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Episode 7: The Buyers in Their Own Words


Up to now you have heard this market through counts and mechanisms, and this episode hands the microphone to the buyers themselves. Each section takes one sub-avatar, says who she is and how many of her we found, describes her emotional state and what she has been burned by, and then gives you her own words. Every quoted line is a real buyer’s text with its source named before it, and I will say “buyer quote” each time so you never confuse their words with mine. A rule from our own operation applies here and is worth repeating for anyone you brief later: these lines are research. They teach you the words and the ideas buyers use; a whole buyer sentence never becomes a headline or a body line, and appears in marketing only inside a review card with the reviewer’s name.




The parent at the brush

She is the largest and warmest group in Ebb’s own reviews. She is usually a mother, increasingly a father too, with a daughter between about four and twelve whose hair is long, often fine, sometimes curly. In our corpus she shows up in 56 of Ebb’s own reviews through words like “my daughter,” “my kids” and “my toddler,” and in about 1,000 records across the wider market. Her emotional state is a daily low-grade dread. The brushing session has become a fight, the child pulls away and cries, the parent feels like the villain, and underneath it is a fear about the relationship more than the hair. She has been burned by brushes that promised painless detangling, by detangling sprays that did little, by “no tears” shampoos, and by advice that told her to be gentler as though she were being rough.

Her relief, when it comes, is total, and the best reviews in Ebb’s whole catalogue are hers. A buyer quote from a five star Sephora review of the mini set: “My daughter loves it, it’s the only way to brush her hair without the screaming, especially during the summer, hair become so smooth even after swimming, great products.” A buyer quote from a five star Sephora review of the mini tonic: “No more tears!!! My daughter loves this detangling tonic and we don’t fight in the morning anymore.” A buyer quote from Ebb’s own store, on the tonic: “I love this detangler, my kids have very long hair. This stuff is magic!” And a buyer quote that shows the brand serving two heads at once, from Ebb’s store: “Works on my toddlers Long curly hair and my straight hair! Love that it has safe enough ingredients for my daughter as well. Was bummed when the shampoo was sold out for so long, so went ahead and ordered two bottles this time around.”

Outside Ebb, her questions are raw. A buyer quote from a parent on YouTube, under a detangling tutorial, with 119 likes: “Mother of a extremely tender headed child signing in to just say THANK YOU!! I could literally cry.” And a buyer quote that captures the competitor she already loves, from a five star Sephora review of Evereden’s kids’ spray: “My daughter loves this! She literally will not let me do her hair if I don’t use this! She says it’s her magic spray.” Notice the words she uses about success. She says “magic,” “no more tears,” “we don’t fight,” and “my daughter loves it.” Her validating audience is the child, and the moment she wants is a calm morning.




The swimmer, and the swim parent

The adult swimmer is a lap swimmer, a triathlete, a masters swimmer or a former competitive swimmer, and the swim parent has a child on a swim team or in lessons. Inside Ebb’s reviews swimming is small, 35 reviews mention chlorine or the pool, and outside them it is loud, 842 Reddit records and 436 YouTube records where we looked. Her emotional state is a trade-off she resents: she loves the sport and feels it is costing her the hair. The fear runs from damage, through green hair, to hair loss. She has been burned by swimmer’s shampoos that removed the smell and not the straw feel, by caps that let water in, and by conditioner that slid her cap off.

In her own words, as buyer quotes from r/Swimming: “How are you guys swimming and keeping your hair from getting trashed? Swimming’s always been my favorite, but I don’t do it as much anymore because chlorine really wrecks my hair.” And: “How often are you washing your hair after pool sessions? Asking because chlorine buildup snuck up on me.” A buyer quote from a YouTube commenter: “I started swim lessons a few weeks ago and I noticed a lot of my hair breaking off today when I was brushing it. I wear a swim cap but my hair always ends up wet.” A buyer quote from a swimmer on YouTube whose hair texture made the cap a constant problem: “I am the only person on my swim team with my hair texture, and it can be frustrating when my cap continually slips off if there are any traces of conditioner in my hair.”

The swim parent sounds warmer, because her child is the one in the water. A buyer quote from a five star Sephora review of Ebb’s tonic: “I keep this in my child’s swim bag for post swim detangling! Convenient & looks nice.” A buyer quote from Ebb’s mask reviews: “Absolutely game changing for me and my daughter after the days at the pool. Helps combat chlorine damage.” A buyer quote from Amazon, on a kids’ swim conditioner: “My 10 year old daughter has been taking swim classes for about a year now and her hair just feels like straw when it’s wet and even after conditioning, it looked dull, a little brittle.” And a buyer quote from a pool owner on Reddit that shows how the green surprise arrives: “Their guy was dumping copper-based algaecide into the water (I didn’t realize) and I didn’t connect the dots until my daughter climbed out of the pool one afternoon with green hair (it was blonde!).”

