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Abstract: Understanding customer needs is essential for developing targeted products and services. Companies
engaging with customers can innovate based on real market demands, leveraging feedback from surveys and beta

testing. This customer-oriented strategy fosters loyalty and adapts to market changes by prioritizing consumer value
over mere sales. To succeed, organizations must cultivate a culture of dialogue with customers, integrating their
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insights into strategic decision-making.
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Introduction

In this study, we want to consider the impact on the work and profit of the business
based on such a management decision as customer orientation. Retaining the customer
base is one of the most important directions in the development of the company, however,
in order to do this efficiently and not lose the clientele, you need to take into account
wishes, trends, purchase statistics and a variety of figurative data records that companies
receive and process using various CRM systems, because in the era of active
development of marketplaces and expanding the customer base, companies are faced with
the need to implement innovative solutions to improve the efficiency of their activities.
One of these solutions is CRM software, which accumulates customer data in order to
optimize the LVT (Life Value Time) indicator, improve the quality of service and
automate business processes. Analyzing this data and implementing customer experience
management principles allows companies to maximize their profits [1-2].

Results and discussion

Keywords: Customer Needs, Innovation, Customer Orientation, Market Adaptation, Strategic Decision-Making.
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Customer orientation is a strategic paradigm in which organizations focus on meeting
the needs and expectations of their customers. This approach provides a sustainable
competitive advantage by better understanding the needs of the market and adapting to its
changes. Increasing customer loyalty and retention contributes to long-term business
development, while improving the quality of service increases customer satisfaction and
their willingness to recommend the company to other customers. Innovation and new
product development are stimulated by a deep understanding of customer preferences and
trends. Creating a positive image of the company in the market is also an important aspect
of a customer-oriented approach, as trust and reputation play a key role in the choice of
suppliers of goods and services by customers. As for the advantages and retention of
customers, of course, people are pleased to hear about really profitable offers / see
products with a pleasant design, because collecting information about the clientele gives a
full understanding of how and what should be offered to the buyer in order for the
product not only to be bought, but also to be satisfied with it. This approach ensures high
adaptability to changes in the market environment, allowing the brand not only to quickly
modify its products and services, but also to predict future trends. This is a key element of
strategic management that promotes sustainable development and increases the
competitiveness of companies. Regular customers, in addition to making repeated
purchases, perform the function of brand ambassadors, which contributes to the
expansion of the customer base through recommendations and customer reviews. If
reviews are available on the site or in other available sources, potential buyers pay
attention to them before making a purchase decision. According to our data, the cost of
attracting new customers significantly exceeds the cost of retaining existing ones, which
makes a strategy focused on retaining the customer base economically feasible.

Conclusion

Understanding customer needs contributes to a more focused process of developing
new products and services. Companies that actively interact with customers are able to
generate ideas for innovation based on the real needs of the market. This is not just a
theory; in practice, we see many examples where successful brands regularly conduct
surveys and focus groups to identify their customers' expectations. For example,
technology companies often release beta versions of their products to get feedback from
users even before the official launch. This approach allows not only to improve the
product, but also to create a sense of customer involvement in the development process.
This, in turn, builds loyalty and trust in the brand. Customer orientation as a management
strategy is not only the key to retaining the customer base, but also forms a unique
ecosystem in which customer interaction becomes a powerful engine for innovation and
adaptation of companies to changing market conditions. Unlike the classical market
approach, which focuses on product sales, the proposed model shifts the focus to the
formation of consumer value, which, in turn, strengthens the company's market position.
However, in order to achieve true customer focus, companies must go beyond simply
collecting customer data. It is necessary to introduce a culture of constant dialogue with
customers, where their opinions and feedback become not just information for analysis,
but the basis for making strategic decisions. This requires a change in the internal
organization of the company: from the team structure to the methods of evaluating
performance.
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