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KNOW

Customer or 
someone close to 
them has interacted 
with you or the 
business. There is an 
established 
reputation or 
experience 
supporting who the 
person/ business is 
and what they 
represent (values). 

LIKE

Customers enjoy 
doing business with 
a company/ person 
of certain values 
and consistent 
background. 
Positive Rapport.  

TRUST

Customers know that 
you will do the right 
thing and stand 
behind your 
products/ services 
and do what it takes 
to make them 
happy.

ONLY GAME IN TOWN

Not a lot of 
businesses like this 
around and is not an 
excuse to be a bad 
vendor. Winning 
combination if you 
are only source with 
high customer 
satisfaction. High 
barrier to entry for 
competition/ copy 
cats.
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Customer 
Rejects 
(RPPM)

Churn

Surveys/ Testimonials

Customer Concerns (CPPM)

OTD

CRM Tools (NPS, CX)

Reviews from Social Media Platforms

SEO Tools

Most Common

Better (IATF 

16949 or 

AS9100D level)

Best (Amazon, 

Big tech)

Note: CX = Customer Experience; NPS = Net Promoter Score; OTD = On Time Delivery; SEO = Search Engine Optimization 
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