KAJO AUSTRALIA Australia
Customer Profile & Buying Journey	Comment by CIARA | KAJO AUSTRALIA: Some notes in ***  for you to please answer / fill in context
Customer 1 – Retail SHOP / Small-Volume End User
This customer profile highlights the customer journey, from identifying a lubrication need and evaluating options through to how KAJO AUSTRALIA can help them find the right product, purchase easily and reorder with confidence.
Example Customer: Mick - Owner-Operator
Who is Mick?
Mick owns and operates machinery and is responsible for much of its day-to-day maintenance. He purchases lubricants for his own equipment in relatively small quantities rather than through a bulk supply arrangement.
He understands his machinery and how it operates but isn't necessarily a lubrication specialist. He wants to be confident he's using the right product without having to interpret extensive technical information. Mick can differentiate the grease he needs by the colour of the current grease he has.
Typical situation
Mick could be an owner-operator working in construction, agriculture, forestry or another machinery-based industry. He may own one machine or a small fleet and purchase grease as required for servicing and maintenance.
He wants to be able to purchase the quantity he needs without requiring a trade account or committing to a bulk order.
What matters to Mick?
Is the grease suitable for his machine and application?
Will it perform in the conditions his equipment operates in?
Is it compatible with what he is currently using?
What is the difference between the available products?
What pack or cartridge size does he need? 500g 
How much does it cost?
Is it available now? Yes 
What will delivery cost and how quickly will it arrive? 1-3 days
Can he speak to someone if he isn't sure?
** can be happy to pay more for the premium product and quality of product make result in needing less grease.
Typical buying triggers
His machine is due for servicing.
He is running low on his existing grease.****
Recognition of 500g tube
Word of mouth
He has purchased a new or second-hand machine.
He has a particular lubrication or application problem.
His mechanic, dealer or another operator recommend KAJO AUSTRALIA.
He is dissatisfied with his current grease or supplier.
He wants a product better suited to the conditions his equipment operates in e.g. light duty/ heavy duty.
Potential barriers – KSP 500g TUBE differentiator 
The biggest potential barrier is uncertainty about product suitability. If Mick can't quickly work out which KAJO AUSTRALIA AUSTRALIA product is right for his equipment, it may be easier for him to continue purchasing the product or brand he already knows.
Unfamiliarity with KAJO AUSTRALIA 
Uncertainty about compatibility with his current grease
Difficulty comparing products
Price
Delivery cost or timing
Unsure of origin e.g china
Get more product for the price 50g more than 450g 
Mick's Likely Buying Journey - Example
	Example situation
Mick owns a small earthmoving business and operates an excavator. He needs grease for the pins, bushes and pivot points, which are regularly exposed to dust, dirt, mud/water and heavy loads.


1. Need arises
Mick is servicing his excavator and is running low on grease. He needs something suitable for the machine's pins and bushes and the demanding conditions it operates in.
2. Searches / discovers KAJO AUSTRALIA
Mick might search for "excavator grease" or "grease for excavator pins and bushes" or “500g tube grease screw cap”. He may also search for an alternative or equivalent to the grease he already uses. He discovers KAJO AUSTRALIA through **Google Search, Google Shopping, social media, an industry group, recommendation or another channel.
3. Checks suitability
Mick's first question isn't necessarily about lubricant specifications. His question is: "Is this the right grease for my excavator?" He needs to understand whether the product is appropriate for his machine, application and operating conditions.
	Machine
	Excavator

	Application
	Pins, bushes and pivot points

	Operating conditions
	Heavy loads, dust, dirt, mud/water and outdoor operation

	Best Suited For
	· e.g. Excavators & Mini Excavators: Maximum protection for bucket pins, bushes, and main pivot points, especially when working in mud or water.
· Bulldozers & Track Loaders: Essential lubrication for final drives, oscillating beams, and track rollers exposed to heavy loads and water.
· Dredging & Wet Site Equipment: Recommended for all lubrication points on machines working partially submerged or in saturated soil.
· Earthmoving Attachments: Perfect for general-purpose lubrication of heavy-duty grabs and couplers that face severe shock loads and environmental exposure.



