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Core Need Description When It’s Missing Ways to Satisfy It (Practical Actions)

Certainty Customers need clarity, 
consistency, and trust.  
They want to feel confident 
they are making the right 
decision and not taking  
a risk.

Confusion, hesitation, lack 
of trust. Customers delay 
decisions or choose a 
competitor that feels safer.

Clear pricing and timelines, written proposals, 
onboarding guides, consistent processes, 
warranties or guarantees, testimonials and 
reviews, case studies, certifications, awards, 
FAQs, clear next steps, social proof on website.

Variety Customers want options 
and flexibility so they can 
choose what works best 
for their situation.

Frustration and 
disengagement. Customers 
feel boxed in and may 
leave to find a better fit.

Tiered packages, customizable services, multiple 
product options, flexible payment plans, 
alternative solutions when issues arise, different 
ways to engage (online, in-person, phone), 
“good / better / best” options.

Connection Customers want to feel 
understood, heard, and 
genuinely cared for.

Feeling like a number. Low 
emotional connection and 
weak loyalty.

Use their name, active listening, ask questions 
before offering solutions, personalized emails, 
remembering past conversations, quick check-
ins, warm tone in communication, training staff 
on empathy and service mindset.

Significance Customers want to feel 
valued, respected, and 
important to your business.

Feeling unappreciated or 
overlooked. Customers 
quietly drift away.

Thank you messages, client spotlights, 
loyalty perks, priority service for top clients, 
handwritten notes, remembering milestones, 
acknowledging repeat business, celebrating 
wins with them.

Growth Customers want to  
feel they are improving, 
learning, or moving 
forward by working  
with you.

Questioning value. 
Relationship becomes 
transactional and easy  
to replace.

Share insights and recommendations, provide 
tips or resources, offer reviews or check-ins, 
suggest improvements, educational content, 
reports showing progress, helping them make 
better decisions.

Contribution Customers want a voice 
and a sense of control in 
their experience.

Frustration, complaints,  
and breakdown in trust 
when they feel powerless.

Ask for feedback, surveys, involve them in 
decision-making, offer choices in direction or 
solutions, co-create plans, give options during 
problem resolution, follow up on feedback and 
show changes made.


