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HUMOR, CUSTOMER ENGAGEMENT, AND SALES 

 

“Customers perceive service in their own unique, idiosyncratic, emotional, irrational, 
end-of-the-day, and totally human terms. Perception is all there is!” – Tom Peters 

Let me start out by saying something quite controversial... STOP OFFERING GOOD 
CUSTOMER SERVICE! Why? Because your customers already expect good customer 
service. They expect your facilities will be open when they’re supposed to be, the place 
will be clean, and employees will be friendly and responsive. So, all you’re doing is 
meeting expectations. 
 

But you don’t turn customers into loyal fans by merely meeting expectations. Nobody 
ever says, “Wow, we need to go back there again because everything was, um, well, 
adequate and I got exactly what I expected!” With that in mind, there are two things you 
need to do to truly make an impression. Not surprisingly, these two things can be 
helped along immensely with a bit of humor and fun: 1) Exceed people’s expectations of 
good customer service and 2) Be different than everyone else. Stand out from the herd 
to be heard. Shatter the stereotypes surrounding your industry by asking, "How can I be 
unique?" 
 

Customer service and sales can be difficult. Smiling through the stress, dealing with the 
emotional and irrational outbursts of customers is tough. Fair or not, it becomes the task 
of the company and its representatives to ensure the situations and interactions are 
effortless and even stress free. This is where humor in customer engagement becomes 
so important and plays a major role in ensuring your customers keep coming back to 
you. Humor helps to ease tensions and relax the person you are interacting with. Just 
like in everyday life, we prefer the company of people who can make us laugh and feel 
happy rather than with someone who is sullen, grouchy and dull. Humor makes people 
feel good and energized, so why not use it when engaging customers to make the most 
important person in your business feel happy. 
 

Of course, just like with all other techniques and methods involving customers, humor 
must also be handled with care. All customers may not appreciate humor especially if 
they are particularly irate and may view it as sarcasm or an attempt to undermine the 
situation. Humor in customer engagement must be able to capture and arrest the 
attention and interest of the customer. Humor in sales, when used judiciously and 
cleverly, can create an atmosphere of alignment and comfort. It can prove extremely 
helpful in dispersing tension and building a relationship with the customer based on trust 
and ‘liking’. It all comes down to three letters: KLT. Know>Like>Trust. Once a customer 
gets to know you, that will lead to liking you, which will ultimately lead to trusting you. 
And THAT, my friend, is where the sale is made.  
 

In fact, humor should be one of the things included when training employees in the 
nuances of customer engagement and sales. Coaching and teaching the use of humor 
to dispel high crisis or tense moments will help you to remain calm and continue to 
provide excellent customer service. The ability to think clearly and in a focused manner 
greatly increases when you are in control of your emotions. As trite as it may sound, 



serving with a smile does have its merits and major ups! The truth is a smile and an 
attitude of service can be felt even when speaking to a customer over the phone. It 
spells ‘positive’ and will put the customer into the same mood – humor in customer 
service or otherwise, is highly infectious. If your company has not yet discovered the 
benefits and joy of humor in engaging with customers, maybe these pointers here could 
help: 
 

1) The world of business and competition is highly stressed and causes a lot of 
unwanted and unnecessary friction in interactions. A touch of humor in customer 
service can relieve these tensions and frictions allowing the customers to relax, 
breathe and make the right decisions. Even the customer service agents would 
be more mindful of their demeanor and be happier when dealing with customers, 
especially the frustrated ones. As relationships build and the company’s 
reputation of being great on customer service spreads, more customers would be 
drawn to the company and will want to forge such happy relationships. 

2)  

Humor in customer service keeps the human touch intact. With the advancement 
in technology and upgrades almost every day, interactions are becoming more 
distant. Humor adds the smiles and a personal touch required to make 
customers feel special in the relationship with the company. 
 

3) Humor and laughter are known to have positive effects on health, too. For 
customers – if your customer service agents and the companies they represent 
are making the effort to make you smile, you must really thank them. Not only are 
they doing their job to serve you, they are going the extra mile to ensure that you 
are happy and remain stress free during the interactions. 