4. Evaluates the purchase
Once Mick is confident the grease is suitable, he moves onto the practical purchase considerations: suitability -> performance -> web user experience =>compatibility -> pack/cartridge size -> quantity -> price -> availability -> delivery.
He may also compare the KAJO AUSTRALIA product with the grease he currently uses.
5. Buys or asks
If he has enough information and is confident in his choice: Shop online.
If he is unsure about suitability, compatibility or which product to choose: Ask KAJO AUSTRALIA for product advice.
KAJO AUSTRALIA can then understand his machinery, application and operating conditions and help identify the appropriate product.
6. Uses & reorders
Mick uses the grease in his excavator. Once the product has been proven in his equipment and he is confident it meets his needs, his next purchase should require considerably less research.
The customer journey changes from: Help me choose the right product -> Make it easy for me to buy it again.
What KAJO AUSTRALIA needs to provide Mick
KAJO AUSTRALIA needs to make it easy for Mick to move through the following decision path:
My machine -> What am I lubricating? -> What conditions does it operate in? -> Which KAJO AUSTRALIA product suits it? -> What quantity do I need? -> Buy online / ask for advice -> Reorder easily
Product/application finder
Machinery/application landing pages
Clear "suitable for" information
Product comparison/equivalent information where appropriate
Compatibility information
Pack and cartridge sizes***
Technical data without overwhelming the customer
Clear price and delivery information
Easy access to KAJO AUSTRALIA for product advice
Reviews and real Australian applications
Simple reorder process
Locked Customer Message
	Order specialist, high-performance German KAJO AUSTRALIA lubricants online in the quantities that suit you, with the correct information and our team's support to choose the right product.


Primary action: Shop online or ask for product advice.
 Validated**
Who is actually making the product decision?
What machinery are they buying for?
What applications are most common?
What operating conditions matter most?
What products or brands were they previously using?
What caused them to consider KAJO AUSTRALIA?
How did they find KAJO AUSTRALIA?
What information did they need before ordering?
What questions did they ask KAJO AUSTRALIA?
What almost prevented the purchase?
What makes them reorder?

 What prevents or delays purchase — suitability, compatibility, price, delivery, unfamiliarity with KAJO AUSTRALIA, etc.
 What drives repeat purchase — product performance, service, availability, ease of reordering and other factors.


