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01
Define the 
Business Problem

Ill
-d

ef
 ned  Def ned

02
Discover 
what makes 
Customers tick

Q
ue

st
ions  Answ

ers

03
Map the Journey

Y
o
ur

 S
hoes  Their Sho

e
s

04
Synthesise and 
Uncover Core 
Customer Needs

Clo
udy  Clarity

09
Sustain and 
embed Customer 
Centred Culture

S
po

ra
dic  System

atic

05
Design the 
Future State

C
om

plex  Simple

08
Mobilise implementation 
of Customer Driven 
Programs

In
iti

at
ives  Action

07
Implement a Roadmap 
for Now, Next and Later

In
ertia

  Improvem
e
n

t

In
di

vi
dual  Organisat’a

l

Gain alignment 
and Buy-in across 
Business

06

Understand your Customers 
and Grow your Business

Frustrated we 
are not realising 

our potential.

Clarity and 
Confidence with 

a crystal clear 
growth plan.


