
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CCOOAACCHH  

CCOOAACC  

  GGeettttiinngg  ssppeecciiffiicc  aabboouutt  oouurr  ‘‘ttaarrggeett  ccuussttoommeerrss’’::  
Definition: Our ‘target customers’ are those people or other businesses that we have designed, 
shaped and committed our business to serve most effectively. We will welcome others, if they 
come to us (as long as they don’t ‘scare away’ our primary customers), but we’re focused on the 
needs, wants, values and preferences of our specific chosen customers.  Typically, a business will 
have multiple target customer groups.  Complete one of these forms for each different customer 
group.  Four sets of the form are supplied here.  Make additional copies, if needed.  

11..    OOUURR  11SSTT  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP IISS _______________________________________, in the 

geographic area(s) of ________________________________________, who want or need to…  

AA))    DDoo  wwhhaatt::   a) _____________________________________________________________. 
             b) _____________________________________________________________. 
             c) _____________________________________________________________. 
             d) _____________________________________________________________. 

BB))    KKnnooww  wwhhaatt::   a) ___________________________________________________________. 
                         b) __________________________________________________________. 
                         c) __________________________________________________________. 

CC))    FFeeeell  hhooww::   a) ____________________________________________________________. 
                     b) ____________________________________________________________. 
                     c) ____________________________________________________________. 

DD))      PPaayy  aabboouutt  hhooww  mmuucchh::      
If we can’t state a specific price range that this group of target customers expects to pay, we 
can state whether ‘price’ is of high, medium or low importance to them. For this target 
customer, ‘price’ is of:  

                    High importance.             Medium importance.              Low importance.     

     NNoottee:: If ‘price’ is of high or medium importance to this target customer group, what can we 
do to be the low-cost provider?  Or what functional, emotional or long-term financial value, 
or help can we add to our offering to make ‘price’ less important?  

     a) ____________________________________________________________________. 
     b) ____________________________________________________________________. 
     c) ____________________________________________________________________. 

EE))    AAddddiittiioonnaall  kkeeyy  ppooiinntt::    This target customer’s sense of urgency about  ordering or receiving 
the  product or service we sell is:            High urgency           Medium urgency           Low urgency  
Is our sense of urgency congruent with theirs?  If they have a high sense of urgency and we 
don’t, what needs fixing in our business?   If they don’t have a high sense of urgency about 
what we sell, and they should, how can we change our messaging to help them understand the 
value, importance and urgency of what we sell?     

            

MMaannaaggeemmeenntt  ttooooll  ##BB--99::  ©©  
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PPaaggee  22  ooff  88:: 

  GGeettttiinngg  ssppeecciiffiicc  aabboouutt  oouurr  ‘‘ttaarrggeett  ccuussttoommeerrss’’::©  
Definition: Our ‘target customers’ are those people or other businesses that we have designed, 
shaped and committed our business to serve most effectively.  We will welcome others, if they 
come to us (as long as they don’t ‘scare away’ our primary customers), but we’re focused on the 
needs, wants, values and preferences of our specific chosen customers.  Typically, a business will 
have multiple target customer groups.  Complete one of these forms for each different customer 
group. Four sets of the form are supplied here. Make additional copies, if needed.  

22..    OOUURR  22NNDD    TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP IISS _______________________________________, in the 

geographic area(s) of ________________________________________, who want or need to…  

AA))    DDoo  wwhhaatt::  a) ____________________________________________________________. 
               b) _____________________________________________________________. 
               c) _____________________________________________________________. 
               d) _____________________________________________________________. 

BB))    KKnnooww  wwhhaatt:: a) ___________________________________________________________. 
                         b) __________________________________________________________. 
                         c) __________________________________________________________. 

CC))    FFeeeell  hhooww::  a) ___________________________________________________________. 
                      b) ___________________________________________________________. 
                      c) ___________________________________________________________. 

DD))      PPaayy  aabboouutt  hhooww  mmuucchh::      
If we can’t state a specific price range that this group of target customers expects to pay, 
we can state whether ‘price’ is of high, medium or low importance to them. For this target 
customer, ‘price’ is of:  

                    High importance.             Medium importance.              Low importance.     

