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Do you know how to treat customers and clients based on their behaviour pattern? 

This article shows how customers should be treated using the  
Platinum and Titanium Rules.  Plus, who to hire for what role. 

 
By: Elizabeth Hunter™, Nom de plume, Ghost writer and Wordsmith at oxor.com.au 

This article is not subject to copyright as it includes items from the public domain including what was observed at meetings and at the coffee machine.  
It is amended from time to time. Latest update: 17 April, 2020. 

  

Applying the Platinum Rule ahead of the Golden Rule 

Luke 6:31 records Jesus saying: “Do to others as you would have them do to you.” 

This Golden Rule is at odds with my use of the Disc Behaviour Pattern theory, the origins of 

which date back to 1928, originally developed by the American psychologist Dr. William Moulton 

Marston.  (Marston was also the inventor of the systolic blood pressure test and the creator of Wonder 

Woman.) The concept has been modified and interpreted by many others over time but I cannot find 

any firm who has implemented it such a practical fashion; by it not being necessary to have people 

answer lots of questions on-line or by way of a form. 

So, why on earth do I want to be treated by you the way you want to be treated? 

I want you to treat me as I want to be treated.  

So, you must use the Platinum Rule if you just have their High Quadrant: “Do to others as 

they want to have done to them.” 

Use the Titanium Rule if you have their Pattern: “Do to others as they want to have done to 

them.” 

To do this you need to pick others’ patterns. This is part art and part science and is an integral 

part of our consultancy. A lot of it is observation but you must have knowledge if the patterns. I teach 

that and exactly how it is done is what I consult on. You can find all the patterns on my site. But you 

will need assistance if history is any guide. 

This article is colligating years of research and practical application of the developed 

methodology and can be used on a basic scale to implement the Platinum and Titanium Rules. 
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Why are customers not satisfied? 

Poor customer service has almost become mandatory. Retail giants Woolworths and Coles 

have finally transferred the responsibility for customer service to the customer. The self-service 

checkout at Coles welcomes customers with the statement along the lines of: “Welcome to the Coles 

assisted checkout.” And the customer is doing all the work. Is this why Wesfarmers are offloading 

Coles?  

Customers 2020 Report says: “By 2020, customer experience will overtake price and product 

as the key brand differentiator.” 

Accenture Global Consumer Pulse Survey reports: “Customers are increasingly frustrated 

with the level of services they experience: 91% because they have to contact a company multiple 

times for the same reason, 90% by being put on hold for a long time, and 89% by having to repeat 

their issue to multiple representatives.” 

Why not implement the Platinum or Titanium Rule before you upgrade the Customer 

Relationship Software or some other grand scheme? 

What is Disc? 

There are four behaviour quadrants. 

We all have all four; it’s which is the highest and the relative position of all the others. 

 D – Dominance; I – Influence; S – Steadiness and C – Conscientiousness 

Find the highest quadrant for a start. Then there are four specific behaviours in each quadrant 

and these are listed in this article. They are all on the website just a couple of pages and yours is there. 

Knowing the highest quadrant is better than nothing; finding the specific pattern is more 

useful if there are repeat interactions. That might be repeat customers; the boss; the narky neighbour; 

employees; friends; lovers; others; members of the family and so forth. 

If you find one pattern to be about 80% there, then it’s probably you. Our experience 

indicates that generally people are terrible at picking their own pattern. This is generally because they 

do not accept behaviours that they overuse; how they go under pressure and their fears. Some dislike 

it that they feel that they are being pigeonholed which is exactly what is happening.  

D – Dominance – Extroverted / Like things 

Dominant behavioural types are direct, decisive, have high ego, problem solvers, risk takers and 

self-starters. They want control, power, and assertiveness and are demanding, forceful and aggressive. 

They make decisions quickly and are impatient with people who “waste time” thinking things over. 

They are willing to take risks to challenge the status quo, even if it means breaking rules along the 

way. They always stand out from the crowd (Loud Mouth Larry) and are often a leader in their respective 

field although not a Level 5 leader (= humility and fierce resolve). They bore easily, frustrate quickly and 
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get over it even faster. When frustrated they can be a handful. They may be blunt, short-tempered and 

inconsiderate of other’s feelings. They want results and they want them now. They hate being taken 

advantage of. 

e.g. Donald Trump:  fire – ready – aim. 