 

4) Scientifically speaking, humor and laughter are known to increase the feel-good 
hormones and chemicals in the body that, in turn, relieve pain and make a 
person have a sense of being well. Humor is also great for the heart as it keeps 
the blood pressure normal keeping the body and mind stable and healthy. 
 

5) With customer service representatives dealing with a variety of customers, 
language and other barriers are easily overcome with politeness and a sense of 
humor. Getting people to smile and connect with you through the alleviation of 
their problems can only be good for everyone involved. Humor in customer 
service and otherwise, boosts relationships and boosts social standing and skills. 

 

Ideally humor should be the natural part of everyone’s being. It just draws people 
together.  Which makes it odd that so many companies keep this essential ingredient 
out of their customer relationships. If they were to focus on the customer, make them 
smile and release the stress in the already frenzied environment, things would probably 
move along a lot smoother. Of course, as a service provider there are going to be 
several occasions where the customer will just not see things from the right point of 
view. They would be mad and really annoyed but if the customer service agents are 



trained to step back and understand the frustration without seeing it as a personal 
attack, it would be beneficial.  
 

A sense of humor in employees makes it easier to recognize the customer’s frustrations 
clearer. In most cases, customers often are dealing with failed meetings, arguments, 
flopped proposals, and a myriad of other things which could be projected onto the 
conversation with you. We are not saying that this is fair or that abusive behavior is 
acceptable, rather, keeping the views of the customer at bay and only dealing with the 
issue is the solution and having a sense of humor makes it simpler. Humor in sales and 
customer engagement results in acceptance, openness, confidence, and an 
appreciation of the other person’s point of view. Plus, it makes your job more enjoyable 
and makes them more willing to work with you. Humor in customer relations is perhaps 
the most sustainable of customer service models and could push your company way 
ahead of your competitors. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



WHY HUMOR WORKS WITH CUSTOMERS 
 

Making customers happy is the goal of every business. After all, a happy customer 
typically evolves into a loyal customer and a loyal customer is the goal of every 
company.  
 

The Science of Humor in Sales  
 

While it may seem obvious that humor can help most any situation go smoother, there 
is plenty of scientific research to back it up. Humor causes the release of endorphins 
within the brain, which causes us to feel good, relax and move in the direction of 
accomplishing tasks. You never know the kind of day your client is having. They may be 
tired, distracted or stressed out. They may have come from talking with three of your 
competitors before coming to you. Humor levels the playing field to help people to be “in 
the moment” and focus on finding a solution with you. It causes relaxation by increasing 
oxygen in the brain. This allows for a better air exchange and deeper thinking. Some 
retail stores actually pump supplemental oxygen into their buildings to try and improve 
the mood of customers. All the while, all you had to do was have a little fun.  
 

So, if humor is effective, what type is best for sales? A study by Karen O’Quin and Joel 
Aronoff found that a bit of humor can influence people to pay more during negotiations. 
In the study, participants had to negotiate with a seller over the purchase price of a 
painting. The seller made a final sales offer in one of two ways. Half the time the seller 
said he’d accept $6,000, the other half of the time he gave the same final offer, but this 
time he added a little humor by offering to throw in his pet frog. The impact of a little 
humor had a huge effect. Regardless of gender and regardless of the degree to which 
the seller’s final price was above the amount originally offered, would-be buyers made a 
much greater compromise when offered the pet frog. So, either everyone in the study 
had a ten-year-old child at home or, more likely, the humorous aside helped relax the 
buyers and put them in a more generous frame of mind. 
 
Another study by humor researcher Dr. Paul McGhee found that when a salesperson 
used more humor, the buyer was willing to pay a higher price. The study found that 
humor helped break down initial objections the buyers may have had and helped create 
an emotional bond with the seller, product or idea.  
 