Customer 2 – Bulk Supply / Regular B2B Customer
This customer profile highlights the customer journey, from identifying ongoing lubricant requirements and evaluating supply options through to how KAJO AUSTRALIA can provide the right products, reliable supply, volume pricing and an efficient ongoing ordering solution.
Example Customer: David - Maintenance Manager
Who is David?
David manages maintenance requirements for a commercial operation that uses lubricants regularly across multiple pieces of equipment. He is responsible for helping ensure the right products are available for servicing and ongoing maintenance.
Unlike Mick, David purchases in larger and more regular quantities. He needs confidence not only in product suitability, but also in reliable supply, local stock, volume pricing, technical support and an efficient way for his business to place repeat orders.
Typical situation
David could work for a quarry, mining, construction, transport, manufacturing or other industrial operation with ongoing lubricant requirements. He may be involved in selecting the products himself or work alongside workshop, stores, operations or procurement staff.
Once the products and expected purchasing requirements are established with KAJO AUSTRALIA, the business can access volume pricing and a tailored B2B portal for ongoing ordering.
What matters to David?
Are the lubricants suitable for the equipment and applications across the operation?
Can KAJO AUSTRALIA reliably supply the quantities the business requires?
Is stock available locally in Australia?
What volume pricing is available for the business?
Can KAJO AUSTRALIA help compare or transition from products currently being used?
Is technical support available if an application or requirement changes?
Can repeat orders be placed quickly and easily?
Can other authorised team members order when required?
Will KAJO AUSTRALIA continue to support the account after the initial order?
Typical buying triggers
The business is reviewing its current lubricant supplier or supply arrangement.
Lubricant usage has increased due to growth, additional equipment or higher operating requirements.
The business wants more reliable access to locally held stock.
The team wants to simplify repeat purchasing rather than sourcing or quoting each order separately.
The current product or supplier is not meeting performance, service or availability requirements.
New machinery or applications create different lubricant requirements.
The business wants technical support alongside ongoing supply.
Potential barriers
The biggest potential barrier is confidence in changing an established supply arrangement. David needs to know that the products are suitable and that KAJO AUSTRALIA can reliably support the operation over time.
Unfamiliarity with KAJO AUSTRALIA
Uncertainty about changing from existing products or brands
Concerns about product suitability across different equipment or applications
Concerns about stock availability and continuity of supply
Price or perceived cost of changing supplier
Internal approval or procurement requirements
An ordering process that feels more difficult than the current arrangement
David's Likely Buying Journey - Example
Example situation
David is the Maintenance Manager for a quarry operation with a combination of mobile equipment and fixed processing plant. His team regularly maintains crushers, conveyor systems, bearings and other lubrication points across the site. The equipment operates for extended periods in dusty, contaminated conditions, with components exposed to heavy loads and vibration.
Lubricants are used regularly across the operation, so David is not looking for an occasional box. He needs the right products available in the quantities the business requires, backed by reliable local supply and ongoing support.
1. Need arises
David is reviewing the site's lubricant supply. This may be prompted by increased usage, changes to the fleet or plant, supply issues, servicing requirements, dissatisfaction with the current supplier, potentially looking a grease at a better cost, or an opportunity to improve how lubricants are purchased across the business.
2. Discovers / speaks with KAJO AUSTRALIA
David may discover KAJO AUSTRALIA through Google or reaching out directly, a trade show, recommendation or an existing relationship. Rather than simply purchasing a few units online, he wants to understand whether KAJO AUSTRALIA can support the operation's broader and ongoing requirements.
3. Confirms suitability
KAJO AUSTRALIA works with David to understand the equipment, applications, operating conditions, products currently being used and expected lubricant requirements. His question is broader than Mick's: 'Can KAJO AUSTRALIA reliably supply the right lubricants for our operation and either supply higher quality products for a similar price with more product or provide me the best price for volume purchasing?'
4. Evaluates the supply arrangement
Once product suitability is established, David considers the wider commercial requirements: suitability -> performance -> required volumes -> volume pricing -> local stock -> reliable supply -> technical support -> ease of repeat ordering. He may also compare KAJO AUSTRALIA products and supply arrangements with those currently used by the business.
5. Establishes ongoing supply
Once the business's requirements and expected purchasing volumes are agreed, KAJO AUSTRALIA provides volume pricing and access to a tailored B2B portal. The business now has an established ordering arrangement rather than starting again with every routine purchase, providing a quick and easy buying journey.
6. Reorders through the B2B portal
David or another authorised team member can access the B2B portal, view the products and pricing relevant to their account and place repeat orders as required. KAJO AUSTRALIA continues to support the account with local stock, reliable supply and product or technical support when requirements change.
Example application
Operation  Quarry
Equipment  Crushers, conveyor systems and other fixed/mobile plant
Applications  Bearings and other lubrication points
Operating conditions  Dust/contamination, heavy loads, vibration and extended operation
What KAJO AUSTRALIA needs to provide David
KAJO AUSTRALIA needs to make it easy for David to move through the following decision path:
Our operation -> What equipment/applications need lubrication? -> Which KAJO AUSTRALIA products suit them? -> What quantities do we expect to purchase? -> Agree volume pricing -> Set up B2B access -> Order and reorder easily -> Ongoing local and technical support
Product and application assessment
Clear product suitability and technical information( 500g screw cap tube offering 50g more of product in comparison to competitors)
Product comparison/equivalent information where appropriate
Volume pricing based on the customer's agreed purchasing requirements
Reliable access to locally held Australian stock
Tailored B2B portal and relevant product catalogue
Easy repeat ordering
Ability for appropriate team members to place orders
Clear account contact and technical support
Ongoing review as equipment, applications or purchasing requirements change
Locked Customer Message
Reliable supply of high-performance KAJO AUSTRALIA lubricants manufactured in Germany, with technical support, volume pricing and your own tailored B2B portal and catalogue for making repeat purchases quick and easy.
Primary action: Enquire about bulk supply / volume pricing.
To Validate
*** Who normally makes the lubricant decision and who places the order?
What types of businesses and operations most commonly suit the bulk supply pathway? Bingo Bins Waste Management (crushers &screeners), East to West Civil (excavators &rock hammers & tilt rotators)
*** What machinery, applications and operating conditions are most common?
*** What purchasing volumes and ordering patterns are typical?
*** What causes a business to review or change lubricant suppliers?
*** What information is needed before approving a new product or supplier?
*** What matters most when evaluating supply - performance, price, availability, support, ordering convenience or other factors?
How many people within a customer business typically need B2B portal access?
*** What concerns or barriers most commonly delay switching?
What makes a bulk customer continue ordering from KAJO AUSTRALIA? Ease of purchase, simplified buying journey via website, quick delivery, high-quality products meaning less grease required on machines, good customer service. 500g tube more product than other supplies and ease of use with screw cap lid

Customer 3 – Stockist / Reseller
This customer profile highlights the customer journey, from identifying an opportunity and evaluating lubricant brands through to how KAJO AUSTRALIA can support them in stocking, selling and growing the KAJO AUSTRALIA range.
Example Customer: Steve - Industrial Supply Business Owner
Who is Steve?
Steve owns an independent industrial and machinery supplies business servicing local contractors, workshops, farmers, equipment operators and other businesses in his area. His business may already stock several grease and lubricant brands alongside other maintenance products.
Steve isn't purchasing KAJO AUSTRALIA primarily for his own equipment. He is deciding whether KAJO AUSTRALIA is a brand he can confidently stock, recommend and sell to his customers, and whether it is commercially worthwhile to add to his existing range.
Typical situation
Steve already has grease and lubricant products on his shelves, so adding KAJO AUSTRALIA doesn't necessarily mean replacing his existing brands. He is considering where KAJO AUSTRALIA fits within his current offering and whether there is enough opportunity among his customers to justify stocking and developing the range.
He may begin with a selected core range relevant to the customers and industries he services, then expand the range as demand develops.
What matters to Steve?
Where does KAJO AUSTRALIA fit alongside the lubricant brands he already stocks?
Which KAJO AUSTRALIA products are most relevant to his customers and applications?
What makes the range worth adding?
Is there likely to be enough customer demand?
What trade pricing is available and is the range commercially viable?
Is stock readily available in Australia and easy to replenish?
Can his team easily understand and recommend the range?
What product, technical, sales and marketing support will KAJO AUSTRALIA provide?

