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A Customer-Centric
Approach to Human
Resource Management
Customer-centric organizations need
employees and agents who 1) are deeply
committed to delivering customer experience
that generates value for customers, the
organization, and themselves; and 2) are
capable of delivering that kind of experience.
Creating, sustaining, and expanding
relationships with those who possess
this ability and level of engagement is a
fundamental challenge for all customercentric organizations.
The key to addressing the challenge is to
recognize that your employees and agents
are internal customers themselves. They
want to be offered a value proposition that is
attractive relative to the competition and stays

attractive over time. Like external customers,
your employees and agents want a positive
experience with your organization. Without
it, they’ll find it difficult to deliver a positive
experience to your end customer.
Here’s an approach to human resource
management that can help you nurture
employee and agent relationships in a more
customer-centric way.
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RETENTION

EXPANSION

Once you recruit employees and agents who are engaged and able to deliver
customer experience that generates value, you’ll want to retain them. Not
only would they be expensive to replace, but losing good people affects the
morale and confidence of those who remain. Consider the following 5 steps
for sustaining relationships with employees and agents who generate value.

Just as the needs of your employees and agents evolve over time, so too do the
needs of your organization. This presents a challenge as well as an opportunity:
The challenge is to ensure that everyone continues to benefit from the
relationship so it remains healthy and productive. The opportunity is to support
the empowerment of your employees and agents so they become 1) more deeply
committed to delivering customer experience; and 2) capable of generating
greater value for your organization, your customers, and themselves. Consider
the following 4 steps for motivating and enabling your employees and agents.
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