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World class customer service  

As an historian of this industry I challenge the whole idea of world class 
customer service:
- are you passionate enough ?
- can you sustain that passion for generations ?
- can you afford it ? 

What is world class ?
As a petrol head and for many others, we might jump to Rolls-Royce 
Motor Cars
- 1904-1908-1911 - world beating engineering, the salesman and the 

hyphen
- whatever is rightly done - detail - tiniest detail -gap between VC and 

dead
- by means of visits to our clients premises 

Who tried to be world class and what happened….
- Fedex 1993
- BA 1998
- US trip, alignment, stratmodel
If the answer is word class, what’s a better question - Alignment

What is world class today  
- To the winner the spoils, all the spoils and nothing but the spoils
- Amazon - simplicity - out and out passion, sustained for 25 years - 

afforded on the share price
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Bringing together the machine driven, the online and the contact centre worlds for the customer  
Amazon’s growth model

The Best Service Is No Service
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We’ve helped many businesses in the UK 
& many more around the world
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How do we 
stop doing 
dumb things 
to our 
customers and 
our people?

Our sustaining passion at work:
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Personal passions 
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Personal passions 
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What is world class

It’s not easy

Today

World class
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What does 
history tell 
us about 
world 
champions
…..?

Early AI, 
beats 
world at 
chess

https://en.wikipedia.org/wiki/The_Turk  The Mechanical Turk, 1770

https://en.wikipedia.org/wiki/The_Turk
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The best in the world
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In an old 
car you can 
drive up to 
anyone’s 
front door 
and they’ll 
be pleased 
to see you



©Budd UK Ltd.

How long does it take to become 
world class?
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The salesman, the engineer and the hyphen
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The salesman, the engineer and the hyphen
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The salesman, the engineer and the hyphen
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Quidvis recte factum 
quamvis humile praeclarum
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Whatever is rightly done, however humble, is noble
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By means of visits to our clients residences….
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By means of visits to our clients residences….
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World class experiences
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A world class experience requires….
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……a world class team 

Are you passionate enough ?

Can you sustain that passion ?

Can you afford it ?
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What is world class

It’s not easy

Today

World class
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World class 
is hard to do
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Best in the world ?
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Fedex 

1993



©Budd UK Ltd.

We found a mixed reality in the US
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Why were we so disappointed ?
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Alignment
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Alignment
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Alignment
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Alignment of the contact centre and the 
business 
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Competitive space

Business model

Economic model

Operating model
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Alignment of the contact centre and the 
business 
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Organisational design

Measures

People Process

Technology Environment

Competitive space

Brand

Sales proposition Service proposition

Channels Segments

Economics

Competitive space

Business model

Economic model

Operating model
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Alignment
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Alignment
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If the answer is “world class” 
then

what is a better question ?
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What is world class

It’s not easy

Today

World class
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To the winner the spoils

All of them
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Augmented reality
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Max’s 
reality
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Max’s 
first 
selfie
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Amazon, Facebook, Google, Apple 
- who can compete ?
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World class transnationals - how can countries 
compete ?

42



©Budd UK Ltd.

Can social & ethical thinking keep up 
with the 4th industrial revolution ?
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http://www.kurzweilai.net/

https://www.youtube.com/watch?time_continue=109&v=9CO6M2HsoIA
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Glass half full or half empty ?

“These changes will have very different 
effects on nations, businesses and 

individuals.”

World Economic Forum 2016
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What’s my point?

Today’s world class companies win with people & customers

Massively profitable valuable
Passions sustained….. for decades
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A world class experience requires….
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……a world class team 

Are you passionate enough ?

Can you sustain that passion ?

Can you afford it ?
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Organisational design

Measures

People Process

Technology Environment

Competitive space

Brand

Sales proposition Service proposition

Channels Segments

Economics

Competitive space

Business model

Economic model

Operating model

Amazon is aligned - The Best Service Is No Service
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It doesn't take long, does it?
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