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Customer Access Strategy & Roadmap 
 
Our service helps you develop your Customer Access Strategy based on evidence and anchored in the needs of both the customer and 
the organisation, to ensure that customer access channels are part of an overall customer experience that is valuable to the customer 
and cost-effective to the organisation. 
 

What is the Service 
 
This service designs how customers access services and how they experience their interactions and journeys with an organisation. 
 
We utilise user research, service design, and customer journey mapping techniques to understand the needs and perspectives of 
different stakeholder groups, and work with our clients to understand the strategic intentions of the organisation. 
 
We then design strategies and plans that help organisations meet their needs of their customers in dynamic, flexible, accessible and 
cost-effective ways. 
 
This service is supported by our expert knowledge in latest call centre and web technologies, and our understanding of the required 
processes, cultures and strategies that are required to implement and deliver radical change to customer experience. 
 
 

What can it do for you 
 
This service allows you to develop clarity about the purpose and direction of your customer facing services, helping you understand your 
customers and their needs, becoming more intentional and purposeful in how your services are provided to them. 
 
It will link your overarching vision as an organisation through the interactions you have with customers. It will then outline the projects 
and activities that will be undertaken to realise your Customer Access strategy. This gives you an aspirational picture of the future, a 
sense of direction, and robust plans for getting there. This can lead to greater innovation, customer satisfaction, and a reduced cost of 
service delivery. 
 
 

Service Features 

 
1. Understanding of industry best practice 

2. Evidence and data driven 

3. Anchored around user needs 

4. Benefits/value-led approach to strategy development 

5. Development of vision 

6. Development of contextual understanding and situational awareness 

7. Collaborative and iterative approach 

8. Planning of projects and activities 

9. Dynamic and interactive strategy 

10. Capability analysis 

 
 

 

Service Benefits  

 
1. Identification of potential cost savings 

2. Assurance of current approaches, measured against industry best practice 

3. Improved customer experience 

4. Improved customer insight 

5. Clarity of strategic direction 

6. Golden thread between vision and delivery activities 

7. Link from strategy to delivery roadmap and action plan 

8. Agile collaborative delivery, co-production, coaching and knowledge and skills transfer 

 

 

 
 



   

 

   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
  



   

 

   

 


