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Jay R. Galbraith : Designing the Customer-Centric Organization: A Guide to Strategy, Structure, and Process 
before purchasing it in order to gage whether or not it would be worth my time, and all praised Designing the 
Customer-Centric Organization: A Guide to Strategy, Structure, and Process: 

9 of 9 people found the following review helpful. It's all in the first 25 pages!By David LawsI was very excited when I 
came across this particular book. This was exactly the right book - looking at the title - coming at the right moment for 

http://f3db.com/pub/links.php?id=B008L045S4


me. I could use it to help me work through a current problem!Maybe my expectations were too high, but I dived into it 
with a passion. The introduction was insightful and right on target. This is terrific! Chapter 1; Surviving the Customer 
Revolution, was as good a review of this topic as I've read anywhere. It succeeded in defining what a customer centric 
organisation could look like and brought some real clarity to this part of the puzzle. If you've ever tried to explain the 
difference between a traditional product centric company and a customer centric one then you'll know what I 
mean.Chapter 2 though, How Much Is Enough, was the beginning of the decline. The author attempts to define 
different levels of customer centricity necessary for your company and, for me, falls foul of too much detail and too 
much process - clearly reflective of the authors' obvious expertise and familiarity with organisational design. From 
there on it continued to be a struggle for me. The case studies were terrific and there was some real insight, but the 
solutions were too formulaic and linear to be of real value.I came away from the book concerned that I'd missed 
something. I thought that customers would drive what level of customisation would be required in order to deliver 
value, and thereby improve business performance. Perhaps I was wrong!Was I disappointed? Not at all. Worth reading 
even if the best is right up front!0 of 0 people found the following review helpful. Very good.By Jesus Israel Orta 
PugaPretty good guide to understand how the enterprise needs to stop being product-oriented and became customer-
oriented, unerstand their needs and rapidly adapt to their changing expectations.0 of 0 people found the following 
review helpful. Three StarsBy Simmie A. AdamsThough the book does well for generality, I was hoping for more 
specificity.

Designing the Customer-Centric Organization offers todayacirc;??s business leaders a comprehensive customer-
centric organizational model that clearly shows how to put in place an infrastructure that is organized around the 
demands of the customer. Written by Jay Galbraith (the foremost expert in the field of organizational design), this 
important book includes a tool that will help determine how customer-centric an organization is- light-level, medium-
level, complete-level, or high-level- and it shows how to ascertain the appropriate level for a particular institution. 
Once the groundwork has been established, the author offers guidance for the process of implementing a customer-
centric system throughout an organization. Designing the Customer-Centric Organization includes vital information 
about structure, management processes, reward and management systems, and people practices.

"Jay Galbraith has once again tackled a complex subject and made it not only clear but deeply engaging for his 
readers. The result is an excellent practical road map for organizations trying to develop customer-centric solutions." --
Israel Makov, president and CEO, Teva Pharmaceutical Industries Ltd. "Jay Galbraith is one of the world's premier 
experts in organization design, having vast knowledge of both the theory and practice of creating sustainable 
competitive advantage. PG's new organization structure is producing significant competitive advantage, and uses many 
of the concepts of customer-centricity detailed by Jay." --Keith E. Lawrence, director of human resources, Global 
Beauty, PG "In a world where business success or failure is increasingly dependent on a company?s ability to align its 
resources around the customer, this book is a must-read that describes in very practical terms how large organizations 
can cope with this added dimension." --Gerard J. Kleisterlee, president and CEO, Royal Philips Electronics "Galbraith 
provides an excellent framework for navigating through the complex organization decisions and process required to 
successfully lead an enterprise from product to customer centricity." --Vincent Roche, vice president, Global Sales, 
Analog Devices Inc. "Jay Galbraith has once again written a path-breaking book on organizational design. He has put 
the customer squarely in focus, and developed a new paradigm for the design of effective organizational based on this. 
Thus, a strong sense of relevant organizational purpose is achieved, based on creating value vis-a-vis the customer. A 
landmark book." --Peter Lorange, president, International Institute for Management Development, Lausanne, 
Switzerland "Jay Galbraith has once again tackled a complex subject and made it not only clear but deeply engaging 
for his readers. The result is an excellent practical road map for organizations trying to develop customer-centric 
solutions." --Israel Makov, president and CEO, Teva Pharmaceutical Industries Ltd. "Jay Galbraith is one of the 
world's premier experts in organization design, having vast knowledge of both the theory and practice of creating 
sustainable competitive advantage. PG's new organization structure is producing significant competitive advantage, 
and uses many of the concepts of customer-centricity detailed by Jay." --Keith E. Lawrence, director of human 
resources, Global Beauty, PG "In a world where business success or failure is increasingly dependent on a 
companyrsquo;s ability to align its resources around the customer, this book is a must-read that describes in very 
practical terms how large organizations can cope with this added dimension." --Gerard J. Kleisterlee, president and 
CEO, Royal Philips Electronics "Galbraith provides an excellent framework for navigating through the complex 
organization decisions and process required to successfully lead an enterprise from product to customer centricity." --
Vincent Roche, vice president, Global Sales, Analog Devices Inc. "Jay Galbraith has once again written a path-
breaking book on organizational design. He has put the customer squarely in focus, and developed a new paradigm for 
the design of effective organizational based on this. Thus, a strong sense of relevant organizational purpose is 
achieved, based on creating value vis-agrave;-vis the customer. A landmark book." --Peter Lorange, president, 
International Institute for Management Development, Lausanne, SwitzerlandFrom the Inside FlapStudies have proved 



that sales to existing customers are more profitable than sales to new customers. Today's business leaders are 
recognizing that the new foundation for profitability is establishing loyal, long-term customer relationships. If 
industries are to thrive in the 21st century, they must have the ability to do business based on what the customer wants. 
Designing the Customer-Centric Organization offers today's business leaders a comprehensive customer-centric 
organizational model that clearly shows how to put in place an infrastructure that is organized around the demands of 
the customer. Written by Jay Galbraith (the foremost expert in the field of organizational design), this important book 
includes a tool that will help determine how customer-centric an organization ismdash;light-level, medium-level, 
complete-level, or high-levelmdash;and it shows how to ascertain the appropriate level for a particular institution. 
Once the groundwork has been established, the author offers guidance for the process of implementing a customer-
centric system throughout an organization. Designing the Customer-Centric Organization includes vital information 
about structure, management processes, reward and management systems, and people practices. Designing the 
Customer-Centric Organization is based on a three-year research study with McKinsey Organization Design Practice. 
Jay Galbraith studied fifteen companies that managed organizational complexity around customer demands. The book 
is filled with illustrative case studies from a variety of these successful organizationsmdash;IBM, Nokia Networks, 
Procter Gamble, Citibankmdash;that have made the transition to corporate reinvention and putting the customer first. 


