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CS Solutions

Fast+Simple ðAmazon Case Study

Systematically Creating 

Fast+Simple Customer Experiences 
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CS Solutions

Systematically Creating 

Fast+Simple Customer Experiences 

Fast+Simple Best Practice Processes:

to become precise and efficient in the detection of customer

issues & needs, to set the right priorities and act on them.

Intro to Budd
1. What do you mean Fast and Simple? 

2. Interesting views from Amazon

3. Better systematically

4. The Voice of the Customer

5. Never stop!! 
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Example Budd UK clients

http://www.microsoft.com/isapi/gomscom.asp?target=/
http://www.rbs.co.uk/default.htm
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Introducing LimeBridge - Great management practices ,

global projects from 11 locations

e.Partners

Å Peter Massey UK ðBudd ðbuilt 4 

businesses in customer space

Å Bill Price US ðDriva, ran CS at 

Amazon and at MCI for internal and 

external

Å Osamu Taniguchi Japan ðbuilt and 

ran AOL and Amazon Japan

Å Joseph Kort France, technology 

integration

Å Stephan Pucker Germany, hi -tech 

specialist

Å Toby Detter  Sweden, ran CRM in 

Europe for Shell

Å Lynne Eccleston Caribbean, ran C&W 

mobile and set up Virgin Mobile in 

Singapore

Å Ian Northmore SE Asia, ex Virgin

Å Tony Bruno China, built largest 

outsourcer in Asia

Å Paul Lewis Australia, financial 

services specialist

Å òMD" Ramaswami India, built and ran 

Dell 

A learning community, working as one business 

http://www.rheaconsulting.com/
http://www.rheaconsulting.com/
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Sharing & learning with  20 non 

competing US users of offshore 

operations, 24 in Australia and 
11 in the European User Forum
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My Boyséé

My passions

plus friends, family, good food 

and straight bourbon!!

Building 

thingséé

My babyéé
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Customers have better things to do than deal with 

frustrating dumb thingséé

The zero bill that is 5 pages long
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Thereõs work and thereõs worké..
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Programmes

Ops

Customer

Source: Budd Annual F+S Research 2004

The systematic approach to being fast+simple 

stems from one simple concept
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Remove all frustrations before trying to delight anyone
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Front page, looking for 

home insurance
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Yet they donõt sell 

home insurance

Refers to 

RAC site


