELECT GUEST”            
PROGRAM NOW OFFERS FREE IRONING 
OF TWO GARMENTS



#3:  TAP INTO VALUES

• Locally owned business, sourced locally 
• Green, environmentally friendly



WOMEN’S VALUES
• Women want testimonials/customer reviews online
• Women trust what other women say



MILLENNIALS’ KEY VALUES

• Diversity
• Custom / personalization
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#4:  Foster a Culture of Empathy

• Hire the right person – not the resume

• Many jobs are “teachable” jobs

• Don’t be afraid to recruit from “new ponds”

• Awesome people are awesome everywhere



EMPATHIC EMPLOYEES ARE ATTUNED TO SUBTLETIES



They’re Not Defensive When Things Go Wrong

“We’ll take care of it”



#5:  
Use Consumer Insights



WORKING WITH WOMEN
VALUE EXPANSIVE CHOICES, SEEING ALL OPTIONS



WORKING WITH MEN
• WANT CHOICES SIMPLIFIED
• THE MAGIC NUMBER IS 3



MILLENNIALS PREFER PETS OVER PEOPLE
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THEY’D RATHER JOIN A CAUSE THAN A CLUB
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#6: 
BE THE GOOD GUYS



TOUT YOUR GOOD DEEDS

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi7kaqXs4jQAhXLrVQKHYN_CH4QjRwIBw&url=http://greenglobe.com/latest-news/bucuti-tara-beach-resort-aruba-certified-most-sustainable-hotel-resort-in-the-world/&bvm=bv.137132246,d.cGw&psig=AFQjCNGwVOHYQ3nj_mtWtSOSltetNQ2f2w&ust=1478118530243706
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjK_M-Kt4jQAhXrx1QKHesoBfIQjRwIBw&url=http://www.tvm.com.mt/mt/djarju247_tags/corinthia-palace-hotel-spa/&bvm=bv.137132246,d.cGw&psig=AFQjCNF7p0GIMgnurk7LEub7LnHs13essw&ust=1478119567153596
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwj_-cDkt4jQAhUHq1QKHS0wAYUQjRwIBw&url=http://gooutdogood.net/34-2/about/&bvm=bv.137132246,d.cGw&psig=AFQjCNGVxu0Ln4MaTKLARu8mUAIM1C54Jw&ust=1478119783839462
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiS2oO8nv7PAhVI9GMKHTQxCcwQjRwIBw&url=http://www.topworkplaces.com/frontend.php/regional-list/company/startribune/werner-electric-supply&bvm=bv.136811127,d.cGw&psig=AFQjCNHNStBpDaDhsavqnq74Hwn25UdZ0Q&ust=1477769150841400


TOUT YOUR GOOD DEEDS



#7: 
ADAPT TO DIFFERENCES



MACY’S PRODUCTS DIFFER BY REGION

SALT LAKE CITY ATLANTA SEATTLE



BURGER KING ADJUSTS ITS MENU

NEW YORK CITY BIRMINGHAM



#8:
PAY ATTENTION 

TO TRENDS

SOCIAL IS EVERYTHING



NEW PRODUCTS MEET DEMAND FOR 
CONNECTIVITY



TRENDS, NOT FADS
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MASS IS OUT, CUSTOMIZATION IS IN



CUSTOMIZATION LIFTS BUSINESS & IGNITES 
PASSION
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PEOPLE WANT TO SEE THE 
“REAL REAL”
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Companies Adapt… 
and Realize that “Real” Drives Business

40% of people 18-35                                                     
have four or more tattoos



Cover Girl Embraces Diverse Beauty
• Cover Girl makeup now features Muslim model
• And the first “Cover Boy”
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CVS Bans Photoshopping in its Beauty Products Ads



Brawny Salutes 
Strong Women 



THE NEW GERBER BABY IS REAL…                        
and IRRESISTABLE 



Target Ads Feature Kids with Down Syndrome
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BONUS TIP



No One Reads Anymore – We Skim…



HELPING 
BEATS 

SELLING
WE DON’T NEED INFORMATION 

WE NEED GUIDANCE



Your Turn
Turn to your neighbor and discuss one thing you 

learned here today that you can go back and apply 
to your role
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FIVE THINGS YOU 
CAN DO  RIGHT NOW



1. HIRE AWESOME PEOPLE, NOT JUST A GOOD RESUME

2. GIVE PEOPLE WHAT THEY WANT

• Women like expansive offerings, men like options in 3’s

3. EXPLORE WAYS TO CUSTOMIZE YOUR PRODUCTS, SERVICES OR OFFERINGS

4. SHORTEN ALL YOUR COMMUNICATION:  EMAILS, VM’s, VIDEOS – EVERYTHING

5. FOCUS ON HELPING OVER SELLING   - AND PROMOTE YOUR GOOD DEEDS



MY BOOKS CAN HELP
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