
Customer 
Centricity  
in a Digital Age

EXECUTIVE EDUCATION > DIgITIsATION AND INNOVATION

Learn to design and execute a 
disruptive customer-centric strategy 
enabled by technology.

Authorised by The Marketing Association of 
South Africa to receive 15 Continuing Professional 
Development (CPD) points.



 
FACULTY:  Professor sandra Vandermerwe 

is an extraordinary professor at GIBS and was a 

professor at Imperial College Business School, London 

and IMD, Switzerland. She has served on several 

boards and authored a number of books, written over 

50 award winning case studies and papers. She also 

consults globally on new customer trends and the 

transformation process to implement and sustainably 

achieve customer centricity and growth.

 CPD PoinTs:  Delegates who attend both 

days of the programme will receive 15 CPD points 

at the Chartered Marketer [CMSA] level, claimable 

under “Marketing”.

 DiGiTAL BADGE:  Upon completion, you 

will receive a link to the independently verifiable 

digital credential for the course, which you can use on 

your LinkedIn profile.

For enquiries call +27 (0)11 771 4000  
or email execed@gibs.co.za 

For more information and an online application form, 
please visit www.gibs.co.za/customercentricity 

kEY FoCUs AREAs – A TooLkiT FoR:

OVERVIEW

GIBS, close to business.

This programme can 
also be offered in-house 
for your organisation. 
Enquire about our Study 
& Stay packages at our 
on-site Illovo Hotel.

CLICK HERE TO REGISTER ONLINE

The existing strategy and leadership 
models used by most product and 
service enterprises have limitations 
which inhibit growth and make 
them vulnerable to competition and 
digital disruption. On top of that 
Covid-19 has changed the rules and 
critical success factors.

This programme proposes a 
revolutionary approach to customer 
centric strategy which reveals 
opportunities and/or threats that 
will change the game for companies. 

This programme will help you create 
new wealth and customer lifetime 
value; using contemporary thinking 
and an appreciation of technology 
to transform the way people live 
and work now post Covid-19.
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> Understand what disruption 
means for you;

> Reveal how digitisation 
can create threats and 
opportunities for you;

> Create customer “lock on” and 
barriers to competitive entry;

> Grow customer lifetime value;
> Generate social value and 

Impact;
> Unlock new market spaces;

> Succeed in emerging markets;
> Build brand advocates;
> Generate new wealth and 

profit opportunities; and
> Scale nationally, Pan-African 

and globally at speed.

who shoULD ATTEnD?
 > CEOs, CMOs, general managers, directors, executives, senior 
IT managers / directors, teams who are charged with or 
considering customer centric transformation that is technology 
enabled.

 > Entrepreneurs are also encouraged to attend.

how YoU wiLL BEnEFiT

 > Identifying the new value 
growth opportunities;

 > New Normal Customer -  
post Covid-19;

 > Defining the customer 
experience and next new 
innovations post Covid-19;

 > Using the customer activity 
cycle to build lifetime value;

 > Monetising the customer 
model;

 > New viral tools for scaling 
customers;

 > Making customers/crowds 
partners;

 > Using digital technology and 
social media in delivering a 
customer centric experience;

 > Integrating social 
investments into customer 
centricity;

 > Finding opportunities and 
threats of digital disruption 
in implementing customer 
centric strategy

 > Lessons on implementing 
customer centricity in a post 
Covid-19 world;

 > Challenges with game 
changing implementation – 
what we know and know we 
know;

 > Emerging markets and 
special opportunities and 
challenges;

 > The phased implementation 
process with the 10 
breakthrough points and 
defining moments;

 > Getting traction and buy-in, 
inside and out;

 > Getting the payoff of lifetime 
customer value and what 
that takes;

 > Making the case for 
customer centric change 
that is driven or enabled by 
technology.

 > Reassessing technology 
budgets.

At the end of the programme, 
you will be able to: 
 > Understand the strategic 
significance of game-
changing customer  
centricity and how to 
make this happen after the 
Covid-19 crisis;

 > Find and articulate new 
‘market spaces’ that open up 
opportunities in the digital 
space;

 > Define and design specific 
product and new service 
value-add innovations that 
build brands and bring 
durable lifetime customer 
value and advocacy;

 > Build a strategic architecture 
and story to get buy-in 
alignment and social approval;

 > Develop a business case 
for achieving disruptive 
customer centricity;

 > Design a route map to 
implement a customer-
centric transformation in a 
post Covid-19 era;;

 > Understand the specific 
issues involved in building 
social values into missions;

 > Gear strategies for successful 
entry into emerging 
economies where customers 
are leapfrogging to digital;

 > Incorporate the power of 
digital into customer centric 
strategy; and

 > Understand the new 
economics that drive wealth 
in a digital world.

Benefits and outcomes – learn to:

http://www.gibs.co.za/customercentricity%20
https://www.gibs.co.za/programmes/Pages/Form/Form.aspx%3FProgrammeCode%3D20OP5777


About GiBs

Founded in 2000, the University of 
Pretoria’s Gordon institute of Business 
science (GiBs) is an internationally 
accredited business school,  
based in Johannesburg,  
south Africa’s economic hub.

As the business school for business, we focus 
on general management and aim to significantly 
improve responsible individual and organisational 
productivity and performance, in South Africa and 
in our broader African environment, through high 
quality business and management education.  
In May 2020, the annual UK Financial Times 
Executive Education rankings, a global benchmark 
for providers of executive education, once again 
ranked GIBS as the top South African and African 
business school. This is the 17th year running that 
GIBS has been ranked among the top business 
schools worldwide. As one of the leading business 
schools in South Africa and Africa, we inspire 
exceptional performance.

GIBS is accredited by the Association of MBAs 
(AMBA), the Association to Advance Collegiate 
Schools of Business (AACSB), the Council on Higher 
Education (CHE) and is a member of the South 
African Business Schools Association (SABSA), and 
the Association of African Business Schools (AABS).

For more information, visit www.gibs.co.za

gIBs Business school 
26 Melville Rd, Illovo, Johannesburg, 2196


