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A  Senior Leadership 

1 Senior leaders develop organisation’s values that focus on customers 

      

2    Senior leaders communicate organisation’s vision, mission and customer-focused values to employees and 

stakeholders  
      

3 Senior leaders demonstrate and reinforce their commitment to customers         

       4        Senior leaders evaluate and improve the effectiveness of their customer-focused leadership       

B Organisational Culture 

5 Organisation translates its values into desired employee behaviours that focus on customers 

      

6 Organisation adopts customer-focused policies and practices that support values        

7 Organisation has programmes to promote customer-focused culture       

       8       Organisation closes gaps between current and desired customer-focused culture       
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A Strategy Development & Deployment 

9 Organisation has strategies that focus on customers 

      

10 Customer-focused strategies are aligned to the organisation’s objectives and goals       

11 Organisation establishes short-term and long-term customer-focused goals        

12 Organisation develops action plans to achieve its customer-focused strategies and goals        

13  Organisation sets targets for employees linked to customer-focused strategies and goals       

14 Organisation allocates resources for customer-focused activities        

15  Organisation measures its performance against customer-focused plans and reviews them regularly       
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A Management of Information and Knowledge 

       16      Organisation selects, collects and captures information and knowledge on customers 

      

17 Organisation analyses and uses information and knowledge on customers from various sources       

18 Organisation shares information and knowledge on customers with employees         

19 Organisation evaluates and improves its customer intelligence system        

B Comparison & Benchmarking 

20 Organisation develops criteria for selecting comparative and benchmarking information to improve customer 

experience 

      

21  Organisation uses comparative and benchmarking information to improve customer experience       
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A Human Resource Planning 

22 Organisation has human resource plans based on the organisation’s customer-focused strategies 

      

23 Service orientation of potential recruits is assessed to support the customer-focused culture       

B Employee Engagement 

24 Organisation develops strategies and mechanisms to encourage employee engagement to improve customer 

experience 

     

 

25 Organisation reviews and improves the employee engagement process       

C Employee Learning and Development 

26 Organisation determines the learning and development needs for employees that are aligned to its customer-

focused strategies and goals 

      

27 Organisation trains its employees to delight customers       

D Employee Well-being and Satisfaction 

28 Organisation creates a work environment that enhances service orientation 

     

 
 

29 Organisation measures and assesses employee well-being and satisfaction to improve service level       

E Employee Performance and Recognition 

30 Organisation aligns performance appraisal to customer-focused goals 

      

31      Organisation recognises and rewards the service performance of employees       
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A Customer Requirements 

32 Organisation determines the current and future expectations of customers 

      

33 Organisation determines the attributes of offerings that delight customers       

34 Organisation tailors its offerings to exceed customer expectations       

35 Organisation uses technology to improve offerings       

36 Organisation involves employees and stakeholders in the design of offerings       

37 Organisation evaluates and improves its processes for determining and addressing customer expectations       

B Customer Relationship 

38 Organisation considers expectations of customers when designing touchpoints 

      

39 Organisation provides customers with easy access to do business with  the organisation        

40 Organisation sets and deploys performance standards for people and processes involved in the customer 

response chain 
      

41 Organisation ensures that customer complaints are resolved and analysed for improvement       

42 Organisation empowers its employees to delight customers       

43 Organisation has a process for selecting suppliers and partners who fit into the organisation’s customer-

focused strategies 
      

44   Organisation manages the performance of suppliers and partners to improve customer experience       

45 Organisation evaluates and improves its customer relationship management to exceed expectations       

C Customer Satisfaction 

46 Organisation determines customer satisfaction  

      

47 Customer satisfaction feedback is used to develop strategic and improvement plans       

48  Organisation manages the performance of processes associated with product/service delivery for customer 
satisfaction 

      

49 Organisation reviews its process of determining customer satisfaction to improve customer experience 
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A Customer Results 

50 Current levels and trends for customer satisfaction and retention indicators 

      

51 Current levels and trends for product and service performance indicators       

52 Favourable comparison of customer results with competitors or benchmarks       

B Financial and Market Results 

53 Current levels and trends for financial performance results linked to customer-focused strategies 

      

54 Current levels and trends for marketplace results linked to customer-focused strategies       

C People Results 

55 Current levels and trends for  customer-focused learning indicators 

      

56 Current levels and trends for employee well-being and satisfaction indicators        

D Operational Results 

57 Current levels and trends for performance indicators of product/service delivery processes that impact 

customer satisfaction 

      

58  Current levels and trends for supplier and partner performance indicators       
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