
Hamish Taylor is an inspirational speaker 
and customer/innovation expert. Following 
an outstanding fast track career and 10 years 
as a speaker and consultant, Hamish is now 
recognised as one of the world’s leading 
experts in Innovation/Change, Customer 
Focus/Brand Management and 
Leadership/Performance.

He is known as the “master thief” based on 
his record of innovation by transferring ideas 
between sectors.

Hamish brings a rare combination of an 
outstanding CV (someone who has done it!) 
and a fantastic ability to inspire audiences 
– delivered through both (i) the use of stories 
from his own experience, tailored advice 
and practical tools; and (ii) his enthusiastic, 
humorous style.

Whatever your audience, Hamish’s lessons 
provide relevant and practical ways of 
achieving breakthroughs for you and 
your team.

If you want a breakthrough, look 
outside your current environment!

“Trains, Planes and...
Toilet Cleaners”
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Whatever your audience, Hamish’s lessons 
provide relevant and practical ways 
of achieving breakthroughs for you and 
your team.

Without fail, Hamish receives outstanding 
testimonials from his customers which 
regularly leads to repeat bookings and/or 
follow up in-house work.

In particular, past customers have 
highlighted:-

•	 His outstanding CV which brings great 
credibility to his stories (this is not 
theory, but someone who has driven 
breakthroughs  in a wide variety 
of industries).

•	 The practical nature of his approach.
Real war stories from Hamish’s experience 
are turned into practical tools that we can 
all take away and use in our own work.

•	 The wide appeal of his messages – 
from Prime Ministers and CEO’s to front 
line staff; from major multi-nationals to 
small groups; from Sales/Marketing and 
Executive teams to HR, Risk, Finance 
and many other functions.

•	 Hamish’s engaging, enthusiastic, 
energetic  and very humorous style.
The most common feedback? 
“Inspirational!”

Although specialising in Keynote Speeches, 
Hamish is also much in demand for 
Facilitation and/or Masterclasses (including 
interactive exercises). He insists on a briefing 
call in advance to ensure he can tailor his 
messages to your audience and is happy to 
spend as much time as possible post speech 
to meet and discuss his lessons with you 
and your team.

“Dynamic and energetic messages; 

Hamish challenged our thinking 

and made us view some of our 

leadership issues as opportunities.”

“One of the best presentations I 

have ever seen, let alone had the 

good fortune to Chair.” 

- Chairman, Economist IT Directors 

Conference

“Your talk in the morning was, 

quite simply, a turning point 

for me.” 

- Specsavers

“It went fantastically well, I can’t 

being to tell you how good 

Hamish was.” 

- UBS

Hamish Taylor has an award winning record of 
driving innovation and change in a number of 
very different environments.

Hamish was trained in Brand management 
at Procter and Gamble, a Management 
Consultant at Price Waterhouse, Head of 
Brands at British Airways, CEO of Eurostar, 
and CEO of Sainsburys Bank - all before he
was 40! In each case, he left behind a record 
of significant growth/turnaround triggered 
by a willingness to challenge industry/
organisation norms and place the customer 
at the core of all activities.

He has also been dubbed the “master 
thief” by the Inspired Leaders Network due 
to his record of stealing ideas from one 
environment to use in another (including 

Yacht designers for aircraft interiors, Disney to 
help with airport queuing, and rugby referees 
for new approaches to risk/compliance). 

In 2004, Hamish launched his speaking 
and consultancy career and, in the past 
5 years alone, over 200 organisations in
30 different countries have sought
Hamish’s inspiration.

Hamish acts as a global advisor to some
of the worlds largest companies
- often assisting with specific innovation 
projects, new business pursuits and/or 
people development.

He is regularly featured in the broadcast 
media, his most recent project being the 
“Teen Canteen” television programme for 
the BBC.

Watch Hamish in action
https://www.youtube.com/watch?v=PRYFkEbqUUw

https://www.youtube.com/watch?v=ccapUge5Sd0

https://www.youtube.com/watch?v=OzEp7FMYGyY

The Customer Champion,
The Masterthief,
The Turnaround Expert

Why book Hamish
as your speaker?

