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Overview

• ICT and digital strategy are becoming increasingly intertwined with organisational strategy
for most businesses
• However many projects in this space run over time, over budget and/or fail to deliver the
benefits originally stated in the business case
• SPP believes there are a range of factors driving this: foremost among them is a failure to
start by considering the strategic goals and customer experience that the organisation is
there to deliver
• Customer experience design involves an agile approach to consultation, user testing and
prototyping with strong feedback loops
• A clearly articulated customer experience is the platform for the design of internal business
processes, and for the clear specification of system/technology needs
• SPP has helped many clients to deliver impactful projects with technology at the core, by
taking a customer centric viewpoint
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Strategic objectives and customer experience should be the
prime movers in technology projects
A common pitfall of technology procurement is solution sourcing without a clear picture of the customer goals. SPP
always starts by asking what are the customer goals the organisation is trying to achieve; the final consideration
(although just the start of a longer journey) is to ask what system do we need?

COMMON APPROACH TO
TECHNOLOGY PROJECTS

SPP APPROACH
What customer goals are we
trying to achieve?

What are the capabilities of the
platform?

How can we deliver a better
customer experience?

How can we
implement it?

What needs to
change internally to
deliver a better
customer experience?

How will this deliver a better
customer experience?

How can technology help us
hit our customer goals?

To what extent does it help us
hit our business objectives?
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A three phase approach delivers the most valuable outcome
Defining the desired customer experience first, designing business processes to enable this experience and then
specifying and developing technology will generally deliver a better outcome.

Phase 1.
Define the customer
experience

What drives value for
customers?
What do we want the service
experience to look like?
How is the experience
different to what exists today?

Phase 2.
Design business
processes

What processes do we need to
enable this experience?
What process change might we
deliver (staff-identified!)?
What innovations in approach
might we consider?

Phase 3.
Develop technology
solution

What technology is needed to
execute these processes?
What specifications and
applications?
How best to deliver within
environment?

Source: SPP approach
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A customer-based design approach considers multiple inputs
Input from a number of stakeholder groups assists an organisation to define its desired customer experience. SPP
grounds our approach in what is likely to drive value for customers, and for the organisation. We facilitate rapid
feedback loops with customers to iterate design options in real-time.
INPUTS:
Customer
feedback
Customer
focus groups

Service
delivery staff

Determine what is important to
customers, and what principles
will be used to guide the creation
of all customer interactions.

Define desired
customer
experience

Design customer
experience

Iteratively test with
customers and
validate design

Industry best
practice
Broader
examples of
best practice

Design the individual customer experiences,
from a customer’s perspective. Validate and
test with stakeholders and customers.

Source: SPP approach
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About
About SPP
SPP
Strategic Project Partners is a generalist, strategy consulting firm. We support General Managers on difficult
strategic and operational challenges.
Established in 2005, SPP has delivered successful outcomes for a broad range of commercial and Government sector clients. As a result, we have strong
relationships with many businesses, from Top 50 listed companies through to small enterprises.
When we deliver our projects, whether it’s a strategic study or the implementation of large-scale change, we focus on:
• Strong project management
• Clarity of outcome
• An obsessive focus on project benefits
• Robust, fact based analysis
• Simple communication
• Bringing experience to bear

Contact us for more information
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