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Focus on Value

Know who the customers 

and key stakeholders are

Understanding value from a 

consumer perspective

Understand the customer's 

experience with the service 

and the organization



The danger here is that we focus too much on the functional

64%
of the customers 
leave because of the 
frustration with the 
service they 

experience
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Homo Economicus vs Homo Emoticus

Choices based on rational criteria 
such as: 

• Product quality 

• Price

Homo Economicus

Choices based on intuitive criteria 
such as: 

• First impressions

• Emotions

• Intuition

Homo Emoticus

Paying attention to the customer's emotions



5

Homo Economicus vs Homo Emoticus

Choices based on rational criteria 
such as: 

• Product quality 

• Price

Homo Economicus

Choices based on intuitive criteria 
such as: 

• First impressions

• Emotions

• Intuition

Homo Emoticus

Paying attention to the customer's emotions



6

Homo Economicus vs Homo Emoticus

Fast

Is always on

Intuitive

Think automatically

Uncontrolled

Effortless, takes little energy

Associative

Subconscious

1 + 1 = 2

Slowly

Switch on consciously

Rational

Checked

According to rules

Takes a lot of energy

Serial System

Conscious

94 : 8 = ?



Service excellence pyramid
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• Emotions lead to a certain experience

Basics in order
The organization does what it 
has to do. They provide 

products that work and are 
available. They meet my 

expectations.

Experience

Personal
The organization knows me. 
I'm not a number. They 

appreciate me and take their 
time with me.

Experience

Easy

The customer is taken care of, 
and the service is easy. They 

handle my feedback, problems 
and complaints well.

Experience

Surprising

The organization is going the 
extra mile. They exceed or 

even transcended my 
expectations.

Experience



We’re not here to sell you beauty, we are here to make you feel 
good!



Determine what the 

emotions and experience 

are

what the organization 

wants to mean for its 

customers

what should be the ideal 

experience that is being 

worked on



Suitable for a setting where 

the steps are completely 

handled internally

Often knows no exceptions 

and differences between 

customers



From concrete processes to customer journeys



Pieter Zwart (CEO Coolblue): “Selling washing machines is not 
about picture, price, button. It's about the entire customer 
journey.”



A customer journey can be seen as a James Bond movie



A customer journey can be seen as a James Bond movie

Open strongly and set the 

right tone

Organize a memorable 

moment

Ensure an appropriate end 

to the customer journey



The difference lies in the employees who have to give a personal 
touch



Get To Grips 2023

• 14h30 – 15h00 Onthaal

• 15h00 – 15h15 Welkom

• 15h15 – 15h45 Nieuwe Trends: Bent u er 
klaar voor? – (Danny Van Vosselen)

• 15h45 – 16h15 Wat kan u doen om 
klantgericht te zijn? (Jordy Mertens)

• 16h15 – 17h00 Pauze

• 17h00 – 17h30 Tools voor het nieuwe 
tijdperk van Service Management (Joost Van 
Iersel)

• 17h30 – 18h15 Gastspreker Jef Staes

• 18h15 – 18h30 Afsluiting

• 18h30 – 20h00 Walking Dinner

Agenda
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www.2grips.com

Bedankt

Rubensstraat 104/12
B-2300 Turnhout
Belgium

+32 14 76 23 19 +31 40 80 80 375

info@2grips.com

Lichttoren 32
NL 5611BJ Eindhoven
The Netherlands

https://www.2grips.com/
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