I – Influence – Extrovert / Like people 

Influence behavioural types are enthusiastic, trusting, optimistic, persuasive, talkative, impulsive 

and emotional. They are optimistic, super-friendly, energetic, and extroverted. These individuals are the 

life of the party. They have a large circle of friends, and they want people to like them as they are 

concerned about relationships. They are inspirational and fun. They truly like working with others and 

meeting new people. Many are in sales roles. 

They put others before themselves and focus more on people rather than tasks. They favour 

relationships over authority and tend to ignore the rules. When overwhelmed, they tend to lack follow-

through and fail to deliver on promises. They rely on their relationships and their ability to talk their way 

out of trouble. They are not very good leaders. At their worst, they may even appear superficial. They hate 

rejection. 

e.g. Ellen DeGeneres:  ready – aim – fire. 

S – Steadiness – Introvert / Like people  

Steadiness behavioural types are good listeners, team players, possessive, steady, predictable, 

understanding and friendly. They are quiet and very loyal. They have a small circle of very close friends. 

They individuals relate to order and process. They are peace seeking and strive for consistency and do not 

like change at all.  

They are patient and persistent. They enjoy creating a calm and harmonious environment with 

clearly defined rules and expectations. They thrive on instructions, and they will never challenge the status 

quo. They do not stand out in the crowd and prefer to follow and not to lead.  

Often, they are very intelligent. When stressed, they can be very hard on themselves. They may 

also bottle up their feelings or disagree passively rather than speak their mind although this is not always 

the case. 

e.g. John Lennon:  ready – aim – fire. 

C- Conscientiousness – Introvert / Like things 

Conscientiousness behavioural types are accurate, analytical, careful, fact finders, precise, have 

high standards and are systematic. They are slow, critical thinkers. They have incredibly high standards 

and too often have unrealistic expectations. They are fair, objective, and determined to do things 100% 

correctly the first time. 

They are analysts who research every aspect of a situation before making a decision. They always 

read the fine print. These individuals relate to quality, accuracy and small details. They will not 

compromise their values or quality of work despite outside pressures. 
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They enjoy having access to information, investigating a problem and being correct. They seek 

absolute perfection and may sometimes display obsessive-compulsive disorder. They suffer from analysis 

paralysis overwhelmed with the incidental details that they have researched.  

e.g. Albert Einstein: “I’m not quite ready!” – aim – fire. 

Applying this method to a new client or customer 

Think of a situation of a new client or customer whether that person has come in to buy a lawn 

mower or for some sort of medical care. You are the person who is in charge. You want to apply the 

Platinum Rule but you must work out what type of customer you have on your hands. 

You must quickly assess which quadrant by observing behaviour. Always go for the decision-

maker as there may be a son wanting to get his dad a new mower or a mother whose daughter needs 

braces.  You must classify so you can treat them the way they want to be treated. First, find out their needs 

and apply the Platinum Rule to increase the likelihood that they will purchase your product or service. 

Prerequisite: You must know your own Disc. 

The following is a table of PERCEPTIONS. In this strategy you should look at the positive 

perceptions from you to the customer. e.g. If you are a High S and you have a positive perception of the 

customer – i.e. you think the customer you are dealing with is genuine, fellow or loyal then follow what to 

do with a High S customer. 

LOOKING  To

From D I S C

D +ve respect, producer plausible, persuasive warm, friendly, reliable  accurate, precise

D -ve competition, threat soft, flashy, all talk boring, slow, subordinate  blinkered, cool, inflexible

I +ve objective, driving mutual admiration reliable, patient, ‘worker’ disciplined, accurate

I -ve aggressive, rebellious competition boring, easily led obstructive, nit-picking

S +ve leader, instigator energetic, innovator genuine, fellow, loyal cautious, perfectionist

S -ve risk-taker, bully glib, untrustworthy too passive, inactive cold, pedantic

C +ve leader, rule-maker front-man, motivator listener, reliable  factual, detailed

C -ve shoddy, too hasty illogical, superficial soft, weak possible threat

  

