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01
Start with a
Comprehensive
Customer Research

Explore Demographics

Utilise Social Listening

Identify Market Gaps and Opportunities



02
Define 
Clear Customer
Segments

Behavioral Segmentation

Psychographic Analysis

Customer Persona Development



03
Map the 
Customer Journey

Identify Decision-Making Influences

Leverage Customer Feedback for Mapping

Integrate Digital Touchpoints

Identify Pain Points



04
Align Organisational
Goals with
Customer
Objectives

Customer-Centric Goal Setting

Innovation Budget Aligned with Customer
Needs

Customer-Centric Performance Reviews



05
Embed Customer-
Centricity in Your
Company Culture

Training for Customer Empathy

Cross-Functional Collaboration

Regular Customer-Centric Workshops



06
Implement Robust
Customer Feedback
Mechanisms

Capture real-time feedback 

Online Community Engagement

Analysis of Data (e.g. AI-Driven
Sentiment Analysis, VoC Analytics etc.)



07
Adapt and Iterate
Based on 
Customer Feedback

Rapid Prototyping for Innovation

Continuous A/B Testing

Customer Co-Creation Workshops



08
Empower
Employees to
Deliver Exceptional
Customer Service

Role-Specific Customer Service Training

Cross-Functional Collaboration Training

Recognition for Customer-Centric Actions



09
Set Customer-
Centric 
Key Performance
Indicators  (KPIs)

Behavioral KPIs

Customer Complaint Resolution Index

Other metrics including NPS, CLV, CES,
CSAT, churn prediction models etc.



10
Prioritise Innovation
with the 
Customer in Mind

Innovation Sprints and Hackathons 

Customer-Driven Ideation Sessions

Innovation Recognition Programs



11
Regularly
Communicate
Customer-Centric
Achievements

Internal Newsletters

Recognition Ceremonies

Interactive Dashboards for Transparency



12
Stay Ahead of
Customer Trends

Customer Advisory Groups

Continuous Industry Education

Invest in Technology Scouting

Competitor Trend Analysis



Any
Questions?

Thank you!

Drop me a message on

contact@jonspiteri.com
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