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A visual synthesis of People
Love You by Jeb Blount.

In a world of digital parity and easily replicated
products, genuine human connection remains
the ultimate un-copyable strategic differentiator.

‘Operationalizing
Likability for

Business Growth
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L|kab|||ty iS a The Emotional Revenue Multiplier
measurable
strategic asset,
not a soft skill

KEY INSIGHT

Human beings are biologically wired to
connect. In business, emotional
connections consistently precede and
underpin rational buying decisions.
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Relational Lifetime Value

The Relational Premium

™
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Transactional Value

Lifetime Value (LTV)

II]rIlIlIIIIIIIII|IIII|IIII|IIII|IIIIIIIII'lIIIIIIIII|IIII|IIII|IIII|IIIIiIIII|

| |
[ N |

THE BOTTOM LINE

Investing in relational skills is a direct

revenue-generating mechanism that drives
sales conversion, limits customer churn, and N
significantly boosts team cohesion. 0
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Shifting from transactional efficiency
to relational magnetism

FOCUS

APPROACH

DRIVER

OUTCOME

Efficiency & Speed > Empathy & Understanding i
Scripted & Robotic > Authentic & Human
Product Features & Pricing > Human Trust & Rapport k
s P{/?Jﬁ)#eeTaEIeeSt?:!\gﬁﬁFnUt > Enduring Loyalty Won 1 |
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The ABCs of

influence drive

deep trust
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| Consistency

Trust is built through uniform
touchpoints. A leader who is
warm in person but curt and
dismissive in email shatters
the illusion of safety.

Authenticity

pplaloalyy

Aligning words with actions.
Customers detect manufactured
personas; transparency must
always overrule scripted perfection.

Belief

Sincere conviction in your
product, your organization, and
yourself. If you don't believe in
the value you provide, neither
will the customer.
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The six learnable behaviors
of genuine connection The Flywheel of Connection

1 | Authenticity

Dropping the professional mask;
letting your true personality act
as the differentiator.

6 | Responsiveness

Treating prompt communication
as a fundamental demonstration
of respect.

2 | Belief

Projecting infectious confidence
in your solutions.

5 | Active Listening

Hearing to truly understand the
underlying need, not just waiting
for your turn to reply.

4 | Empathy 3 | Consistency

Delivering the same emotional
baseline across every channel
and crisis.

Acknowledging and validating
the customer’s frustration, rather
than merely rushing to solve the
mechanical problem.
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Applying the likability code
across the enterprise

[ Application Matrix \, i = g : N
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CX Professionals Sales Executives Organizational Leaders
Move beyond efficiency metrics. Sales is a human endeavor. Foster an internal environment
: Empower frontline staff with the Build magnetic personal brands, where empathy is a core value.
1 autonomy to go off-script, leverage active listening to Inspire commitment and reduce
— personalize greetings, and uncover unstated needs, and attrition by leading by consistent
prioritize emotional intelligence maintain connection far beyond example and prioritizing EQ in
in de-escalation scenarios. the point of transaction. hiring.
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Navigating the complexities
of authentic connection
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The Fake It Till
You Make It Trap

Radical Authenticity
Practice radical authenticity. People

subconsciously detect and reject manufactured
charm, which immediately erodes trust.

%

III:III III['IIi

The Fear of Rejection

Build Resilience

True connection requires vulnerability.
Acknowledge that not every interaction will
click, and maintain course.
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Avoiding Tough Decisions
to Keep the Peace

| Tough Empathy

~ You can communicate difficult news, enforce

boundaries, and make unpopular decisions with

~absolute integrity without sacrificing respect.
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Implementing the CX Likability Audit
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Awareness i Purchase i Support
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The Audit Protocol ks Data-Driven Personalization | Frontline Empowerment __
Systematically review all customer Leverage CRM data to anticipate Give agents the explicit permission
touchpoints. Stop scoring solely on needs and personalize interactions and linguistic tools to project
problem resolution (efficiency) and before the customer has to explain genuine care, bypassing rigid scripts
begin scoring on warmth, empathy, their history. when human connection is required.

L and genuine helpfulness.
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The Leadership Likability Scorecard |y measurement

Integrate relational metrics into regular
S 1-on-1s and quarterly performance reviews,

Active Listening ~ treating them with the same weight as
{I} - operational KPls,
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| The Feedback Loop

Establish rigorous, anonymous 360-degree
feedback channels focused strictly on
Interpersonal dynamics.

Consistency Responsiveness

| The Outcome

Use data-driven personal development to
identify blind spots in how leaders are
perceived, directly improving team
~cohesion, morale, and project execution.
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Organizational brand affinity is
aggregated human connection

automated service, the genuine human
touch is your ultimate competitive moat.

In an era of accelerating Al and
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it is a company-wide strategic imperative.

The strength of your brand is simply the sum
of countiess individual, empathetic interactions.

Likability is not a departmental initiative;

The Synthesis

Final Directive

Redesign incentive structures to reward relationship-building.

Invest heavily in EQ. Beneath the algorithms and the data,
business will always fundamentally be about people
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