Typical buying triggers
He wants to expand or refresh his existing lubricant range.
He sees demand for specialist or high-performance lubricants among his customers.
Customers are asking for products or applications he does not currently carry.
He wants to broaden the lubricant options available to his customers.
A customer specifically asks for KAJO AUSTRALIA or KAJO AUSTRALIA approaches him about becoming a stockist.
He identifies an opportunity to grow lubricant sales within his existing customer base.
Potential barriers
One of Steve's biggest questions is: "Why should I put another grease brand on my shelf?" Adding another range means committing stock and space, introducing the brand to customers and making sure his team understands what they are selling.
Limited customer awareness of KAJO AUSTRALIA
Already carrying several grease or lubricant brands
Uncertainty about where KAJO AUSTRALIA fits within the existing range
Uncertainty about which KAJO AUSTRALIA products to initially stock and likely demand
Limited shelf, display or warehouse space
Staff needing to become familiar with another product range
Confidence in ongoing stock availability and replenishment
Whether trade pricing and potential margin make commercial sense
Why KAJO AUSTRALIA / Reasons to Buy In
High-performance specialist lubricant range
Backed by established German manufacturing and product expertise
Reliable Australian stock
Trade pricing for approved stockists
Local KAJO AUSTRALIA Australia product and account support
Technical/manufacturer support when required
Brand, product and sales materials to support the range in-store
Ability to start with a relevant range and expand as demand develops
USP compared to other ranges having the 500g screw cap tube competitors only have 450g tube and no screw cap
Steve's Likely Buying Journey - Example
Example situation
Steve operates an industrial and machinery supplies business in a regional area. His customers include farmers, earthmoving contractors, workshops, transport businesses and machinery operators. He already stocks several grease and lubricant products and is considering adding KAJO AUSTRALIA to the brands he carries.
1. Opportunity arises
Steve is reviewing his lubricant offering and sees an opportunity to expand the range available to his customers. Alternatively, KAJO AUSTRALIA may approach Steve because his business is well positioned to service customers in the local area. His key question is: "Where does KAJO AUSTRALIA fit within the range I already sell, and is it a brand we can successfully build with our customers?"
2. Evaluates KAJO AUSTRALIA
Steve looks at the KAJO AUSTRALIA brand, product range, applications and the types of customers the products could suit. He is evaluating KAJO AUSTRALIA as a brand, product range and supplier - not simply an individual tub or cartridge of grease.
3. Identifies the right starting range
KAJO AUSTRALIA works with Steve to understand his customer base, industries and common requirements, then helps identify a relevant starting range rather than expecting him to select from the entire catalogue himself.
4. Evaluates the stockist relationship
Steve considers the practical and commercial requirements: range fit -> customer demand -> trade pricing -> commercial viability -> initial stock -> Australian availability -> sales support -> technical support -> replenishment. He needs confidence in both the products and the supplier behind them.
5. Becomes a KAJO AUSTRALIA Stockist
Steve agrees on an appropriate starting range and places his initial stock order. KAJO AUSTRALIA provides the product information and support needed to help his team understand and introduce the range, including appropriate brand, leaflet and point-of-sale material where available.
6. Sells, learns & reorders
As Steve begins selling KAJO AUSTRALIA, he develops a clearer picture of which products generate demand among his customers. He replenishes core products and can introduce additional KAJO AUSTRALIA products as opportunities develop. The relationship moves from: Should we stock KAJO AUSTRALIA? -> How do we grow KAJO AUSTRALIA within our business?
What KAJO AUSTRALIA needs to provide Steve
KAJO Australia needs to make it easy for Steve to move through the following decision path:
Understand KAJO AUSTRALIA -> See where it fits -> Identify the right starting range -> Understand the commercial opportunity -> Stock the range -> Sell confidently -> Replenish easily -> Grow the range
Recommended starting range based on his customer base
Clear product, application and suitable-for information
Product comparison/equivalent information where appropriate
Trade pricing and reliable Australian stock
Straightforward ordering and replenishment
Product education and access to technical/application advice
KAJO AUSTRALIA Australia brand guidelines and approved brand assets
Product brochures, leaflets and digital imagery
Point-of-sale or display materials where appropriate
Ongoing account support as the range and customer demand develop
Locked Customer Message
Specialist, high-performance lubricants manufactured in Germany and stocked locally in Australia, backed by product knowledge and support to help you confidently supply your customers. With practical product advantages including our 500g screw-cap grease tubes, giving customers more product in an easy-to-use format.
Primary action: Enquire about becoming a KAJO AUSTRALIA stockist.
To Validate
Who normally decides whether to introduce a new lubricant brand? Store owner/ manager
*** What types of businesses make the strongest KAJO AUSTRALIA stockists?
What lubricant brands and range sizes do they typically carry? 450g, lubex, hi tec oil?
*** What prompts them to consider adding another brand? Varied product range for customer, only local stockiest of KAJO AUSTRALIA none within xx range
What makes a new lubricant range commercially attractive to them? USP (unique selling proposition) 500g screw cap vs competitors & trade pricing
*** Which sales, POS and product materials are actually most useful? *** to ask a stockist
What ongoing support makes them continue stocking and expanding the range?


