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Explain how to become more
customer-centric—from the
customer’s perspective

Discover a defined process for
capturing customer insights to
inform and create high-ROI
marketing programs

Define the critical steps you can
take in the next 30 days to see
results

OBJECTIVES
TODAY’S
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My definition of customer centricity is

Customer centricity matters to me personally because

On a scale of 1–10, with 1 = lowest and 10 = highest, how would
I rank my team's customer centricity? Why?
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_____ of consumers surveyed said they took some sort of action after
seeing an ad they considered to be diverse or inclusive

_________ consumers in 29 countries and 956 business users in 24
countries found that _____ prefer content in their language, even if
it's poor quality; ____ will not buy in other languages; and _____ want
product reviews in their language if nothing else

Determine the steps (to share with your team) that would
improve your score (even if your score is 10)
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You've acknowledged your team’s biggest obstacle to customer
centricity; now define the behaviours and resources that are needed to
level the playing field for your team.

In a 2022 article on the inclusive customer, McKinsey shared that
_____________ Americans claim their social values now shape their
shopping choices
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OBJECTIVESINSIGHTS TO MODEL

What did these brands do right that you can replicate in your work?
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Verizon

Meta (Facebook)

Constant Contact



What do you personally know about your ideal customer?

How much time do you personally spend with your ideal
customer each quarter?
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L I S T E N
Learn Speak Empathy

Investigate Types No Excuses
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Calculate how applying the framework can improve LTV and
sales. For example, when you listen and apply, customer
satisfaction improves and customers ascend in value.

Decide how you will apply the LISTEN framework. Put dates
and action steps on the calendar. For example, reach out and
interview 1 or 2 customers and LISTEN
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What specific action steps will you take within the next 30 to
improve your habits as a customer-centric marketer?

Create a plan to start where you sit. Even if you are not in a
leadership position, you can improve customer centricity. Even
in your content, you can focus more on serving customers
instead of product/service features
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STAY IN
TOUCH!

Info@SmartSimpleMarketing.com

510.365.6148

www.linkedin.com/in/sydnicraighart

www.linkedin.com/in/wilbhart
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