Es ist uns eine besondere Freude, Herrn Lorenzo
Introna, VP Principal Consultant bei Forrester
Research, als unseren Gastredner begrufden zu
durfen.

Mit seiner langjahrigen Expertise, liefert Herr
Introna wertvolle Einblicke in die aktuellen Trends
und Best Practices, die Unternehmen helfen, ihre
Kundeninteraktionen zu transformieren und
nachhaltig zu gestalten.
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Customer Obsession Has Never Been More Important

Customer-obsessed companies put the customer at the center of their leadership, strategy,
and operations leading to tangible business results

Customer-Obsessed Companies Versus
Non-Customer-Obsessed Companies
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Customer Obsession = Cultural And Digital Transformation

Customer obsessed: Top-performing organizations that
sustain their customer focus through continuous innovation
and shared responsibility.

Internal alignment
+

Continuous improvement

Customer committed: Organizations that have built strong
customer relationships and continuously seek improvement to
avoid complacency.

Insights-driven
+

Iterative improvement

Customer engaged: Organizations that actively listen to customer

Proactivity needs but struggle to quickly turn insights into actions.
(]
([
Customer aware: Organizations that believe they are customer-focused
A but , leading to stagnation.
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Customer naive: Organizations that :
often due to limited direct interaction or lack of competitive pressure.



Transtform To An Outside-In Point Of View



