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About me…
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Today’s 
consumer…





Consumers switch between screens up to 21 times an hour according to a British study 
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8 second 
attention 

span 
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• In a post-truth world, consumers are putting 
their dollars where their trust remains intact.

• Trust has become one of the strongest 
drivers in how consumers choose products, 
services, and which organizations and 
politicians to support















Value 

• Budget-minded consumers 
are weighing a variety of 
value factors for each 
purchase decision, and 
brands are making these 
individuals a priority
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Shared by 
farmers: Let’s 
stop being our 
own worst 
enemies! 









Be Consumer Focused. Not 
Me Focused.
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Me- Focused 

We have 300 head. We crop about 2,000 
acres. We are a 4th-generation farm. Our 
livelihood depends on producing milk we 
sell to our cooperative. I farm with my 
two sons. We just went through an 
expansion and are thinking about 
starting a corn maze next year. 



AMERICAN DAIRY ASSOCIATION NORTH EAST

Personalizing Messaging

• Look at your farm from a consumer’s point-of-view.  Think about how you are going to 
explain things in consumer-friendly terms.

• Instead of using lots of numbers and statistics, use comparisons they can relate to (i.e., 
cows drink about a bathtub full of water every day; our cows produce XX gallons {not 
pounds} of milk per day)





How to 
Handle 

Difficult 
Questions

• Listen before you talk

• Gain clarity on the real question

• Find common ground

• Do not argue or become critical

• Keep your sense of humor

• Break the rhythm

• Keep your composure



Think about your audience …and 
customize your approach





Don’t write off a 
relationship with 

someone just because 
they have different 
beliefs – Ray Prock, 
Dairy Farmer 



AMERICAN DAIRY ASSOCIATION NORTH EAST

Sometimes a Question 
is Just a Question!

• Do brown cows make chocolate milk?

• Can I pet your cow?

• Why do you take the babies away from the 
mother?

• Does it hurt the cows when you milk 
them?

• Why do you have so many cows?

The list goes on…
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Questions Don’t Mean..

• a consumer is dumb

• your neighbor is against your farm 

• a mom is questioning how you raise food 

• your friend assumes you hurt your cows 



A question means the person is 
opening the doorway for a 
conversation. 

Will you slam that door shut by 
being defensive? Or will you 
take the time to listen and 
engage? 
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So if you get asked “Do brown cows give chocolate milk?”



Would you 
say?

Boy that’s a stupid question! You 
should be nicer to me and other 
farmers, because without us you 
wouldn’t have any food and you’d 
starve to death!

Or…

That would be great, wouldn’t it? Many 
people are used to seeing black-and-
white cows, this girl is a (breed) and I 
like them (because reasons) 
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Earning the Right to 
Share Your Knowledge  

We’ll never be able to earn the right to share if we 
only defend. Take the time to listen and engage –
then you’ll be able to share far more effectively to 
help people know how deeply you care.



Step One: Listen

Most people do not listen with the intent to understand; they listen with the intent to 
reply.”
― Stephen R. Covey, The 7 Habits of Highly Effective People: Powerful Lessons in Personal 
Change

Remember:
• We have two ears and one mouth for a reason!
• Give your full attention
• Do not interrupt
• Look them in the eye

http://www.goodreads.com/author/show/1538.Stephen_R_Covey
http://www.goodreads.com/work/quotes/6277
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Step Two: Ask (or 
Engage)

• Conversation

• The informal exchange of ideas by 
spoken words

Remember:

• Answer a question with a question



Step Three: Share your Knowledge  

• After you listen then you can share

Remember: 

• Diffuses the situation

• Leads to more communication

• Look for commonalities

• Value differences

“People don't care how 
much you know until 
they know how much you 
care”

― Theodore Roosevelt 
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Admit when you don’t know



Examples 









Establish your own platform for conversationEstablish

Share your farm storyShare

Talk about animal care, environmental stewardship, and milk quality and safetyTalk about

Welcome questions and conversations from consumersWelcome

Build trustBuild
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• Be proud!

• Do the right thing

• Tell your story

• Engage in conversations

• Show them you care

• Be respectful

• Earn their trust

• Utilize teammates

• Don’t feed the vegans!