And a study described in the book, Yes! 50 Scientifically Proven Ways to Be More 
Persuasive, by Steven J. Martin, showed that simply sending a funny, inoffensive 
cartoon to the person you are negotiating with generated higher levels of trust and led to 
15% larger profits. Recipients of the funny cartoon were more than twice as likely as 
those who didn’t receive the cartoon to make an opening offer that was deemed 
acceptable. The use of cartoons even resulted in shorter, more efficient negotiating 
time.  
 

Legendary ad-man, David Ogilvy, once said, “All the world may love a clown, but 
nobody buys from one.” Fair enough. I’m not sure I’d want to buy my next big-ticket item 



from a clown, either. But as any veteran salesperson knows, selling is all about 
relationship building. It’s about making a personal connection and establishing trust. As 
I’ve seen throughout my business journey, positive humor can help break the ice, soften 
our image, humanize us and strengthen trust. So, although coming across like the office 
clown may not be the best approach, learning how to use humor safely may pay off 
more than you might think. 
 

Customers will enjoy working with you - It's a fact that people want to work with 
people they like. The last thing a customer wants is to come to your place of business 
after a long hard day and have to deal with an employee with an attitude problem. Using 
humor, whether face-to-face, on the phone, or online with customers makes the 
customer more likely to want to deal with you and your company, even if your product is 
less superior to your competitors. 
  
Humor is an awesome stress buster - In fact, it's a TRIFECTA!!  1) Humor offers a 
cognitive shift in how you view your stressors, 2) It's an emotional response (which is 
what we want our customers to have), and 3) It's a physical response that relaxes the 
body and releases “feel good” endorphins when you laugh. All three of these helps to 
combat stress and make the customer experience that much better. The most important 
thing to remember is, CUSTOMERS BUY WITH EMOTION and then JUSTIFY WITH 
LOGIC!  
 

Humor is humanizing - Humor allows both the salesperson and the customer to come 
together, and form a bond based on the common ground of humor. Using self-
deprecating humor and being able to make fun of yourself works especially well when it 
comes to showing your customer your human side. 
  
Humor puts others at ease - Humor is a great way to break through tensions that may 
be in the air due to sales issues. A well-timed email cartoon or meme to a customer or 
posted on your social media pages can prove to be very advantageous if done 
properly.  
 

Humor helps to build trust - This also goes back to humor making you more human. 
You can build trust with the effective use of humor because humor often reveals the 
authentic person lurking under the professional mask. Again, KLT. Know>Like>Trust. 
 

Humor eliminates the elephant in the room - In this sense, the elephant in the room 
is the SALE. Ultimately, you want to sell something to the customer. But you don’t want 
to sound like selling is the only thing on your mind. Using humor in your interactions with 
customers helps you to acknowledge your position and your desired results without 
coming across as the dreaded pushy salesperson who we ALL hate. 
 

Humor makes you more approachable - The more approachable you are, the more 
honest and open people around you will be. And the more honest and open a customer 
can feel around you, the easier it will be to discover the true needs and desires of the 



customer. This is extremely important in service industries where your product is based 
on what the customer actually needs as opposed to what they want. 
 

Humor can increase productivity - Humor creates an upbeat atmosphere that 
encourages interaction, brainstorming of new ideas, and a feeling that there are few 
risks in thinking outside the box. This type of atmosphere is infectious. Customers can 
feel this when they walk into your place of business or browse your website and social 
media pages. Again, this leads to what I call the "happy cycle." If the employee is happy 
then the customer will be happy and vice versa. And as we all know, happy customers 
lead to more sales. 
 

Humor sets the tone - No matter the product or service you sell, using humor 
throughout the sales process sets the tone with the customer that this experience will be 
an enjoyable one. The humor strategies set forth in the following lesson will show you 
how to set that tone by using humor from the initial contact with the customer, to the 
sale, to the post-sale retention efforts.  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



HUMOR STRATEGIES 

 

As a former comedy teacher, I quickly realized that you just can't teach everyone to be 
funny. Not everyone has the funny gene or that funny spirit inside them. So, I came up 
with a way where everyone could benefit from humor. Now, my motto is, "I don't teach 
people how to BE funny, I teach people how to USE funny." With that said, here are my 
best strategies for engaging customers and increasing sales by using humor online. I 
focus online now especially due to the fact many businesses are not able to have 
customers in their places of business because of Covid-19. 