The Dominant Customer High D. In your office or in the showroom, they are the “Loud-mouth 

Larry”. They appear in a rush. They wear or display symbols of power (e.g. Luxury car) to convey self-

importance. Business attire is of charcoal grey or navy blue, power colours such as red accessories and 

expensive jewellery is often worn. They are often late, but brush that aside. They will storm to the desk and 

announce to everyone in earshot that their appointment time started 10 minutes ago or that immediate 

service has not been forthcoming. They can be aggressive, blunt, impatient and intimidating. You may find 

these individuals busy working on their laptop or pacing the office while talking on their mobile phone. 

You might find them a bit of a challenge. 
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During the initial interaction you should show how you can meet their needs without wasting any 

time. Do not be casual and be sure to minimise any small talk. Quickly establish you or your firm’s 

expertise and provide them with the information to make an immediate decision and then get out of their 

way. Be specific, concise and professional. Be aware that they will only read the instructions as a last 

resort. 

Most importantly, let them speak. They do not talk with you, they talk to you. 

It is very easy to close a sale during the initial interaction. It is important that they make the 

decision and not you. They are ready to make a decision quickly. The downside is that they are often hard 

to please if scheduling is involved – being a follow appointment or their insistence that the lawn mower 

must be delivered when it is convenient for them – in one hour’s time. 

You must check to ensure everything was heard and understood. Failure to do this might lead you 

not to trust them; that is the extreme outcome. They are big picture people and light on for detail.  

Give them outstanding service and they will be your most vocal ambassador. The reverse also 

applies in equal measure especially if they feel they have been taken advantage of. 

For experienced users of these techniques, you may be able to fine tune if you have the actual 

pattern of behaviour. 

Director (usually termed Creative in other research): The Know All. They will be early and know 

all the deal and where everything is. Don’t keep them waiting. They can be very critical and unafraid to 

speak their mind. They can be very impatient. They will take you to the Tribunal at the drop of a hat. They 

wage wars on mediocrity and cannot stand shoddy service. They can make quick decisions sometimes if 

they have done prior research (They have D and C in equal strength). 

Developer:  The Arguer. They will be late and try to bully you into submission (they usually 

win). They will complain about the lines, the prices, the sales, the product itself and even nothing. Never 

make things personal. Get the deal signed. 

Results: The Arguer. They will be late and will not apologise. They will complain about the lines, 

the prices, the sales, the product itself and even nothing.  They’ll want themselves to win and you to lose. 

Therefore, do not make things personal. Get the deal signed.  

Inspirational: The Personal Shopper. They will be late and try to manipulate and debate: e.g. 

“That was not my understanding that delivery was extra”.  Will ask the attendant to show them everything 

as the attendant becomes their personal shopper. They want to win. Get the deal signed. 

The Influential Customer – High I.  This person is the “Chatty Cathy”. They are casual, 

personable, loving, fun, and hip. They wear bright, modern or unusual clothing and jewellery as it gets 

them noticed or fits their mood. Their car will be there to be noticed. And usually late with some feeble 

excuse related to bad planning on their part. Their presence is immediately felt when they arrive. You may 

find these individuals chatting to any friends in the area or be engaged on social media if no one around. 

During the initial interaction you must focus on making an emotional connection. Small talk is 

very important even if you do not like it (meaning you are High D or High C yourself). Consider spending 

a few moments asking them about their day, future holiday plans, a nice piece of apparel they are wearing, 

or their favourite activities. Be friendly, energetic, and upbeat. Don’t be surprised if they address you in an 
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informal manner – e.g. ‘Bruce’ in preference to ‘Dr. Hurt’.  Most importantly, show them how much you 

care before telling them how much you know. Establish rapport before the chore. Anticipate that they will 

lose the instructions. 

All effort should be made to gain these types of customers as often they are integral to the growth 

of your business. If you are a High I or High S, they will make you love coming to work every day. There 

are very few challenges with High I’s but they may occasionally forget their appointment / delivery times 

even though they are more flexible than a High D.  

Dialogue must be a two-way street and respond to their feelings without scepticism, social 

rejection or negativity creeping in order to close a sale. 

