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Old Reality  
(Convenience)
Do what you can to shorten hold times on the phone or wait times in line.

Consider staying open late one day a week to accommodate working people 
who can’t visit your business during regular 9-5 hours.

Analyze customer complaint information to determine what their pain points 
are, then develop solutions based on that data.

Bring your business to where your customers are – think food carts, mobile 
barber shops, etc.

5



New Reality  
(Community)
Offer fewer options to help your customers make faster decisions.

Include personal, human touches in your interactions with your customers.

Highlight your company’s connection to the communities you operate in 
(e.g. by sponsoring a local sports team or school) so that people see you as 
a fixture of their physical environment.

Remove any technological solutions that create too much distance between 
your companies and the customers you are trying to serve.

Crappy Reality  
(Marketing)
Create short videos to highlight the best elements of your products and 
services.  These don’t have to cost a lot!!!

Respond promptly to every negative online review you receive (with a real 
response, not an automated one!) so that you can tell your side of the story.

Assume that every crazy story related to your company will go viral, and 
develop a thoughtful response for it.

Create as many fun experiences as you can think of, even if they don’t 
strictly relate to your business, and give people a chance to associate you 
and your company with something memorable.
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Happy Reality 
(Meaning)

Make sure you can articulate how your products and/or services can help 
people feel connected to something greater than themselves.

Establish metrics that include the value your company brings to the world, 
something over and above financial goals or growth potential.

Determine which approaches accentuate the meaningfulness of what you do 
(e.g. humor, safety of loved ones, connection to like-minded individuals, etc.) 
and make those approaches central to your marketing.

Solicit customer feedback about how your products and/or services have 
improved their lives, then share that information – both outwardly with 
prospective customers, and inwardly within your company to boost morale.
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Want to learn more about the customer experience?  Want to enjoy 
the process?  Subscribe to Jeff’s newsletter to get more information 

about this and all kinds of professional development issues.    
Serious Solutions. Seriously Funny.

JeffHavens.com
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http://jeffhavens.us6.list-manage1.com/subscribe/post?u=4bf06ed019dd40e284364c3e9&id=4091520710
https://JeffHavens.com

