Customer Obsession

Success Factors in a Customer / Supplier Relationship ‘

JJ Heldt, Director Sales, Bosch Rexroth AG, Feb 8, 2024
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People matter

= Organisations / Values
= Strategies

= Personalities

= Cultures
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Iceberg

What you see:

-Words
-Tonality

-Body language
-Gestures

-Beliefs
-Values
-Biases

-Prejudices
-Experineces
-Fears
-Dreams
-Feelings
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Hispanic America,
Argentina, Mexico

Italy, Portugal, Spain
Greece Malta, Cyprus

Russia, Slovakia,
Croatia

warm,
emotional,
loquacious, impulsive

France, Poland,
Hungary, Lithuania

Belgium, Israel

Australia, Denmark
Ireland
Austria, Czech Republic,
Metherlands, Norway,
Slovenia
USA cool, factual,
decisive planners

Germany,
Switzerland,
Luxembourg

Sweden, Finland,
Latvia Estonia

lle Rechte vorbehalten, auch bzgl. jeder Verfiig vertung, Reproduktion, Bearbeitur owie fiir den Fall von Schutzrechtsanmeldungen

Sub-Saharan Africa

SaudiArabia,
Arab Countries

Bulgaria,
Turkey, Iran

India

Indonesia, Malaysia
Philippines

Korea
Thailand

courteous, amiable,
accommodating,
compromiser, good listener

Vietnam

Canada Singapore Taiwan, Japan
Hong Kong
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= Person Orientation

= Emotional

" Impulsive

= Warm and friendly
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Hungary

= Relationships matter

= Network counts
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Trust

= Must be earned

= VValues enable or hinder

‘I would rather lose

money
than trust”

= Must be proven consistantly
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Communication

Author: Paul Watzlawick, 1969

* You always communicate

= Content / Relationship

= Cause / Effect
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Negotiation

= Effective Communication
Empathy

Flexibilty / Adaptability

Mentality / Calibrate yourself

Eye Level
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Negativity / No / Disrespect

Stress / Speed

Missing Preparation

Ultimatums

No fall back position
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