Let them speak, but get them back on track as they have a short attention span. 

After great treatment or delivery of the product or service, they are the best customers to ask for 

an online review as they are often profuse with their praise. Give bad service and they will tell everyone 

how terrible you were as exaggeration is usual, particularly if they feel rejected. 

For experienced users of these techniques, you may be able to fine tune if you have the actual 

pattern of behaviour. 

Persuader: The Cheapskate. Likely to be just on time. Complain about prices even if the 

attendant does not set the price. They like status symbols and nothing too complex. They have a short 

attention span. They are sales folk. They are an engaged idealist involved in ‘Collective Behaviour’ – 

maybe involved in crowds, riots, rumours, fads and/or strong political views. Do not get involved one way 

or another, especially if it has nothing to do with the transaction. Get it in writing. 

Appraiser:  The Lost Soul. No idea what they are going to get. They will be just on time and are 

driven to look good. Be wary if they have to follow through on something as part of the deal as they 

become impatient quickly. Get it in writing. 

Promoter:  The Tornado. They will be late and in a huge rush to go to the next meeting.  These 

customers mess up the displays and can even mess up the store. Propensity to change their mind. They put 

things in the wrong places and leave the mess for you to clean up. Very poor with detail. Promoter of 

people (rather than causes, but not always). Talk to strangers. A spontaneous idealist involved in 

‘Collective Behaviour’ – involved in crowds, riots, rumours, and fads and/or strong political views. Do not 

get involved one way or another especially if it has nothing to do with the transaction. Get it in writing. 

Counselor:  The Wanderer.  Life of the party type. Could spend days in the store, walking around 

and looking at things but never end up buying anything. They will be hopeless on deadlines. If the meeting 

is 10am tell them 9.45am. Get it in writing. 

The Steadiness Customer – High S. The steady client is the “Plain Jane”. They are soft-spoken, academic, 

indirect, and casual. They are quiet and modestly dressed and often wear informal, conservative or 

conventional clothing with subdued colour. Their car will be reflect the same. Their children may be home 

schooled or attend private schools. You may find these individuals quietly reading a book while they wait. 

During the initial interaction, you should talk less and listen more, particularly if you are High D 

or High S or High C. This may be challenging, as these individuals are soft-spoken and good listeners 

themselves. Focus on how the product or service will improve operations or their health / wellbeing if 
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that’s applicable. They may be less concerned with the aesthetic benefits. Additionally, they many ask 

many questions regarding the nuances of the product or service as they do not want changes. Anticipate 

these questions without showing frustration. Now is the time to be a teacher. Educate without revealing 

bravado. 

High S types are very good customers who will follow instructions and read the manual. These 

customers may require a little more personal attention and patience. After a service, they may ask for a 

thorough explanation of what was done. They are often very easy to schedule because they want to come 

in when it’s convenient for the business and they prefer the quieter pace of the morning.  

Maintain harmony and stability. Don’t push. Give them time as they do not like change. 

Though less gregarious than High D or High I types, if given great service they will strongly 

recommend you and / or your firm to their close network of friends. If bad service they will do the reverse 

of they feel any loss of security. 

For experienced users of these techniques, you may be able to fine tune if you have the actual 

pattern of behaviour. 

Specialist: The Asker. They will be on time; often early. They will ask lots of obvious questions. 

They need a lot of conditioning to change. 

Investigator: The Wanderer.  They will be on time. Could spend days in the store, walking 

around and looking at things but never end up buying anything They are tactless and often confuse beliefs 

with facts once their mind is made up. This is especially so if your offer does not meet their expectations. 

They are a harmony-seeking idealist sometimes involved in ‘Collective Behaviour’ – involved in crowds, 

riots, rumours, fads and/or strong political views. Sometimes it is better to agree with them that black is 

white if it has no bearing on the sale even if though it might seem ridiculous to do so. 

Agent: The Forgetter. They will be on time. These are the customers who get to the register 

and realise they need to grab a few more things while you have to wait for them, even though other 

people are in line wondering why it is taking so long. They will likely have some, generally kindly, 

cause that they are interested in and tend to become persuasive if you do not agree with their view. A 

dreamy idealist involved in ‘Collective Behaviour’ – involved in crowds, riots, rumours, fads and/or strong 

political views. Do not take sides. 