Online Humor - Creative content is key! What keeps your customers coming back to 
your site or social media pages? What will they do on your pages? Engage your 
customers in a dialogue. Be creative and humorous. There are many ways to do that 
with humor in ways that add value for your customers and make you stand out from the 
crowd. Here are ten of the best ways I found to use humor online: 

- Blogs. Creating a blog is the easiest thing you can do on your personal or company 
website. With a blog, you can continuously post anything your heart desires to 
engage with your customers. Your blog can be inside your personal website or your 
company's website, or it can be a stand-alone, outside blog, whichever works best 
for you. It doesn't matter which one you set up, just create one. Since this course is 
about using humor, I suggest posting funny, but relevant content on your blog. Many 
of the strategies I will discuss in this lesson can be posted on your blog. The best 
part about having a blog is that your content doesn't have to be original. As long as 
you credit your source, for example, you can post articles that have already been 
written. Making your job that much easier. 

- Quizzes. These are great for customer interaction. Facebook has many different 
quizzes that you can use for your own social media sites. Quizzes like, "What movie 
character are you?" or "How would you survive in a zombie apocalypse?" These are 
examples of general fun question quizzes. The Red Cross posted a more relevant 
quiz a while back called, "What type of natural disaster would you classify your home 
after a family gathering?" The Red Cross deals with natural disasters so they came 
up with a quiz that was industry-specific and fun to participate in. The key here is to 
make your quiz fun, easy to complete, and shareable.  Men’s Wearhouse did 
something similar when they posted a quiz called, “What shoe are you?”  After 
answering a series of questions, the quiz determined if you were a flip-flop, sandal, 
slipper, dress shoe, etc.  Two good sites I found for quizzes are: 
https://www.typeform.com/quizzes/ and https://www.quiz-maker.com/ 

- Polls. Polls, for the most part, follow the same rules as quizzes, so again, make 
them fun and easy to participate in.  A good site to create polls is:  www.easypolls.net 
and https://www.typeform.com/templates/t/funny-polls/ 

https://www.typeform.com/quizzes/
https://www.quiz-maker.com/
http://www.easypolls.net/
https://www.typeform.com/templates/t/funny-polls/


- Top 10 Lists. These are good when it comes to industry-specific subject material. 
For example, GrubHub, a company that delivers restaurant food to your door, had a 
"Top 10 Weirdest Things People Said to our Delivery Drivers" list. I'm sure a lot of 
funny and weird things happen in your industry. Take this opportunity to think about 
them, write them down, and put them into a list. Make it fun! A good site to create top 
10 lists is https://listmaker.com/  

- Sweepstakes/Giveaways. Sweepstakes are prize giveaways where the winners 
are chosen by luck. Prizes can range from stickers and t-shirts to houses, cars, and 
enormous cash wins. These can be in the form of, "Like this Photo for Your Chance 
to Win," or "Fill in the Blank for Your Chance to Win," or "Name Our Next 
Product!”  You can choose the funniest entries to win the prize.  Before you start, 
Take into account that some states have their own sweepstakes rules. For example: 
in New York, one must bond prizes valued above $5000.  A good site to create 
sweepstakes is:  www.promosimple.com 

- Crowdsource. If you already have a customer following, why not use them for their 
humor skills? Ask your customers to come up with a funny phrase, slogan, or word 
that best represents a new product you're releasing or just your company in general. 
Or ask your customers for funny photos, jokes, articles, etc. The options are endless 
here. Use your customer's humor to your advantage. 

