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Influence of corporate culture
on customer experience: how a
company's internal culture is
reflected in its interactions
with customers

Retail & consumer practice

A well-defined and integrated corporate
culture is a key driver of customer experience,
essential to the long-term success and
sustainable growth of any organization.
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Corporate culture and customer
relationships are two fundamental
axes that, when aligned, transform
an organization into a leader in its
market. Indeed, the values, norms
and practices shared within an
organization influence the behavior
of employees and determine the way
they interact with each other and
with customers. A strong and
positive corporate culture, focused
on the customer, creates an
environment where employees are
motivated to offer exceptional
service, to innovate to meet
consumer needs and to build lasting
and authentic relationships. This
interaction between culture and
service is expressed through each
point of contact, influencing
customer perception and loyalty to
the brand. In a world where
customers are fickle with unlimited
choice and constantly evolving
expectations, understanding and
developing this synergy between
corporate culture and customer
relationships is a crucial strategic
lever to differentiate a company and
ensure its sustainability.

Service value
A customer-centric corporate culture
creates employees who are attentive
and responsive to customer needs.
When a company’s values   include
empathy, listening, and
commitment to the customer, this
translates into interactions that aim
to deliver an exceptional experience.
To positively strengthen customer
relationships and stand out from
competitors, it is crucial for a
company to have values   that are:

Customer-centric. That’s because
when the value of service is deeply
embedded in the company culture,
every employee, regardless of role, is
encouraged to put the customer at
the center of their concerns. This
means anticipating customer needs,
demonstrating empathy, and striving
to exceed their expectations in every
interaction.
Consistent with respect to
customer experience. They ensure
consistency in the quality of service
offered, regardless of the channel or
point of contact. Customers then
have harmonious and predictable
experiences, which reinforces their
trust and loyalty to the brand.
Enablers of employee
responsiveness. Service-oriented
companies encourage their
employees to be proactive and
prompt in handling customer
queries and complaints. The ability
to effectively resolve issues not only
improves customer satisfaction, but
also enhances the company’s
reputation. In addition, customer
complaints and feedback are an
opportunity to improve the
desirability of a company’s products
and services.
Continuously innovative. A strong
service value encourages companies
to continually innovate by adapting
their offerings and processes to
better meet customer expectations.
This may include improving
products, evolving services, or
optimizing customer interactions
through technology.
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Enablers of employee training and
development. To support service
value, companies often invest in
ongoing training for their staff to
improve customer service skills. Well-
trained employees are better able to
provide high-quality service, thereby
increasing customer satisfaction and
loyalty.

When service value is a pillar of
corporate culture, it sets a high
standard for customer interactions,
leading to stronger relationships,
increased loyalty, and better
business performance. Companies
that successfully embed this value
authentically create exceptional
customer experiences that set them
apart from their competitors.

Employee autonomy
A culture that encourages initiative
and autonomy enables employees to
have a strong, profound and positive
impact on customer satisfaction.
Improved responsiveness.
Autonomous employees are
empowered to make decisions on
the spot without the need to
constantly consult superiors. This
allows them to respond quickly and
efficiently to customer requests and
problems, thereby improving
customer satisfaction. This autonomy
should be part of a well-defined
operational framework.
Customized solutions. With
autonomy, employees have the
freedom to tailor their responses and
solutions to the specific needs of
each customer. This ability to offer
tailor-made solutions enriches the
customer experience and
strengthens personalized
relationships. However, as
mentioned above, this autonomy
must be part of a well-defined
framework in order to avoid 

inappropriate and unsuitable
practices.
Engagement and motivation.
When employees have the trust of
their management and feel
empowered, they are generally more
engaged and motivated, which
translates into better customer
service. This engagement often
translates into an increased
willingness to exceed customer
expectations.
Innovation and proactivity.
Autonomy encourages employees to
be proactive and innovative in their
interactions with customers. They
look for creative ways to enhance
service and solve problems,
contributing to a dynamic and
evolving customer experience.
Continuous improvement.
Empowered employees are in a
position to propose and implement
continuous improvements based on
their direct interactions with
customers. This leads to a virtuous
cycle where direct customer
feedback drives rapid and effective
optimizations.
Building customer trust. When
customers see that employees have
the ability and willingness to take
decisive action on their behalf, it
builds trust and credibility in the
company. Customers feel more
secure knowing that their needs will
be taken care of professionally.
Customer satisfaction culture. By
empowering employees, companies
create a culture where customer
satisfaction becomes a shared
priority, supported by open
collaboration and effective
communication.
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Training and Development
Employee training is a guarantee of
success in customer relations and in
differentiating yourself from your
competitors.
Skills improvement. Regular
training allows employees to develop
and improve their skills, ensuring
they have the knowledge needed to
deliver a high quality service. This
includes communication, problem
solving, and complaint handling,
which are essential to customer
satisfaction.
Product and service knowledge.
Training allows employees to gain a
thorough understanding of the
company's products and services.
This expertise allows them to
respond more accurately and
effectively to customer questions
and provide them with a better
customer journey by anticipating
their needs. Thus strengthening trust
and satisfaction.
Consistency in customer service.
Through consistent training, all
employees are aligned with the
company’s expectations and service
standards. This consistency in
customer experience is crucial to
building trust and customer loyalty.
Adaptability to changes. In a
constantly changing business
environment, continuing education
programs ensure that employees
stay up-to-date with the latest
trends, technologies, and methods.
This helps them adapt quickly to
changes and provide relevant and
up-to-date customer service.
Increased engagement. Companies
that invest in training send a clear
message that their employees are
valued, which can lead to increased
engagement and motivation.
Engaged employees are more likely
to go above and beyond to satisfy
customers.

