Navigation Partners Definition of Onboarding Phases

Appendix 4

An overview of each phase of onboarding a service is shown in the diagram below:

Scoping the Service

Complete workshops with Service to
define scope of service

Process workshop to confirm end-to-end
process & hand-offs (mini service design)

Identify current volumes of demand for
all in scope channels

Complete workforce plan/ resource
model

Agree KPIs
Agree numbersin scope
IVR design

CRM design (Case types [ Service
Requests / Reason codes)

Confirm system access required (i.e.
users by system)

Managing Transition

Create governance arrangements (Joint
Project Board with Hub, Key Stakeholders
and Service Representatives

Task based plan produced detailing all
transition tasks and owners

Project delivery team progress meetings
in place

Team communications commence

IT/Telephony/IVR build and test
completed

Training completed
Business readiness activities completed

Go/No go criteria agreed and tracked.
Project Board responsible for sign-off

Embedding the Service

Full Service Design and

Commence reporting on KPls

Identify and implement quality
monitoring and reporting

Commence CSAT monitoring and
reporting

Commence baselining of AHTs and task
volumes

Staff coaching, monitoring and feedback
processes commence

Transformation

Complete full service design to identify
future process

Identify changes required and use
haseline data to quantify the impact and
henefits of change

- What is the impact on resources (AHT
savings, volumes avoided)

- Impact on Customers (improved
CSAT/Quality/Reduced Complaints)

Changes required can then be defined
into change projects




