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Extraordinary made easy.

How to make your business stand out  
with minimum effort.
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Standing out in your market has never been more important.  
      But it often seems like an impossible task…

There are three key reasons for this: 

 1) Customers are more powerful than ever. They have access to more  
  information than ever. When (or increasingly if ) they talk to a salesperson,  
  they’re often already pretty sure which product they’re going to buy. 

 2) Differentiation takes a back seat to daily business. Business owners and  
  CEOs don’t take the time to think about how to differentiate. Or worse,  
  they rely on marketing to do the job for them. 

 3) Most products in a given category are pretty similar. It’s actually quite  
  rare that one offering stands head and shoulders above the rest. And trying  
  to develop a “killer app” is often laborious, ruinously expensive, or both. 

Counterintuitively then, providing extraordinary value 
in your market is about investing thought not money,  
and focusing on your customer, not your product. 

Why it seems hard.
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It’s not about you. 

It’s important to understand that value and  
differentiation are about outcomes for customers,  
not product features or benefits. 

Because the elephant in the room is: Customers do not care about  
your business, your product or service. 

Let me say that another way:

They only care about what it does for them and how that makes them feel. 

Logic gets them interested. Emotion makes them buy. Are you emotionally  
attracted to people who only talk about themselves? Exactly. 

Now take a minute, right now, to look at your company’s homepage. 

Is it talking about customer outcomes, or your company and its products?

CUSTOMERS DO NOT CARE  
                ABOUT YOUR BUSINESS,  
          PRODUCT OR SERVICE!
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Defining and leveraging your valuable 
difference can take you from market 
invisibility to market supremacy.

Becoming extraordinary in your market only requires 
that you really examine who your customers are and 
what they think and feel about the outcomes you 
deliver for them. 

You don’t need to invest millions in reinventing your 
offering. You don’t need to pour hundreds of thou-
sands into social media campaigns that deliver lots of 
likes but no leads. 

All you need to do is find out what your  
customers care about, get excellent in delivering 
it, communicate consistently about it, and get 
them talking about it. 

Doing this successfully can turn “average”  
products and services into superstars, and  
create permanent preference for your business. 

Uniquely valuable   Permanent preference

A special supplier   Powerful preference

The default choice   Strong preference

A favored necessity  Weak preference

A replaceable commodity Zero preference

When your business is…  You generate: 
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Value, not marketing.
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Keep it simple.

The reality is that in most markets, the average customer experience is, well, average.  
Being extraordinary often only needs you to do a little bit more than your competitors. 

Let’s look at a few simple examples: 

 1) You visit the same hotel regularly:
  

Average:  
After check-in, you go to the bar, order a glass of 
your favorite wine and take it to your room. 

Extraordinary:  
You enter your room to discover a glass of your 
favorite wine is waiting for you on the desk. And 
after your 5th stay, you get a whole bottle, with 
the manager’s compliments.

The valuable difference:  
Loyalty is rewarded, not ignored. 

 2) Your old, out of warranty printer  
 won’t work with your new computer: 

Average:  
You call the printer service hotline and they 
refuse to help because the warranty has expired. 

Extraordinary:  
The service agent solves your issue anyway and 
calls back the next day to see if everything is still 
working.

The valuable difference:  
Service is paramount, not policy. 

 3) You buy a specialist piece  
 of software for your business: 

Average:  
An engineer visits your office to help you with 
the installation. 

Extraordinary:  
The Chief Technology Officer calls you person-
ally a few weeks later to talk to you about the 
product and get your feedback.

The valuable difference:  
Executives are accessible, not unreachable. 

None of these suggestions are difficult or expensive. And although they are not enough on their own  
to establish clear differentiation, all of them will get customers raving about your business to their peers. 
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Think sideways.

Additional value can often be found at the borders  
of your main areas of activity.

Great service is often enough to make your business stand out.  
But a little more creativity also goes a long way. 

For example, in 1900, there wasn’t much of a connection between  
a French tyre manufacturer and fine dining. 

A century later, being awarded a Michelin Star  
is the pinnacle of every chef’s career.

The valuable difference: 

The company’s founders had the idea that a book listing roadside  
amenities would encourage people to drive further and need new tyres 
more often. 

All it took was a little imagination, and great execution. 



7    Extraordinary made easy – How to make your business stand out with minimum effort.

Your valuable difference. 

It’s about aligning  
the customer’s experience  
with the way  
you communicate  
and deliver it. 

OPERATIONS  
(Execution)

VALUABLE 
DIFFERENCE

CREDIBLE

DESIRABLE

RELIABLE

PRESENCE 
(Perception)

EXPERIENCE 
(Value)

Finding the perfect balance  
of operational excellence,  
market presence and customer  
experience enables your  
offering to be credible,  
reliable and desirable. 

That’s the valuable  
difference your prospects  
are looking for. 

Your Valuable Difference Sweetspot
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One message, one voice.

Identifying your valuable difference is only half the battle.  
Consistent execution is the key success factor. 

Business strategies don’t actually fail that often. Execution fails all the time.  
Once you have decided how to make your business extraordinary, you need  
to ensure everyone pulls together to make it happen.

In practice, this means you must ensure: 

• Your valuable difference is clear simple and powerful. 

• The leadership team supports it enthusiastically and visibly. 

• All communications focus on customer outcomes,  
 not product features and benefits. 

• Employees believe in and commit to delivering – all day, every day. 

• You actively engage with customers to drive advocacy.
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Why it’s worth it. 

The benefits of making a little extra effort to create  
a valuable difference are clear and measurable. 

As we have seen, making your 
business extraordinary can be more 
about investing time and creative 
thought, rather than throwing  
money at the problem. 

Moreover, the results repay the effort 
many times over. Not only that, they 
compound over the long term.  
This creates a Virtuous Circle of Value 
that drives customer attraction,  
retention and advocacy.

Your Benefits 

• Greater Awareness. 

• More Leads. 

• Higher Sales.

• Increased Loyality. 

• Unprompted Advocacy.

ATTRACT 
CUSTOMERS

RETAIN 
CUSTOMERS

DRIVE 
ADVOCACY

DELIVER 
VALUE

The Virtuous Circle of Value    
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Hamish Mackenzie is an expert in helping businesses become extraordinary.  
He does this by working with them to identify, communicate and monetize  
their valuable difference. 

Over the last 20 years he has completed scores of successful projects with  
businesses of all sizes, from start-ups to multi-billion dollar conglomerates in the 
technology, industrial and pharmaceuticals sectors. Based in Munich, Germany, 
Hamish prefers to work internationally and is regularly onsite or online with  
customers across Europe, North America and Japan. 

Alongside his consulting practice, he also serves as a European Ambassador for  
the Society for the Advancement of Consulting, and volunteers with the global 
non-profit organization, Lions Club International. 

In 2020, he launched his Valuable Difference Workshop, which helps businesses  
create their own strategy for driving value-led growth in a single day. 

To learn more about how Hamish can help your business grow  
by delivering a valuable difference: 

Send an email to: info@hamishmackenzie.com 
Visit: www.hamishmackenzie.com 
Call: +49 (0)151 226 38696

Are you ready?


