
The Customer Disconnect

How Inside-Out Copy Makes You 
Invisible
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What is a customer disconnect? 
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A breakdown in understanding between:
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What you think

What you say

What prospects think you mean
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Doesn’t just happen in 
marketing…
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Me: 

“We were having a catch-
up, and a guy came over 

and wouldn’t leave us 
alone…”
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Me: 

“We didn’t want to be 
rude but I did find it 

frustrating because it 
was cutting into our time 

together…”
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Dad: 

“Amy, Amy, Amy, Amy…”
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Dad: 

“Amy, Amy, Amy, Amy…”

(He’d had a couple of G+Ts)
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Dad: 

“Amy…
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Dad: 

“I know exactly what you 
mean…”
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Dad: 

“I used to be the ugly friend 
too…”
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Dad: 

“I used to be the ugly friend 
too…”
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Even though it’s a breakdown in 
communication…
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The customer disconnect…
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The customer disconnect…

It’s not a copy problem
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The customer disconnect…

It’s not a copy problem
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The customer disconnect…

It’s a story problem
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It happens when you focus on:

WHAT YOU want prospects to do 

But forget: 

WHY PROSPECTS want want to do it
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Instant pets!!?
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Whose ‘now’ 
does this 

belong to? 
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The seller, NOT 
the prospect
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And then…
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I’d already 
done this…
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And then…







Nothing quick about fielding 
this many phone calls
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Checking for a copy disconnect…



@Harrisonamy

Do your promises satisfy prospects? 

Or just you?
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Another source of a disconnect…



Cheating copy…
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How do you know if your copy is 

cheating on you? 
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How do you know if your copy is 

cheating on you? 

You see it hanging around other 

sites…
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Track time and expense

Powerful software

Powerful features

Powerful reports

Easy-to-use
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New features every month

Start using in 10 minutes

“Our employees actually use it”

Google apps integration

Synch across mobile and tablet devices

Complex billing cycles
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Sometimes copy cheats on you…

With products from other industries
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Umbrella Terms







Powerful

High-quality

Industry leading

Easy-to-use
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Solving Umbrella Terms: 

[What customers love] 

+ 

[Any Umbrella Term]
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10-minute set-up, new features every month, 

the ability to handle complex billing cycles

and integration with Google apps. 

[Product] is the powerful time-tracking 

software that’s also easy-to-use. 
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The easy wins from solving

Umbrella Terms
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“We are currently going through our copy to eliminate all 
vague promises and replacing them with more specific ones.
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“We are currently going through our copy to eliminate all 
vague promises and replacing them with more specific ones.

And the update. 
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“We are currently going through our copy to eliminate all 
vague promises and replacing them with more specific ones.

And the update. 

• An uplift on signups of around X%

• (Also a X% drop in bounce rate).
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“We are currently going through our copy to eliminate all 
vague promises and replacing them with more specific ones.

And the update. 

• An uplift on signups of around X%

• (Also a X% drop in bounce rate).

It seems the more specific above-the-fold copy is, the 
more visitors are drawn in to read more”
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Avoid a disconnect by checking for 

clarity



@Harrisonamy



@Harrisonamy



@Harrisonamy

263.3% 

increase in conversions
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Usabilityhub.com
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“What does this organisation do?”
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Lack of clarity can cause a disconnect

But…
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The main source of a customer disconnect? 
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They don’t care
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Why?
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Because 
we said 

so…
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5 tips for making your prospect care
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Tip # 1

Don’t bury your value 



BAKE SALE!

Tombola * CupCakes * Prizes * 

Games!



BAKE SALE!

Tombola * CupCakes * Prizes * 

Games!
(Live music by Sir Paul 

McCartney)
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What do your customers love?

Is that front and centre in your copy?
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Maximise my returns?

You would say that…





The juicy stuff…



The juicy stuff…

What most people see





#1 Rated 
Rental Firm 
in The Area









Tenants in 19 
days or less





Where’s the 
good stuff?
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I checked the site after the conference…





Promise



Promise

Proof



Promise

Proof

Proof



Promise

Proof

Proof Proof
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Hmmmm….
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Okay then….
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Tip # 2

When it comes to their problem, 

get inside their head
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•Expert management

•Save money with great rates

•More rental profits

•Protect your investment
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•Expert management

•Save money with great rates

•More rental profits

•Protect your investment

Cheating copy!
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What is their morning thought about 

the problem?





