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Who owns 
the customer?
he customer, the powerful entity. The customer, the unknown entity. The 

customer, without whom we cannot live because he pays the bills at the end 

of the day. A customer is someone who has completed at least one business 

transaction with his business partner. But what makes a customer?

Heinrich Path wrote: “A customer is the most important person in the busi-

ness. He is not dependent on us, we are dependent on him. He does not 

represent an interruption of our work, but rather its content.” It is already

clear from this quote that we need to constantly look after the customer and 

know what he wants: customer care is more important than ever before.

Knowing the expectation of the customer before he is aware of it himself 

– that would be the ideal scenario.

We are in a buyer’s market with transparent markets and immense compet-

itive pressure. Customer loyalty must therefore be something you work hard 

for. It must always be kept in mind that the market power of the customer

can always lead to unexpected actions. Knowing the needs of the custom-

er and having an intense relationship with him will reduce his bargaining 

power. But if he has clear goals or a clear mission such as price or quality

optimisation, then it will be diffi  cult to retain the customer. You cannot stop

him from looking left or right. The competition will always fi nd reasons to

enter into a conversation. Who the competition is today cannot always be 

predicted. He lurks everywhere. In Asia, on the Internet, in the value- added 

chain, in the neighbourhood and sometimes even in your own company.

So who does the customer belong to? What should be done if he changes 

his buying behaviour? The customer belongs to himself. He is a mature  being

and pursues his own goals. The best possible consulting competence paired 

with customer proximity is the only way to retain the customer. He will  never

belong to anyone.

T

Best regards,

Michael Freter
Managing Director PSI
michael.freter@psi-network.de
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