
FOCUS ON CUSTOMERS
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WHY?
So, you want to be a writer? Charles Bukowski  

https://youtu.be/ZN1Tw8XM1LY
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WHAT IS                                   ?

❑ a person who buys goods or services from a shop or business
(Mr Harrison was a regular customer at the Golden Lion)

❑ a person of a specified kind with whom one has to deal.
("he's a tough customer«)

An individual or business that purchases another company's goods or services. 
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WHAT IS CUSTOMER – FOCUSED?     
❑ Paying great attention to the needs and opinions of customers.

❑ Wider explanantion:
Customer focus is a business philosophy that places the customer at the center of all business 
development and management decisions.
 
It is a marketing approach also, that involves products and services to be developed around 
consumer’s preferences.
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Excercise «Our assumptions»
❑ «I woke up early today!»
At what time did she wake up?

❑ «He smokes too many cigarettes a day»
How many cigarettes does he smoke a day?
 
❑ «I am currently overweight»
How many kilograms does she weigh?

❑ «He has a very good salary»
How much is his salary?
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WHAT IS ALSO YOUR                                      ?

Your boss

Colleagues

Other related institutions
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WHAT IS CUSTOMER?

• Individual choiceIndividual 
costumer

• Decision maker
• (related to business 

companies’ 
strategy/subjective 
circumstances 

Business 
company

Individual choice
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WHAT DOES CUSTOMER 
BUY?

MURAL Workshop
https://www.mural.co/ 

https://www.mural.co/


9

WHAT DOES CUSTOMER BUY?

People don’t buy products. 

They buy a SOLUTION to their 
PROBLEM.

They buy the OUTCOME they really 
desire.

They are ultimately buying a 
TRANSFORMATION they want in 
their lives.
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PEOPLE BUY IN THIS ORDER…..

Solution, 
product, service

Your company

You
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EFFECTIVE PEOPLE SELL IN THE SAME ORDER

Solution, 
product, service

Their company

Themselves
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 How does the brain work? 

Source: https://www.lucidmindcenter.com/right-brain-left-brain-test/
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THREE UNASKED QUESTIONS PEOPLE HAVE WHEN THEY MEET 
OTHER PEOPLE

Can I trust you?

Are you committed?

Do you care about me?
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ANSWERS TO THE THREE UNASKED QUESTIONS 

Always do what’s right

Always do your best

Always treat others as 
they’d like to be treated
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KEY POINTS

Loyalty

Honestly
Transparency
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PREPARATION RESULT

INVESTED WORK

COMPETENCE

PERSONALITY



17

IMPORTANT ASPECTS OF CONVERSATION

Pay 
attention

Show that 
you're 

listening
Respond 

appropriately

Provide 
feedback Defer judgment
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NO NEED – NO SOLUTION

NO NEED SOLUTION(FOR)
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IF THERE IS A NEED – THERE IS SOLUTION (FOR CUSTOMER)

NEED SOLUTION
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WHAT ARE THE MAIN CUSTOMER NEEDS?

Try to offer 
something to 
everybody

Psychologist 
role

Designing the 
Conversation
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WHAT ARE THE MAIN CUSTOMER NEEDS?
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IF THERE IS A NEED – THERE IS SOLUTION (FOR YOU – IN A LONGTERM)
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Winners and losers have the same goals

If you completely ignored your goals and 
focused only on your system, would you 
still succeed?

If you were a basketball coach and you 
ignored your goal to win a championship 
and focused only on what your team does 
at practice each day, would you still get 
results?

Goals are good for planning your progress 
and systems are good for actually making 
progress.
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PERSONAL BEHAVIORAL STYLE

PROCESSOR

PLEASER

PUSHER

PLAYER
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PERSONAL BEHAVIORAL STYLE
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PROCESSOR



27PUSHER
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THE PLAYER



29THE PLEASER
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HOW DO I IDENTIFY BEHAVIOURAL STYLE?
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HOW IS THE BEHAVIOURAL STYLE PERCEIVED
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WORKSHOP

❑ Group work (up to 5 participants per group)

❑ Choose a conversation topic

❑ Conversation modeling

❑ Conversation presentation

❑ Analysis and feedback
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EVALUATION OF WORKSHOP

❑ Used words

❑ Questionning
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TIPS & TRICKS (1)

When meeting customers for the first 
time, do more listening than talking
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TIPS & TRICKS (2)

Look for ways to prove you are trustworthy.
Your customers are looking for reason to trust  

you
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TIPS & TRICKS (3)

Don’t let your creativity get you in trouble. 
Check with higher-ups to make sure you 

can deliver on promise
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TIPS & TRICKS (4)

Answer a simple question simply
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TIPS & TRICKS (5)

Helping customers reach their dreams is a 
powerful lever that can motivate them to 

do business with you
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