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WHO is responsible for
Customer Centricity?

All of Us.




Voice of the Customer.
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Steve Jobs, CEO Apple

(erstwhile)

Serena Williams, Tennis Champion

’

Ariana Grande, Singer
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Mahesh Babu, Telugu Angoori Bhabi
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The DATA Matters.




ANECDOTAL EVIDENCE

ISNT VALD. NES \T \8/ T ONCE
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.The ANECDOTES Matter.
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saying SORRY!

Customers with service failure
and successful recovery
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Customers without
service failure

!
\,. Service recovery

« | MMA
T9 st | (N

MARKETING

SHAPE THE FUTURE OF MODERN MARKETING




MMA

IMPACT
INDIA

N
I
EEEEEEEEEEEEEEEEEEEEEEEEEEEEEE ° THANK YOU
AMAQ
/(5)2%
o




