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What is Customercentricity? 

And how do you know when you've achieved it? 



What are you thankful for? 

Person A and B turn to each other and “regard” each other 

Person A asks person B “What are you thankful for?” 

Person B answers in 15-30 seconds 

Person A repeats the answer given by person B 

Person B does the same with person A 



Ernst and Young 
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embrace data and digital 

innovative culture 
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Mutually Assured Destruction 



What is Customercentricity? Why 
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NFU Mutual 

Prudential 

A-Plan 

Direct Line 

RS&A 

Natwest 

The Co-operative 

Ageas 

Zurich 

IAM Surety 

Customer Satisfaction 
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Care about customers Length of Tenure Intention to Renew 



Customer Satisfaction 
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Octagon 

Age UK 

Asda 

Kwik Fit 

Hastings 

Post Office 

eCar 

1st Central 

Chaucer 

QuoteMeHappy 

Likelihood of shopping Intend to renew 
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Empathetic underwriting 

 

 



Competitor’s 
Offering 

Customer’s 
Needs 

Firm’s 
Competitive 

Basis 

UCS: Unique 
Competing Space 

 
Where a company 
fulfils customer’s 
wants in a way 

competitors cannot  
 

Source: Tovstiga (2013): Strategy in Practice, 2e (John Wiley & Sons) 

UCS 



Empathetic underwriting 

 

 



The Growing Decision Process 
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 Thinking 

• Automatic 
• Intuitive 
• Instinctive 
• Primary 
• Rapid 
• Blind 
• “WYSIATI” 
 

System 1 

Fast 

• Considered 
• Effortful 
• Focused 
• Secondary 
• Slower 
• Lazy 

System 2 

Slow 

The Growing Decision Process 



The Growing Decision Process 
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Empathetic underwriting 

You need to have a head, heart and gut level 
understanding of your customer. 
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You need to have a head, heart and gut level 
understanding of your customer. 

 

 



Regard 



What is Customer-centricity? 

And how do you know when you've achieved it? 





What is Customer-centricity? 

And how do you know when you've achieved it? 

 

You will know in your head, heart and gut 


