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GROW YOUR BUSINESS

Building a Customer Journey Map

Starting with, of course, what the heck 
is a customer journey map? Consider 
it the bare-bones framework for 
tracking the best methods of creating 
true customer satisfaction. It should 
provide an internal birds-eye view of 
the customer’s perspective throughout 
their journey with your business, hence 
the name. 

A good customer journey map will 
provide real client data, behaviors and 
tendencies at different stages, points of 
potential interaction, and opportunities 
for cross-team resourcing. It will 
ultimately highlight what motivates 
your clients to stick with you in the long 
run. 

The benefits of a customer journey 
map as opposed to traditional 
marketing approaches is that it is non-
linear, allowing you to move within 
the framework and study varying 
interactions at different stages. Also, 
it is based on research and may assist 
in predicting gaps in the market and 

inspire new products or services based 
on customers’ needs. 

When it comes time to build your map, 
consider the following tips: 
1. Identify as clearly as possible, who 

your customer is.  Whose journey 
are you mapping? A research-
based persona that represents 
your market niches is necessary to 
move forward. Consider this your 
mapping avatar. 

2. Map out customer stages, or 
touch points. These are the 
interactions your client is having 
with your business along the 
way. Physically sketching them 
out is recommended. Common 
stages may be discovery, research, 
explore, choose, purchase. 

3. At each stage consider the 
customers’: actions, motivations, 
questions and obstacles. 

4. Identify the goals of the customer, 
at each individual stage. Each stage 
should have several goals. Add 
these in to the diagram/sketch.

5. Build a timeframe around each 
touch point and stage, how long 
should it take to achieve the goals 
set forth?

6. Fill in the gaps at each stage, 
listing which team members/
departments are responsible 
for assisting in the achievement 
of the goals. This will give you a 
good idea of which areas of your 
business need improvement and 
where there may be holes. 

7. Remember that real information 
is the key here- this map must be 
based on actual customer research 
in order to be productive. Don’t 
skimp on the research phase. 

8. The design of your map should 
reflect your business and should 
incorporate industry-specific and 
company-centric verbiage.  Once 
complete, the journey map must 
be shared company-wide for 
maximum benefit. Your finished 
product should aim to assist you 
in understanding your customer 
relationship life cycle.     
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Once you have evaluated these areas, 
there should be obvious changes to the 
plan. Rework the plan, redistribute the 
plan, make sure employees are aware of 
the new directions you make be taking. 

As you tackle each section follow these 
guidelines: 
1. Focus. Narrow the scope, zoom in 

and then look at the bigger picture.
2. Observe. Take in your surroundings 

and apply accordingly. 
3. Resolve.  If it is not broken, don’t 

fix it. Stick to putting energy into 
creating solutions. 

4. Compute. Break out the calculator 
folks, this is all about equations.

Focus on creating a “living document” 
when it comes to your business plan- 
one that never remains stagnant and is 
always evolving. This is how you as the 
business owner remain accountable and 
derive direction.

Filling the Gaps- Revisit Your Business Planning

We know it is true-a good business 
plan is built with sustainable flexibility.  
Companies that adhere to their inherent 
flexibilities are the ones that sustain in 
the long run. 

That being said, flexibility is not the only 
foundation on which a business plan 
should be laid. A business plan should 
never be viewed as a task to be checked 
off the to-do list. It is an ongoing, 
creative process that requires constant 
nurturing, adjusting and general 
attention. 

Revisiting your business plan at least 
annually will allow you to make the 
necessary adjustments and to always 
remain true to your vision. 

There are generally four key areas to 
examine when filling the gaps:
1. Services/Product: Take note 

of customer feedback here and 
remember to touch base with long- 

term and new clients to inquire 
as to your performance. This is a 
weeding-out process, what stays, 
what goes? 

2. Industry/Competition: Reviewing 
the changes made in your industry 
and assessing the strengths and 
weakness of your competitors 
can help you bolster your plan of 
attack. Work on building up your 
unique assets and incorporate 
differentiators into your plan.

3. Marketing/Sales: This is an area 
that should be under constant 
scrutiny. If something is not turning 
working, make a change. Don’t 
spend the money unless you can 
prove the result. Consider bringing 
in an expert to weigh in on your 
current methods and help to craft 
new and creative methods. 

