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Please tweet interesting content during 
our Annual Meeting using the hashtag: 

S'il vous plaît tweeter toutes 
informations intéressantes pendant 

notre convention annuelle en utilisant le 
hashtag:

#SPTF2016 

Follow us / Suivez-nous sur Twitter
@SPTaskForce

#SocialMedia @CGAP @SPTaskForce

#CustomerExperience

#Design

#Delivery

#Financial Inclusion

@CGAP

For this session, feel free to use: 



Who are we? Why are we here?

1 2

What do you hope to 
learn from this session? 

{ŜƴŘ Ψemforward!

What was your first job?
Draw or write it out

Share with your table mates



CUSTOMER-CENTRICITY: Empowerment, 

Challenges & CX 

CUSTOMER EXPERIENCE: Why & Design

ACTIVITY 1

Finding your Starting Point

TOOL

Planning & Taking Action

SNACK BREAK: 3:45- 4:00PM 

CUSTOMER EXPERIENCE: Delivery

ACTIVITY 2
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TODAYõS AGENDA
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òCustomer centricity is defined as the ecosystem and operating 

model that enables an organization to design a unique and 

distinctive customer experience. This architecture enables the 

business to acquire, retain and develop targeted customers 

efficiently for the benefit of customers, employees and 

stakeholders.ó   

Doug Leather, The Customer-Centric Blueprint





An Empowered Customer

CONTROL
I have control over my financial life. I am confident using tools and services available 

to me to manage my money

CHOICE
I can make an informed choice amidst few product and service options

RESPECT
I am treated with a basic-minimum level of respect and dignity. You will have òactive 

patienceó in interacting with me and have empathy. 

VOICE
I am heard. When something goes wrong, youõll listen to me & help me solve my problem. 

You will seek my input when designing new solutions to make sure they work for me.
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