“I wish I had a 
property 
management firm 
that was prompt, 
professional and 
personalized…”



“It’s been days since 
I heard from my 
PM. I’ve no idea 
what state the 
property is in”



“I really hope my 
tenants aren’t 
trashing the place”



“I’ve just received a 
maintenance 
invoice. How do I 
know the work was 
really needed?”
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Phoenix skyline
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Personal postcard-
style headline
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Specific to recipient: 
“your property in 

Phoenix”
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Copy that addressed 
their morning 

thoughts
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It’s not easy being away from your rental property, and you may often 
find yourself thinking: 
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It’s not easy being away from your rental property, and you may often 
find yourself thinking: 

• I need fast communication. I want to know how my property is 

TODAY, not in 3 or 4 days time. 
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It’s not easy being away from your rental property, and you may often 
find yourself thinking: 

• I need fast communication. I want to know how my property is TODAY, 

not in 3 or 4 days time. 

• How do I know maintenance is necessary if I’m not there to check? 
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It’s not easy being away from your rental property, and you may often 
find yourself thinking: 

• I need fast communication. I want to know how my property is TODAY, 

not in 3 or 4 days time. 

• How do I know maintenance is necessary if I’m not there to check? 

• I don’t want to worry about if my rent is being paid on time, if at all!



It’s not easy being away from your rental property, and you may often 
find yourself thinking: 

• I need fast communication. I want to know how my property is TODAY, 

not in 3 or 4 days time. 

• How do I know maintenance is necessary if I’m not there to check? 

• I don’t want to worry about if my rent is being paid on time, if at all!

As specialists in distance-landlords, TURN OVER to see how we hand 
these concerns and more, to give you true peace-of-mind (even from a 
distance)





Detail about HOW 
they solve those 

problems
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Results:
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Results:

First converted client in 3 days 
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Results:

First converted client in 3 days 

$30,000 in new business
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Results:

First converted client in 3 days 

$30,000 in new business

Profitable direct mail campaign
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Using surveys to uncover your 

prospect’s morning thought
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ONE Question
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What are your TOP challenges or 

questions when trying to 

[SOLVE PROBLEM / ACHIEVE GOAL]
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CreepyGuyInAJumper.com



AnswerThePublic.com
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Tip # 3

Address the problems they DON’T know 

by using copywriting symptoms
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Symptoms get attention about the 
problem

AND 

Position you as the expert to solve it
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Symptom? Problem? Risk? Cure? Contrast?

Blood when 
they brush 
their teeth
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Symptom? Problem? Risk? Cure? Contrast?

Blood when 
they brush 
their teeth

Bacterial
problem
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Symptom? Problem? Risk? Cure? Contrast?

Blood when 
they brush 
their teeth

Bacterial
problem

Damage to 
oral health, 
bad breath
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Symptom? Problem? Risk? Cure? Contrast?

Blood when 
they brush 
their teeth

Bacterial
problem

Damage to 
oral health, 
bad breath

Removal of 
the plaque 
bacteria 
that causes 
gum 
disease
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Symptom? Problem? Risk? Cure? Contrast?

Blood when 
they brush 
their teeth

Bacterial
problem

Damage to 
oral health, 
bad breath

Removal of 
the plaque 
bacteria 
that causes 
gum 
disease

Healthy
gums, 
peace-of-
mind, 
increased 
confidence
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A lot of marketing and sales materials 

lead with the problem or the cure
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Symptom? Problem? Risk? Cure? Contrast?