4. Finances: Take a long hard look 
at the actual numbers. Are you 
reaching goals? Where can cut the 
proverbial corners? 
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We do it all day, every day, whether we 
know it or not- at home, at work, in our 
heads- negotiating is an inherent part 
of our lives. So who wouldn’t want to 
become better at such an integral skill? 

Negotiation does not equal 
confrontation. Many people shy away 
from this organic give and take process 
because they prefer to avoid difficult 
or uncomfortable situations. But 
negotiating is an art, not a fight tactic- 
nothing to be scared of when you are 
skillfully prepared!

1. Know what you want 
from the very beginning.                             
Never enter into a negotiation 
without knowing the exact 
outcome you desire. For 
example, homeowners list 
their for-sale houses at asking 
prices deliberately priced higher 
than they really want. This is a 
negotiation tactic- setting up 
the situation so that the buyer 
and seller must do a dance, 

with the seller’s odds of actually 
getting what they want already 
significantly higher.  The seller 
knows what they want, and can 
then employ tactics of ensuring 
they get it in the end.                                 

2. Be prepared- don’t be 
sidetracked by unpredictable 
offers.Appropriately assessing 
your competition is vital. The 
best chess players are always 
three moves ahead of their 
opponent mentally, predicting the 
opposition allows for appropriate 
retaliation. Avoid surprises!

3. Timing is everything!                 
Make the first move. It gives you 
some standing ground, sets 
the stage for the opponent and 
allows you guide the course of the 
negotiation. Set aside more time 
then you predict necessary, haste 
weakens the outcome.  Some 
experts say that the time of day 
and even day of the week can also 
affect a negotiation- first thing in 
the morning seems to be the most 
favorable!

4. Active Listening.                          
Active listening means you are 
engaging with the speaker, giving 
them room to speak and following 
up with questions- it shows you 
were paying attention, respecting 
their time and boundaries. Never 
forget to use silence as a powerful 
tool as well!

5. Be bold, no fear!                          
While you may have started the 
conversation “dropping anchor” 
and laying down your bottom 
line, don’t be scared to be bold if 
the opportunity presents.  Early 
assessment of risks and adversities 
will provide you with the tools 
necessary to be fearless!

5 Tips To Become A Better Negotiator
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Constant reevaluation, inherent 
flexibility and the willingness to 
evolve are a pretty solid recipe for 
the foundations of a strong business 
model, propelled toward longevity. 
This module can be applied to each 
aspect of the business to boost 
productivity and effectiveness. 

In this case, apply the model to the 
masthead of your online presence- 
your website. 

Breaking it down- what are the three 
main goals of a website? Generate 
new business, cultivate reputation and 
promote brand awareness, we could 
start there.  

How do you go about doing those 
things? CLICKS. 

So how you get these elusive clicks??  
C.T.F.Q of course!

Clean
This goes for everything. The cleaner 
and more precise all aspects of your 
website are, the better. Clean up the 
look, clean up the content, clean up 
the layout- streamline, simplify, and 
modernize. It is a proven fact that 
clutter and confusion are a deterrent 
to the human psyche when navigating 
the waters of the web.  People will feel 
more at ease and are more likely to 
continue their browsing experience 
when not being hounded by pop-up’s, 
moving images, sounds, flashes, etc. 

Targeted
This is where you constant research and 
efforts come into play. Your messages 
must be targeted- catered to call 
directly to you ideal customer- which 
may change over time or product. 
Cultivate new messages and headlines 
regularly, be laser-focused when 
sending out the call and you will siphon 
through the casual, uninterested 
browser.

Fast
Speed is the name of the game these 
days. When it comes to the consumer, 
they are web-savvy and have high 
expectations. When their search ends 
on a site that cannot load properly, 
takes more than 3 seconds to convert 
or constantly slows their roll, it’s simple: 
they move on.  Debug, remove old 
or irrelevant content, and be wary of 
image size, resolution and load times. 

Quality
In a nutshell, consumers have become 
web-snobs, and rightly so. If your 
option does not produce the highest 
quality content, it will fall to wayside 
in favor of something more relevant, 
snappier, and more alive. Web presence 
is not stagnant. Quality over quantity 
always applies when it comes to clicks. 
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