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OVERALL QUALITY
How would you rate the overall
quality of your customer
experience compared
to others in your industry?




CUSTOMER-CENTRIC INDEX® MEASURES:

* Mean scores on a 10-point scale

Overall quality of your customer
experience compared to others

in your industry:

2020

FOUR PHASES

OF THE

CUSTOMER-CENTRIC
JOURNEY:

1. TRULY

CUSTOMER CENTRIC:
Organizations that are truly
customer centric have
mastered the ability to design
and implement a consistent,
intentional customer
experience.

2. TRANSFORMING:
Commitment and endurance

is taking shape at this stage to
see a long-term transformation
come to fruition.

3. DEVELOPING:

Building a coalition of
sponsors and recruiting
change advocates is needed
at this stage.

4. INFANCY:

Strategic alignment and
building leadership support
is critical at this stage.

Overall organization Commitment of your organization
customer-centric: to building mutually beneficial
relationships with customers:

2012 2014 2016 2018 2020 2012 2014 2016 2018 2020

Source: 2020 North American Study on Customer Centricity

MOVEMENT

ACROSS THE FOUR
PHASES OF CUSTOMER
CENTRICITY:

18%
TRULY

CUSTOMER-

CENTRIC:

56%
44%

46%

41%

TRANSFORMING:

19%

33%
26%

31%

DEVELOPING:

1%

INFANCY:

2020 NORTH AMERICAN STUDY ON CUSTOMER CENTRICITY

This report is based on an online survey titled “What is Your Customer-Centric DNA?” conducted in collaboration with Customer
Strategist and Contact Center Pipeline in September 2020. A total of 124 senior leaders across North America participated in the
survey. Business leaders were asked to rate their organization on three overall barometer measures to test their level of maturity
on achieving customer centricity and to delve deeper into the key factors that define a customer-centric organization. This report
identifies key areas where North American firms are performing well across the Five Pillars of Customer Centricity.

The Five Pillars of Customer Centricity
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Customer-centric programs are transforming
organizations across North America.

Since 2012, senior leaders have been reporting steady improvements across all five pillars of customer
centricity. In 2020, the strongest score on a 10-point scale has been strategic alignment and the most progress
made has been at the senior leadership level. The study revealed thirty-eight (38%) percent report hiring
customer-focused executives and forty percent (40%) regularly communicate the importance of a customer-
centric culture. However, many organizations still struggle to use CX measurements and rewards to accelerate

the pace of change.

FIVE PILLARS
OF CUSTOMER
CENTRICITY:
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CUSTOMER CENTRICITY
PILLARS IMPROVE

* Mean scores on a 10-point scale

2020 11
STRATEGIC
ALIGNMENT
to customer
centricity:

2020 70
SENIOR 208 |
LEADERSHIP ol 6.7

team in leading
a customer-centric
organization:

Effectiveness
at using
CUSTOMER
INSIGHTS
to improve
the customer
experience:

Effectiveness to
ENGAGE
EMPLOYEES
to focus on the
customer:

I 6.0

Ability to
MEASURE
AND REWARD
customer
centricity:




Senior leaders rise to the challenge

Senior leaders have stepped up their game, recognizing their role in leading customer centricity. Increases
are reported by those who include CX as a recurring leadership agenda item and communicate the

importance of CX to business success. Organizations are still behind the curve in their ability to measure the
impact of CX initiatives on business performance. Yet, organizations increasingly report training employees
on how their role impacts the customer and have enhanced reward and recognition initiatives to recognize
customer experience improvements.

STRATEGIC
ALIGNMENT
Measuring the impact
of CX initiatives on
business performance
*Top 2 Box

22%

2020

SENIOR 15%

LEADERSHIP

Senior management 2012
takes the lead on

customer centricity

*Top 2 Box

2014

22%

23%

2016

24% 27%

2018 2020

CUSTOMER 22%
INSIGHTS
Proactively using
customer insights 2012
to improve customer

facing processes

*Top 2 Box

2014

23%

28%

20&

29% 31%

20& 2020

EMPLOYEE
ENGAGEMENT
Training employees on
how their role impacts
the customer

*Top 2 Box

29%

MEASUREMENT

& REWARDS

Rewards and recognizes
achievements of customer
experience improvements
*Top 2 Box

24%

2020

*Top 2 Box is defined as rating of “9" or “10" on a 10-point scale where “10" means excellent.
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Learn More ahout Customer Centricity in the
following articles written by Janet LeBlanc

JANET LEBLANC CUSTOMER EXPERIENCE | JANET LeBLANC
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e 3 The critical importance of a
Achieving true collaboration is as much CX governance operating framework.
a discipline as it is an attitude. . v Ky o1 MAET LABLAN, ANET LSBLAIEG + ASSOGATES
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DISTINGUISHING THE BUZZ WHO OWNS THE MONETIZING THE

FROM THE BUZZWORLD CUSTOMER EXPERIENCE? CUSTOMER EXPERIENCE
LEADERSHIP CUSTOMER EXPERIENCE DESIGN
» Culture Assessment and Transformation « Brand Strategy Development
« Customer Experience Strategy Development « |deal Customer Experience Design
» Leadership Engagement and Alighnment « Customer Experience Journey Mapping
CUSTOMER INSIGHTS PERFORMANCE IMPROVEMENT
+ Customer Value and Loyalty Management « Employee Engagement and Training
 Voice-of-the-Customer Strategy Development « Performance Management and Process Improvement
+ Customer Service Transformational Change + Enterprise-Wide Change Management

Abhout Janet LeBlanc

Janet LeBlanc is an award-winning business strategist, keynote speaker,
and leading authority in the area of customer centricity. As president of Janet
LeBlanc + Associates, she coaches senior leaders on how to use client-centric
strategies to improve business and financial results. Janet works with Fortune
100 companies and public sector institutions to overcome silo-based obstacles,
connect with customer perspectives, and collaborate on how to design and deliver
the ideal Branded Customer Experience®.

janet@janetleblancassociates.com



JANET LEBLANC

+ ASSOCIATES INC.

INCREDIBLE EXPERIENCES BY DESIGN

JANET@JANETLEBLANCASSOCIATES.COM

613.730.2709 | JANETLEBLANCASSOCIATES.COM



