Understanding customers on a logical and
emotional level is at the heart of good
business and effective marketing. This is even
more important with bankruptcy, since those
that need it face traumatizing, difficult
circumstances that require drastic action.
By spending time outside the office and in
the hearts and minds of your customers, you
will gain valuable insights. Not only will you
become a more effective marketer and
salesperson, but you will also gain empathy
and the ability to connect with your clients
on a more human level.
The goal of this Ebook is to take you on a
brief journey into the demographic and
psychological profile of the average
bankruptcy consumer.
We hope that this Ebook will help you:
Gain stronger empathy for your customers
Gain a stronger understanding of your customers’ wants and needs
See an overview of the demographic profile of the average bankruptcy consumer
Improve your marketing messages to connect with customers more effectively
Improve your personal sales abilities
We hope that you enjoy this Ebook.
Sincerely,

Without understanding who your target customers are, what they care about, and what they need, your
marketing messages will be based on educated guesses instead of based on reality, while your personal sales
efforts will become hollow and ineffective.
Specifically, there are 4 main questions you should consider as you analyze your customers.

Before delving into demographic data on bankruptcy consumers, it is more important to gain an empathetic
understanding of the financial (and often life) difficulties facing your customers.
Think about it: All of your clients probably wish that they didn’t have to hire you or file bankruptcy. Unlike
iPods, cars, and other enjoyable products and services that people willingly buy, no one ever actually wants to
file bankruptcy. They often act out of necessity and desperation, just as a patient seeks an emergency
surgery.
As an attorney it can be easy to detach emotionally and lose empathy for your customers, especially if you
have been practicing law for a long time. However, the more empathy and care you feel for your customers’

situations, the more powerful and appropriate your marketing messages and sales efforts will be. You will
gain a rare sincerity that connects with your customers in a powerful way.
To increase personal empathy for your customers, start by putting yourself in a typical bankruptcy situation.
What is it like?
You may have made reckless,
unwise financial decisions resulting in
large amounts of debt
You may have had difficult life
events such as unemployment,
divorce, or surgeries resulting in large
amounts of debt
Your income is insufficient to
meet debt payments (and often times,
living expenses, too)
Your wages are being
garnished
You are likely to lose your
home or vehicle
Creditors contact you
frequently seeking payment
You have lost hope and see no
way to ever pay off your debts
Your debts are constantly on
your mind, 24/7
You wish you could undo the
past and start over
It is easy to forget how terrible this
kind of situation would be. As you seek
this empathy and understanding, the
more effective your marketing and sales efforts will be.
Specifically, you will:
Craft more effective marketing messages that appeal to your customer’s hearts and minds
Treat your customers with respect, dignity, and empathy in your phone and in-person interactions
Have more patience for your customers as they work out their difficult situation

Empathy aside, your customers have real logistical problems with their finances. Their financial numbers
simply don’t add up and they have a strong need for bankruptcy. In addition to needing the benefits of
bankruptcy, most customers are ignorant as to the bankruptcy process and lack the skills to file themselves,
meaning that they have a strong need for an attorney as well.
Benefits they need from bankruptcy:

Hope: Hope and confidence that their financial situation can improve dramatically
Automatic stay: Immediate relief from debt collectors and creditors
Debt discharge: Discharge all of their eligible debts
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Things they need from you:
Friendliness, encouragement, and kindness: They often feel alone and disenfranchised. You can be
their friend and ally and give them confidence in themselves.
Information and answers: Most people know little about bankruptcy. They have plenty of questions
that need to be answered and concerns that need to be resolved concerning the bankruptcy process.
Legal expertise: You’re the expert on bankruptcy law. They need your counsel, advice, and direction
as to how to legally resolve their debts.
Financial guidance: You may be able to advise them and help them develop financial habits that
create a more stable financial future.
Help rebuilding credit: They need assistance reestablishing good credit.
Clearly outlining the true needs of your customers helps you outline the benefits of bankruptcy and of hiring
you as an attorney in your marketing messages. It also helps you clearly outline these benefits in your initial
consultations with them. The more you focus on and satisfy their needs, the more likely they will respond
to your marketing and sales efforts, feel confident that bankruptcy is their best option, and hire you as
their attorney.

After understanding the emotional and psychological state of your customers, it helps to also analyze the
demographic profile of your customers as well. Understanding factors such as age, income, and race can
help you more effectively create marketing messages that reach your target market.
There is plenty of available research on the bankruptcy consumer demographic. One recent study performed
by the Institute of
Financial Literacy looks
at demographic trends of
those who filed
bankruptcy over a 5 year
span (2006-2010). The
survey results prove
insightful as to who your
customers usually are
and who you should
focus your marketing
efforts on.
Here is what the study
found:
GENDER
The study found that males and females seem to have little difference in their propensity towards filing
bankruptcy. However, male filings are increasing slightly, while female filings are decreasing.