“Is there such a thing as a perfect CV? Probably not, but in terms of 
the quality and profile of companies worked for, jobs done, education 

and achievement, Hamish Taylor’s takes some beating.”

2 3

https://www.youtube.com/watch?v=PRYFkEbqUUw
https://www.youtube.com/watch?v=ccapUge5Sd0
https://www.youtube.com/watch?v=OzEp7FMYGyY


1. Change the way we “understand” our customers

Whether our customers are internal or external, if we keep looking at them in the same way, 
we will get the same answers and keep doing the same things! We must change the lense!

Hamish will use real cases from his background to illustrate how new insights can be gained. 
Concepts such as SOFT INSIGHTS; CUSTOMER’S CUTOMER; THE ABILITY TO SHARE; 
BLANK SHEET; and FOCUS ON THE PERSON have created new understanding for his
many clients.

2. Change the “platform” for our activity

We all know that customers buy BENEFITS not products/services. You are interested in 
what you do – customers are interested in the benefit to them as a result of what you do! The 
CUSTOMER PROMISE model enables you to put this philosophy at the core of all activity. 
Developed in consumer goods and used by Hamish in  BA, Eurostar, Sainsburys and many 
service industries and internal departments, the CUSTOMER PROMISE redefines the value we 
bring to our customers. By focusing on customer benefit, you can create major breakthroughs 
in the value you bring to your customers, innovation and your ability to put the customer at 
the centre of everybody’s activity.

3. Change the Thinking

“If you want a breakthrough, look outside you current environment.”

As the non airline man in the airline, the non Banker in the Bank etc, Hamish has seen at first 
hand the benefits of bringing new thinking into different situations. Beds in aeroplanes (yacht 
designer) and Airport Queuing (Disney) are examples of new product or service thinking from 
outside. However, Hamish will also show how this approach has been successfully applied 
to processes, leadership, feelings and much more. Where do these lessons come from? 
Everywhere! Other businesses, Sport, the Arts, Teaching and much more.

4. Change the way we engage with customers

There is a tendency in many organisations to think that engagement with both internal and 
external customers is all about communication. There are undoubtedly lessons to be learned 
from, for example, the world of advertising that can be applied to everyday communications. 
However, beyond this, Hamish will also share lessons including the AMBITION and MAKING 
IT HAPPEN models from BA and others, where leadership for real engagement required
a radically different approach. 

The most common entry point for Hamish 
is with teams and/or organisations that are 
looking for breakthroughs in one of three 
broad areas:-

•	 How can my team, organisation or Brand  
really put the customer at the centre of 
all that we do? 

•	 How can we drive more innovation in all 
aspects of our business and/or be more 
effective in the way we manage change.

•	 How, as leaders, can we step change our  
individual and team performance.

These challenges are brought to life using 
case studies and stories from Procter and 
Gamble, British Airways, Eurostar, Sainbury’s 
Bank and many more.

Whether you customers are internal or 
external, Hamish will share the lessons he 
has learned in creating breakthroughs
(not always by getting it right!)

Hamish sees four key challenges that face 
us all in our quest for breakthroughs:-

SUPERIOR

CUSTOMER
PROMISE

SUPERIOR

CUSTOMER
INSIGHT

SUPERIOR

CUSTOMER
ENGAGEMENT

SUPERIOR

PRODUCT
& SERVICE

Change the way we
understand customers!

Change the platform
for our activity!

Change the thinking! Change the way we
engage with Customers!

Hamish’s Key Messages
“Trains, Planes and... Toilet Cleaners”
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If you would like to discuss 
whether Hamish would be the 
right speaker for your event, 
then please contact:

t: +44 (0) 7545 469155

e: anna@hamishtaylor.com

 @HamishWTaylor

www.hamishtaylor.com

Look out for Hamish Taylor’s new book 
“Trains, Planes and… Toilet Cleaners” in 2015!
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