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If you donʼt see me on the first 
page of Google, tell me so I 
can stop by the yoast booth.



Itʼs hard 
to be a good listener.



Data
is how we listen 

to our customers.
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Design Case Study
1950 

U.S. Air Force













Itʼs hard 
to be a good listener.



Data
is how we listen 

to customers we canʼt talk to.



Data
is useless if itʼs not segmented
because nothing and no one is 

“average”



Customer Avatars



Customer Avatars
1) Goals and Values

2) Challenges and Pain Points

3) Objections & Role in Purchase Process:

4) Sources of Information
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Common Empathy Mistake
Solving “a” problem but not “the” problem.
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Common Empathy Mistake
Misunderstanding Who the Customer Is
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Common Empathy Mistake
Speaking to Customers in Your Language (Not Theirs)



Empathy Map
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Understanding what 
customers are 

“really” telling you



“If I had asked people what they wanted, 

they would have asked for a faster horse.”
                                                - Henry Ford
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“If I had asked people what they wanted, 

they would have asked for a faster horse.”

This is really good 
customer feedback!
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Real world examples



Design Case Study
2005 

Ancestry.com
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Design Case Study
2017 

Bluehost
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