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We’ve helped many businesses

More information at www.budd.uk.com/clients
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Working globally - 18 years young last month
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Strategy, operations, technology
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How do we stop 
doing dumb 
things 
to our customers 
and our people?

Our passion:
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How do we stop 
doing dumb 
things 
to our customers 
and our people?

Brilliant Basics



©Budd UK Ltd.

How are customer relationships changing ?

Germany 

“People are more conscious about 
decisions they take, both at work and at 
home. And of the consequences.”
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India 

“The need is for ‘not-in-person’ services, 
so make everything contactless”
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How are customer relationships changing ?
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Aus 

“People are more conservative: 
they’re saving more and trusting less. 

And yet they are more gullible.”
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How are customer relationships changing ?
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US

“Customers are more demanding. 
There is an added intensity to 
discussions. Perhaps as people 
travel less and have more time. 

They are less tolerant, perhaps 
against a backdrop of political 
intolerance.”
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How are customer relationships changing ?
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France

“Acceleration - More and more, digital 
channels are being taken up and more 
people work from home.”
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How are customer relationships changing ?
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UK - customers are digitally 
ahead of businesses, who in 
turn are ahead of regulation

Covid + Brexit - Capability = 
Recession
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How are customer relationships changing ?
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Global similarities 

Hmmm - these are symptoms but what’s underpinning them ? 
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So….My point of view on 
“How is customer behaviour changing ?” 
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Mega trends dictate CX trends

Human behaviour changes slowly1

2
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Human behaviour changes slowly
Lock down shock vs lasting reactions 
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Acceleration
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Psychology > Technology

Human behaviour changes slowly
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16Behavioural science = “I don’t know”

Human behaviour 
changes slowly
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Mega trends

Maslow’s hierarchy 

Basics are threatened
- warmth
- shelter
- food 
- water
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Mega trends

Maslow’s hierarchy - basics are threatened

- warmth - climate change

- shelter - migration

- food - poverty; natural resources; food 
standards

- water - drinking water ; flooding
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Mega trends
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Ageing population
Health services
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Mega trends
Post western democracy
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Mega trends

Privacy & digital identity
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Mega trends

Work, AI & Robotics
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Mega trends
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Mega trends
Look east, not west ?

Education is highly valued and 
respected

Tech investment decisions are 
rapid

Willingness to adopt

Respect for age & family

Post or pre democracy
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What do our kids say?
As customers, their 
suppliers must prioritise:
•the climate crisis 
•racial and sexual 

discrimination
•poverty
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My point of view on 
“How is customer behaviour changing ?” 
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Mega trends dictate CX trends

Human behaviour changes slowly1

2

More reading at https://www.futureagenda.org
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How do we stop 
doing dumb 
things 
to our customers 
and our people?

+44 7802 793515
www.budd.uk.com

 

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