       NNoottee:: If ‘price’ is of high or medium importance to this target customer group, what can we 
do to be the low-cost provider?  Or what functional, emotional or long-term financial value, 
or help can we add to our offering to make ‘price’ less important?  

     a) ____________________________________________________________________. 
     b) ____________________________________________________________________. 
     c) ____________________________________________________________________. 

EE))    AAddddiittiioonnaall  kkeeyy  ppooiinntt::    This target customer’s sense of urgency about  ordering or receiving 
the  product or service we sell is:            High urgency           Medium urgency           Low urgency  

Is our sense of urgency congruent with theirs?  If they have a high sense of urgency and we 
don’t, what needs fixing in our business?   If they don’t have a high sense of urgency about 
what we sell, and they should, how can we change our messaging to help them understand the 
value, importance and urgency of what we sell?     

            

                         

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

PPaaggee  33  ooff  88:: 

  GGeettttiinngg  ssppeecciiffiicc  aabboouutt  oouurr  ‘‘ttaarrggeett  ccuussttoommeerrss’’::©  
Definition: Our ‘target customers’ are those people or other businesses that we have designed, 
shaped and committed our business to serve most effectively.  We will welcome others, if they 
come to us (as long as they don’t ‘scare away’ our primary customers), but we’re focused on the 
needs, wants, values and preferences of our specific chosen customers.  Typically, a business will 
have multiple target customer groups.  Complete one of these forms for each different customer 
group. Four sets of the form are supplied here. Make additional copies, if needed.  

33..    OOUURR  33RRDD  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP IISS _______________________________________, in the 

geographic area(s) of ________________________________________, who want or need to…  

AA))    DDoo  wwhhaatt::  a) ____________________________________________________________. 
               b) _____________________________________________________________. 
               c) _____________________________________________________________. 
               d) _____________________________________________________________. 

BB))    KKnnooww  wwhhaatt:: a) ___________________________________________________________. 
                         b) __________________________________________________________. 
                         c) __________________________________________________________. 

CC))    FFeeeell  hhooww::  a) ___________________________________________________________. 
                      b) ___________________________________________________________. 
                      c) ___________________________________________________________. 

DD))      PPaayy  aabboouutt  hhooww  mmuucchh::      
If we can’t state a specific price range that this group of target customers expects to pay, 
we can state whether ‘price’ is of high, medium or low importance to them. For this target 
customer, ‘price’ is of:  

                    High importance.             Medium importance.              Low importance.     

     NNoottee:: If ‘price’ is of high or medium importance to this target customer group, what can we 
do to be the low-cost provider?  Or what functional, emotional or long-term financial value, 
or help can we add to our offering to make ‘price’ less important?  

     a) ____________________________________________________________________. 
     b) ____________________________________________________________________. 
     c) ____________________________________________________________________. 

EE))    AAddddiittiioonnaall  kkeeyy  ppooiinntt::    This target customer’s sense of urgency about  ordering or receiving 
the  product or service we sell is:            High urgency           Medium urgency           Low urgency  

Is our sense of urgency congruent with theirs?  If they have a high sense of urgency and we 
don’t, what needs fixing in our business?   If they don’t have a high sense of urgency about 
what we sell, and they should, how can we change our messaging to help them understand the 
value, importance and urgency of what we sell?     

            

                         

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  GGeettttiinngg  ssppeecciiffiicc  aabboouutt  oouurr  ‘‘ttaarrggeett  ccuussttoommeerrss’’::©  
Definition: Our ‘target customers’ are those people or other businesses that we have designed, 
shaped and committed our business to serve most effectively.  We will welcome others, if they 
come to us (as long as they don’t ‘scare away’ our primary customers), but we’re focused on the 
needs, wants, values and preferences of our specific chosen customers.  Typically, a business will 
have multiple target customer groups.  Complete one of these forms for each different customer 
group. Four sets of the form are supplied here. Make additional copies, if needed.  

44..    OOUURR  44TTHH  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP IISS _______________________________________, in the 

geographic area(s) of ________________________________________, who want or need to…  

AA))    DDoo  wwhhaatt::  a) ____________________________________________________________. 
               b) _____________________________________________________________. 
               c) _____________________________________________________________. 
               d) _____________________________________________________________. 

