Customer Management Planning
! What is our current capability
in managing customers?
! What does best practice look
like?
! Where should we aim in terms
of a future state?
! What is the scale of change
we would need to achieve?
! Is that scale of change really
feasible?
! What capabilities do we need
to put in place?
! Where should we start and
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know you need to get closer
to ‘best practice’ but are not
sure which are the most

! How much internal resource
will we need to allocate?
! Where will we need external
support?
! How much is this all likely to
cost?
! What level of benefits can we
realistically expect?

important areas to address
with limited resources, and
in any case, what is ‘best’
practice?
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Management.

It

also

defines

the

capabilities that need to be put in place
to move from the current maturity level
to the desired maturity level. These
capabilities are based on the FRAME
knowledge base of over 500 potential
activities, detailed input from your own
staff and expert recommendations from

life experience, published
research findings and academic input.
The business case provides specific
improvement targets in terms of key
measures,

increased

numbers

of

customers and enhanced profitability. In
addition to the agreed business case
shown in the FRAME Road Map, you
will be provided with the modelling tool
used in its construction so that you can
continue to look at other business case
scenarios as your Programme develops.

