
Generations:  A Perspective 

Boomers  
1946-1964

Gen X  
1965-1976

Millenials  
1977-1997

Core Values Optimism,  Hard 
Work, Integrity, 
Passion

Skepticism, 
Informality, 
Family centered, 
Relationship 
Driven 

Confidence, Fun 
Driven 
Wellness, 
Connectivity

Mythical 
Perceptions

Too Old to 
Change 
Less Energy, 
Grumpy 
Bossy,  Techno-
phobia

Lazy, Not Team 
Players, Cynical, 
Whiners, Instant 
Gratification 

Praise Junkies, 
Impatient, 
Disrespectful,   

Communication In Person, Call 
Anytime, 
e-mail, Meetings

Direct, Call at 
Work Only, E-
mail  Text 

Text, Need and 
Want to 
Communicate

Work Ethic Workaholic, 
Question 
Authority, 110%

Family First, 
Work from 
Home,  Self 
Reliance 

Multi-task, Work-
Life Balance, 
Want to achieve



Interaction Groups, Team 
Meetings 
Live and In 
Person

Independent, 
Social Media,  
1 on 1 Contact 

Work groups, 
Connected,  
Support a Team

View of 
Authority

Love/Hate Unimpressed Polite   

Career Goals Stellar Career Portable Career Parallel Career 

Leadership Consensus Competence Togetherness



Rewards Money, Title, 
Prestige 

Freedom Meaning 

Work/Life 
Balance

I want to 
balance 
everyone else.

Give it to me 
now, not when I 
retire. 

I need work 
flexibility to 
balance my life 
activities. 

Job Changes Puts you behind Necessary. Daily 

Training Too much and 
they will  
leave. 

More makes 
them stay.

A way of life.

Feedback Yearly, fancy 
form.

How am I doing 
today? 

At the push of a 
button. 



1. Millennials are self reliant 
Because millennials grew up with the internet at their fingertips, they’re 
fairly accustomed to discovering the information that they need on their 
own.  Make it easily available. 

2. Millennials want it now. 
Millennials not only grew up with a wealth of information at their 
fingertips, they also grew up with smartphones and access to responses 
in real-time. In short, if you want to keep millennials happy, you have to 
respond their queries as fast as possible or they’ll move on. 

3. Millennials are on multiple channels and devices. 
Millennials switch between “laptops, smartphones, and TV on an average 
of 27 times per hour.” That means that you have to market and connect 
with them on multiple devices. 

4. Millennials are not fans of calling a rep. 
Millennials are not big fans of calling a customer service 
representative. Millennials want to choose how they’re going to 
communicate with brands, which includes SMS and social. The days of 
face-to-face communication are over.  

5. Millennials demand authenticity. 
The days of having a scripted customer service response are over. 
Millennials expect brands to be authentic and have a more informal 
attitude when it comes to customer service. If you want to reach them, 
you have to speak in their native tongue. And you have to be completely 
authentic.” 

6. Millennials value relationships and recommendations. 
Despite not wanting to speak with customer service reps on the 
phone,millennials want to know the faces behind your brand, where your 
product was manufactured, and they want to engage with real team 
members on social media. 



7. Millennials are educated and open to new experiences. 
They want to make a difference. How does this apply to customer 
service?  Millennials aren’t easily duped and want to take advantage of 
the adventures that brands can provide. For example, millennials see 
traveling for work as a perk and not a burden. Brands also should support 
a cause that millennials support and encourage them to join the cause as 
well. 

8. Millennials don’t like being stereotyped. 
Even though millennials have a number of shared beliefs, habits, and 
values, they are not homogenous. According to the Boston Consulting 
Group, there are six different types of Millennials. 
 • Hip-ennial - cautious, charitable, and heavy social media user. 
 • Millennial Mom - wealthy, family-orientated, and digital savvy. 
 • Anti-Millennial - locally minded and conservative. 
 • Gadget Guru - successful, free spirited, and wired. 
 • Clean and Green Millennial - cause driven, healthy, and enjoys 

content. 
 • Old School Millennial - cautious, charitable, and not as wired. 

9. Millennials aren’t afraid to leave a company.  
Millennials have no qualms about leaving a company. In fact, more than 
half of millennials do so every year. Specifically, one quarter of 
millennials will leave a company after one bad experience. By the third 
bad experience, an astounding 82 percent of millennials will stop using a 
company. 

Source:  John Rampton, Entrepreneur Magazine 

https://www.bcg.com/documents/file103894.pdf
http://www.aspect.com/millennials

