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Trying to move from Bow Tie to Diamond ïmanaging a range of 

relationships



�{ Having undertaken value analysis of the base, it became apparent that we had to focus on 4 things:

1. Focus on Relevant discussions with the Right People
�{ DMUis not formally known or understood
�{ Need to establish credibility and relevancewith SBDM if we are to develop the business
�{ Need to understandour customersmuch, much better �t on a 1-2-1 basis - and what business they do 

with the competition (and what business the competition is touting for)
�{ Previous site focuscould be inefficient / ineffective �t plan, think and act at company level, whilst not 

ignoring the sites (let the customer tell us)
�{ Understand if the productsthat customers currently use meet their actual needsor whether another 

product might be more suitable
�{ Where their budgets were and who was responsible for each

2. Understand our Product Application For EACH Customer (from their point of view)
�{ This ranges from the Basic Mailroom, to Advertising Mail, Operational Mail such as statements and 

finally Logistical Mail (the delivery of packages)

3. �t�����Z�������š�}���P���š���Z�W���Œ�u�]�•�•�]�}�v���d�}���^���o�o�[
�{ How was the relationship with the customer , what issues were prevaling
�{ We had to be an integrated seamless organisation that cared passionately about TOTAL service 

delivery.
�{ Once we had built up trust and had earned permission to sell, then the customer (usually at a more 

senior level was prepared to engage).

4. ���}�v�[�š���]�P�v�}�Œ�����š�Z�����,�Ç�P�]���v�������(�����š�}�Œ�•
�{ Our sales people were typical sales people �t always looking for the next sale, whilst disregarding the 

boring products such as P.O. Boxes and Collections.
�{ �t�����Z�������š�}�����v�•�µ�Œ�����š�Z���š���š�Z�������µ�•�š�}�u���Œ���Á���•���µ�•�]�v�P���š�Z�����Œ�]�P�Z�š���‰�Œ�}���µ���š�•���(�}�Œ���š�Z���u�Y�v�}���u���š�š���Œ���Z�}�Á���µ�v�•���Æ�Ç�����v����

small scale.

�{ �d�Z�������µ�•�š�}�u���Œ���•�š�Œ���š���P�Ç���Á���•�W���^�t�����Á�]�o�o��retain and developour chosencustomers by actively 
demonstrating and provingour worth, our value and our credibility through an ongoing dialoguethat 
identifies and then meets their individual needs�X�_
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