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5 Key Customer Trends 
Embrace These Changes and Watch Your Business Grow
Most of us recognize there has been a seismic shift in how products and services are bought and sold today.  Buyers have much more control over how they get their information and through what source.  They no longer need a vendor for basic research – the internet works just fine for most cases.  This puts most selling organizations at a distinct disadvantage.  Surveys show that over 93% of all buying activity starts online – not with a call to a prospective vendor.  

In the midst of these developments, there are 5 trends that every business needs to know and develop a strategy to put them ahead of their competitors.  It doesn’t matter if you operate in a B2B (business-to-business) environment or a B2C (business-to-consumer) arena; these trends pertain to all of us. 
Customers Demand More Information
No matter what your product or service is, your prospects insist on being able to find information quickly and easily.  If you don’t provide what they’re looking for on your web site, they will quickly move on to another site that does.  Avinash Kaushik, a well-regarded web analytics expert, refers to this web visit tendency as “I came, I puked, I left.”  Not the result most of us want from our web visitors.
The information your prospects are looking for needs to be relevant to the search term that they used to initially find your web site.  Then you only have a few precious seconds to grab their attention.  The good news is, if they think they have found what they are looking for they will stay and search further on your site.  This is why you may frequently hear web experts talk about content being king.  Your content (information) needs to match closely what your web visitor is looking for.

Customers Want Dialogue

They want answers when they have questions.  Since it’s nearly impossible for your content to be precisely what every potential customer is looking for, you need to give them a way to  contact you on every page – not just on one contact page.  Don’t make them leave the page they’re viewing to learn how to get more information.  Make it as easy as possible to get their answers quickly.

In our hyper connected world, customers themselves respond to emails, text messages, and phone calls all day.  They expect the companies they are considering to do the same.  Immediately, if not sooner.  Customers tend to get annoyed if they can’t get answers fast.  It’s part of the price of doing business today.

Customers Want Authenticity

Even in this virtual world we are all looking for people and businesses we can trust.  We want to deal with people who we know will be truthful with us.  Closely tied to this are the words that you use.  
Check the language in your literature and on your web site.  Show it to someone who doesn’t know what your business does.  Can they clearly understand what it is in one quick reading?  Or is it loaded with meaningless ‘buzz-word bingo’ terms that are routinely over-used? – like Dilbert and friends.  
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PR and marketing expert, David Meerman Scott, calls this tendency ‘gobbledygook’ words.  Check out his very entertaining and informative, Gobbledygook Manifesto.

Make it a point to use plain, easy to understand wording in all your marketing communications.  Don’t assume that everyone understands your industry terms.  If you must use some of them, put a short definition in parentheses for the uninitiated.  They will appreciate your sensitivity and authenticity. 
Traditional Advertising is Ineffective

Are you finding that trade journal ads aren’t working as well?  Fewer good leads from trade shows?  Other types of “tried-and-true” advertising aren’t working like they used to?

People don’t like to be sold to.  Ad campaigns that are loaded with a lot of hype and just talk about how great your company is have left customers feeling like they don’t matter.  They want to know how you can solve their problems.

This trend is tied in directly with the next one.

Social Media is Here to Stay

Your customers are searching for the different venues online to find out who they should turn to for products and services.  You have probably heard “Social Media” used over and over again.  But, that’s just really a term describing the incredible online conversations that go on every day.
You need to ask your existing customers where they go online to find out about your competitors.  Ask them how they research other products they don’t buy from you.  Find out who your customers’ trusted online sources are and then get involved.  If your customers are using those then so are your prospects!  Join in now!
Social Media is not a passing fad.  It is the logical evolution of how we collect, communicate, and process information.

When you look at these 5 trends together you see how dramatically everything is changing.  You need to understand that everything we knew about sales and marketing needs to be rethought.  This is what makes life exciting and challenging.  
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