
Activities, and Costs Customer Relationships and Customer. 

In the Business Model Canvas, Key Activities, Cost Structure, Customer Relationships, and Customer 

Segments are essential components that define how a business operates, generates value, and engages with its 

customers. Here’s a breakdown of each: 

Key Activities 

Key Activities refer to the most important actions a company must take to operate successfully and deliver its 

value proposition. These activities are necessary for creating, delivering, and maintaining a company’s 

offerings. 

 Types of Key Activities: 

1. Production: Activities related to designing, making, and delivering a product. 

 Example: A car manufacturer’s key activities would include assembly line operations, 

quality control, and logistics. 

2. Problem-Solving: Activities related to coming up with solutions for customer needs or 

challenges. 

 Example: A consulting firm’s key activities might include research, analysis, and 

strategic planning. 

3. Platform/Network: Activities focused on maintaining and enhancing a platform or network. 

 Example: A social media company’s key activities would include managing the 

platform’s infrastructure, user experience, and data analysis. 

4. Marketing and Sales: Activities to promote products or services and convert leads into 

customers. 

 Example: An e-commerce company’s key activities include digital marketing 

campaigns, sales funnel optimization, and customer acquisition strategies. 

Cost Structure 

Cost Structure outlines all the costs involved in operating a business. These costs are tied to the company’s 

key resources, key activities, and partnerships. 

 Types of Costs: 

1. Fixed Costs: Costs that remain constant regardless of the level of production or sales. 

 Example: Rent, salaries, insurance, and equipment depreciation. 

2. Variable Costs: Costs that vary depending on the level of production or sales. 

 Example: Raw materials, direct labor, and shipping costs. 

3. Economies of Scale: Cost advantages that a business obtains due to the scale of operation, 

typically by increasing production and lowering costs per unit. 

 Example: A large manufacturer reducing costs by buying raw materials in bulk. 

4. Economies of Scope: Cost advantages due to a broader scope of operations, such as offering 

multiple products that share resources. 

 Example: A company producing both printers and ink cartridges benefits from shared 

marketing and distribution. 

Customer Relationships 

Customer Relationships define how a business interacts with and engages its customer segments. These 

relationships can range from personal, hands-on approaches to automated, self-service models. 

 Types of Customer Relationships: 

1. Personal Assistance: Direct interaction between a customer and a representative. 

 Example: A high-end retail store offering personal shopping assistance. 

2. Dedicated Personal Assistance: One-on-one attention, usually for key clients. 



 Example: A wealth management firm assigning a dedicated financial advisor to each 

client. 

3. Self-Service: Providing tools for customers to serve themselves. 

 Example: An online bank offering self-service portals for account management. 

4. Automated Services: Automated systems that provide a more personalized experience based 

on customer data. 

 Example: E-commerce sites using algorithms to recommend products based on past 

purchases. 

5. Communities: Creating a space where customers can interact with each other and with the 

company. 

 Example: A tech company hosting online forums where users can share tips and 

experiences. 

6. Co-Creation: Involving customers in the design and development of products. 

 Example: A software company allowing users to beta test new features and provide 

feedback. 

Customer Segments 

Customer Segments represent the different groups of people or organizations a business targets and serves. 

Each segment may have distinct needs, behaviors, and preferences. 

 Types of Customer Segments: 

1. Mass Market: Serving a broad, general customer base with common needs. 

 Example: Consumer electronics companies like Samsung or Apple. 

2. Niche Market: Focusing on a specific, specialized customer group. 

 Example: A company that produces luxury yachts for high-net-worth individuals. 

3. Segmented Market: Differentiating between customer groups based on specific 

characteristics like age, income, or job role. 

 Example: A bank offering different loan products for students, small businesses, and 

corporations. 

4. Diversified Market: Serving two or more unrelated customer segments with different needs. 

 Example: Amazon serving both online shoppers and cloud computing customers. 

5. Multi-Sided Market: Catering to two or more interdependent customer segments. 

 Example: A credit card company serving both cardholders and merchants. 

Integration in the Business Model Canvas 

 Key Activities drive the business’s ability to create and deliver value. 

 Cost Structure reflects the expenses associated with maintaining key activities, resources, and 

partnerships. 

 Customer Relationships determine how a business interacts with its different customer segments, 

influencing satisfaction and loyalty. 

 Customer Segments help the business tailor its value proposition and marketing efforts to meet the 

specific needs of different groups, maximizing reach and revenue potential. 
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