BB))    KKnnooww  wwhhaatt:: a) ___________________________________________________________. 
                         b) __________________________________________________________. 
                         c) __________________________________________________________. 

CC))    FFeeeell  hhooww::  a) ___________________________________________________________. 
                      b) ___________________________________________________________. 
                      c) ___________________________________________________________. 

DD))      PPaayy  aabboouutt  hhooww  mmuucchh::      
If we can’t state a specific price range that this group of target customers expects to pay, 
we can state whether ‘price’ is of high, medium or low importance to them. For this target 
customer, ‘price’ is of:  

                    High importance.             Medium importance.              Low importance.     

     NNoottee:: If ‘price’ is of high or medium importance to this target customer group, what can we 
do to be the low-cost provider?  Or what functional, emotional or long-term financial value, 
or help can we add to our offering to make ‘price’ less important?  

     a) ____________________________________________________________________. 
     b) ____________________________________________________________________. 
     c) ____________________________________________________________________. 

EE))    AAddddiittiioonnaall  kkeeyy  ppooiinntt::    This target customer’s sense of urgency about  ordering or receiving 
the  product or service we sell is:            High urgency           Medium urgency           Low urgency  

Is our sense of urgency congruent with theirs?  If they have a high sense of urgency and we 
don’t, what needs fixing in our business?   If they don’t have a high sense of urgency about 
what we sell, and they should, how can we change our messaging to help them understand the 
value, importance and urgency of what we sell?     

            

                         

 

PPaaggee  44  ooff  88:: 



 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

PPaaggee  55  ooff  88:: 

DDoonnaalldd  CCooooppeerr  ssppeeaakkss  aanndd  ccooaacchheess  iinntteerrnnaattiioonnaallllyy  oonn  mmaannaaggeemmeenntt,,  mmaarrkkeettiinngg,,  aanndd  bbuussiinneessss  
iinnnnoovvaattiioonn..    HHee  ccaann  bbee  rreeaacchheedd  bbyy  eemmaaiill  aatt  ddoonnaalldd@@ddoonnaallddccooooppeerr..ccoomm  iinn  TToorroonnttoo,,  CCaannaaddaa..  
 

  Getting specific about our target customers -- Part 2:  Taking Action:  
For each of our ‘target customer groups’ described on the previous pages, it’s now time to 
commit to the specific value and experiences that we’ll deliver and effectively communicate 
help them: 
a) Do what they want to do,  
b) Know what they want or need to know, 
c) Feel how they want to feel…and, 
d) Pay the price they want or expect to pay. 

Note:  Use the format below to document the specific value and experience that you will deliver to 
each ‘target customer group’ that you’ve described on the previous pages…and how you will 
effectively communicate that.  

    FFOORR  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP   ____________________________________, in the geographic 

area(s) of  ___________________________________,  

1.  We will help this ‘target customer group’ to ddoo  wwhhaatt  tthheeyy  wwaanntt  oorr  nneeeedd  ttoo  ddoo by creating and 
delivering the following value, information, coaching and experiences (if you have more than 7 
ideas, document them on a separate blank page).   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 
 
We will effectively and consistently communicate all of this in the following innovative ways:   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 

        

                         

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

PPaaggee  66  ooff  88:: 

DDoonnaalldd  CCooooppeerr  ssppeeaakkss  aanndd  ccooaacchheess  iinntteerrnnaattiioonnaallllyy  oonn  mmaannaaggeemmeenntt,,  mmaarrkkeettiinngg,,  aanndd  bbuussiinneessss  
iinnnnoovvaattiioonn..    HHee  ccaann  bbee  rreeaacchheedd  bbyy  eemmaaiill  aatt  ddoonnaalldd@@ddoonnaallddccooooppeerr..ccoomm  iinn  TToorroonnttoo,,  CCaannaaddaa..  
 

  Getting specific about our target customers -- Part 2:  Taking Action:  
For each of our ‘target customer groups’ described on the previous pages, it’s now time to 
commit to the specific value and experiences that we’ll deliver and effectively communicate 
help them: 
e) Do what they want to do,  
f) Know what they want or need to know, 
g) Feel how they want to feel…and, 
h) Pay the price they want or expect to pay. 

Note:  Use the format below to document the specific value and experience that you will deliver to 
each ‘target customer group’ that you’ve described on the previous pages…and how you will 
effectively communicate that.  

