Developinga Customer
-centric Mindset

Customer Centricity

Businesses that do not prioritize customer-centricity risk
losing customer loyalty and market relevance. They struggle
with customer retention and satisfaction, which ultimately
leads to decreased revenue and competitiveness in the market.
Therefore, to thrive in today's world, it's essential to instill a
customer-centric mindset in every employee. This course will help
your employees develop the three core pillars of a customer-centric
mindset, enabling them to provide exceptional customer service and
build long-lasting relationships with your customers.

To empower your employees to truly connect with their customers, build rapport,
and deliver the best possible products and services, they need to learn to put the
customer first and at the heart of all decisions. Achieving this requires a shiftin
mindset - one that prioritizes customer needs and preferences over internal
processes, and aligns every aspect of the business with the goal of enriching the
customer's experience.

Learning Outcomes

- Understand the significance of customer centricity

8 - Discover the core pillars of a customer-centric mindset
- Formulate strategies for cultivating a customer-focused approach
- Apply these key behaviors in a simulated environment

Business Outcomes

@ - Enhance alignment of products and services with customer expectations
- Improve customer satisfaction and loyalty, positively impacting revenue
- Gain a competitive advantage through superior customer experiences

Ideal for

o, - ForICs as part of training for frontline roles
P— - For FTMs as part of training for leading customer-facing teams
« ForICs and managers who interact with clients on a regular basis
- For managers as part of training for de-escalations and driving
customer experiences
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