
 

 

Examples of the 4 Principles of Teaching Older 
Customers in Action 
 

Example 1: Customer discussion 

 
This hypothetical conversation might be happening when you’re talking to a 
prospective customer. So, you meet her at her home. 
 
Customer: “We’re thinking about remodeling our house some. My mom is 
going to move in with us in July, and we were hoping to get some ideas 
about what we can do to make her comfortable.” 
 
Remodeler: “I would be happy to give you some information that will help 
you. Before I do, I want you to know that I went through a similar situation 
with my dad a few years ago. He was I'll, and we moved him in with us; 
choosing to remodel our house to make it easier on all of us. I just want to 
encourage you… this will probably be a move you'll be so glad you made. 
We sure are thankful we had that time with him. 
 
To get us started, could you tell me a little about any ideas you had for 
what you’d like to do, anything specific you want done or particular 
problems you’re trying to solve? I have plenty of information I can give you 
after I have a look at your home, but your input will help me give you the 
best options for you all.” 
 
(She tells him the information and mentions specifically three things. She’s 
concerned about her dad falling, being able to take a shower and getting 
around the house safely.) 
 
“I understand what you mean when you said you were concerned about 
your mom falling and being able to shower safely. Our customer, Mary, felt 
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the same way after her husband had hip surgery. What she found out is 
that by making changes like this in their home, such as we’re going to 
discuss for your home, is that it helped take that anxiety away about her 
husband’s safety, AND made their home easier and more enjoyable for 
them to use.” 
 
Now, what about you and your husband? Are there things about your 
house that don’t work for you? Or, things you’re concerned about, whether 
right now or maybe things you’ve thought about for the future? 
 
Customer: Well, I guess we haven’t given it a lot of thought. I don’t really 
know of anything right now. 
 
Remodeler: That’s fine; I just wanted to ask. The reason I did is because 
one of the things I like to help my customers focus on is the big picture of 
their home and the role it plays in their lives. That’s why I asked about your 
mom and what you saw were her needs, and about you guys. See, what 
your mom might need help with now … a safe shower, getting in and out of 
the house easily, being able to reach the things she needs, things like that 
… those can be taken care of with good design.  
 
And, the thing about good design is … it’s good for everyone. I just want to 
make sure while we’re talking about making some changes for your mom, 
that I give you the full benefit of my experience and knowledge, and help 
you consider what can make life easier for you and your husband, as well. 
So I can answer any questions you might have about how to do that more 
affordably, while we’re here doing work for your mom. So, think about that 
and feel free to ask me any questions you have when you think of it.” 
 
Now, I won’t go into more about that conversation, but let’s look at some of 
the things he touched on: 
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1. He opened with, “I can help you” after she told them what they were 
doing.  
 

2. He told her a story that showed his experience helping someone like 
her and validating her ask.  
 

3. He got her to tell him what she was concerned about. Again, he 
offered a story to validate and show his experience.  
 

4. He asked about her if she’d thought about making her and her 
husband’s life easier at home. Which, is a leading question and she 
probably feels that, so she doesn’t give a real answer.  
 

5. He tells her to ask if she comes up with anything. 
 
What you don’t see is that as he goes through everything else, he’s going 
to talk about a no-lip shower and how easy, safe and beautiful it is for 
everyone and why. He might even talk about how it will be safer for the 
grandkids when they stay over. He’ll talk about safely getting into the house 
and why what he proposes is good for her mom, as well as her and her 
husband. Not calling them out as being old, just that it is good design and 
how it is better for anyone. 
 
He’ll show her pictures of amazing bathrooms, entryways, kitchens … 
whatever he’s thinking is part of the solution. He’ll talk about making it 
easier to get into those top kitchen cabinets or how beautiful and useful a 
new double vanity that you can sit at in the bathroom will be. He might even 
show her some photos of homes where they regraded the front of the yard 
where the entryway is, and talk about by reducing the pitch of the sidewalk 
and removing the step into the house wil make it easy for her mom to get 
inside. 
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The possibilities are endless. But, the point is, making it about someone 
else … your customers, you or even her mom. Showing what is possible, 
letting her digest that information, then asking her if she has questions 
along the way … it will help her justify what may be good for her and her 
husband as part of the project, or at minimum, which is still really good, it 
will teach her. Through the experience she will get knowledge that will help 
her later on, and might just net you an a project down the road. 
 
 
Example 2: Your website 
 
This is an example of copy that could be used on a home remodeler’s 
website, say for something focused on empty-nesters. 
 
“With the kids gone and your house feeling so big, what do you do with the 
extra space? You’re not really wanting to sell your home, because you 
really do love it.  
 
There are just so many memories there, it’s convenient to everything you 
need and you really like the neighborhood. But, it seems like a waste to 
have rooms that aren’t used. 
 
