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Customer
Journey
Planning

. Define Your Goals
Identify your business objectives for the
customer journey.
Determine key performance indicators (KPIs)
to measure success.

. Understand Your Customer
Create detailed customer personas.
Research customer needs, pain points, and
behaviours.

. Map Out the Customer Journey Stages

Lead Generation

Identify lead sources (website, social media,
events, etc.).
Create lead capture forms and mechanisms.

Lead Nurturing

Develop a lead nurturing strategy.
Plan content for email campaigns and
follow-ups.

Sales Conversion

Define the sales process and stages.
Outline qualification criteria for leads.

Onboarding

Design an onboarding process for new
customers.
Prepare welcome materials and resources.

Customer Engagement

Plan regular check-ins and communication
strategies.
Develop upsell and cross-sell opportunities.

Review and Referral
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Decide on the timing and method for
requesting reviews.

Create templates for review requests
and referral programs.

. Customize Your CRM
Set up custom fields and tags relevant to
your business.
Define pipeline stages in your CRM.
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5.

Checklist

By following this checklist, you can ensure you cover all essential aspects of
planning a customer journey and setting up your CRM system effectively.

Content and Communication Planning

Create email templates for different stages of the
customer journey.

Develop content for nurturing campaigns and
onboarding.

Prepare scripts for sales calls and follow-ups.

. Data Management

Establish data entry standards to maintain data
quality.
Plan for regular data cleaning and updating.

. Integration and Tools

Identify other tools and platforms to integrate with
your CRM (e.g., email marketing tools, social
media platforms).

Ensure seamless data flow between CRM and other
systems.

. Training and Support

Plan training sessions for your team on using the
CRM.

Prepare documentation and resources for ongoing
support.

. Monitoring and Optimization

Set up CRM dashboards to monitor key metrics.
Schedule regular reviews of the customer journey
and CRM performance.

Plan for continuous improvement based on data
insights.

Need Help?
Contact Us
905-734-8273

sales@prowlcommunications.com
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