Achiever:  The Arguer. They will be on time as they are the workaholic. They will complain 

about the lines, the prices, the sales, the product itself and even nothing. They can easily be frustrated and 

impatient. 

The Conscientious Customer – High C. The conscientious client is the “Nervous Nelly”. They 

are educated, anxious, meticulous, and concerned about quality rather than cost. They are often impeccably 

groomed but have hair or makeup different from those around them. They dress conservatively and their 

accessories are matched well. Their car will be ‘safe’. If a consultation, they may take an unusually long 

time to complete their health history form and check off multiple contributory health factors. They may 

examine their own images, teeth, smile, suit etc. on a, maybe older, smart phone or carrying a notepad 

containing pages of prepared questions. 

During the initial interaction, you should show patience, as they will have many questions. High C 

types may be more concerned with the aesthetic benefit of what’s on offer compared with the High S. They 
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simply want the best but will be very specific with the objectives. Be warned that often more than one 

meeting is required to answer their multitude of questions and hypotheticals. 

High C’s are very hard to please. They may make you unhappy. You must establish the strongest 

level of rapport rather than becoming frustrated with their requests for minutiae. However, turning away 

High C’s is not as easy as it sounds. Their unique personality traits have made them successful in their 

careers and therefore they have the means to pay. Furthermore, they will let you know that they have 

researched your office on the Internet and shopped around to many of your competitors. High C types are 

rarely profitable and often never worth the added stress to your work day. 

Appointments with High C’s require lengthy interactions in order to soothe their anxieties and 

address their laundry list of concerns. Time will run over that allocated maybe causing another timeslot to 

have to be scheduled to complete what should already have been finished. Getting it done is slow, 

frustrating and debilitating. Additionally, they might well come back in 15 minutes after leaving for 

additional minor matters. Expect two-page emails at two o’clock in the morning with a list of concerns and 

goals for the following interaction, should there be one. They will have proof read the instructions. 

Check for points of disagreement or misunderstanding. 

However, once pleased with your product or service, which has taken you a lot of effort indeed, 

they will be devoted customers for life. They react very badly to criticism. Experience suggests that you 

might be better off considering recommending them to your competitor. 

For experienced users of these techniques, you may be able to fine tune if you have the actual 

pattern of behaviour. 

Practitioner: The Know All.  They will be on time and be the expert on every bloody thing and 

overly attentive to personal objectives. They will drop you as soon as you are no longer useful to them. 

Objective Thinker: The Lost Soul. No idea what they are going to get. They will be on time but 

over analytical and worry about what is proposed. They will take ages to decide. 

Perfectionist:  The Nit-Picker.  They will be on time and will want things that have worked in the 

past. They will want it in writing and tell you if a comma is missing. They will have multiple quotes / 

notes. They are a very difficult and nit-picking customer. As they eat profit margins, it is likely that you 

will be better off not having them.  

Enhancer (usually termed Creative in other research): The Ignorer. They will be early. Do not 

keep them waiting. These are the customers who ignore you as you greet them into the store and while you 

ask them if they need any help. They can be very critical but not directly to the firm; they will move on 

without telling you in person, often enjoying putting it in writing. They can make quick decisions 

sometimes if they have done prior research (They have D and C in equal strength). They balance 

perfectionism with expediency. 
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The customer from hell 

It’s clear that all behaviour types can be good customers or clients if the rules are applied 

correctly.  

The most difficult customer is the one with the Perfectionist Pattern. Simply, they eat your profit 

margin. Here is an adaptation of an article that the research came across that is of some use: 

 Customers who come prepared with a pad of paper and a pen and then proceed to write down 

every word uttered whether at an initial meeting or during the proposed provision of products or 

services should attract the yellow flags. Customers who conduct themselves in this manner often 

focus on minutiae, do not really understand the greater picture, misinterpret the language of the trade 

and play outside commentary against what they are being told. If a business wants to be driven nuts, 

then this the customer to secure. When one encounters a customer like this and they have been 

accepted as a customer as the business thinks it needs their money, the business then wishes that they 

had been smart enough to see what was coming. Retrospectively, what should have happened is that 

the customer should have been told to go to someone else - perhaps shoved onto that competitor in the 

next suburb who is disliked so much. 

