
I want to find support for my business I’m searching for my options I find some options I can filter to find the best options I can take the next step I can receive the right support

Universal business support experience
I know my data is secureI only have to provide my data once I will have a consistent experience I can talk to someone

Continuous customer expectations

It was easy to use I easily found relevant
information for my business

I was able to get the 
support I needed quickly

I have been able to find the
 best support for my business

I was put in touch with a
provider who could help me

My enquiry was answered 
quickly and accurately first time I know what will happen next

Performance indicators that we are meeting customers’ needs

I want to find support for my business 
and need to know what help is available

I have a number 
of needs to address

I can see examples of what other 
businesses like mine have done

I need to act quickly but 
don’t know where to start

I need to find impartial 
advice and support

I Google and find a site that 
has an easy to use tool to 
help me find what I need 

I’ve found people that can help

It’s in plain language 
so is easy to understand

The content I see is 
dynamic and up to date

I can easily filter the options for my eligibility 
and can see what it will involve for my business

They don’t assume I know 
things e.g. how a grant works

I identify and understand 
my best options quickly

I’ve found several options
that look right for my business

I understand how this 
support works and timescales

I can see it’s provided by the government 
so I’m confident that the information 
will be impartial and accurate

I can provide high level details
and get a filtered view of options

The filter questions are
quick and easy to answer

I find support that other 
businesses like mine receive

I only see options that meet my 
needs and that I am eligible for
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It is simple and obvious how to
submit an enquiry or apply

For simple requests, I can complete 
a transaction there and then

I can arrange a meeting

I don’t need to 
create a new account

I can choose to receive 
more information, and I 

get filtered, relevant follow ups

For more complex requests, 
I am put in touch with 

the right person

I can download 
relevant information

I understand what to expect 
next, and how long it will take

I know the best person in my
organisation to take things forward

I know what to expect next


