Text size: larger | smaller | reset

supporting welfare to work providers

Home

Start

About this guide

Useful links

Case studies

Site map

Search this site

You are here: Home > Start > Customer journey

Introduction

Customer journey

Attraction
Print/save page as a PDF
Engagement: meeting your
50+ customer
Initial assessments

Resources

Setting realistic expectations
and goals

Flowchart of a typical customer
journey
Checklist

Personal development plans
Exit routes
This section focuses on how you can tailor your service to the needs of your 50+ customers
and help them select realistic work options and secure sustainable employment.
You may be required by your organisation to offer part or all of your service to an age-diverse
group or solely to customers that are aged 50+. But whichever support contract your
organisation delivers, it will contain similar elements to this basic customer journey model.

Flowchart of typical customer journey
You need to give information and advice to your customers throughout their journey and
help them cope with change as they progress. Ensure you build in review processes at the
various stages of the journey.
Experienced practitioners working with 50+ customers have indicated that:
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the journey must be customer-centred (enabling the customer to make the
decisions)
the process must be clearly described at the outset so your customers know and
agree with what is happening and when, and what is expected of them.
You have a critical role in helping your customers make informed choices about their return
to work. You may find this checklist of action points helpful.

The customer journey: checklist
Disclaimer
This site is for help and information only. It is not meant as an authoritative guide. It is not meant as an
authoritative statement of the law, and future c hanges in the law and other programmes and initiatives
c ould make it less ac c urate at times. TAEN, the Department for Work and Pensions and the European
Soc ial Fund take no responsibility for your use of the information. You should always take professional
advic e on any spec ific legal or financ ial matter.
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