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Success Factors of Customer Centricity- Definition Customer Centricity
Customer centricity is the translation of the holistic understanding of the customer into needs, the
unconditional alignment of corporate actions and the organizational structure to these ...

Customer centricity requires a holistic understanding of the
customer in order to derive customer needs

Customer centricity means optimally tailoring products and
processes to customer needs

Customer centricity requires the uncompromising inclusion of
the customer in business activities

Customer centricity should be anchored at the core of the
organizational structure, to be reflected in the culture

Customer-centricity requires that all business actions and
decisions be geared to the customer
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Success Factors of Customer Centricity - Characteristics of customer-centric companies
Customer-centric companies work according to a six-stage process model

Understand

Understanding customers in their lifeworld
and identifying needs along the customer
journey

Control of the defined measures to achieve
sustainable customer centricity

Improve

Derive improvement potentials based on
the results

Integrate

Early and continuous iterative involvement
of the customer in the development of
products and processes

Fulfill

Meeting customer needs at all touchpoints
and with regard to products and processes

Obtain transparency about the customer's
satisfaction along the customer journey
continuously and after each customer contact
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Success Factors of Customer Centricity
Derived from the study, there are nine key success factors for a company's customer centricity

Customer Insights Customer Integration Customer Journey
Transparency Customer Data management Continuous improvement
— Satisfaction — — process
Anchoring in corporate Customer-centric control Employee commitment

culture and leadership
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