. www.business-standard.com

MONDAY & MAY 2015

4 The Strategist

“Keeptheend

customerinmind” -

he common slogan among

HR folks for a while had been
that everyone needed strong “peo-
ple orientation’. Then came the
concept of business partnerships
as propounded by HR manage-
ment guru Dave Ulrich. Now the
task is to be ‘business oriented’,
Being business oriented' for HR in
any organisation means keeping
the end customer in mind
while taking care of the employ-
ees who are the
internal customers.
Customear centri-
city involves des-
cribing an organisa-
tion that is operated
from a customer's
point of view. Rather
than developing new
products and
attempting to ¢on-
vince consumers to

Simultaneously, the commu-
nicatlon mechanism, the incen-
tive and reward system and the
overall employer value proposi-
tion (EVP) must clearly spell out
the approach to attract the right
talent and ensure focused deliv-
ery of results.

A clear EVP helps you under-
stand your HR priorities and
work out the HR agenda accord-
ingly. Most companies with a
good EVP do not
have to engage in
the war for talent
and pay a premium
to attract it. Skilled
talent is -almost
always attracted to
them. A good EVP
is the driver of
employee engage-
ment, recruitment
and retention. For

purchase them, a -APARNA SHARMA business overall, a

customer-centric EE#'&HTEE H‘Eﬁ"iigﬁ customer centric
firm develops prod- : . EVP has a positive
uctsand services that AUTHOR, ‘REALITY BYTES impact on the
the customer needs. : return on invest-
For HR too, this means designing  ment through the employee life-
and nurturing an organisation  ¢ycle. But this is not easy. Being
with an outside-in approach that  customer centric is more than
needs to be aligned as a strategic  being responsive to customer
priority of the business. needs. A company must reorient
Afewthingsare keyindesign-  its processes and plans around
ing a customer-centric organisa-  the customer's needs.
tion. First, structure it around the To begin with, the mindset
end customer and not the prod-  and skills of the HR teams need to

uck; second, involve the customer
in the design process 1o ensure
proper alignment. Finally, em-
power the front line staff.

undergo change. Once they are
re-skilled, only then can they part-
ner with and support buziness
and the end customers.




