
Customer Centricity
A Next Practice Innovation?

St. Louis AMA Conference
February 19, 2016





What’s your definition of 
“Customer-Centric”?



Customer Centric is…
Dictionary.com: 

adjective
Placing the customer at the center of a company's marketing 

effort, focusing on customers rather than sales

Businessdictionary.com:
Creating a positive consumer experience at the point of sale and post-sale.
A customer-centric approach can add value to a company by enabling it to 
differentiate itself from competitors who do not offer the same experience.

Dr. Peter Fader, Wharton School
Look at a customer’s lifetime value and focus marketing efforts on that real 
world, high value, customer segment to drive profit



So is it center of marketing? Positive 
experience? Or focus on best customer’s only?

• Isn’t it all of it? Wasn’t it always? Isn’t that marketing 
and marketing’s role 

• I would say “yes” it has always been thus but likely to 
varying degrees from classic brand management to 
strictly communications



What’s different now? Why is it a “hot” 
business term?

• Consumer expectations

• Technology: gather, analyze
• The ability to target and deliver a relevant message to an individual in a cost 

effective manner
• Speed-to know, to act, to realize results
• Data: more than you could possibly need, actual behavior

• Accountability 

• Impact: in the marketplace, across the enterprise

• Competition: not always direct either

• Pain: most organizations aren’t built for this and need to act fast!



How do you do it?

• Dedicated and different types of resources

• Culture change: functions that haven’t typically worked together, must with 
shared objectives/accountabilities

• Insight to strategy to action to result will continue to accelerate-leaner cross 
functional teams with empowered decision making

• Data “choice editing” needs to happen in real time e. g. predictive analytics

• Fast fail/succeed/scale

• Ensuring every consumer interaction with the brand is consistent and delivers 
value: online, offline, human



Who’s doing this well?



3 key takeaways:

• Understand customer behavior, purchase 
drivers and pain points

• Align the company operationally to better deliver 
against drivers and eliminate pain points and measure 
results and additional insights

• Repeat in real time!



Thank You!