Absolutely. I’d now use this as the full working Customer 4 profile, with KAJO Australia clearly separated from KAJO’s manufacturing/product-development capability in Germany.
Customer 4 – Private Label / OEM
This customer profile highlights the customer journey, from identifying a private label or OEM opportunity and defining product requirements through to how KAJO Australia can provide the right lubricant solution and establish an ongoing supply partnership.
Example Customer: James – Owner / Manager of an Equipment Attachment Business
Who is James?
James owns and manages an Australian equipment attachment business, similar to MTB Attachments, supplying attachments and related products for heavy machinery.
His business supplies a box of grease with each new attachment, giving the customer lubricant to use with the equipment from the outset. He also sees an opportunity to provide replacement grease as part of the company's ongoing maintenance and after-sales offering.
Rather than manufacturing lubricant itself, James is looking for a specialist lubricant partner that can supply a suitable high-performance product under his company's own brand.
KAJO Australia provides James with a local point of contact while giving his business access to KAJO's German manufacturing, technical and product-development expertise where required.
Typical Situation
James's business already has an established equipment brand and customer base. Lubrication is an important part of maintaining the equipment it supplies, creating an opportunity to offer customers a lubricant specifically associated with the equipment.
The grease could be supplied with each new attachment and then made available for customers to purchase again when they need more.
This gives James's business the opportunity to provide customers with a clear lubricant recommendation while also creating an ongoing aftermarket product opportunity.
Where an existing KAJO formulation meets the equipment requirements, KAJO Australia can work with James to establish the product for private-label supply.
If a suitable product does not already exist, KAJO Australia can work directly with KAJO's product development team in Germany to explore a custom formulation specifically for the application.

What Matters to James?
· Is the lubricant suitable for the equipment, application and operating conditions?
· Can KAJO Australia provide the technical information required to assess the product?
· Can the lubricant be supplied under his company's own brand?
· Is there an existing KAJO formulation suitable for the requirement?
· If not, can KAJO develop a custom formulation specifically for the application?
· What packaging and pack sizes are available?
· What minimum order quantities apply?
· What pricing is available based on expected volumes?
· What are the production and supply lead times?
· How does the branding, label and approval process work?
· Can KAJO Australia reliably support the ongoing supply arrangement?
· Can the relationship expand into additional lubricant products as his business grows?
Typical Buying Triggers
· The business already supplies grease with its equipment and is reviewing the current product or supplier.
· The business wants to introduce its own branded lubricant rather than supplying another lubricant brand.
· It wants customers to have a clearly recommended lubricant for its equipment.
· It sees an opportunity to generate ongoing aftermarket sales after the initial equipment purchase.
· It wants to expand its maintenance, consumables or after-sales offering.
· New equipment or applications create different lubricant requirements.
· The current lubricant does not fully meet the required application or performance requirements.
· The business wants a lubricant partner that can support both current and future requirements.

Potential Barriers
The biggest potential barrier is the additional commitment involved in moving from purchasing a standard lubricant to establishing a private-label supply arrangement.
· Minimum order quantities.
· Expected demand and purchasing volumes.
· Pricing and commercial viability.
· Packaging and labelling requirements.
· Production and delivery lead times.
· Confidence that the lubricant is suitable for the equipment.
· Product testing or approval requirements.
· Changing from an existing lubricant supplier.
· Managing stock of its own branded product.
· Confidence in ongoing supply.
· The time and complexity involved in establishing a private-label product.


