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the fine 

art & science

of 

customer

leadership

Prof. dr. Rudy Moenaert
TIAS School for Business & Society
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Building Great 

Business

through

Customer Choice
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LICENCE ARENA PROPOSITION ORGANIZATION
why do we do it? where do we compete? what do we offer? how do we do it?

R E T H I N K

rethink
ArenA
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conversation

experimentation

adoption
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spectators

regulators

gladiators

creators
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rethink
ValuE
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great?
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1%
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ELI5

1
POOR

nobody

likes

your

business
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2
DISTINCTIVE

customers

like

your

business

3
REWARDING

shareholders

like

your

business
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4
STRONG

competitors

don’t like

your

business

5
MOMENTUM

customers

love

your

business
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6
OUTSTANDING

shareholders

love

your

business

7
GREAT

(almost)

everybody

loves

your

business
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© Jurgen Surstedt (Interpolis)
used with permission
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rethinking
PropositioN

Hyper Personal

Ultra Reliable

Extremely Economical

Super Fast

Intuitively Simple
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If you get it right, 

a few years after a surprising invention, 

the new thing has become normal. 

People yawn.   And that yawn 

is the greatest compliment 

an inventor can receive.

Jeff Bezos in letter to employees (February 02, 2021)
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e x p e r i e n c e
E l e va t i o n    -    P r i d e    -    I n s i g h t    -    C o n n e c t i o n

People will 

never ever 

forget the way 

that you made 

them feel

Noel Gallagher (Oasis)
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empathy

&

surprise 
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STEWARD

M
AG

IC
IA

N

MEMORABLE

MOMENTS

FLUID

FULFILLMENT

SMOOTH

WOW

NEVER

MIND

arena
value

proposition
organization
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rethinking
OrganizatioN

45

46



25/11/2024

24

Deel I. ’s-Hertogenbosch - Augsburg Deel II. Augsburg - Bologna Deel III. Bologna - Roma

818 kilometer 775 kilometer 550 kilometer

© Dorkas Koenen

“Bergen Liegen Niet”

used with permission
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LICENCE ARENA PROPOSITION RESOURCES
why do you do it? where do you compete? what do you offer? how do you do it?

R E T H I N K
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INNOVATION
SPENDING

COMPANY
PERFORMANCE

64%

Exit

6%

Market Share

9%

Remain Leader
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What

you

ignore

will

haunt

you

connect
discover

move
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HXC
High Expectation Customer
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listen

very

carefully
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Breakthrough

Offense

House-in-Order
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our company realizes what can’t be realized

so that our customers can do what can’t be done

thank

you

so

very

much
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