Understanding Your Customer

Turning Empathy and Data into Solutions and Growth
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It’s 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













ANTHROPOMETRIC DATA — STANDING ADULT MALE

ACCOMMODATING 95% OF U.S. ADULT MALE POPULATION
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It’s hard

to be a good listener.



Data

Is how we listen
to customers we can’t talk to.



Data

s useless if it’s 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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Understanding what
customers are
“really” telling you



Real world examples



Design Case Study
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Ready to discover your family story?

Simply start with yourself and we’ll do the searching for you.
Find your ancestors’ stories. Discover yours.

Your name*
Your father
Age* Gender
© Male O Female
Choose who to search for:
© Father's family O Mother's family (O Someone else Your mother

ﬁ We value your privacy.
Read our privacy philosophy




Design Case Study

2017
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Nice work, Christopher! You set up
your site!

Now it's time to get your site ready to launch!

mischief.media —
Christopher's List to Launch
Recommended Skipped Completed

D Customize your design
Select colors, fonts, and layouts in the WordPress Customizer.

Add a contact page
U

Personalize or add a contact page to help people find you.

Add content to your site
D Write copy for your web pages and blog posts.

D Import your images, logo, or other media
Start uploading visual content to your website.

Organize your site's navigation
G Add pages to your menu or style your website's navigation.
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