James's Likely Buying Journey – Example
Example Situation
James owns and manages an Australian business supplying heavy-equipment attachments.
His business currently provides a box of grease with each new attachment so customers have the appropriate lubricant available from the outset.
James sees an opportunity to introduce a company-branded grease that can be supplied with every attachment and then sold to customers as the recommended replacement grease for ongoing maintenance.

1. Opportunity Arises
James reviews the grease currently supplied with the company's equipment.
This may be prompted by a desire to strengthen the company's own brand, improve the lubricant being supplied, achieve a better commercial arrangement, create an ongoing aftermarket product or establish a more direct relationship with the lubricant manufacturer.
His initial question is:
"Could we have our own branded grease specifically suited to the equipment we sell?"

2. Speaks with KAJO Australia
James discusses the opportunity with KAJO Australia.
KAJO Australia first needs to understand:
Equipment → lubrication application → operating conditions → current product → technical requirements → expected volumes → packaging → branding
James is evaluating KAJO Australia not simply as a lubricant supplier, but as a potential long-term supply partner with direct access to German manufacturing and product-development expertise.


3. Confirms the Right Product
KAJO Australia works with James to understand the equipment, application, operating conditions and technical requirements to determine the most appropriate lubricant.
There are two potential pathways:

Existing KAJO formulation
Suitable product identified → suitability confirmed → private-label supply
Custom formulation required
No existing product fully meets the requirements → KAJO Australia works with KAJO's product development team in Germany → formulation development/testing → approval → private-label supply
This gives James access to an existing KAJO formulation where suitable, while also providing a pathway to a more specific solution where the application requires it.

4. Evaluates the Private-Label Arrangement

Once the appropriate product pathway has been established, James considers the wider commercial and supply requirements:
Product suitability → performance → packaging/pack size → branding → minimum quantities → expected volumes → pricing → lead times → ongoing supply
James also needs to understand what is required from his business to establish and approve the private-label product.

5. Establishes the Product
Once the lubricant, packaging, commercial arrangement and branding requirements are agreed, the product can move through the required approval and production process.
The finished lubricant carries James's company branding and can be supplied alongside the equipment it is intended to support.
For example:

Attachment sold → branded grease supplied with attachment → customer uses recommended grease from day one

6. Ongoing Supply & Repeat Sales
James continues purchasing the private-label grease through KAJO Australia as new equipment is sold and existing customers require replacement product.

     The opportunity therefore extends beyond the initial box supplied with the attachment:
New attachment → first box of grease → customer requires replacement grease → repeat purchase through James's business

     As the relationship develops, KAJO Australia may also support additional equipment, lubricant products, pack sizes or more specialised requirements.

The relationship moves from:
"Can KAJO Australia help us establish our own branded grease?" → "How can KAJO Australia support our ongoing lubricant range?"
Example Application
Business: Heavy-equipment attachment manufacturer / supplier
Equipment: Hydraulic breakers and heavy-equipment attachments
Requirement: Grease supplied with new equipment and for ongoing maintenance
Product opportunity: Company-branded / private-label grease
Ongoing opportunity: Initial equipment supply + replacement grease sales

What KAJO Australia Needs to Provide James:
KAJO Australia needs to make it easy for James to move through the following decision path:
       Our equipment → What lubricant does it require? → Does an existing KAJO product suit? →Existing or custom formulation → Confirm private-label requirements → Agree volumes, pricing and packaging → Approve product/branding → Manufacture & supply → Reorder

· Product and application assessment.
· Clear product suitability and technical information.
· Access to KAJO's German manufacturing and product-development expertise.
· An existing suitable KAJO formulation where available.
· Access to custom formulation and KAJO's product development team in Germany where an existing product does not meet the application requirements.
· Private-label capability.
· Clear packaging and pack-size options.
· Minimum order quantity requirements.
· Pricing based on expected purchasing requirements.
· Clear production and supply lead times.
· Clear label, artwork and approval requirements.
· A local Australian point of contact throughout the process.
· Ongoing supply planning and support.
· Ability to explore additional products as the customer's requirements develop.


Locked Customer Message
Your equipment, your brand, backed by German lubricant manufacturing expertise. KAJO Australia can supply high-performance lubricants matched to your machinery under your own label, with access to custom formulation where an existing product doesn't meet your requirements.
Primary action: Discuss your Private Label / OEM requirements.


To Validate
· What types of equipment manufacturers and suppliers represent the strongest Private Label / OEM opportunities for KAJO Australia?
· Who normally initiates and approves a private-label lubricant arrangement?
· What are the most common reasons customers choose private label?
· What purchasing volumes and minimum order quantities are commercially viable?
· What packaging and pack sizes can be offered for private label?
· What information does KAJO Australia need from the customer to assess product suitability?
· What is the actual label, artwork and approval process?
· What production and supply lead times should customers expect?
· How frequently can an existing KAJO formulation meet the requirement versus requiring custom development?
· What makes a Private Label / OEM customer continue ordering and expand its lubricant range?


