
DO WE KNOW OUR 
CLIENTS?

September 2007

Klaas Molenaar

FACET © ZEIST 2006



What business are they in?



Economic reasons

Physical reasons

Legal reasons

Social

Cultural reasons
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Reasons for problems



Business

Business PersonpersonBusiness

Complementarity

Isolation

Additional and 
interrelated

Integral situation

Person

Business

or
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Whom do  you serve? The person or 
the business?



Motivating 
moments

Promotion – the message

Contact – the attention you give

Contract – the solution  you 

offer

Retaining – the attention 
afterwards

€
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� What triggers you in the cases?

�What are the dilemmas that are similar to your 
organisation?

�What are the lessons to learn from it  (for you/ for 
others)

�What actions would you take?


