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Connection with Customers is a MUST
Business, nonprofit or for-profit, is about solving the needs and

resolving the pains of others. In order to truly understand the needs of
others, we must connect with them first. Otherwise, we are simply

making wild, unfounded assumptions that are guided by our own bias
and serving only our needs.

Empathy Fuels Connection
Empathy is seeing the world through the eyes of others and feeling what
they feel. This leads to a deep, visceral connection for which there is no

substitute. Empathic connection is not approval. One can understand
without validating someone’s bad behavior. Empathy is also not

sympathy, so don’t confuse the two.

Connection Leads to Understanding
If I feel what you feel, I can understand what makes you tick.

Understanding brings people together, especially when they are
somehow different on the outside.

Deep Understanding = Deep Insights
If I understand what makes you tick, I have gained much-needed clarity
into your motivations, challenges, roadblocks and goals. It’s these types

of insights that empower problem solving versus symptom treating.

Insight Leads to Innovative Solutions
Insight into what makes you who you are allows for the creation of

solutions that are different that current options and which truly address
underlying issues, not surface-level symptoms.

Solutions = Value = Revenue
Business is based on the exchange of value between a consumer and a

provider. If the provider has a solution that is of high value to the
consumer due to how effective it is at solving a defined problem, the
consumer is more willing to pay for the item. The bigger the problem,

the higher the value for a meaningful solution.

Empathy Informs Value
Knowing how a person views the world around them, what pains they

want relieved, what gains they wanted delivered and what tasks or
goals they want to complete is crucial towards understanding what the

person would deem as valuable. Connection by empathy helps us to
more fully understand what we each believe is most important.

Empathy Leads to Revenue
The transitive property says that if we can follow a thought train from

empathy to revenue, then empathy equals revenue. Empathy is a key skill
that can be developed, and which can be the secret ingredient in

organizational success by providing the deep level of connection, insights
and understanding needed to truly recognize and resolve the problems of
others. The better an organization is at solving meaningful problems, the

more valuable they are to their customers.
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1. Take time to observe the people around you and think
about what they might be feeling, thinking or experiencing
in the given moment. Awareness of others with an
intention of seeking to understand them is the first step
towards gaining empathy. 

 
2. When talking with others, spend more time listening
and ask curiosity-driven questions that go beneath the
surface. Dig for stories and emotion rather than settling
for knee-jerk reactions based solely in fact and boring
details. 

 
3. Stay out of judgment by feeling with others and by
focusing on understanding and not responding.
Communicate to others that you think you understand
their perspective and feelings and that you appreciate
them as humans. 

 
4. Reflect on what you have learned from practicing
empathy with others and consider, as an entrepreneur
seeking to solve the problems of others, how you might
apply this new wisdom to design innovative solutions that
improve the lives of others.

Action Steps: Practicing Empathy
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Every aspect of your organization is an assumption until you
test and prove it. From the product or service you offer to
your pricing strategy to your brand messaging, you are
guessing about what your clients and customers really want
and need. You will continue to operate in uncertainty until
you take the time and make the effort to validate your
assumptions. Here are 5 ways by which you can seek to gain
empathy for those you serve so that you can serve them
more efficiently, more effectively and with less uncertainty.

5 Simple Methods for Gaining Empathy
& Validating Your Assumptions
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1. Empathy Interviews: Take the time to talk to current or
prior customers (or those who represent your ideal
customer) and ask them open-ended questions about the
problems they face and how they currently try and resolve
those problems. Do more listening than talking. See to
understand life through their eyes.
 
2. Surveys: Using a platform like SurveyMonkey or Google
Forms, create and distribute a brief survey that asks
questions about your key assumptions related to the
problem you are solving and the solution you are offering.
Keep it short and consider incentivizing respondents with
entry into a drawing for a gift card. The information they
share can be immensely valuable, so invest in it.
 
3. Direct Observation: When possible, take the time to
watch current or prospective customers as they interact
with your product or service. Take notes of what you see
and what you don't see. When able, ask clarifying
questions to be sure you are gaining their perspective.



4. Historical Review: Go back through your client/ customer
data and revisit prior customers to look for patterns of
behavior. Keep an open mind and let the facts tell the story.
Sometimes the past can predict the future. 
 
5. Independent Research: Google and YouTube, for
example, are more than platforms to find random facts and
cat videos. Research competitors and market trends so you
can see what others are doing well, or not so well, and what
might be gaining popularity in your sector.

5 Simple Methods for Gaining Empathy &
Validating Your Assumptions Continued
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BONUS---Empathy Mapping: Use an Empathy Map to make
assumptions about what your ideal customer or client may be

thinking, feeling, saying or doing related to the problem you are
working to solve for them. Consider the pains they are feeling
due to the problem and the gains or positive outcomes they

may hope to achieve if the problem were to be resolved. This
tool offers a process by which to order your thoughts as you

seek to get inside the heart and mind of those you wish to
serve.


