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The Prudential – Think Customer 
 
As part of the ongoing commitment towards 
customers, Prudential wanted to run a series of Think 
Customer days throughout three UK sites. Purple 
Monster had been working with the Brand and 
Proposition team for the previous 12 months on the 
highly successful Customer Champions Programme, so 
Purple Monster was engaged to design and facilitate 
Think Customer days in Craigforth, Paddington and 
Reading.  
 
Aims: 

 To create three separate days to enhance customer awareness 
and encourage everyone to ‘Think Customer’ throughout any 
business decisions taken throughout the organisation.  

 To deliver engaging, high impact events with the customer at the 
heart of the process.  

 Enable staff to better understand the realities and needs of the 
customer by bringing real customer stories to the Prudential. 

 To influence as many people in the organisation as possible. 

 To begin to connect one’s actions in specific roles with an effect 
on the customer, even in non-customer-facing roles 

 

What we did: 
In close consultation with the programme director, head of brand 
experience and proposition and senior management, Purple Monster 
collaboratively designed and delivered a series of powerful interventions 
and workshops.  
Using a team of real Prudential customers, highly experienced facilitators 
and professional actors, Purple Monster delivered:  
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 A 12 strong customer choir that greeted people on the way in and out of 
work singing a medley of original songs including: “Keep the Customer 
Satisfied”, “Now I’m 64” and “You’ve Got a Friend in Pru”  

 A professional graphic artist who captured the thoughts and words of 
customers and staff alike  

 Stories of good and bad service in the past from real customers 

 Forum theatre sessions with customers in the spotlight. Staff were given 
the opportunity to speak to and question what customers’ experience 
was in reality  

 Facilitated sessions exploring what the future customer will be facing. 

 Tasks for Prudential employees that questioned trust and what that 
means to a customer  
 

Outcomes 
Think Customer days were deemed to be a huge success.  
A much higher understanding was gained of the effect that each 
individual has at their point in the whole customer experience journey.  
Some staff appeared mildly irritated by customers who they perceived to 
be a disturbance in their daily routines, which begged the question – 
“Who are we here for?” 
The legacy was a memorable day which focused on the customer as a 
real person - the  stories about which will live on as a reminder of the 
most important thing about the business – the Customer.  

 
 

 