AGE
The age of bankruptcy filers varies dramatically and the mix of ages has changed significantly over time as
well. Those under 24 or over 65 are the least likely to file bankruptcy, while those ages 35-54 make up over
50% of all filers. From 2006-2010, there was a shift in the age breakdown of bankruptcy filers, with those ages
25-44 filing less and those ages 45-64 filing more.

ETHNICITY
Whites consistently make up over 70% of all bankruptcy filings from year to year, while African Americans
and Hispanics account for around 20% of filings. In recent years, African Americans’ bankruptcy filing rates
have decreased significantly, while rates among Asians and Hispanics are rising. These trends are bringing

bankruptcy rates among races more in line with their proportional nationwide populations. This means that
race isn’t necessarily a large causational factor in whether or not a person files bankruptcy.
EDUCATION
There is a wide variety in the level of education of bankruptcy filers. Around 70% of all bankruptcy filers either
have no college education or only some college education (haven’t graduated). However, more people with a
Graduate, Bachelor’s, or Associate’s degree are filing bankruptcy.

INCOME
About 75% of bankruptcy filers earn less than $40,000 a year, while about 38% earn less than $20,000. In the
last few years, however, there has been a significant increase in the amount of bankruptcies among those
making more than $60,000 a year.

EMPLOYMENT
Recessions play a large role in unemployment, which explains why more people who filed during 2008-2010
were unemployed. However, only about 16% of 2010 (at the heart of the Great Recession) bankruptcy filers
were unemployed, meaning that unemployment is not the primary factor in whether or not someone files
bankruptcy.

MARITAL STATUS
Around 64% of all bankruptcy filings come from married couples. 34% of these couples file jointly instead of
individually. Interestingly, the amount of filings from married couples has increased significantly in the last 5
years, while it has decreased for those who are single.

CAUSES OF FINANCIAL STRESS
The most common factors that lead people to file bankruptcy are overextension of credit, unexpected
expenses, reduction of income, job loss, and illness or injury. With the Great Recession, job loss and reduction
of income became more prevalent financial burdens leading towards bankruptcies.

In summary, there are core demographic factors (gender, race, etc) about bankruptcy filers that remain
relatively constant over time. You can use these factors to help you determine your marketing strategy.
However, as the economy changes over time, you may see fluctuations in demographics of your target
market that you can use to adjust and refine your marketing.

Bankruptcy customers and attorneys live different lives and thus often think and perceive the world very
differently. This can create an emotional and logical disconnect on marketing messages that leads to wasted
investment and reduced customer responsiveness. What attorneys may think is a good ad, consumers may
not understand or connect with at all.
These typical attorney ad messages
and images fail to clearly and
effectively address the needs of
bankruptcy customers. They are
unsuccessful in one or more of these
ways:
Low emotional connection
Fail to address specific needs
of consumers
Emphasize fear instead of
hope and optimism
Don’t get attention
Don’t establish trust or
credibility
Don’t create a strong interest
or desire to act
Your marketing messages should
focus on the most important, pressing
needs of customers. You can be
creative in your messages, but
remember to create attention, interest, desire, and action from your ads.
Here are some ideas for potential messages:
Benefits of bankruptcy: Focus on how bankruptcy can dramatically improve your customers’ financial
situations, eliminate debt, and stop collection and foreclosure efforts.
Price: Bankruptcy customers often feel strapped for cash, so make sure to market your services as
affordable and justify your prices.
Your experience: Focusing on your experience and success stories with past clients helps customers
feel that you can produce great results for them and help them out of their financial bind.

Bankruptcy information: Often times your
customers aren’t ready to file yet and may
be in the information-seeking stage. By
offering high quality information on
bankruptcy, you can get the attention and
interest of these people.
Convenience: Consider promoting
evening, weekend, and phone
consultations to make it easy for your
customers to get help quickly.
You are certainly not limited to these approaches.
Create the messages that you feel will best spark
attention, interest, and action from your
customers.
Lastly, as you engage with your customers
through effective marketing, they will contact you
seeking information and advice on bankruptcy.
Here is your chance to use your understanding of your customers to improve your staff’s and your own sales
approach to increase the number of interested prospects that you close into paying clients.
Here are some ideas for improving your sales approach:
Personality: Project optimism, friendliness, and genuineness in all phone and in-person interactions
with potential and actual customers. This will help them feel that you are their friend and ally.
Success Stories: Share success stories to increase confidence in bankruptcy as an effective debt
elimination tool.
Explain and answer questions: Offer to give an overview of the bankruptcy process and answer
questions to increase confidence in your expertise and clears any confusion and objections they may
have to bankruptcy
However you modify your sales approach, make sure that empathy and sincerity are at the heart of your
efforts and you will increase your effectiveness as a salesperson.

The more you understand your customers on a logical and emotional level, the more powerful and effective
your marketing and sales efforts will be.
On a more personal level, you will enjoy your work more and make a bigger difference in the lives of those
customers that you work with as you strive for more meaningful, personal interactions.

To learn more about our performance-based bankruptcy marketing
program, please:
Visit www.sebobankruptcysites.com
Call (801) 227-7326

We look forward to working with you.

