
Creating Process Around the 
Customer Journey 

SYTA Mastermind



Our Mission: 

To partner with committed 
entrepreneurs in propelling their 
businesses beyond expectations



Hello! I’m 
Andrea Ross
Business Advisor



OUR 
METHODOLOGY 
TO PROPELLING 

BUSINESSES



Why We’re Here

Purpose: To think through your 
Customer Journey

Outcomes: 

1. Identify Gaps in your Process
2. Two Takeaways to Increase your 

Conversion and improve your 
customers experience

SMALL CHANGES = 
BIG RESULTS



Agenda

01

02

03

04

Tracking the Source

Building the process

Tracking outcomes

Training on the process

05 Next Steps



I’m going to 
approach 
each step 
today as one 
bite at a time 



Tracking the 
Source

Why is it important to know where 
your lead came from? 

● Feedback to your marketing 
team 

● Budgeting reasons 
● Understanding who your clients 

are and the messaging that 
brought them in.

● Making sure you have a diverse 
source stream.



Know Your Source



How do you currently track source?

• How are you currently tracking where your 

leads are coming from and if you don’t 

currently track source, how could you start?



Building out the 
process

Why is it important to have a documented 
process? 

● Consistent for the team and for clients.
● It allows for smoother onboarding of 

new hires.
● It allows for resource building.
● It can be tested and tracked...what’s 

your teams conversion rate?



Building The Process



Do you have a clearly written Customer 
Journey?

• Have you written it out so your team is clear 

on the process and linked to the training and 

resources available? If not, who should be 

involved in that process?



Training The Team

Why is it important to have a set 
training plan around our customer 
journey? 

● Confidence and clarity for our 
team.

● Sets clear expectations and 
defines guardrails.

● Makes tracking possible.
● Allows us to hold our team 

accountable.



Coaching Checklist 



Tracking Outcomes

Why is it important to track the outcomes 
and how do we go about it? 

● Allows us to know what is working and 
what isn’t

● Helps us set KPIs for our team with 
clear expectations and accountability.

● Shows us where we can improve.
● As leaders it gives up opportunities for 

insight and training.



Conversion Rate Tracking 



TAKEAWAYS

What are 2 things you don’t 
want to forget? 



THANK 
YOU! 

Deborah@cultivateadvisors.com
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