We know how you feel. We had that very same experience a couple of 
years back when our last one left for college. Many of our customers feel 
the same way, too.  
 
For instance, Mary and John right here in Nashville. Their kids had been 
out of the house about a year and they wondered what they should do with 
the extra room. They thought about selling. But, for some of the same 
reasons I mentioned earlier; they decided against it.  
 
So, they kicked it around a bit and decided they wanted to do something 
good for themselves and their life. They ended up remodeling their home, 
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taking some of that extra room and create a master suite, a new office 
space and finally got the kitchen they’d been wanting for years. 
 
And, because they spoke with us, they also learned that they could make 
make these changes to their home for their lifestyle and prepare for their 
future by using a design and features that would help them later on if they 
needed it. 
 
What they ended with was a beautiful new master suite, including a 
spa-like bathroom, kitchen they could entertain in that allows them to host 
family get-togethers much more easily and a new office they can both use 
comfortably. They got it all and were able to get a few extras for later down 
the road. 
 
Many of our customers are like Mary and John; maybe you are, too. You 
are looking to make your house more of what suits you know, without the 
headaches of wasted space or even having to worry about later on. 
 
If that’s you, give us a call at XXX-XXX-XXXX. We’d be glad to get to know 
you and hear about what you’d like to have your home be like now.” 
 
 
In this example, there is: 
 

1. Specific language about what could be a current situation … kids 
gone and space that isn’t what they want … speaking to the problem. 
 

2. Addressing their mindset … they like their house and why.  
 

3. Reiterating the problem and validating their thoughts and feelings. 
And, a story that illustrates it.  
 

 
Teaching People About Their Future - Example Usage      /    5 of 8 

©  2017 Mark Hager   /  markhager.com 



 

 

4. Near the end of that, a sprinkling about the idea of aging in place and 
preparing for their future … just lightly.  
 

5. Then, the results Mary and John experienced … getting away from 
the problem … helping them visualize what it would look and feel like.  
 

6. Finally, a call-to-action to get started. 
 
 
 
Example 3: Radio interview 
 
Jen, an OT is being interviewed by Bob, the show host about living healthy 
& happy after 50. 
 
Bob: “Jen, what do you think are some of the challenges we face after 50 
that we might not be thinking about now, but probably should.” 
 
Jen: ”Health for sure; plenty of exercise, good diet. But, also, keeping 
yourself active mentally, emotionally and spiritually. Essentially, feeding 
your whole self with positive things, be that food, books, practicing your 
faith, relationships … just really good stuff. 
 
Then, I’d say, being good to yourself in another way… maybe a way that 
might not come naturally to you. By that I mean, thinking about who you are 
and what your life is like and really thinking about the things that are 
important to you; things you want to make sure you can keep doing later in 
life.  
 
Those things might be easy for you now, but later? Who knows what life is 
going to throw at you, right? You want to be prepared.” 
 
Bob: ”Can you give us some examples?” 
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Jen: ”Sure. For instance, one of my clients, Fran, she’s 80 and loves to 
cook. I mean, she’s an amazing cook and just so enjoys preparing food for 
her family and friends. She was having a hard time reaching everything she 
wanted in her kitchen … the stuff she uses to make meals. And, even had 
a difficult time with all of the standing while she did it.  
 
So, she asked me if I could help her figure out a better way. I visited with 
her for a little while, we talked about how she cooks, what she does, where 
the trouble spots were and how that affected her body. I was able to 
suggest some changes she could make in her routine to make it easier, as 
well as help her re-design her kitchen so it worked better for her.  
 
Now, she can sit comfortably while she prepares meals .. at the counter, 
the sink or the stove. She has counters that are slightly lower where she 
can chop and cut, as well as appliances that just swing right into place, 
without having to be lifted. Her spices and other staples are within easy 
reach in a redesigned pantry.  
 
Overall, she has a beautiful kitchen that works the way she works … and, 
it’s easy for her. 
 
That’s just one example. My best advice is to just think about the things you 
really like doing, and understand that life is a process that sometimes 
interrupts what WE think should happen or we should be able to do.  
 
You’ve got to roll with it. But, you can also do some preparation, if you’ll 
give it some thought. Then, call a professional with the skills and 
experience to help you make it happen.” 
 
 
And, you see, there Jen gave: 
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1. A story about someone like them. 
 

2. A specific example of something her client exercised control over … 
talking about a specific need and results.  
 

3. She taught … with kid gloves … a little about being proactive and 
preparing, so you can keep doing what you love.  
 

4. And, she finished with the next steps. 
 
 
 
I hope you were able to gain some valuable information out of these 
examples.  
 
If you have any question, just drop me a note at mark@markhager.com or 
give me a call at (865) 236-1247.  
 
Dare to start something new that will be an investment in your business! 
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