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Delivering the best customer experience: 
a commercial perspective

Olaf Sterkenburg, Group Commercial Director



Leading global specialist in safe, productive and 
innovative solutions for working at height



Our mission, vision and beliefs give direction to our 
commercial teams

Our Mission

Our Vision

Our Beliefs

Through engaged people deliver the best customer experience

To be the first choice for jobs done at height

• Keeping our promises

• Finding solutions from customers’ perspective

• Creating value together

• Improving every day

• Acting with urgency
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Choosing the right strategies to deliver the best customer 
experience is our license to operate and play
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The Riwal Way
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From the voice of the customers to providing value 
through innovative sustainable solutions

 JLG 800AJ electric

 JLG 860SJ electric

 JLG 1200SJP electric

 JLG 1350SJP electric



Technology will lead to new business models, increased 
safety, productivity and better customer experience

Access4U



Delivering the best customer experience focusses on 
fulfilling universal customer needs



The Riwal Way is all about deriving value from the core 
rental processes for both customers and Riwal



Measure to get insight and improve continuously, explain, 
teach and share actively – show and be proud

Objectively auditing depots twice a year 

to check on progress and share best practices



Understanding the customers job to be done and unmet 
needs while capitalizing on our investments done

Sales Development Training Value calculatorOpen Houses

• Jobs-to-be-done: Description of the problem to be solved 

• Objectives: Criteria customers are using to decide on solutions

• Barriers: Preventing customers to use solutions

• Solutions: Create a candidate list of different ways the job could 
be done 

“The jobs do not change, the solutions do! This will take us to new heights the industry has never seen before”



Delivering the best customer experience is a culture, 
every day, all day and will lead to premium results



Thank you

Feel free to contact me:

olaf.sterkenburg@riwal.com

www.linkedin.com/in/olaf-sterkenburg