The swimmer’s own folk science is already halfway to the aha. A buyer quote from a Reddit comment: “Think of your hair as a sponge, if you soak it in clean water and add conditioner as a barrier before getting in the pool not as much chlorine will be absorbed.” And a buyer quote from a hairdresser on YouTube with 255 likes: “I recommend to clients to also wet hair at home with regular water before going to the pool and apply conditioner, leaving it in. If its long enough, braid it.” These are the people who will understand the before-the-water argument fastest, because they have half invented it.




The beach and travel woman

She is the brand’s imagined customer and a real one: a woman who takes beach holidays, surfs a little or a lot, lives near the coast, and packs a carry-on. Inside Ebb’s reviews the beach appears 87 times and travel 81 times, mostly as occasions rather than pain. Her emotional state is pleasure with a worry attached: she wants the holiday hair, salty and loose, without the hour of knots afterwards. She has been burned by leaking bottles in her toiletry bag and by full-size products that do not fit the liquids rule.

In her words, as buyer quotes from Sephora reviews of Ebb: “Having detangling spray that I can pack in a carry-on on a beach vacation is a total game changer,” and “I’ve been using this religiously on my kids tangled hair, as well as my own, and needless to say I am obsessed with how well it works (and smells). Love having the mini size to throw in my bag for the beach or pool.” A buyer quote from Ebb’s store: “Great product for coming straight out of the ocean!! Detangles and moisturizes!!” A buyer quote from Hawaii, on Sephora: “I live in Hawaii and this is absolute favorite hair product. I’ve never found a more efficient detangler and I have dry blonde hair that tangles super easily. Reef safe but it also smells AMAZING!!!” And one disappointed buyer quote that shows how fragile this occasion buyer is: “I was SO excited to try this for our trip but the spray bottle wouldn’t work at all so that was super disappointing!”

The curly version of this woman carries a paradox you can use. A buyer quote from r/curlyhair: “Why does my hair look better after a beach day than on wash day when I take the time to do a bunch of routine crap to it. Every time I go to the beach I just have the most perfect curls wish salt water wasn’t so damaging.” She loves what the sea does to her hair’s shape and dislikes what it does to its feel, and the coat answers that exactly: keep the shape, lose the straw.




The fine-haired woman who is weighed down

She is the biggest single group in Ebb’s Sephora reviews, 292 who call their hair fine, and the biggest group among Ebb’s complaints, thirteen of the 37 reviews at three stars or below. Her hair is fine and often dense, frequently highlighted, and it tangles easily and breaks easily. Her emotional state is wary. She has been burned more than anyone in this market, by conditioners that left her roots flat, by oils that made her look unwashed, by “weightless” products that did nothing, and by clarifying shampoos that left her hair like straw. She reads every review for the word “heavy.”

When Ebb works for her, she says so in exactly those terms. A buyer quote from Ebb’s store: “Light, not too greasy or heavy. Biggest problem I have with most conditioners is that it weighs my already flat hair down.” A buyer quote from Sephora: “I have fine, highlighted hair that has always tangled easily & gets weighed down by certain products. This one doesn’t weigh it down & make it a lot easier to brush out.” A buyer quote from r/TrashTuesday: “My hair feels noticeably softer. I have fine hair but a lot of it, and it normally gets tangled and messy easily. It didn’t at all.”

When Ebb fails her, she says that just as clearly. A buyer quote, a three star review of the shampoo on Ebb’s store: “I really want to love this since the formulation is so clean, but it is pretty heavy and almost leaves a waxy residue. I have a lot of fine lightly wavy hair.” A buyer quote, a two star Sephora review of the oil: “Smells so good, but makes my hair look comically greasy. I’ve been trying it for about a month now. Two drops, dry hair, wet hair, it doesn’t matter.” A buyer quote, a two star Sephora review of the mini set: “hair felt healthy and definitely tangled free but it was weighed down and any natural waves I had disappeared.” And from the other side of the seesaw, a buyer quote, a two star Sephora review of the shampoo: “This shampoo is way to harsh and stripping for thin, straight hair. It creates tangles.” She is the buyer the dose and placement instruction was written for.




The curly and wavy family

Curly and wavy hair cuts across every other door: 139 of Ebb’s reviews, about 1,600 records across the market, and r/curlyhair is the second largest subreddit in our Reddit pull. On Sephora, wavy is the most common texture Ebb’s reviewers report, ahead of straight, and curly is a smaller group. Many in this group came through the Curly Girl Method and read ingredient lists for silicones and sulfates, which makes Ebb’s free-of list a door opener. Her emotional state is invested: she has a routine, she has spent money on it, and she is proud of good curl days. She has been burned by products that made her curls limp and by products that left them frizzy.

