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Building a Better Business 
 

The Objective:  
To explore the interrelationship among 
customers, employees and shareholders in order 
to discover the impact of business-building 
activities among these three groups of 
stakeholders. 
 

The Idea in Short: 
How does one build a great business? Most 
people focus on the importance of satisfying 
customers. Some focus on satisfying employees. 
A few focus on satisfying shareholders. These 
three important groups of stakeholders are 
interlinked to each other when it comes to 
building a great business. Typically, any action 
that satisfies one group will have a direct or 
indirect impact on the other two groups; 
hopefully positive. Sometimes, however, an 
action that delights one group may actually clash 
with the needs of another group.  
 
Approximate time required: 
•Prep Time: 10 minutes 
•Play Time: 30 minutes 
 
Materials Needed:  
•Timer 
•Noise maker 
•Flip chart (for keeping score) 
•Pad of sticky notes 
 

How it works: 
Prepare a 3x3 grid. Draw the grid on a flip-chart 
or whiteboard. Label the three columns with the 
following: Customers, Employees and 
Shareholders. Label the three rows with the 
same words.  
 
Organize participants into teams of 4-8 
members. Identify the three stakeholder groups. 
Explain why satisfying customers, employees and 
shareholders is important in building a great 
company.   
 

 
 

Briefly explain who the members of these 
groups are. Point out that is possible for the 
same person to more than one group.  
 
Explain what goes on the grid. Point out that 
the grid has the same labels for the columns 
and rows. Point to the three boxes along the 
diagonal line (‘1’, ‘5’ and ‘9’ - see the example 
on the next page). These boxes have are at the 
intersection of the two same-named columns. 
The other boxes intersect at rows and columns 
with different names. 
 
Explain what goes in the diagonal boxes. Tell 
participants that they will place ideas for 
satisfying members of each of the three groups 
in each box. For example, box ‘1’ could contain, 
“Manufacture high quality products” as 
something that would satisfy customers.  
 
Explain what goes in the boxes above the 
diagonal (boxes ‘2’, ‘3’ and ‘6’).  Point out that 
sometimes actions that satisfy one group may 
also satisfy another group. Point to boxes ‘2’, 
‘3’ and ‘6’. Tell participants that they will place 
ideas for mutually satisfying  the two groups 
associated with each box. For example, box ‘3’ 
could contain, “Provide promotional discounts 
to frequent customers to gain their loyalty”. 
Explain that this action will please both the 
customer and he shareholders because loyal 
customers buy more products. 
 
Explain what does in the boxes below the 
diagonal (boxes ‘4’, ‘7’ and ‘8’). Point out that 
sometimes what satisfies one group may clash 
with the needs of another group. Point to 
boxes ‘4’, ‘7’ and ‘8’. Tell participants that they 
will place ideas that may satisfy one group at 
the expense of the other. For example, box ‘7’ 
could contain, “Give excessive discounts to 
customers”. Explain that deep discounts may 
delight customers, but may displease 
shareholders because profit margin will go 
down.  
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Make it Interesting, Maybe Even a 
Little Fun:  
Distribute pads of sticky notes to each team. Tell 
all participants that they will have 10 minutes to 
fill their sticky notes with  items to be placed in 
the nine boxes on the grid. Each sticky note 
should contain only one item. A team may not 
write a second item or a box until they have 
written at least one item for each of the nine 
boxes.  
 
Teams should place their ideas in the 
appropriate box as they complete each sticky 
note.  
 
After 10-minutes, ask the teams to read each of 
their ideas from the nine boxes.  A judge will ask 
the audience to identify the best item in each 
box (voting with “Applause ’o’ meter”).  
 
General rules for the ‘Applause ‘o’ meter are: 
•You can’t vote for yourself 
•Everyone must receive ‘mercy’ applause. 
 
  
 
 

 
 

Track how many times each team has their 
ideas selected. The team that writes the most 
‘winning ideas’ wins the contest. 
 
Debrief questions: 
•How do the activities you listed affect each of 
these groups? 
•How could we increase mutually satisfying 
actions? 
•How can we decrease actions that only satisfy 
one group? 

Customers Employees Shareholders 

Customers 1) Manufacture high-
quality products 

2) +/+ 3) +/+ Provide 
promotional discounts 
to frequent customers 
to gain their loyalty 

Employees 4) +/- 5) 6) +/+ 

Shareholders 7) +/- Give excessive 
discounts to customers 

8) +/- 9)  


