
REDEFINING THE 
CUSTOMER 

EXPERIENCE (CX)
# P R O C E S S T O P R O F I T



Let's unlock your 

Our Focus:

Super Business!

People
Processes



Are you managing your 
clients' expectations?

Are you burned out 
from a disorganized 
business?

What processes keep 
you up at night?

What's your customer 
experience process?

Manage your 
business or it will 

manage you. 



The Ultimate Success Formula

Show up for 
your business

Show up for 
your people

Show up for 
yourself



POP QUIZ!

WHAT PERCENTAGE OF TIME ARE BUSINESS 
OWNERS SPENDING ON TASKS?



My customer 
experience model 
started with a trip to 
Target. 

- I was confused
- I gave out random pieces of info
- I wasn't confident in my process 
- The customer felt my anxiety and 
completely disengaged



2022
My New Process In this customer 

experience segment, 
you are earning the 
client’s business, so 
first impressions 
matter.

Preboard

Your potential client 
has paid and is now 
officially a client of 
your business.

Onboard

You and your client have 
met, you’ve written their 
documents, and you're 
ready for them to see 
and accept the 
documents. 

Offboard



If you have a 30-minute 
call scheduled with a 
potential client, what 

percentage of that time 
should be spent 

attaining necessary 
client info?  

Question:

In this segment of your customer 
experience, you are earning the potential 
client’s business so first impressions 
matter.

- ASK method
- Pain Points
- Connect to competencies

Phase I: Preboard



A.S.K.
Question:

Phase I: Preboard

attain
share keep

90
10



RECAP
Phase I: Preboard • You captured the client’s email

• You put the email in a place where you 
can continue communicating with the 
client

• You gave the client an opportunity to book 
a call and speak with you about their 
challenges

• During the call, you learned their pain 
points, and you logged them into your 
"Discovery Call" form for future use

• If the call is successful, you have 
automated processes to onboard the 
client



POP QUIZ!

WHAT IS THE ULTIMATE SUCCESS 
FORMULA?



If you have a 30-minute 
call scheduled with a 
potential client, what 

percentage of that time 
should be spent 

attaining necessary 
client info?  

Question:

Your potential client has paid and is now 
officially a client of your business.

Phase II: Onboard



Here's an 
actual view 
of my client 
workbook 

LET'S GO LIVE







POP QUIZ!

WHAT ARE TWO OF THE FIVE MAIN 
PARTS OF AN ONBOARDING PACKET?



RECAPPhase II: Onboard

The client paid using a Discovery Call Notes Pro 
form. (30 min for call)

They automatically received a receipt and an 
email with the Client Welcome Packet 
outlining the rules of engagement.

The customer signed their service agreement 
and completed their Discovery Questionnaire.

The form creates a resume skeleton where you 
can start working on the resume without 
having to look for pertinent details.

Draft email template is personalized and it 
costs you 60 seconds.

Sending invoices and hoping the client would 
remember the value of the services. (60 min)

I was creating individual questionnaires for 
each client and explaining the process, 
timelines, expectations, etc. (90+ min)

I was creating a custom service agreement for 
each client. (27 min)

Start from scratch to frame the resume and 
organize my notes. (45 min)

Copy and paste draft email template and add 
notes on what the client is supposed to 
update, questions you have for the draft, etc.

Before After

Cut 50%

Cut 100%

Cut 100%

Cut 100%

Cut 99%





You and your client have 
met, you’ve written their 
documents, and you're 
ready for them to see 
and accept the 
documents. 

Phase III: Offboard

Check out the 
live view
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Cognito Cloze Zapier
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T E C H: “TECH should be EASY, it should COMPLEMENT

your business, and it should be HELPFUL.” 



Your View Client’s View



Client’s view after 
clicking the link in the 

email

Client’s view after 
submitting resume





Client’s view after 
making their payment



Your View Client’s View



Your View Client’s View



POP QUIZ!

WHAT FORM SERVICE DID I 
RECOMMEND AND CURRENTLY USE?

WHAT CRM DO I USE?

WHAT INTEGRATION SOFTWARE DO I 
USE?

WHAT PERCENTAGE OF TIME DID I CUT 
USING MY DCNP?



THANK
YOU