- Joke of the Day or Week. Either come up with or find a safe joke that is relevant to 
your industry and post it on your social media sites. It never fails, when I post 
something funny on my social media pages, those posts get more interaction than 
when I post something about my upcoming shows. It just seems like people are more 
likely to engage with funny posts. And that's all you want is for people to stay on your 
page a little longer because inevitably, this will lead to more sales.  Good sites to find 
clean, safe jokes are http://www.laughfactory.com/jokes/office-jokes and 
www.rd.com/jokes which is the Reader’s Digest joke page.  

- Funny Articles. There are literally thousands of funny articles just floating around 
the internet. Do a search and find one that is relevant to your industry and post it. 
Make sure to give credit to the source. If you are a good writer, then write a funny 
article yourself. Remember, the goal is to get your customers to engage with the 
content. Don't write over your customer’s head. Keep it light, entertaining, and short 
to medium length. Unless the article is about a complex technical product or service, 
not too many people are going to read a long article.  Sites with funny article content 
are: www.buzzfeed.com, www.collegehumor.com, and www.cracked.com  

- Newsletters. This is a way you can take the humor directly into your customer's 
inbox. My company sends out a weekly newsletter, but some companies send one 
out once a month or quarter. In my business, I need to be in people's faces as often 
as possible since there are so many options and choices in the real estate industry. 
So really, your circumstances will determine the frequency of the newsletter. Inside 
the newsletter is where you showcase your funny bone. You can include all the 
strategies mentioned thus far inside your newsletter to set your company apart from 

https://listmaker.com/
http://www.promosimple.com/
http://www.laughfactory.com/jokes/office-jokes
http://www.rd.com/jokes
http://www.buzzfeed.com/
http://www.collegehumor.com/
http://www.cracked.com/


your competitors. You can put a joke of the week, quiz, poll, funny cartoon, a meme, 
or anything in the newsletter that will get your customer smiling and seeing you as 
someone they would definitely do business with. In my belief, the goal of a newsletter 
is not only to show the customer the hot, new items available in the store, or the 
sales I have going on, but also to let them know I see them as a person and not just 
another sale. As mentioned before, humor humanizes you.  The site that I use for my 
newsletter is www.mailchimp.com  

- Videos. Much like articles and jokes, there are thousands of funny, safe videos out 
there for you to use. Every day I make it a mission to do a google search for funny 
videos that are relevant to the real estate business, and trust me, there are a lot. 
When I find really good ones, I'll post them on my pages. If you're technically savvy 
and creative, you can make your own videos. Just remember to keep them short, 
funny, and relevant. In Google Chrome, there are apps that allow you to download 
Youtube, Facebook, and Instagram videos for use on your own pages. 

- Memes/GIFS. Memes and GIFS (I pronounce it with a hard G) are probably the 
most popular ways people communicate on social media these days. There are 
literally millions of memes already out there to use for your own company's pages. 
There are sites and apps that update with new memes daily. Some are better than 
others so take some time to research which are the best ones for you. You can also 
do a google search on a specific meme.  For example, if you’re a dentist, just type in, 
“funny dentist memes.”  Once your results come up, click on “images” at the top of 
the page.  Then browse to find the most appropriate ones for your business. Just 
make sure they are safe, appropriate, work-related, and relevant. The best 
Meme/GIF apps I have found on Android and IOS are, LOL PICS and iFunny. 
These apps skew a little more toward the younger generation, but you can find some 
gems in there if you look hard enough.  
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HUMOR EXAMPLES 

Here are a few industry specific examples of funny memes that can be found any and 
everywhere on the internet for you to use: 

 

 

REAL ESTATE 

 

 

 

 

 

 

 

 



 

 

DENTIST 

 

 

 

 

 

 

 

 

 

 



 

 

 

LAWYER 

 

 

 

 

 



 

 

 

INSURANCE 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

RETAIL SALES 

 

 

The opportunities are endless. There are literally millions of memes and GIFS online 
that you could use for your business. Hopefully, this blueprint will serve a s a guide 
as to how to improve your customer engagement and increase your sales… one 
laugh at a time.  
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