Customer 5 – Custom Formulation / Bespoke Lubrication Solution
This customer profile highlights the customer journey, from identifying a lubrication requirement that cannot be met by an existing product through to how KAJO Australia can work with KAJO’s product development team in Germany to develop and supply a formulation for the specific application.
Example Customer: Mark – Operations / Warehouse Manager
Who is Mark?
Mark manages operations for a large Australian organisation with significant stock, equipment and materials moving through its warehouse facilities.
His business has identified an unusual operational problem. Stock or equipment is going missing or potentially being stolen, and the business is looking for an additional way to help trace or identify where items have been handled or moved.
The solution requires more than selecting a standard lubricant. The business needs a grease that performs its required lubrication function but also contains a UV-detectable element, allowing traces of the grease to be identified under UV light.
KAJO Australia works with Mark to understand the requirement and connects him directly with KAJO’s product development team in Germany to investigate and develop an appropriate formulation.
Typical Situation
Mark isn’t looking for a different grease simply because he is unhappy with his current lubricant.
He has a specific operational problem that requires the lubricant to perform an additional function.
In this example:
Operational problem:
Stock or equipment within the warehouse is going missing or potentially being stolen.
Specific requirement:
A suitable grease that can also be detected under UV light to assist with tracing or identifying where items have been handled or moved.
Required outcome:
A lubricant that continues to perform its intended lubrication function while providing the additional UV-detectable characteristic required by the customer.
There may not be an existing product designed for this particular requirement, creating the need for KAJO Australia to involve KAJO’s product development team in Germany.
What Matters to Mark?
· Can KAJO Australia understand the specific problem the business is trying to solve?
· Is there already an existing product that can meet the requirement?
· If not, can KAJO develop a formulation specifically for the application?
· Can the required UV-detectable characteristic be incorporated while maintaining the necessary lubrication performance?
· What information is required from Mark’s business before development can begin?
· What testing and trials will be required?
· How will the business confirm that the formulation works as intended?
· How long will development take?
· What minimum quantities will apply?
· What will development and ongoing supply cost?
· Can KAJO reliably manufacture and supply the product once approved?
· What technical support will be available throughout the process?
Typical Buying Triggers
· A specific operational problem cannot be solved by an existing lubricant.
· The lubricant needs an additional or unusual characteristic.
· Existing products have been investigated but do not meet the full requirement.
· New equipment, processes or operating conditions create a specialist lubrication requirement.
· A business identifies an opportunity to use the lubricant to help solve a wider operational problem.
· A particular application requires performance outside the capabilities of standard products.
· An existing lubricant needs to be adapted for a highly specific use.
· The business wants to work directly with a lubricant manufacturer rather than continue searching through standard off-the-shelf products.
Potential Barriers
Custom formulation requires more involvement from the customer than simply selecting an existing KAJO product.
Potential barriers include:
· Uncertainty about whether a custom formulation is technically possible.
· Development time.
· Testing and trial requirements.
· Minimum development or production quantities.
· Development costs.
· Ongoing product cost.
· Internal approval requirements.
· Providing sufficient technical and application information.
· Confidence that the formulation will achieve the required outcome.
· Production and supply lead times.
· Confidence in ongoing availability once the product is approved.
Mark’s Likely Buying Journey – Example
Example Situation
Mark manages operations within a large organisation where stock and equipment are regularly handled and moved through warehouse facilities.
The business is experiencing an issue with stock or equipment going missing or potentially being stolen.
It wants an additional method of helping identify or trace where items have been handled or moved.
This creates an unusual lubricant requirement: a grease that is suitable for the application but also detectable under UV light.
1. A Specific Problem Arises
The starting point is the operational problem rather than the lubricant itself.
Mark’s business identifies that a UV-detectable grease could potentially provide an additional way to help identify where certain stock or equipment has been handled or moved.
His question becomes:
“Can a grease be developed that performs the lubrication job we need but can also be detected under UV light?”
2. Speaks with KAJO Australia
Mark brings the requirement to KAJO Australia.
Rather than immediately recommending an existing product, KAJO Australia needs to understand both the lubrication application and the additional function the customer requires.
The initial assessment may consider:
Application → lubrication requirements → operating environment → existing product → additional UV requirement → intended use → required outcome
This allows KAJO Australia to establish exactly what problem the formulation needs to solve.
3. Assesses Whether an Existing Product Can Meet the Requirement
Before moving into custom development, KAJO Australia determines whether an existing KAJO product could meet the requirements.
Existing solution available
Suitable product identified → technical suitability confirmed → testing/trial if required → supply
No existing solution available
