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We’ve helped many businesses

More information at www.budd.uk.com/clients
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How do we stop 
doing dumb 
things 
to our customers 
and our people?

Our passion:
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Great customer relationships - a quest as old as time

Get rid of the dumb stuff

Basics before delight

Choose the right customers

Be the customer

Then ….what builds great relationships
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Great customer 
relationships
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Relationships - A quest as old as time
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Relationships - 
Psychology rather 
than technology
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Relationships - 
Psychology is 
complicated
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Relationships 
…..in a digital 

world 
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Basics before delight

Can you delight a customer 
if you are not meeting their basic expectations? 

1
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Developed in the 80's by Professor Noriaki Kano, the 
model is based on the concepts of customer quality and 
provides a simple ranking scheme which distinguishes 
between essential and differentiating attributes. The model 
is a powerful way of visualising product characteristics and 
stimulating debate

Basics before delight

For customers, interactions are:
1 - Basic must haves
2 - Linear : more = better
3 - Delighters

Story A

Story B
Story C

Story B
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Plot the top pain points and opportunities on 
the customer journey, with their engagement 
potential
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Get rid of the dumb stuff2
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Get rid of the dumb stuff
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Get rid of the dumb stuff
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Choose the right customers3
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Who needs to know?

 17

Because the customer’s in control
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Who needs to know?
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Customer Managed 
Relationships 
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Choose the right customers
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Choose the right customers
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Choose the right customers
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Travel Agents

Corporate/ 
Government 

Managed through travel 
agent/manager

Individual 
business/leisure

Corporate/ 
Government 
Managed through 

employee/secretary

Fleet/Insurance 
Companies

Tour operators

Reservations Customer 
Service

Individual          
     sales

Individual 
customer 
service

Sales/  
relationship 
specialism

Contract 
specialism

Contract &  
cross sales 
specialism

Contract 
specialism

Fleet 
specialism

Sales/  
relationship 
specialism

Note : As understanding of 
individual customers grows, 

agent teams can focus on specific types 
e.g. frequent renter, personality type etc
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Be the customer4
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“B2C” or “B2B”

Which lens do you look through ?
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Seller side thinking

http://images.google.com/imgres?imgurl=http://blogs.edweek.org/edweek/eduwonkette/upload/2008/01/see_no_evil_nclb_curriculum_na_1/nightshift-at-the-factory-factory.jpg&imgrefurl=http://blogs.edweek.org/edweek/eduwonkette/2008/01/&h=447&w=700&sz=75&hl=en&start=1&um=1&tbnid=2iNhN1Guv6FUGM:&tbnh=89&tbnw=140&prev=/images%3Fq%3Dfactory%26um%3D1%26hl%3Den
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Buyer side thinking

www.rightsideup.net

http://images.google.com/imgres?imgurl=http://blogs.edweek.org/edweek/eduwonkette/upload/2008/01/see_no_evil_nclb_curriculum_na_1/nightshift-at-the-factory-factory.jpg&imgrefurl=http://blogs.edweek.org/edweek/eduwonkette/2008/01/&h=447&w=700&sz=75&hl=en&start=1&um=1&tbnid=2iNhN1Guv6FUGM:&tbnh=89&tbnw=140&prev=/images%3Fq%3Dfactory%26um%3D1%26hl%3Den
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“B2C” & “B2B” “Me2B”

Which lens do you look through ?

Seller Buyer
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Be the customer

“Me2B”

Understand buying and selling

Research has shown the 
7 relationship needs
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1) You know me, you remember me

2) You give me choices 3) You make it easy f
or me

4) You value me and listen to me
5) You trust me

6) Y
ou su

rprise
 me w

ith 
stuf

f I c
an’t

 im
agin

e
7) You make me better and do more

Me2B

Emotional needs at home, work, for customers - we’re humans

What builds great relationships ?
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1) You know me, you remember me

2) You give me choices

3) You make it easy for me

4) You value me and listen to me

5) You trust me

6) You surprise me with stuff I can’t imagine

7) You make me better and do more

Me2BHow does your boss, your partner or your bank score ?

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Low HighMed
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You surprise me with stuff I can’t imagine
Visual more trustworthy than TV, website or radio (note text on right says it’s snowing) 
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The sub drivers of the 7 relationship needs 
for Me2B (1-3)

You know me everywhere & all 
the time

You never ask me something 
twice

You know my preferences

You know me & mine

You know when I don’t want to 
be known

1) You know me, you 
remember me

You let me choose what & how 
much

You let me decide how & where I 
do things

I can do it on my time

You give me the advice that I 
need, when I need it

I get to control with whom I 
work

2) You give me choices

You let me design it

You make it easy for me to buy 
from you

You allow me to use your 
product or service without 
contacting you

You let me make the process 
easy for me

You don’t make me have to learn 
to navigate your organisation

3) You make it easy for me

You get it right for me first time - 
or if not, fix it once & for all

You don’t ask me about my effort

You predict my needs intelligently
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You value my potential

You value the length & depth of 
my relationship with you

You listen to me & act on what I 
say

You value my time & effort

You make sure your partners 
value me as you do

4) You value me

You don’t tar me with the same 
brush

You don’t impose an arbitrary 
policy on me, & you allow 
exceptions

You trust me to advise others

You enable me to trust you

You trust my version of events 
without my jumping through 
hoops

5) You trust me

You make the complex world 
simple for me

You do more than I expect at key 
moments & delight me with 
random acts of kindness

You do things I didn’t think or 
know were possible

You only surprise me when it’s 
appropriate

You treat me like a new customer 
all the time

6) You surprise me with 
stuff I can’t imagine

When you fail me, you do more 
than just fix it

You support me beyond the 
product

You coach me to use things 
better

You help me use less stuff

You help me look forward

You help me get things that I 
didn’t think I could

7) You help me do more

The sub drivers of the 7 relationship needs 
for Me2B (4-7)
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You surprise me with stuff I can’t imagine

Easyjet Plus - a year of all this for the price of one ticket
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You make it easy for me

An hour today trying to renew and book a ticket 
Changed one digit in number

Will not work even after renewal
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1) You know me, you remember me

2) You give me choices

3) You make it easy for me

4) You value me and listen to me

5) You trust me

6) You surprise me with stuff I can’t imagine

7) You make me better and do more

Me2B

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Low HighMed

Does it fit your brand promise ?
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1) You know me, you remember me

2) You give me choices 3) You make it easy f
or me

4) You value me and listen to me

5) You trust me

6) Y
ou su

rprise
 me w

ith 
stuf

f I c
an’t

 im
agin

e
7) You make me better and do more

Me2B

What is your ratio of 
psychology to technology investment ?



What customers want?
Be on my 

side…

Know me as 
an individual

Treat me as 
an equal

Leave me in 
control

Provide easy to 
understand 

products and 
services

Recognise 
my value to 

you

Provide expertise I 
can get at

Source:  HSBC Customer Research 2000

As old as 
time

Source: Simon Roncoroni 2000
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Great customer relationships - a quest as old as time

Get rid of the dumb stuff

Basics before delight

Choose the right customers

Be the customer

Then ….what builds great relationships

1

2

3

4
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How do we stop 
doing dumb 
things 
to our customers 
and our people?

+44 7802 793515
www.budd.uk.com

https://www.youtube.com/watch?v=EMFcEvFOVAA

http://www.budd.uk.com
https://www.youtube.com/watch?v=EMFcEvFOVAA
https://www.youtube.com/watch?v=EMFcEvFOVAA

