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CUSTOMER CENTRICITY LEADERSHIP

CENTERPIECE OF THE CUSTOMER'’S EXPERIENCE

Customer Centricity Leaderhsip



BIJC|BJORCK CONSULTING

HELPING COMPANIES TO

TRULY UNDERSTAND BE SUCCESSFUL WITH ALLIGN THE ENTIRE
CUSTOMERS EXPERIENCES ORGANISATION TO BE
BEHAVIOR AND NEEDS CUSTOMERS LOVE CUSTOMER CENTRIC
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CUSTOMER CENTRICITY LEADERSHIP

CENTERPIECE OF THE CUSTOMER'’S EXPERIENCE
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CUSTOMER CENTRICITY LEADERSHIP

KNOW YOUR MOMENTS OF TRUTH (MOT)
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CUSTOMER EXPERIENCE MANAGEMENT CUSTOMER CENTRIC CULTURE
Systematically manage 20-30% of the most Systematically empower employees to

important touchpoints (moments of truth). deliver solid customer experiences
at all other 70-80% of all touchpoints.
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CUSTOMER CENTRICITY LEADERSHIP

UNDERSTAND THE DELIVERY CHAIN BEHIND YOUR MOTS
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CUSTOMER CENTRICITY LEADERSHIP

ANALYSE THE DELIVERY CHAIN
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CUSTOMER CENTRICITY LEADERSHIP

ANALYSE THE DELIVERY CHAIN

DELIVERY CHAIN WITH 3’000 EMPLOYEES

DELIVERY CHAIN WITH 12°000+ EMPLOYEES
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CUSTOMER CENTRICITY LEADERSHIP

TAKE AWAYS

KNOW YOUR MOMENTS OF TRUTH

UNDERSTAND THE DELIVERY CHAIN

COLLECT FEEDBACK AND COMMUNICATE
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LinkedIn: E = cxheroes D = annikabjoerck

Instagram (E) 2 @cxheroes

bjc

BRING A LITTLE MORE JOY TO PEOPLE

Facebook (E) = cxheroes

bjorck consulting
CX knowledge boosts (courses and more) *ﬁr
www.cxheroes.podia.com b .
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www.bjoerck.ch  bjc@bjoerck.ch
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https://www.linkedin.com/company/cxheroes
http://www.linkedin.com/in/annikabjoerck
https://www.instagram.com/cxheroes/
http://fb.me/bjccxheroes
http://www.cxheroes.podia.com/
http://www.bjoerck.ch/
bjc@bjoerck.ch
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THANK YOU!
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