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• Customer Journey
• Managing Leads
• Closing Sales

Special Thanks

October, 2019

Today’s Topics

www.northchicago.score.org www.bankschaumburg.com

Thank you for attending. You may be 
contacted for follow up by either a 
SCORE or Wintrust representative.

www.bankatvillage.com
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SCORE is America’s 
small business resource

• One-on-one mentoring in 
person & online.

• Consulting resources available 
for more intensive 
circumstances

• Workshops, seminars & 
events in your community.

• Business tools & templates at 
www.score.org. 

Free & confidential mentoring

• Local: 

• Nearly 40 mentoring sites in North 
Cook and Lake Counties

• More than 50 mentors

• Request at mentor at: 
https://northchicago.score.org/

• Local seminars featured on website 

• Other resources at SCORE Fox Valley 
and SCORE Chicago

• National: 

• Over 10 million served since 1964

• 370,000 assisted last year

What is SCORE?
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Think about the last sale 
that you closed

• How did the prospect first find you?

• How many sales calls did you 
make?  How many people did you 
talk to?

• How much did a sales call cost?

• What did it take to close the sale?

October, 2019
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Understanding the Customer Journey

• Awareness - Finding out about your solution

• Education - How can you solve the problem

• Consideration – Overcoming objections

• Decision to Purchase – Closing the Sale

• Deliver and Service – Create a repeat 
purchase

October, 2019
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Getting Good Leads
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What Has Worked For You?
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Why do people buy?

Your Lead Process Starts with 
Personal Relationship & Trust
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Develop Content To Create a Lead

• What are the questions your prospect/customers 
are asking?

• What kind of answers do you present?
• Can that answer be easily found?

– In the internet tool preferred by the searcher

• How could you use the answer in follow up
• Once the answer is found, how do you use it to 

move the prospect down the purchase process

October, 2019
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The company with the best 
answer experience is the one 

the buyer will work with

Turn the answer in to a solution 
for the problem

Use it to move to the next step. 

October, 2019
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• What is an obvious question?

• What is a question that you would like some one 
to ask that they don’t?

Now spend 1 minute and write 2 questions 

• Go home and write the answers!
• Are they on your website?
• What might be a natural follow up question?
• How can you use them during the customer 

journey?

What is a Question that your 
customers and prospects ask?

October, 2019
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Fit your Content to the Journey

October, 2019
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Targeting to new or existing customers
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• Who are you 
talking to?

• Do they have the 
need to buy 
now?

• Can they issue 
the purchase 
order or write the 
check?What is the process 

to get the order?
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Understand the Environment
Who Actually Controls the Money?

User

Will this help me?

Technical Expert

What is required to 
make this work?

Purchasing  Agent

Good Price –
Competition?

Decision Maker

Is there budget? 
Who is Responsible!
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user

technical 
expert

purchasing 
agent

decision 
maker

• Who do you start with?
• Who needs to be at the 

meeting?
• Which one will be your 

advocate?
• How does your content align 

with the needs of each?
• Is there budget /cost 

justification?
• How are decisions made?
• Who signs off on the order?
• Who is responsible for 

execution?



Closing the Sale
• Get a commitment

• Focus on the Decision Maker

• Fine tune your financial proposition

• Ambush – Deal with concerns and get a 
recommitment (think about trying to talk 
them out of the purchase)

• Get the order

• Execute and Repeat
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How do you spend your time?

• Evaluate where the prospect is in 
the purchase process.  What do 
they need to go to the next step?

• How does the prospect make 
decisions?

• What questions remain 
unanswered?

• What internet content do you have 
to move they buying process along?

• What makes this opportunity 
different?

• Will a personal call help or hurt?
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It will take time:

Help make the Snowball Effect work
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Tips for Success

• Understand the Customer Journey

• Engage – Build Trust 

• Make a list of the questions your prospects / 
customers are asking

• Create Content that offers value

• Construct a model for your customer’s decision 
making

• Respond immediately when queried

• Ask about money and decision making

October, 2019
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If You Would Like a Copy

Check out the link 
at the bottom of my 
web page
e-conversation.com