Encourage innovation. Training
encourages a culture of innovation
by exposing employees to new ideas
and approaches that they can apply
to improve the customer experience.
This can result in proactive
improvements and creative solutions
to customer expectations.

Open communication
As an essential component of
corporate culture, it significantly
influences the relationship with
customers in several ways.
Transparency and trust. A culture
of open communication encourages
transparency, which is crucial to
building and maintaining trust with
customers. When companies are
transparent about their processes,
challenges, or deadlines, customers
feel respected and well-informed.
Improved responsiveness. Open
communication allows the company
to be better informed and faster in
responding to customer requests
and concerns. This results in faster
service and better customer
satisfaction.
Active listening. In a culture of
open communication, companies
are more likely to listen to customer
feedback, whether positive or
negative. This allows them to quickly
adjust services and products based
on real customer expectations.
Empathy and understanding. Open
communication facilitates attentive
and empathetic listening, which
helps employees better understand
customers’ needs and challenges.
This understanding enhances service
quality and customer satisfaction.
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Proactive problem solving. When
issues arise, a culture of open
communication encourages
employees to proactively and
transparently address these issues
with customers, leading to faster and
more effective resolutions.
Customer loyalty. By creating an
environment where customers feel
heard and valued, businesses build
loyalty. Customers who perceive
open communication are more likely
to remain loyal and recommend the
business to others.
Innovation. A culture of open
communication encourages the
sharing of ideas and innovations
across the company, enabling teams
to explore new ways to continuously
improve the customer experience.
Internal alignment. Open
communication ensures strong
internal alignment, where every
employee is informed and
understands the company’s vision
and policies. This alignment results
in consistent and coordinated
customer interactions.

Commitment and social
responsibility
Companies that value social
responsibility and community
involvement inspire trust and loyalty
among their customers. Indeed,
these values   demonstrate a
commitment to doing more than
just making a profit.
Brand building. When companies
actively engage in social
responsibility initiatives, they
strengthen their reputation and
position themselves as socially and
environmentally conscious actors.
This improves brand perception
among customers.

Building trust and loyalty.
Companies that demonstrate a
strong commitment to social
responsibility gain the trust of
customers, who increasingly prefer
ethical and responsible brands. This
trust often translates into increased
loyalty and positive word-of-mouth.
Creating shared value. By engaging
in positive actions for society,
companies can create shared value
that benefits both the community
and the company itself. Customers
are more likely to support a
company whose values   and actions
resonate with their own.
Emotional engagement.
Involvement and social responsibility
efforts can generate strong
emotional engagement from
customers, who feel connected to
the company beyond business
transactions. This emotional
connection enriches the customer
experience.
Improving public image. Social
actions improve the public image
and reputation of the company, thus
attracting customers who appreciate
and support initiatives aimed at
improving society and the
environment.
Feedback and cooperation. Socially
engaged companies often receive
positive feedback from customers,
which can lead to increased
cooperation and opportunities to co-
create solutions to social or
environmental problems.
Competitive differentiation. By
integrating social responsibility and
engagement into their culture,
companies can differentiate
themselves from their competitors.
This differentiation becomes a
competitive advantage, attracting
customers who value the social
impact of companies.
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In conclusion, corporate culture has
a profound and pervasive influence
on the customer experience. When
carefully cultivated, it shapes how
employees interact with customers,
influences brand perception, and
determines the quality of service
delivered. An organizational culture
that values   open communication,
employee empowerment,
community engagement, and social
responsibility, among other aspects,
creates an environment conducive to
strong customer relationships.

Daniel Chanel Mouzita is a partner & CEO, Matt Lawrence is a senior consultant at the Brussels
office.

Companies with a customer-centric
culture succeed in creating
consistent, tailored, and rewarding
customer experiences that build
trust and foster loyalty. Those that
integrate innovation, transparency,
and service into their core values   see
improved customer satisfaction and
a sustainable competitive advantage.
By investing in developing a strong
internal culture aligned with
customer expectations and needs,
companies not only strengthen their
market position, but also contribute
to a broader positive impact,
reflecting greater social
responsibility and sustainability.
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