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ABSTRACT-  
The present Article explores the importance of customer centricity and customer loyalty. Customer 
centricity means customer is key point and centric while taking any decisions in marketing. Customer 
engagement are important to see customer satisfaction. Customer loyalty is also important for make 
repeated purchases by customer. 
Keywords- Customer, Customer centricity, engagement, satisfaction 

抽象的- 

本文探讨了以客户为中心和客户忠诚度的重要性。 以客户为中心意味着在做出任何营销决策

时，客户是关键点和中心。 客户参与对于看到客户满意度很重要。 客户忠诚度对于客户重复

购买也很重要。 
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Introduction 
Customer-centricity behavior placed the customer chief and the inside of the complete assortment 
which you do. Organism purchases-centric include superior than merely announce the procurer is 
height of mind. It is place actually in order the customer so as to you can count up on their wants, 
needs and announcement preferences, create significant experiences, and construct lasting 
relationships with them. And simple affirmed than done. Customer-centric corporations take steps to 
be familiar with the procurer and act on that in order by means of the sustain of by means of developing 
a way of life that empowers human resources to make the exceptional choices for every the procurer 
and the group in parallel. 
 
Review of Literature 
Customer court management (CRM) and therefore a patronic-centric procedure are behavior 
increasing withinside the concluding fifteen years. Companies moved from the previous stage: product 
centric or brand-centric practice (Reenacts, Krafft, & Hoyer, 2004). The supporter is in use into 
contemplation since the utmost stable stakeholder; therefore the belief company challenge should to 
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be centere on them. Mousavy et al. defines CRM as a “affluent renowned come close to having 
hypotheses at the discernment that congregation in sequence and escalating the relation with patrons 
may be the excellent approach to serve patron’s loyalty and next profits” (Mousavy, Rad, Bujarpor, & 
Mashali, 2012). According to Reinartz et al. (2004), essential CRM exercise instruction are sponsor 
relationship management (patron identification, acquisition, retention), benefactor court upgrading 
(cross-promoting and up-promotions) and benefactor court win-back. Based in this system Wang and 
Feng (2012) draw 3 additives of CRM skill In their study, those authors demonstrate that CRM skill 
are a essential fulfillment element for enterprise performance, and that CRM skills are unquestionably 
confident via way of revenue of CRM technology, cultural and organizational factors (which include 
benefactor orientation and patron-centric organizational system). Similarly, many diverse do research 
show capable court in the middle of CRM and company performance (Johnson, Clark, & Barczak, 
2012), destructive advantage (Mousavy et al., 2012) and innovation (Battor & Battor, 2010). CRM 
and a patron-centric procedure is significant in all kind of relationships – Business to endeavor (B2B), 
Business to consumer (B2C) and Business to government (B2G). Concerning highest not unusual 
place kind of relationships for small and medium companies – B2B and B2C, there are abundant 
variation Saini, Grewal & Johnson (2010) describe imperative variation of them article: First, B2C 
shopper are a good deal additional probable to switch, as a result the loyalty of B2C is decline than 
B2B. Second, the B2C business approach is a great deal less complex and relationally orientated than 
the B2B business manner and presales or after-income aid has better consequence in B2B The 7th 
International Days of Statistics and Economics, Prague, September 19-21, 2013 523 relationships. 
Third, B2B market has fewer customers the earnings this every one court has a superior relative and 
B2B patrons are better-quality hig-priced to modernize than B2C customers. 
The Importance of Customer Centricity in Marketing 

S.NO Important Element 
1  A customer-centric culture 

2 A commitment to hiring the right people 

3 Customer empathy that’s engrained in your culture 

4 Regular customer experience training 

5 Employees empowered to make every customer experience sensational 

6 Employee engagement and excitement. 

 
 A customer-centric culture- 
That normally occurs from the summit down. Your organization’s leaders ought to indisputably outlay 
a customer-first mentality and be tending to do what’s vital to execute it during at all esteem factor of 
contact. Then, every one of your grouping contributor be supposed to survey that lead. 
 
A commitment to hiring the right people- 
That be able to as well in addition come out obvious, though too many corporation hire “warmth 
bodies” to fill roles exclusive of confirming each person’s commitment to serving customers in 
exceptional ways. 
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● How did  switch complicated customers 
● How did take action to patrons necessitate a assortment of hand-holding? 
● How did you occupation with regulars who imagine they be capable of complete it all? 
 
Customer empathy that’s engrained in your culture- 
Customer empathy is the most vitalto choose elsewhere your customers’ emotional needs, capture the 
foundation one needs, following which retort to them suitably and effectively. 
 
Regular customer experience training 
Your thoughts had  include manufacture convinced that every one employee know your customers – 
who they are, what they do and that method they work – and these everyone your employees be familiar 
by means of that they've potential to make your customers’ lives better. 
 
Employees empowered to make every customer experience sensational 
Your patrons have to sagacity cared for at the same time as these had communication with all and 
sundry for your company, no substance their recognize or position. Every gentleman or female in every 
one limb require have the tackle and training they wish for to make a outstanding impression. 
 
Employee engagement and excitement. 
Characterize how client centricity is departing gone toward survive measured in your organization, at 
with the purpose of instance share those measurements the length of surface your workers frequently. 
They’ll get to skill their endeavors affect the industry. 
 
The Role of Customer centricity in driving Loyalty 

  
(Source-Survey sensum) 
The above diagram more reflects about the relationship between customer centricity and driving 
loyalty is more important.incresed loyalty means the customer has to satisfy with our services and 
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make repeated purchases again and again He had to refer to product to more to his relatives and friends. 
Increasing customer retention also increases profits for the organization. It boosts profits by 25% in 
blind towards.. The customer centricity earns more enlarged profits. Employee morale is also very 
important because it increases confidence in the employee mindset. Boosting mindful set is very 
important. 
Data Analysis  
   Pearson Correlation between customer centricity and customer loyality 

  Customer Centricity Customer Loyalty      
Customer Centricity Pearson Correlation 1 0.513 
 Sign (2 tailed)  **0.001 
 N 25 25 
Customer Loyalty Pearson Correlation 0.513 1 
 Sign (2 tailed) **0.001  
 N 25 25 

** Significant at 0.05  
In the above we are finding correlation between customer and customer loyalty. We are taken as 
sample size is 25. Here Pearson correlation is significant at 0.0001.The total sample size is 25.Here 
we approached different set of people to study the relationship between variables is always significant.  
Customer centricity and customer loyalty are important to design marketing programmes 
Findings. 
        For every company Marketing is very important because without marketing strategies companies 
cannot achieve profits. Through Pearson correlation we are taken 25 samples from different marketing 
executives and retail analytics people and find that there is strong positive relationship between 
customer centricity and Customer loyalty  
Conclusions 
             In marketing and sales customer is centric to all aspects. In every aspect we have to think about 
customer as intelligent we had to provide service to customers. Customer loyalty means customer has 
to make repeated purchases again and again once customer is satisfied he will refer the product to 
others and so on. So I conclude that there is long relationship between customer centricity and 
customer loyalty and so on. 
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