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Beating the Commodity 
Trap

Customer “Segmentation”
“Targeting” & “Positioning”
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Customer Segmentation: Identify Your Customers & their Position
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Cost to Serve - Boost Profitability and Optimize High-Cost Processes

COST TO SERVE
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Low High

• Costly to serve but paying high prices
• Desire Constant Innovation to stay here

Demanding Customers

• High Quality Service is Crucial
• Most Loyal Customers who value the 

peace of mind that your service brings to 
them. 

Best Customers

• Can be bought at low margins and 
traditionally appear to be “Strategic 
Accounts”.  

• Know why they are in your product 
portfolio. 

Low Profitability Customers

• Lower cost to serve but extremely price 
sensitive 

• Cross Sell/Up Sell different services

Commodity Customers



Customer Segmentation: Identify Your Customers & their Position

Strategic Accounts or Legacy Accounts

• Identify how much do they actually 
contribute to the “referencability”

• “Scope Creep”
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