
BECOMING CUSTOMER CENTRIC



How do we fit in 
with consumers
needs?

How do our 
products and 
services standout?

How do we simplify 
the process for 
industry?

AGENDA



Who is this audience?

TAKE A FEW STEPS BACK

Let’s understand our audience.

Service Providers

Customer 

Does this factor into our journey?

Client

Team
Members

Stakeholders

Shareholders

Business
Partners

Vendors

Societies



VALUE CHAIN AND THE ECOSYSTEM

Glass Provider

Insurers

UMA

BrokersMBR

Glass Retail

OE’s

Client & Customer



A culture of the prioritization of strategies and practices that create positive 
experiences for their customers through their communications, their services 

and products.

SO WHAT IS CUSTOMER CENTRICITY?



HOW DO WE BUILD A
CUSTOMER

CENTRIC CULTURE?

ITS HAVING THE RIGHT 
PEOPLE.



EMPATHY FOR THE PROBLEM



Train, Train, Train



Engaged 



We are some times exceptionally focused on providing efficient solutions to our 
clients and customers, without providing the tools to our employees. 

I AM A MASSIVE PROPONENT OF EMPLOYEE 
CENTRICITY

https://www.youtube.com/watch?v=db1RBZxfGl0

https://www.youtube.com/watch?v=db1RBZxfGl0


If we walk a mile in our customer’s shoes, how 
could we improve their experience.

SO , NOW WHAT?



Solve my problem

Listen to me

Be proactive

Give me convenience

Show me empathy 

Do it in time



Bear in mind that digital is a journey, that journey is governed by two things.
1. Where we find ourselves in terms of early adoption or late adoption of 
solutions.
2. Who the drivers in your business are?

DIGITAL TRANSFORMATION OR ENABLEMENT IS THE KEY TO 
MEETING THESE REQUIREMENTS.

SOLUTION



Phase 1
Moving from Paper to Platform.

This involved automation of data, business reporting.
This is also when you most likely got your first website.

Phase 2
Where a lot of us currently are in our journey. It’s the diffusion of platforms, 
systems talking to one another. The use of Self Service for a myriad of user 

requirements. It’s the DIY age. Its different channels of choice.

Phase 3
Next step in our evolution- 4IR.

Is utilisation of AI, IOT and big data- how does that change insurance.



How do we fit in with consumers needs?
• Solve my problem.
• Listen to me
• Be proactive
• Give me convenience
• Show me empathy 
• Do it in time

Let’s go back to our agenda

Take a step back and apply some design 
thinking.

Design thinking is the process for solving 
problems by prioritizing the consumers 
needs above all else.

This goes back to our question about who 
is responsible for Digital.  The need to 
innovate is constant pressure on an owner 
or any employee.

Explore multiple solutions and SET ASIDE 
YOUR OWN preconceived ideas!
Immerse yourself in the problem.





How do our products and services standout?

Let’s go back to our agenda

Brainstorm!



How do we fit in with our customers needs?

Let’s go back to our agenda

Understand “As Is”!



How do WE simplify the process for industry?

Lets go back to our agenda

Use self service as the customer and for your customer. This is a major focus for us for the 
reasons of 24/7, on demand, efficient, user guided on a preferred channel of choice.

Work with one another, understand that we are all trying to innovate. That doesn’t mean we will 
all win, but it means we are trying.
We all learn a lot from one another. Be curious about it.

But on this journey, the 
big doesn’t necessarily 
beat the small, but the 
fast beating the slow.

Remember, Digital is 
simply an expedition, a 
ride, a wandering with 
no end. It’s the default.

The biggest part of our 
journey, is changing the 
way we think.



Thank You


