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The IDIC model was developed by Peppers and 
Rogers. This model suggests that companies 
should take four actions in order to the building, 
keeping and retaining the long-term one-to-one 
relationships with customers. 

IDIC model  
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IDIC model  

Identify your 
customers as 
individuals – 
and let them 
fell you know 

them 

Differentiate  
your 

customers 
by their 

value to the 
organization 

Differentiat
e  your 

customers 
by their 

needs to the 
organization 

Interact with 
the customers 
according to 
their values 

and their needs 

Customize 
your 

products and 
services, to  
customers’ 

needs 

Information to the organization, about the customers 
and their needs 

The “Value Sieve” 
Information to customers, 

about your ability to cope with 
their needs 
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Managing Relationship : IDIC 

Identify  

Interact 

Differentiate 

Customize 

Presenter
Presentation Notes
In order for a firm to build customer value through managed relationships, the company must engage in a four-step process we call IDIC (identifying customers, differentiating them, interacting with them, and customizing for them). These steps represent the mechanics of any genuine relationship, which by definition will involve mutually and customer-specific action.	Setting up and managing individual customer relationships can be broken up into four interrelated implementation tasks. These implementation tasks are based on the unique, customer-specific, and iterative character of such relationships. 
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What Data Do We Need When We 
Identify a Customer? 

1.Behavioral data 
2.Attitudinal data 
3.Demographic data 

Identify Customers 

Presenter
Presentation Notes
IdentifyFirst, a company must identify who is an actual customer and should know about deep knowledge of their customers.It is not only necessary to know about your customers but you have to know about more and more your customers so that you can easily understand them and serve them profitably.1.1. Behavioral data, such as purchase and buying habits, clickstream data gleaned from the way a firm’s website visitor clicks through the firm’s website, interactions with the company, communication channels chosen, language used, product consumption, and company share of wallet.1.2. Attitudinal data, reflecting attitudes about products, such as satisfaction levels, perceived competitive positioning, desired features, and unmet needs as well as lifestyles, brand preferences, social and personal values, opinions and the like.1.3. Demographic data, such as age, income, education level, marital status, household composition, gender, home ownership, and so on. 
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Differentiate Customers 
Differentiate customer on two bases: value and need 
 
Value: Differentiate your customer to identify which 
customer is generating most value now and which offer 
most for the future. 
 

Give more value to those customers who are generating 
more value for you. 
 
Need: Differentiate your customers according to their 
needs. 
 

Different customers have different need and serving the in 
profitable ways need more knowledge about their needs. 
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Differentiate Customers 
Customer Value Matrix 

Presenter
Presentation Notes
Knowing how customers are different allows a company to focus its resources on those customers, who will bring in the most value for the enterprise, and to devise and implement customer-specific strategies designed to satisfy individually different customer needs and improve each customer’s experience. Customers represent different levels of value to the enterprise, and they have different needs from the enterprise. The customer’s needs drive his behavior, and his behavior is what the enterprise observes in order to estimate his value. Although not a new concept, customer grouping – the process by which customers are clustered into categories based on a specified variable – is a critical step in understanding and profitably serving customers. Specifically, the customer differentiation task involves an enterprise in categorizing its customers by both their value to the firm and by what needs they have. Some call centers constantly change the order to serve based on the different values of those customers who are waiting on hold. Although it would be ideal to answer every call on the second ring, when that’s not possible, it would be better to vault the customers keeping you in business ahead of the customers of lower value. In most call centers, this reshuffling is not at all apparent to customers. Five different categories of customers are shown on this diagram, and an enterprise should have different strategic goals for each one:
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Interact with Customers 
• The company must emphasis on interaction with the 

customer to ensure customer’s expectations and their 
relationship with a brand. 

 
• The company must consider Interaction with customers 

according to their needs and value 
 
• Interaction directly with customers makes believe that 

company has a concern with customers and company 
wants to serve them individually. 

 
• These efforts make customers loyal and help the 

company to build long-term relationships. 

Presenter
Presentation Notes
Enterprises must improve the effectiveness of their interactions with customers. 
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When you differentiate your customers according to their 
values and needs, then, you have to customize your 
product according to their needs and values. 
 
Customize the offer and communications to ensure that 
the expectations of customers are met. Interact to 
customize is information to customers about your ability 
to cope with their need. 
 

Customize 

Presenter
Presentation Notes
Failure in the third step means something wrong with second or third steps.
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Insight Action 

IDIC process implementation model  

2 Broad Categories 
 

Presenter
Presentation Notes
This IDIC process implementation model can also be broken into two broad categories of activities: insight and action. The enterprise conducts the first two tasks, identify and differentiate, behind the scenes and out of the customer’s sight: they constitute insight. The latter two tasks interact and customize, are customer-facing steps that require participation on the part of the individual customer. Visible to the customer, they constitute action. 
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Customer Insight Customer Experience 

Managing Relationship : IDIC 

Presenter
Presentation Notes
Relationships are possible only with individuals, not with markets, segments, or populations. Therefore, the first task in setting up a relationship is to identify, individually, the party at the other end of the relationship. Many companies don’t really know the identities of many of their customers, so for them this first step is difficult but absolutely crucial. For all companies, the “identify” task also entails organizing the enterprise’s various information. It means ensuring that the company has a mechanism for tagging individual customers not just with a product code that identifies what’s been sold but also with a customer code that identifies the party that the enterprise in doing business with – the party at the other end of mutual relationship. An enterprise must be able to recognize a customer when he comes back, in person, by phone, online, or wherever. Moreover, enterprises need to know and remember each customer in as much detail as possible – including the habits, preferences, and other characteristics that make each customer unique. When you call the toll-free number at Cabela’s, the rep knows about your last catalog order, because you’ve been identified.
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Analytical customer 
relationship 
management (CRM) 
or  
“Customer Insight” 

Identify 

Differentiate 

IDIC process implementation model  
2 Broad Categories 
 

Insight 

Focus on the strategic 
planning needed to build 
customer value, as well as 
the cultural, measurement, 
and organizational changes 
required to implement that 
strategy successfully 

Presenter
Presentation Notes
Interacting and Customizing are the two capabilities an enterprise must have in order to engage customers in relationship and that the degree to which a firm uses each of these capabilities is an easy way to categorize the type of customer strategy it is pursuing – mass, niche, database, or one-to-one Learning Relationship. We can also think of the identify and differentiate steps as the tasks that make up “analytical customer relationship management (CRM)” or “customer insight” 
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Operational CRM 
or Customer 
Experience  

Interact 

Customize 

IDIC process implementation model  
2 Broad Categories 
 

Action 

Focus on the changes in 
process affecting the day 
to day operations of an 
organization 

Presenter
Presentation Notes
While interact and customize are the tasks involved in “operational CRM” or “customer experience.” IDIC also could help a company understand the steps it must take to make better use of its call center for initiating and strengthening customer relationships. Applied to a sales force, it could be used to understand the strengths and weaknesses of a new contact management application or to improve a sales compensation policy.
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Activity 

• Answering IDIC from the case study  
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