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Your Customer-Focused Story
The Simple Idea
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1he Simple ldea

Name the problem being faced.

]\faming the problem lets people know you “see” them, and it gives them a chance to

relax. This is incredibly healing and compelling.
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Your Customer-Focused Story
The Teaching
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1he Teaching

When you call someone’s name, what’s the appropriate and polite way to follow up? Do
you call someone’s name and then just jump in with two feet? “Hey Mary, I want to tell you

this story.”

Well, it might work. But it’s more polite to acknowledge what they are doing. “Hello

Mary, I can see that you are working hard on that spreadsheet.”

When someone trusts that you see what she’s involved in at the moment, they can relax.
Not only that, she begins to wonder if what you are going to say will somehow relate to what

she is already doing,.

The Problem expands on whatever problem your clients face that you help them with. It
describes what’s not working about the problem they are confronting and typically includes

physical descriptions and emotional reactions.

You know what’s going on for your typical client. Describe it, use words you've heard new
clients use before, and it will sound very authentic and true, because it will be. They will feel
seen and understand. In fact, using this approach folks will sometimes respond, “Are you

following me around with a video camera?”

Example

Most people start a small business because they are excited to make a differ-
ence, in addition to making a profit.

Unfortunately, the whirl of details and the pressure of the bottom-line obscures
the larger vision, and leaves them exhausted and burnt out.
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Bringing Clarity

One wonderful side-effect of writing up a Problem Paragraph is that it can help to bring
a lot more clarity to you about what your clients are facing. If you're feeling vague, or
otherwise not as clear as you feel you could be, the exercise in this class and the practice of
writing up your Problem Paragraph can bring you insights into what your clients are actually

experiencing, enabling you to connect with them more powerfully.

As you go through the exercise, you will probably gain insights into what’s really going on
for your clients, and how they self-identify, how they see themselves, where they feel stuck
and how it affects them. Describing that is powerful, and it will also help you know which

elements to emphasize.

Using a Problem Paragraph

Once you have an effective Problem Paragraph, you can use it, or a variation of it, in
many places. The home page of your website, the beginning of a description of a new offer, in

starting off a blog post, article, or other content.

Anywhere you know that someone is going to need empathy and witnessing before being

able to really take in the message you are wanting them to hear.

Your Marketing Can Create Healing

When a Problem Paragraph is written effectively, when it lands for someone in their
heart, it’s a powerful catalyst for healing. The first step in healing is being witnessed without
being judged. By talking about the problem with a sense of empathy and caring, you may be

helping someone begin or further a process of healing and transformation.

Marketing as a healing modality is, for me, one of the most inspiring aspects of business,

and why I hope you take on the exercise with sincerity and passion.
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Stay Awake

Watch out!

It’s all to easy to fall into using acronyms or phrases that are professional lingo for you
instead of conversational phrases that you’ve actually heard people say. Make sure
after you write out your Problem Paragraph to scan it, maybe have someone else read
it as well, looking for professional or expert language, and replacing those with how
someone who isn’t a professional or practitioner would say it.
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Worksheet
Standing In Their shoes.

1. Ask in your heart to be shown someone who is fairly typical of the kind of client you
want to work with. It could be an actual current or past client, or simply someone
who your heart brings to your attention. Don’t force it, and don’t try to pick the
“perfect” person. Who is it?

f)(a/y/p/ef My paSZ‘ c//.enz‘ Sz‘e\/e poppeo/ L{p £or ~”e. If VA Coa/o/ /7a\/e molre //%e
Him, that would be Ffartastic. He's the Chier Operations OFfFcer for a small-

ISAh-medicrnr—sized Company in the food Service /na/asz‘ry.
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2. Staying in your heart, with a willingness to be surprised, ask to be shown what their
experience was like when they were in the thick of facing the problem you help solve.

If they were a client of yours, ask to be shown what it was like before they worked with
you. Trust what you receive.

This is a good time to start the Remembrance or other heart-based meditative or prayer
practice.

What do you notice?

Example: I remember Steve Zelling me about when he Frst saww the lacwoseut
papers cross s desk. Ye was shocked that one of Cheir A:igeszf custonrers
was 64(//73 2hem, and it Felt like it was totally out of the bltte. Steve's teart

was JL(SZ‘ comrutted Zo a 5/3 pro(/edi, and Ais Compary as small enough ¢hat
ehis was a really big dedl.
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Your Customer-Focused Story
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3. Take it a little deeper. Ask to be shown more of their situation. What emotions are
present as they face the challenge they are facing? How is their life affected? Ask to be
shown more of their experience.

What did you notice?

Example: Steve s comparny had been /‘/‘c//nj Zhe ec/ge reVentte—wiiSe for awwhile and
Zhey coere JLZSZ‘ COM/ng owut of it. He's been excited at See/nﬁ Z2he wpeoard Zrend
in the business, hotw much easier 2hings eere getting, and hoeo much relief” and
Fun was CoMt'nj Add,é into the /veop/e on Ars tear. peo/v/e Seenred o //‘,ée Zheir
JOAS aga/n.l The neco pro(jedZ‘ i/?ey were JL(SZ‘ Z‘a,é/nﬁ on Seemed certan o pai
Zhe company on Arm /’ooz‘/ng 62362//7 For the next severa/ vears.

The lacwoswit threatened all of that. Bad paé/ic/‘z‘y, which could scare ofF neco
cliends. %e \o/ /74\/8 Zo a55{9n 58\/e/~a/ %ey peop/e Zo 54(//0/{‘/773 f/’}e /ega/ \Sfaf’/;
arnd of course it was going o suck up a 5/3 part of Ais éadgef, when they
eere £nally on—-éac/gez‘. Steve was anxious, angry, nervous, and just plan ex—
hawsted. I remember Aim 5@,///73, “Can? I JUSt get a break?”
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4. Connecting with empathy and care for anyone facing this situation, write a paragraph
describing what you saw. Ideally, write it in the second person, using the word “you.”

fxam/?/e-' “You are a fop—-/e\/e/ execwtive whose Company IS ha d/Spafe, ard
you are feeling attacked. Maybe it ‘s a rval company, a Stradegic partrer, even an
wunhappy employee or customer. What they are doing endangers your business
and takes wup oo rmuch of your time. T2 Chrealens o drain your resources
and makes it difhcult For you o copmpele ef’/’ecz‘/\/e/y. You dread that it may
end wup as an expensive lacosit that coil/ ravage your cash and atention. Just
z‘/z/n,é/ng about it gves you a headache and leaves you exhaust- ed. )

Note: one of our clients, who does /ef]a/ mediation as an allernative o //‘z‘{ga—-
ion, wrote this paragrcgp/z for s business in response o CAS very exercise.
You can see more at Attr// coeoeo.conflictalc herty com/

The example Lext in Steps |, 2, and 3 was Actitious, not From owur client.

Fantastic! This Problem Paragraph can now be used in a variety of ways in your marketing
and content.
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The Simple Idea Revisited

=]

[

1he Simple ldea Revisited

Before someone can hear what
you have to say, they need to be
withessed.

[t is much easier for someone to relax, once they know you “get them.” Once they relax,

because you've truly witnessed them, it opens up a listening space.
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When you find the love, you find yourself.

The secret is in the love. You are the love, not another.

Everything is in the love, and everyone needs the love.

When you have the knowledge of the love, you feel

peace in your heart. The jewels are inside you.

FROM MUSIC OF THE SOUL, BY SUFI SHEIKH SIDI SA’ID AL-JAMAL
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Every act of business can be an act of love
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