Requirements documented → KAJO product development team in Germany involved → custom formulation pathway
In Mark’s case, the unusual UV-detectable requirement may mean that an existing standard product does not meet the complete brief.
4. Defines the Custom Formulation Requirements
KAJO Australia works with Mark and KAJO’s product development team in Germany to clearly define what the new formulation needs to achieve.
For this example, that could include:
Lubrication performance → application requirements → operating conditions → compatibility → UV detectability → method of detection → intended use → required outcome
The product development team can then assess the technical feasibility of developing the required formulation.
5. Product Development & Testing
If the requirement is technically viable, KAJO’s product development team in Germany develops an appropriate formulation for assessment.
The formulation would then move through the required development and testing process before being provided for customer evaluation or trial.
For Mark, there are effectively two things that need to be proven:
Does it perform correctly as a lubricant?
and
Does the UV-detectable element perform the additional function required by the customer?
6. Customer Trial & Approval
Mark’s business assesses the developed product in the intended application.
This stage allows the customer and KAJO to determine whether the formulation meets the agreed requirements before moving into ongoing production and supply.
If changes are required, feedback can be provided to the product development team for further assessment.
7. Manufacture & Ongoing Supply
Once the formulation has been approved, KAJO manufactures the product and KAJO Australia supports the customer’s ongoing supply requirements.
The journey has moved from:
“We have an unusual operational problem.”
to:
“KAJO has developed a lubricant around our specific requirement.”
The relationship can then continue through ongoing supply, technical support and future formulation requirements.
Example Application
Customer type: Large organisation / warehouse operation
Operational problem: Stock or equipment going missing or potentially being stolen.
Lubricant requirement: Suitable grease for the intended application with an additional UV-detectable characteristic.
Purpose of additional characteristic: Assist with identifying or tracing where stock or equipment has been handled or moved.
Standard product suitable: No suitable existing solution identified for the complete requirement.
KAJO Australia role: Understand and document the customer requirement, coordinate with Germany and support the customer locally.
KAJO Germany role: Assess technical feasibility, develop/test the formulation and manufacture the approved product.
Outcome: Custom lubricant formulation developed around the customer’s specific operational requirement.
What KAJO Australia Needs to Provide Mark
KAJO Australia needs to make the pathway clear:
Specific customer problem → Understand application → Define required lubricant characteristics → Assess existing KAJO products → Custom formulation required? → Germany product development → Testing → Customer trial → Approval → Manufacture → Ongoing supply
KAJO Australia needs to provide:
· A clear process for discussing unusual or specialist lubrication requirements.
· Detailed application and requirement assessment.
· Assessment of existing KAJO products before moving into custom development.
· Direct access to KAJO’s product development expertise in Germany.
· Clear explanation of the information required from the customer.
· Technical communication between the customer and product development team.
· Clear understanding of the required lubricant performance and any additional characteristics.
· Defined development and testing process.
· Customer trial and approval process.
· Minimum quantity requirements.
· Development and ongoing product pricing.
· Realistic development and production lead times.
· Technical documentation where required.
· Ongoing Australian point of contact.
· Reliable ongoing supply once the formulation is approved.
· Continued technical support if requirements change.
Connection to Private Label / OEM
Custom formulation remains separate from Customer 4 – Private Label / OEM, although the two pathways can overlap.
Custom Formulation
Specific problem → no suitable existing product → custom formulation → customer approval → ongoing supply
Private Label / OEM
Suitable lubricant requirement → existing or custom KAJO formulation → customer's own branding → ongoing supply
A custom formulation could therefore also become part of a Private Label/OEM arrangement if a customer requires both a bespoke lubricant and supply under its own brand.
But for Mark, the primary reason for approaching KAJO Australia is solving the specific technical or operational requirement, not creating his own lubricant brand.
Customer Message
I’d keep this close to the message already established in your strategy:
When an existing lubricant can't meet your requirements, KAJO Australia works with KAJO's product development team in Germany to develop a specialist solution around your equipment, operating conditions and application.
For the wider website/customer messaging, I wouldn't lead with the UV example. It is a very good supporting case study because it demonstrates how specific KAJO can get, but the main message should remain broad enough to capture other custom-formulation enquiries.
Primary action: Discuss your custom formulation requirements.
To Validate:
· Exactly how the UV element was intended to help identify/trace missing or stolen stock.
· Whether the formulation was developed from an existing KAJO grease or completely from scratch.
· What information was provided to the German product development team.
· What development and testing took place.
· Whether a customer trial was completed and how approval worked.
· Development timeframe.
· Minimum order/production quantities.
· Development costs, if applicable.
· Ongoing supply arrangement.
· Other real examples of custom formulations that could demonstrate different KAJO capabilities.