In her words, as buyer quotes from Ebb’s store: “After using Ebb shampoo and conditioner my hair is super soft and my natural wave/curl pattern is more defined. The detangler is superior to others I’ve used on my toddler’s hair,” and “Please never change the formula!!! My new holy grail! I have thick 2B curly hair and the shampoo and conditioner work perfectly.” A buyer quote from Sephora: “I have wavy/frizzy colored hair and this product has changed the game for me. This conditioner makes my hair smooth and silky without weighing it down.” A buyer quote from YouTube with 187 likes describes a discovery many wavy-haired women make late: “My whole life I thought I had ‘straight’ frizzy hair, I recently had a daughter who has curly hair so I’ve been researching how to care for curls and I now realize I just have wavy hair without any TLC.” And the warning from the other side, a buyer quote, a one star Sephora review from Southern California: “I have wavy/curly hair with finer roots, and it didn’t provide the slip or hydration I was hoping for.”




The bleached and colour-treated woman

She is the blonde or highlighted buyer, and the sun-lightened one. On Sephora, Ebb’s reviewers ticked brassiness 69 times and damage and split ends 246 times, and bleach-related words appear 287 times across the corpus. Her emotional state is a mix of guilt and fatigue: she chose the colour, she knows the cost, and she has accepted that her hair now feels like straw. She has been burned by the hydrating aisle, by bond builders at 30 to 75 dollars, and by shampoos that turn her hair to what she calls cotton candy.

In her words, as buyer quotes from Sephora: “After bleaching my hair my texture has never been the same. Every time I use anything else to wash it, it’s like straw. This is the best at detangling without leaving it striped,” and “Obsessed with this brand. i have super bleached hair and so many shampoos make my hair feel like cotton candy not Ebb.” A buyer quote from Ebb’s store: “I’ve been bleaching my hair which makes it super dry and brittle and I’ve been struggling with tangles and breakage. This spray is magic!” A buyer quote, also from Sephora: “I have bleached, damaged hair and I need a lot from my leave in conditioners. This helped my comb glide through my hair, no tugging or snagging. I love how soft my hair felt without residue or feeling heavy.” And the green-hair experience in a buyer quote from YouTube: “I had purple hair and I dyed it today and it turned green.” Her language gives you the exact words her search history holds: straw, cotton candy, brittle, fried, brassy and glide.




The men with long or curly hair

They are a small group, about 60 records across the corpus, and their reviews are disproportionately enthusiastic, probably because few products speak to them at all. Their emotional state is pleasant surprise. A buyer quote from Ebb’s store: “I’m a male with curly hair past my shoulders. This stuff is magic and smells awesome. The spray is my favorite though, especially after swimming.” A buyer quote from Sephora: “For a man, I’m pretty obsessed with my hair, and Ebb shampoo and conditioner have made my hair the softest it’s ever been. You don’t even need to be someone who swims in the ocean to use this.” The unisex scent, built on yuzu, moss and shiso, supports this group, and the surf imagery in the brand’s content suits them.




The fans of the founder

They are the podcast listeners: 16 of Ebb’s reviews and about 170 records across YouTube, TikTok and Reddit mention Khalyla, TigerBelly or Trash Tuesday. Their emotional state is loyalty, and for some it is support for a person and a Filipina owned brand as much as for a product. A buyer quote from Ebb’s store: “I’ll buy anything Khalyla sells, ok! This has kept my super bleach blonde hair from complete ruin.” A TikTok creator’s caption, a buyer quote: “THANK YOU @Ebb for this fab volume. Wavy hair girlies check it outtttt (support Filipina owned brands too).” And the skeptic inside the same audience, a buyer quote from r/TigerBelly: “Not a Khalyla hater by any means but I expected this ‘ebb’ thing to be a lot more than shampoo/haircare. Especially after that cheesy video that was dropped talking about journeys and all that. It doesn’t seem like the products were specially formulated to help wash out ocean shit from your hair.” That last comment is valuable because it names a gap in the brand’s own story: the product’s ocean credentials are asserted more than they are explained, which is exactly what the before-the-water mechanism would fix.




The word bank

Across all of these people, a small set of words carries most of the emotional load, and you should know them by heart. “Leave-in” is the most used product word, at 1,045 records. “Frizz” and “frizzy” appear 997 times, “soft” 811, “greasy” 496, “weighs my hair down” 424, “lightweight” 271, “build up” 251, “clarifying” 235, “knots” 223, “hard water” 210, and “slip” 181, which is far more an Ebb buyer’s word, 89 of its own reviews, than a competitor buyer’s word, 17. Smaller phrases carry intensity: “like straw” 53, “tender-headed” 98, “matted” 62, “fried” 42, “screaming” 28 and “turned green” 39. The words of success are “soft,” “smooth,” “silky,” “slip,” “glides,” “no tugging,” “magic,” “holy grail” and “obsessed.” The buyers almost never use the words “18-MEA,” “cuticle” or “porosity,” and the brand’s own phrase, “hair barrier,” appears only twelve times in all of our customer text, nine of them in Ebb’s own reviews. That gap between the brand’s language and the buyer’s language is the subject of the next episode, which turns to the competitors and to what is left to say in a crowded market.