Hiring 

Most businesses have unknowing applied the rules to their personnel, placing employees in 

specific roles based on intuition. E.g. whether a new staff member is better suited for the front desk or the 

back office based on how the staff member might perform their duties, engage with clients and interact 

with other members of the team. 

High D employees thrive on the speed of the business. They prefer leadership roles and 

responsibility. However, they are also sensitive to supervision, which they may interpret as 

micromanagement. They do not like having their suggestions overruled. These individuals often display a 

“diva” mentality and demand special treatment for their increased level of expertise. High D employees are 

highly skilled and also highly confrontational. Beware of putting them in customer service; only do this if 

it means getting to the point, fixing the problem, and moving on to the next customer. 

They may be an excellent employee given the right environment – e.g. a front desk administrator 

who operates as a business manager or an experienced operative who is given the responsibility of 

overseeing the rest of the back-office staff. If you are a High D yourself you should be cautious of hiring a 

High D who may choose to challenge your authority. 

High I employees relish the social interactions in a face to face environment. They enjoy engaging 

customers, working with others and using their creativity on new assignments. However, they may have 

trouble working independently and tend to bore when performing a rigid work routine. They may be overly 

sensitive to constructive criticism if it occurs in public. High I’s are highly social and highly dramatic. 

Service providers, such as medical practices and hairdressers, traditionally gravitate toward hiring 

High I’s types for their treatment coordinators and technicians due to their positive energy and infectious 

smile. An office full of these individuals would certainly make for a fun bunch. Caution should be given 

with hiring more than one or two High I’s. At their worst, they may be emotionally immature, tend to 

gossip, and side against you if another staff member is being reprimanded. Loyalty is not their strength. In 
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customer service, the customer may have to restate the problem. “I have had so much fun talking; I forgot 

to write it down.” 

High S employees excel on following office protocol. They do not use “their own method” for 

doing things. They are hard-working, loyal, and pleasant. They never cause drama. However, these 

individuals may lack the social presence or “mummy factor” that some types of customer may crave; 

particularly the High I customer. Do not force these individuals into a vocal leadership role as they may 

have trouble speaking their mind to another. They are steady employees; soft-spoken, dependable soldiers. 

High S’s are tremendous employees. They will be accountable, reduce office drama and provide 

you with peace of mind. Consider High S’s for routine tasks - office administrators, accounts receivable, 

laboratory assistants etc. Do not put them as front-desk concierges. Apologies from the High S appear the 

most sincere and honest and most people believe them. Employers should select High S's for customer 

service roles ahead of all other styles. 

High C’s thrive in analytic positions at the office that require attention to detail. These individuals 

are procedure-oriented, focused and like to get right down to business. They excel at research. They 

overreact at small problems, which they view as major catastrophes. A High C may appear anxious, 

hypercritical or uncertain, at times, which may not fit into a team model although they are “the anchor of 

reality”. 

High C’s types make acceptable employees if given a less social role that values precision. 

However, the Objective Thinker is the leader with humility and fierce resolve. Avoid customer service as 

they will believe a failure to read the instructions or not following directions to be the root cause of most 

problems. They think, therefore, that no discussion will be required. That may not be the case. 

Summary 

Applying the Platinum and Titanium Rules will improve the client experience, retention and aid in 

hiring the appropriate staff.  

High D’s are manageable but with due care. Hiring in a small business may cause conflict with 

you! Be wary of having them in customer service. 

High I’s are the most pleasant customers if you control them. Hire these for customer interaction 

and especially sales. 

High S’s respond to great service and are loyal. Ideal employees for the routine and are pleasant, 

loyal and low drama. Ideal for handling customers. 

High C’s are the most challenging customers and will eat the profit margin. Fantastic academics 

and researchers. Require a hell of a lot of patience. Do not give them customer service roles. Paradoxically, 

one pattern (Objective Thinker) matches Jim Collins’ definition of a Level 5 leader, a quality that is very 

rare indeed. 

                                                