    FFOORR  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP   ____________________________________, in the geographic 

area(s) of  ___________________________________,  

1.  We will help this ‘target customer group’ to ddoo  wwhhaatt  tthheeyy  wwaanntt  oorr  nneeeedd  ttoo  ddoo by creating and 
delivering the following value, information, coaching and experiences (if you have more than 7 
ideas, document them on a separate blank page).   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 
 
We will effectively and consistently communicate all of this in the following innovative ways:   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 

        

                         

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

PPaaggee  77  ooff  88:: 

DDoonnaalldd  CCooooppeerr  ssppeeaakkss  aanndd  ccooaacchheess  iinntteerrnnaattiioonnaallllyy  oonn  mmaannaaggeemmeenntt,,  mmaarrkkeettiinngg,,  aanndd  bbuussiinneessss  
iinnnnoovvaattiioonn..    HHee  ccaann  bbee  rreeaacchheedd  bbyy  eemmaaiill  aatt  ddoonnaalldd@@ddoonnaallddccooooppeerr..ccoomm  iinn  TToorroonnttoo,,  CCaannaaddaa..  
 

  Getting specific about our target customers -- Part 2:  Taking Action:  
For each of our ‘target customer groups’ described on the previous pages, it’s now time to 
commit to the specific value and experiences that we’ll deliver and effectively communicate 
help them: 
i) Do what they want to do,  
j) Know what they want or need to know, 
k) Feel how they want to feel…and, 
l) Pay the price they want or expect to pay. 

Note:  Use the format below to document the specific value and experience that you will deliver to 
each ‘target customer group’ that you’ve described on the previous pages…and how you will 
effectively communicate that.  

    FFOORR  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP   ____________________________________, in the geographic 

area(s) of  ___________________________________,  

1.  We will help this ‘target customer group’ to kknnooww  wwhhaatt  tthheeyy  wwaanntt  oorr  nneeeedd  ttoo  kknnooww by 
creating and delivering the following value, information, coaching and experiences (if you have 
more than 7 ideas, document them on a separate blank page).   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 
 
We will effectively and consistently communicate all of this in the following innovative ways:   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 

        

                         

 



 
 
 
 
 
 
 
 

PPaaggee  88  ooff  88:: 

DDoonnaalldd  CCooooppeerr  ssppeeaakkss  aanndd  ccooaacchheess  iinntteerrnnaattiioonnaallllyy  oonn  mmaannaaggeemmeenntt,,  mmaarrkkeettiinngg,,  aanndd  bbuussiinneessss  
iinnnnoovvaattiioonn..    HHee  ccaann  bbee  rreeaacchheedd  bbyy  eemmaaiill  aatt  ddoonnaalldd@@ddoonnaallddccooooppeerr..ccoomm  iinn  TToorroonnttoo,,  CCaannaaddaa..  
 

  Getting specific about our target customers -- Part 2:  Taking Action:  
For each of our ‘target customer groups’ described on the previous pages, it’s now time to 
commit to the specific value and experiences that we’ll deliver and effectively communicate 
help them: 
m) Do what they want to do,  
n) Know what they want or need to know, 
o) Feel how they want to feel…and, 
p) Pay the price they want or expect to pay. 

Note:  Use the format below to document the specific value and experience that you will deliver to 
each ‘target customer group’ that you’ve described on the previous pages…and how you will 
effectively communicate that.  

    FFOORR  TTAARRGGEETT  CCUUSSTTOOMMEERR  GGRROOUUPP   ____________________________________, in the geographic 

area(s) of  ___________________________________,  

1.  We will help this ‘target customer group’ to ffeeeell  hhooww  tthheeyy  wwaanntt  ttoo  ffeeeell by creating and 
delivering the following value, information, coaching and experiences (if you have more than 7 
ideas, document them on a separate blank page).   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 
 
We will effectively and consistently communicate all of this in the following innovative ways:   
a.  _________________________________________________________________________. 

            b.  _________________________________________________________________________. 

            c.  _________________________________________________________________________. 

            d.  _________________________________________________________________________. 

e.  _________________________________________________________________________. 

            f.  _________________________________________________________________________. 

            g.  _________________________________________________________________________. 
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