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customer drivers 
 

CD they want… …so what can you do? 

co
nt

ro
l … a sense of control, 

that they are not 
being fobbed off or 

manipulated 

 

ou
tc

om
es

 

… the results they 
expected.  

im
po

rt
an

ce
 

… to be seen as 
important (“I pay your 
wages”) & treated as 

such 

 

fa
irn

es
s 

… to be treated as well 
as any other customer 
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CD they want… …so what can you do? 

fr
ie

nd
lin

es
s 

… you to be friendly & 
helpful 

… a warm & pleasant 
experience 

 

te
ch

ni
ca

l 
co

m
pe

te
nc

e 
 

… you to be an expert 
in your field; be 

competent. know what 
you are doing & have 

the correct 
information 

 

un
de

rs
ta

nd
in

g
 

… to be kept informed, 
to know what is 

happening, especially 
if left alone 

 

se
cu

rit
y … to feel safe & secure, 

emotionally as well as 
physically 

… they don’t want to 
be afraid or at risk 
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CD they want… …so what can you do? 

be
lo

ng
in

g
 Ideally customers are 

your allies & 
advocates; they want 
to identify with you & 

what you provide, & to 
recommend you 

 

ho
ne

st
y 

… you to be honest, 
reliable and 
trustworthy 

 

cu
st

om
is

ed
 

… a service that is 
tailored to their 
specific needs. 
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