
Make Friends: Be a Brand that 
Matters

Personalized Impact Storytelling 
You know that friend who never stops talking? Who never asks you a single 
question about your life? When’s the last time you’ve hung out with them? 

This is most brands. But it’s not you. Your goal is to not to gather more customers 
or to build a lead list. Your goal is to make friends. In building brand friends, you 
develop a community who will follow, share and engage with you for years. You 
do this by caring about your customers like a listening, caring and authentic 
friend. They will act on your “call-to-action” because you authentically care. But 
first, you have to get to know them. Use our Customer Segment & Persona Tool as 
a guide to build personal relationships with your audience. This is essential in 
crafting a strategic and impactful message and in making life-long friends. 



Make Friends: Customer Segments and Personas

Background and Demographics
Map out at least four, customer segments (two if you’re a start-up). Who are they? Age/Race/Gender Preference/Skill 

Set/Location/Career/Family Status. What do they read? Where do they hang out on Saturdays? Which other brands do 

they support? Collect as much information about this friend as you can!

Of course you should use your analytics and big data to collect info about them. However, get personal. We suggest you 

interview a diverse group of customers on the phone--another way to show them you care about getting to know them!

Business Goals
• What do you want for your customer (friend) in your relationship? 

• What do you want for you in your relationship with this friend?

• What type of impact do you want to make through this relationship?

Challenges
• What’s the biggest challenge you’ll face with this friend?

• What’s their biggest barrier in becoming your friend?

• Who are their other friends (your competitors)? 



Make Friends: Customer Segments and 
Personas

What Can We Do
Why is your brand friendship the most valuable one they can have? What can you do for this specific 

friend that no other brand can? 

Our Message
What’s your three-liner, 20-second pitch to this friend? 

Quotes

“Input a specific quote from a
customer interview.” 


