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When you think of one of the most
important tools in your business, what
comes to mind?

What lays out in front of you, your
own client needs, their problems, what
touchpoints are important to them or
you for that matter and so much more?

Creating a client journey map can help
you and your company visualize how
clients feel at all touchpoints so you
can avoid potential issues ahead of
time, increase retention, and discover 

key information to make the best
decisions for your business.

The creation of a client journey map
puts the organization directly in the
mind of the consumer, so you can see
and understand your client's processes,
needs, and perceptions. You truly have
an understanding of their experience
and this information can be meaningful
in your organization’s customer
experience and operational
improvement. Let's jump in! 
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https://www.instagram.com/ellieobm/?hl=en
https://delighted.com/blog/improving-customer-retention-strategies
http://www.medeirosconsulting.com/
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STEP 1:  PREP & MATERIALS

Think about how a potential client finds you. Think of all the
ways, live networking, SM, Website - all the ways and list those
out.  Decide how you are going to map your client's journey.
This is a personal preference. I prefer workflowy but you can use
flow charts, hand drawings, or simply a google doc.

STEP 2: CORE STAGES 

What is your client experience? Typically you can separate your
entire experience from start to finish in core stages.  See Tip #1

Keep in mind that typically the client experience includes
touchpoints or emotions. See Tip #2

Think about how your clients find you and walk through the
process. From how they find you, all the way to the very end
when you part ways. What are your core stages? Do you have
an amazing experience with just the basics? Do you need to add
a couple of stages in order to ensure that you have a place for all
of your steps to fall under?

Another thing to consider is do you want to name them with
unique branded verbiage?

*Make sure to list them as headers for your map in your workflowy,
Google Docs, or spreadsheet.
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STEP 3: MAP IT OUT

 Map out from beginning to end all the steps that the prospect
takes and you take to walk them through the experience. All the
steps! Don’t do any editing now. We want to see all that is being
done whether you are delighted with how the trail goes or not. 

Don’t forget to list if you have any materials or emails that are
associated with a step. It is really easy if you can highlight those
resources so at a glance you know if you need to send
something or ensure that you are sending the right documents
with the correct email.

Start at the very beginning of each avenue and write all the
steps until the very end where you part ways.

STEP 4: REVIEW, TEST & TWEAK

Now that everything is mapped out, do you like the flow? Does
everything make sense? Do you see where you can add little
touches that make the experience much more delightful?

Go through each step and review if it makes sense, can it be
enhanced or should it be deleted as it is unnecessary?

Once it is all mapped out, it is so much easier to see where the
experience can be enhanced. You can also see if there are any
redundancies that should be removed.  We should also be
testing the steps. Do you like how it flows? Is it clunky or
difficult? Ask your current clients how they liked the process.
Did they experience any challenges?

Remember, part of the experience is how easy it is for your
clients to accomplish each step. Where can you make things
easier? Do you need to add any extra steps to accomplish this?
Are there any tweaks that need to be made?
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STEP 5: NOW WHAT DO I DO?

First, we are going to see in your client’s experience where
you can add automation to make the journey more
delightful?
Do you have a CRM system that will allow you to automate
some of the steps and make it easier for the client?
Do you think a payment system needs to be added? 
Where can you automate, delegate or delete to ensure that
your clients are delighted with their experience? 
What can you make easier on yourself? 
Are there some steps that just don’t make sense for you to
do or you are spending too much time on an area that is not
lucrative and not enough on one that is?

This is my favorite! Now you have a living breathing document
that you will analyze on a regular basis. You will also update
when you make any changes in your business. So you are asking,
what can this do for me now?

Now that it is all pretty, easy to read, and housed in a shareable
document you are going to use it for so many things in your
business.

This document not only allows for everyone on your team to
have a quick snapshot and be able to refer to all the stages
easily but it also helps with so many things related to
automation such as systems, workflows, email sequence, and
testing processes. You can also use this in your sales and
marketing as well.
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TOP TIPS

01BASIC STAGES
Lead Generation
On-Boarding (Discovery Call Completed, You have
a New Client)
Work with Me
Offboarding
Follow up

02TOUCHPOINTS OR
EMOTIONS
Awareness
Consideration
Selection/Purchase
Service/Product experience
Loyalty
Advocacy
Engagement
Exit

03MAPPING CHOICE
I prefer Workflowy. Workflowy is a free app
that allows you to create bulleted lists. It is
super simple and it allows you to hide or
expand. It also allows you to share some or
all of your lists, add tags to make things
searchable, and include notes for reference.

C L I E N T  J O U R N E Y  M A P

https://workflowy.com/invite/5a6188d0.lnx
https://workflowy.com/invite/5a6188d0.lnx


Mahalo
Tracy

Let's get to know each other a little bit. My name is

Tracy Medeiros, and I am the CEO + Founder of

Medeiros Consulting 

I reside on the beautiful garden isle of Kauai. With

over 14 years working in operations for billion-dollar

organizations, I recognized that the foundational

pieces of running a business were the same no

matter the company size.

I now help small business owners reach rapid growth

by simplifying their systems so they can go from

frazzled to calm and organized.

Today I enjoy working with businesses that commit

to their own definition of success, without settling

for chaos and overwhelm. To see how Medeiros

Consulting can optimize your business, schedule a

complimentary call at: compbizreview
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https://bit.ly/compbizreview
https://www.instagram.com/ellieobm/?hl=en


S T A L K  M E  O N  I N S T A G R A M

 

One of the first steps in taking control of "all the
things" is finding someone like Tracy and Medeiros
Consulting to help. Admitting you can't do it all is
leadership in running a successful business. Thanks
for all of your help and guidance in every step.
Your expertise in business, systems, and leadership
coupled with your kindness, patience and
professionalism has been priceless.
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https://www.instagram.com/ellieobm/?hl=en
https://www.instagram.com/medeirosconsulting/
https://www.instagram.com/ellieobm/?hl=en
https://www.instagram.com/medeirosconsulting/


C L I E N T  O N B O A R D I N G  C H E C K L I S T

Use this as a guide, hand in hand with your Client Journey Map to customize

CHECKLIST

Welcome Client

CLIENT ONBOARDING CHECKLIST

Review Roles and Responsibilities

Schedule a Meeting to Set Expectations and Answer Questions

 Discuss Desired Outcomes

Establish Milestones Throughout Fullfillment

Outline Ongoing Communication Process

Internally Launch Project

Check-in, Follow Up & Gather Feedback

Anticipate Risks and Plan Ahead


