
CLIENT
PROCESS

THE MOST IMPORTANT
PROCESS

The most important process of all time is your
client process. Literally. So let's make it kickass!

If you can’t serve your clients effectively, in a
way that delights them, then you don’t have a
business. Here are the top five ways you should
build your client process to provide an
experience that sets you apart from the
competition.

END TO 
END1

Map out your total process, not just the delivery
of the product or service. This requires an end-to-
end approach to your relationship with your
clients, from the moment they say, “Let’s do it!”
until they die (okay, not that long but you get the
point). The client lifecycle is easily broken into
three phases: Onboarding, Delivery and
Offboarding. You need to manage their
experience like a professional from start to finish.
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Date your clients. You must go above and beyond
your promise of delivery to make the experience
one that sets you apart from the rest. Are you
anticipating their needs, thinking about what will
delight them or what will make them want to
scream your praises from the rooftops? It’s not
enough to just deliver. You should provide an
experience that makes them think, “You should
charge more for this shit.”

THE DATE 2

CLIENT
FIRST3

Always make changes with a client-first mindset.
This is where some people get it really wrong. It’s
important to streamline your processes and reduce
costs, but never at the expense of your clients.
When I help my clients optimize their processes, I
ask them to think about how changes will benefit
their business and their clients. If a change doesn’t
benefit your clients, it’s worth a second look. If a
change negatively impacts your clients, kill it
immediately.
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Make changes fast and often. Don't wait to improve
your client experience. If you’ve done the client
benefit/impact analysis, map out the appropriate
time to implement the change and communicate
clearly to your clients. This comes with the caveat
that too much change can give them whiplash, but
if the change will enable you to deliver an
enhanced experience, don’t hold back.

FAST +
OFTEN 4

ALL THE
INFO5

Ask for feedback! Give the people what they want
(within reason). You can’t sit in a vacuum and guess
what your clients need. Get real information and
ask them. Send a survey, ask directly in a meeting
or create a client panel. Get the data that will help
you make informed changes that will serve the
majority of your clients.

Your client process is truly the most
important process your business will ever

have, so make it a kickass one.
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