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“I just wish we could sit down and 
speak with your designer…”
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“We don’t have three months to launch 
this website, we have 2 weeks.”
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“We don’t have a large budget for this 
project.”
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Launched 400 sites
Entrepreneur of the Year x2

Marketer of the Year
Award of Excellence

Growth 500
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Our secret…
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We listened.
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ARE YOU LISTENING?
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You can’t learn anything with your 
mouth open

- Earl Nightingale
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Market Disruption;

A situation where markets 
cease to function in a 
regular manner, typically 
characterized by rapid and 
large market declines.

Image credit: Students for liberty
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Market Disruption;

When new business 
models experience 
rapid growth, by 
replacing old models.
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This is the best time in history to hear 
from your customers.
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9 Ways to Listen
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1. Minimal Viable Product
(Pre-Prototyping)
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Make Things People Want
vs.

Make People Want Things
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2. Customer Feedback
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The Sass
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3. Employee Feedback
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4. Customer Trends
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You want to start a noodle restaurant. 
Should you focus on Pho, Ramen or Soba? 



DARRELLK



DARRELLK



DARRELLK

Electronics: Field of Study
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Following Trends
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S T A R T  W I T H  Y O U R  C U S T O M E R

Facebook

LinkedIn

Twitter
Instagram

YouTube

Pinterest
82%

30%

25% 34%

91%

26%
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5. You in Search
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Local Search
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5. Build Advocacy
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6. Crisis
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United lost $255M of 
value in 7 days. 
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The New Rules of 
Crisis Management
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1. Act fast.
2. Be Sincere.
3. Own it.
4. Use heart words.
5. You have 24 Hours 
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The PEPSI 
Challenge
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They lost 18 Hours of Data
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Five Stages
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1. Announced what happened.
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2. Asked for help.
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3. Started a live Google Doc with live 
notes from their development team
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4. Created a hashtag to follow the issue.
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5. Live Streamed 
Progress
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Solved!
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7. Customer Service
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67% of consumers have used a company’s 
social media channel for customer 

service. 
- J.D. Power, 2017
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16X Growth Last Year
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8. Analytics
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WEBSITE A

14% CONVERSION RATE



DARRELLK

WEBSITE B - ASKED MORE QUESTIONS

10% CONVERSION RATE

31% CHANGE
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WEBSITE C - UBER INSURANCE

8% CONVERSION RATE

42% CHANGE
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WEBSITE D - MADE Q’S RADIO BUTTONS

16% CONVERSION RATE

13% CHANGE
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33% CONVERSION RATE
135% CHANGE
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9. Tools
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4 Questions You Need to Answer
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What do you 
need to 

measure?
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Who’s responsible 
for listening?
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Do you have 
a crisis plan?
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How are you 
engaging with

advocates?
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Are you ready to listen?
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Questions?