Blood when 
they brush 
their teeth

Bacterial
problem

Damage to 
oral health, 
bad breath

Removal of 
the plaque 
bacteria 
that causes 
gum 
disease

Healthy
gums, 
peace-of-
mind, 
increased 
confidence
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Example: Analytics firm for global 
retailers
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Cure  

“Do you want to hear about our new 

analytics software package for global 

retailers?”
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“        ”
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Problem 

“Do you struggle to aggregate retail data 

from different countries?”
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“No”
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Symptom

“Does it take weeks to get detailed 

reports from your worldwide retail 

operations?”
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“Of course it does…”
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Cure

“What if it took days?”
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“I’m listening…”
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Tip # 4

Highlight the risks of NOT using you
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The workaround:
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The workaround:

They know they have a problem

They try to solve it

They’re NOT using you
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The workaround:

They know they have a problem

They try to solve it

They’re NOT using you

This is a terrible idea
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It makes sense…

It’s just a terrible idea
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Workaround: Using excel for invoicing as a small business
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Workaround: Using excel for invoicing as a small business

It makes sense! 
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Workaround: Using excel for invoicing as a small business

It makes sense! Excel is cheap and flexible
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Workaround: Using excel for invoicing as a small business

It makes sense! Excel is cheap and flexible

But it does have limitations (pain)
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Workaround: Using excel for invoicing as a small business

It makes sense! Excel is cheap and flexible

But it does have limitations (pain)

• Making mistakes

• Difficult to synchronise info, x-ref clients, or search for records

• Manual error, template mistakes, looking unprofessional

• Invoices bouncing back from clients needing more detail
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Tip # 5

Consistently communicate the impact
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People want a transformation

Not a transaction
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No-one wakes up wanting to click a 
button
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A 3-step formula for adding impact 

into your copy
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Amy:

“Can’t talk now I’m 
working on my online 

membership site”
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Dad: 

“A what?”
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Amy:

“It’s an online 
copywriting course”



@Harrisonamy

Dad: 

“That does what?”
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Amy:

“It teaches businesses 
to write engaging, 
customer-focused 

copy”
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Dad: 

“So what?”
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Amy:

“So they can convert 
more prospects into 

customers, and 
ultimately make more 

money”
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Dad: 
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Dad: 

“A leaflet you say?”
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Amy:

“Never mind dad…”
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A what? 
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A what? 

That does what? 
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A what? 

That does what? 

So what?
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Example: 

Exhibition and Events Organisation
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A what? That does what? So what? 

A service that let’s 
you pre-book buyer 

meetings before 
the conference
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you pre-book buyer 

meetings before 
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A service that let’s 
you pre-book buyer 
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the conference

Lets you target the most 
valuable prospects
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A what? That does what? So what? 

A service that let’s 
you pre-book buyer 

meetings before 
the conference

Lets you target the most 
valuable prospects

Gives you time to prepare
for the meeting in 

advance
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A what? That does what? So what? 

A service that let’s 
you pre-book buyer 

meetings before 
the conference

Lets you target the most 
valuable prospects

Gives you time to prepare
for the meeting in 

advance

Stops you wasting time 
on the day trying to track 

buyers down
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A what? That does what? So what? 

A service that let’s 
you pre-book buyer 

meetings before 
the conference

Lets you target the most 
valuable prospects

Gives you time to prepare
for the meeting in 

advance

Stops you wasting time 
on the day trying to track 

buyers down

Get the most profitable use 
of your time
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A what? That does what? So what? 

A service that let’s 
you pre-book buyer 

meetings before 
the conference

Lets you target the most 
valuable prospects

Gives you time to prepare
for the meeting in 

advance

Stops you wasting time 
on the day trying to track 

buyers down

Get the most profitable use 
of your time

Increases your chance of 
making a good impression 
and signing more business
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A what? That does what? So what? 

A service that let’s 
you pre-book buyer 

meetings before 
the conference

Lets you target the most 
valuable prospects

Gives you time to prepare
for the meeting in 

advance

Stops you wasting time 
on the day trying to track 

buyers down

Get the most profitable use 
of your time

Increases your chance of 
making a good impression 
and signing more business

Lets you enjoy the event and 
get more out of it
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Meetings with buyers are pre-booked 

(which means you can)

target the prospects you want to meet and

know who you’re meeting before the day.

(which means you can)

prepare in advance, make a good impression and

improve your odds of signing new business
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Recap



Check for cheating copy…



Qualify 
umbrella terms
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So what?
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5 Tips for making them care

• Don’t bury your value

• When it comes to their problem, get inside their head

• Address the problems they DON’T know about with symptoms

• Highlight the risks of NOT using you

• Consistently communicate impact
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If you let the customer story drive 

your marketing







www.WriteWithInfluence.com

www.harrisonamy.com 


