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Rule 1

Understand the

Value Equation



Understand the Value Equation

Understand
Customer

Needs
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Needs
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Understand
Customer

Value

Understand
Delivery

Costs

Identify core customer jobs
Identify desired outcomes
Prioritise jobs & outcomes

Identify delivery system costs
Identify delivery system revenues

Calculate customer value
Understand contribution to cashflow
Identify associated risks, issues



1. Hang out with customers

2. Watch out for unlikely
competitors

3. Be inspired by extreme
value

4. Go elephant hunting
with a slingshot

5. Prototype best ideas

Potato
Learnings



Quote…
“People don't want to buy a quarter-inch drill. They want a
quarter-inch hole!”

…Unquote

Ted Levitt
Marketer

Focus on Customer Jobs



We ‘Hire’ Products to Do Jobs

JOB

…Make a 6mm hole in a plaster wall
e.g. to hang-up a picture





Products Change… Jobs Don’t
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Edition
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Record

Job: Listen to recorded music at home
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Customer Value Calculator
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Rule 2

Focus on your

Best Customers



Focus on Your Best Customers
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Protect
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Protect
Best
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Identify best customers
Identify products most used

Identify critical touchpoints

Identify critical delivery systems
Identify supporting delivery capabilities







Rule 3

Sweat your

Business Assets



Sweat your Business Assets
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Invest
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Business

Sweat
Customer

Experience

Sweat
Delivery
Systems

Cross/up
Sell to

Customers

Identify cross /up-selling opportunities
Minimise spending on customers
Monitor customer retention, loyalty & profitability

Invest in critical touchpoints
Minimise spending on customer experience
Convert touchpoints to self-service

Invest in critical delivery systems
Minimise spending on delivery capabilities
Maximise use of delivery infrastructure

Invest in business innovation
Minimise borrowing, spending and risk
Identify disruptive business opportunities



Targeted Investments Pay-off

www.mckinseyquarterly.com







Rule 4

Use Lean to Take Out

Non-Value-Adding Costs



Use Lean to Take Out NVA
Costs

Customer
Needs
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Delivery
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Value
Creation

Lean
Customer

Experience

Lean
Delivery
Systems

Understand value stream processes
Identify non-value-adding activities
Remove non-value-adding costs… Lean
Remove non-value-adding variation… Six Sigma
Introduce customer pull mechanisms
Continuously improve through Kaizen

Invest
In Core

Business

Sweat
Customer

Experience

Sweat
Delivery
Systems

Cross/up
Sell to

Customers



www.strategy-business.com

Toyota’s Lean Principles

1. Know what customers value

2. Identify the value stream

3. Line up value so that it flows

4. Let the customer pull value

5. Strive for perfection



www.strategy-business.com

50 Most Innovative Companies





Rule 5

Empower Staff
To Deliver



Empower Staff to Deliver

Customer
Needs
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Experience
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Value
Creation

Lean
Customer

Experience

Lean
Delivery
Systems

Identify self-service opportunities
(Modularise products & business rules)

Invest
In Core

Business

Cross/up
Sell to

Customers

Increase
Customer

Self-
Service

Empower
Front-line

Staff

Empower
Support

Staff

Introduce front-line delivery targets
Empower front-line staff to deliver targets
Monitor and support delivery of targets

Introduce delivery system targets
Empower support staff…
Monitor and support delivery…







Rule 6

Focus on the

Short & Long-term



Focus on the Short & Long-term

Customer
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Maintain
Customer

Experience

Maintain
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Maintain customer profitability
Balance customer lifetime value
Balance customer portfolio

Invest
In Core

Business

Manage
Customers
For Value

Increase
Customer

Self-
Service

Empower
Front-line

Staff

Empower
Support

Staff

Maintain customer experience
Invest in future critical touchpoints

Maintain delivery system
Invest in future core systems

Maintain
Value

Creation

Maintain business profitability
Minimise borrowing, spending and risk
Maintain options for future growth







Rule 1: Understand the Value Equation
Rule 2: Focus on your Best Customers
Rule 3: Sweat your Business Assets
Rule 4: Use Lean to Take Out NVA Costs
Rule 5: Empower Staff to Deliver

Rule 6: Focus on the Short & Long-Term

Six Rules for Recessionaries



And Many Activities to Do
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Quote…

“Creative destruction is
the essential fact about
capitalism”

…Unquote
Joseph Schumpeter
Austrian Economist





Quote…
“Nothing in biology makes sense except in

the light of evolution”
…Unquote

business
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