






CUSTOMER CENTRICITY IS: 

LIVING UP TO CUSTOMERS’ EXPECTATIONS

MYTH 1
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POOR

GOOD
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POOR

UNBRIDLED JOY

GOOD

DEEP MISERY























CUSTOMER CENTRICITY IS: 

A MATTER OF ATTITUDE

MYTH 2



















GREAT MYTHS OF CUSTOMER CENTRICITY

LIVING UP TO CUSTOMERS’ EXPECTATIONS

A MATTER OF ATTITUDE



horst remes
customer experience expert

redesigning processes to make them 
efficient and customer centric

espresso and wine lover
rickenbacker & duesenberg player

horstremes

horst.remes@onestone.be
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