
Change Definition 

Creating clarity and shared understanding of your change programme 

 

The Customer Framework™ is a portfolio of Tools, Replicable Methodologies and Unique Intellectual 

Property deployed by a network of Expert Practitioners who support large organisations in delivering their 

Customer Management activity effectively and efficiently. 

It is based on an ethos of robust but lean solutions to client challenges backed up by thought leadership, 

constant innovation and validated best practice from across the globe. Every tool and methodology has 

been used multiple times in blue-chip clients. They integrate around a widely accepted model of customer 

management and a flexible deployment process.  

 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 

 
 

 

Large numbers of Customer Management Programmes fail due to the  

nature of the change being attempted rather than any deficiency  

in the effort. A clear and objective definition of the change needed to  

move an organisation to its desired level of maturity is critical.  

The Customer Framework Change Definition Approach combines a  

detailed quantitative view with clear descriptions of current and  

desired maturity states. This enables the scale of the change to be  

understood at the detailed level and summarised at the overall level. 

A specially developed scoring system enables each change to be  

weighted for its potential value and for the difficulty and risk involved  

in achieving it. This is based on huge experience of working with clients  

in creating change and assessing clients who are trying to change. And, of course, the whole process is 

calibrated for each organisation’s own situation, strengths and weaknesses. 

The output is an impactful and engaging document that helps create real alignment between all the 

stakeholders in the change process. 
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