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Master’s Thesis on Customer Centricity Index 

Assessment 
 

 

 

The Competence Center for Global Account Management (CGAM) at the Research Institute for 

International Management (FIM-HSG) at the University of St. Gallen is the world’s first platform 

dedicated to global customer-supplier collaboration. We are currently offering a Master’s Thesis on 

the topic on under the supervision of Dr. Christoph Senn, Director, CGAM. 

 

Dissertation Details: 

 

The journey of an organisation to becoming truly customer-centric involves several strategies and key 

principles. Based on extensive research with a global company database, Capon and Senn (2010) 

presented a framework for successfully introducing a global customer management program and 

described the evolutionary stages and the challenges companies face in each stage. This led to the 

development of a “Customer-Centricity Health Check” by our institute comprising of vital capabilities 

that are required by customer-centric organisations. 

 

The Master’s Thesis will be focused on studying the correlation between the indicators for success in 

customer-centricity and the evolutionary stage the organisation is at using the data available with our 

institute from several leading global organisations. 

 

Requirements for Masters’ Thesis: 

 

In order to qualify for the Master’s Thesis, the student should be: 

 

• Interested in both quantitative and qualitative research methodologies which will be used for 

mapping the analytics in a simplified way 

• Familiar with the field of global customer management and willing to learn more about it 

 

The Master’s Thesis will start in Spring Semester 2019 and completed by December 2019. 

 

Applications, including a cover letter, transcript of grades and a current CV, should be sent by email 

to Dr. Christoph Senn at cgam@unisg.ch. 

 

They will be reviewed on a rolling basis until the Master’s Thesis position is filled. For more information 

about CGAM and the Research Institute for International Management, please visit our Website. 
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