
Appendix A – Customer Journey

Introduction 

The HRA will change the ethos under which housing services operate. It was decided to re-examine the customer journey and look to see if a different 
model could improve the process for customers and help the service meet the outcomes of both the Watford 2020 Vision and the Homeless Reduction Act 
2017.

The service created a number of personas that describe a variety of customers with various profiles and different issues. The service then created “to be” 
journeys for those personas that described what we saw as the ideal journey. These journeys led us to create an ideal overall journey with variations for 
different customers. This ideal journey was drawn up as a service blueprint. This led to the identification of questions we need to answer and clustered 
critical moments and ideas to potentially resolve them as well as the development of a problem statement that develops strategic themes and tactical 
solutions.

An example of one of these “personas” can be seen overleaf 



 



These individual customer journeys were taken and aggregated to find the common points and an ideal summary customer journey produced. This 
summary journey is the one we expect most applicants to follow. Where it is not suitable for customers to go through this summary journey we will identify 
them early and look to manage the customer in the most appropriate way. 

Key Points on the Summary Journey 

Multiple entry points into the service are available. 

All entry points lead to the creation of an online application whether by the applicant or through supported or mediated self-serve. 

Online applications will be routed through a triage team. 

Triage team will take the application and either be able to actively prevent or they will ensure that sufficient information and documentation are collected 
from the customer to enable the case to go forward into casework. 

Where casework needs to be undertaken it will do so in the form of a managed appointment. 

Casework will be undertaken by suitability qualified housing staff with the assistance of third party partners if it is felt this could be valuable to the client. 

Casework will lead to the production of a personal housing plan which will be monitored for delivery in line with the requirements of the Homeless 
Reduction Act 2017. 



The Summary Journey 






