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Promoting your business with grace, intention and ease. What a lovely concept! Yet for 

those who are pretty modest about their talents, the idea of marketing can feel icky -

forceful, uncomfortable and unsure. 

Enough. There is absolutely no need to create 'sales -y' marketing pieces. The 

businesses that you and I run are not about cut price deals, limited time offers or 

incentivising people to buy with some sort of unwanted freebie. Our businesses 

require something much deeper than that. It's about creating a human connection, 

showcasing the very best of your work and quietly, confidently, letting your talents 

shine. It's about communicating in a way that makes the person on the other side of 

the conversation think, 'this is what I've been looking for'.



Your sales process is the path people take as they journey from ‘interested’ to ‘sold’. 

Understanding what’s going through your clients’ mind at each stage has a huge impact 

on how they perceive your business, and will ultimately make your sales pieces more 

effective as you know what they need to hear in order to help them make their decision 

to buy an easier one.



Taking the time to carefully craft our customer journey revolutionised our sales 

process and rocketed our conversion rate – because suddenly, every piece of 

marketing was thoughtfully designed with a specific purpose that put our clients’ 

needs at that precise moment front and centre.

Your sales process is all about gently leading your customer to their decision to buy, 

rather than whacking them over the head with hyperbole, hyped up sales messages or 

desperately offering discounts in a bid to win business.

It’s about creating marketing pieces that do the hard graft of selling on your behalf, 

enabling you to communicate with confidence and impact.



Let me just be quite clear in what I mean when I say 'marketing pieces'. This really 

covers anything at all that you've created for the purpose of attracting and winning 

business - so it could include your website, your social media, blog posts, welcome 

brochures, proposals, email marketing, service menus, stationery and so on. 



It’s important to acknowledge that not everyone who knows about your business is 

ready to buy right now. They’re on a journey that’ll hopefully lead them towards buying, 

and your job is to be respectful of that process as you gently nudge them toward that 

purchase.



There are three key steps to the customer journey:

1/ Awareness

They know you exist. Your business is on their radar; this is the time to demonstrate 

your value and educate your prospective customer about why what you do matters to 

them. 

2/ Consideration

They’re really thinking about buying. They’ve got in touch, and they’re mulling over their 

options. Think of this as the ‘first date’ phase. 

3/ Decision

Hurrah! They’ve made their decision and are ready to buy. 



Grab a pen and paper, and map out the journey that your customers take. 

Look at each step of the journey and ask yourself what story you’re telling, and what 

job that step is doing. For example, the role of your social media is rarely to make a 

direct sale. It’s main role is probably to educate your audience of who you are, what 

you believe in and what you’re great at. 

Your website’s job is a little more clear: it should clearly set out your offering and 

demonstrate your value.

Your welcome brochure should be more direct still: the nitty gritty of what you do and 

what the next steps are.

Every step that your customer takes towards that sale should become more focussed, 

more definite and more confident



At each stage of the journey, what does your customer need to know? How do you 

want them to think? And what should they do next?

Begin by mapping out the journey that they’ll most likely take. It could be something 

like this:

-Discover your business on Instagram

-Visit your website

-Read your blog

-Sign up to your newsletter

-Contact you directly

-Receive a response from you

-Spend some time considering their options

-Make their decision





At this first stage, your job is to educate your customer about what you do and why it 

matters to them. Use your website and social media to create that feeling – paint a 

gorgeous picture of how wonderful life will be with you in their world (sorry!). Use 

photography, language and tone of voice to create a mood and be clear about what 

you do and why you do it.

Remember that there’s likely others out there who do what you do; position your 

business boldly and make it clear why your business is so uniquely brilliant. Be brave 

and do NOT be vanilla! Embrace your story and let it shine.



People normally find us because they’re looking for a branding agency. They take 

things to the next level because they connect with they way we do things. ‘I love your 

ethic’ is something we often hear. 

Ironically, I spent a LONG time feeling somewhat ashamed of our family business, rural 

location set up. I worried that people were looking for something more slick, glossy, 

corporate and formal. In reality, people come to us because we are none of those 

things. We are down to earth, relaxed and familial. Our people like that.

Once we really embraced our unique story, it made a huge difference to the type and 

quality of leads we received. The point is, be brave about your story. Because it’s yours 

and yours alone. Own it.



Remember we spoke about content marketing last week? This stage in the buying cycle 

is where it really comes into its own. People are aware that your business exists; now’s 

your chance to let it shine and make it looks as relevant and brilliant as possible.





The ‘consideration’ phase is vital. You’ve done excellent work already by setting the 

right tone – now’s time to prove that the picture you painted reflects the reality.

This is the point at which you receive a lead – be that a phone call, email or form 

submission through your website. Someone wants to work with you!

How are you going to show them that you’re the brilliant, intelligent business that they 

want you to be? It all comes down to what you do next.



I used to call every single person who sent us an enquiry. Each conversation would take 

at least half an hour – usually an hour – and may or may not lead to a sale, because not 

everyone has the budget to work with us.

Last year, when I was pregnant with my daughter, I realised I wouldn’t have the time to 

treat every enquiry this way moving forward. I had to become much more efficient. I 

realised that everyone has pretty much the same questions when they first got in 

touch, and I could easily answer them within an email and beautifully designed 

brochure.

This means that every enquiry is responded to in the same way, positively, with 

confidence and consistency, in a manner that gives them everything they need to 

know whilst building upon the perception we’ve already created with our website and 

social media presence.



The single most important thing we did was create a piece that answered the most 

commonly asked questions, whilst also demonstrating our value. 

The welcome brochure is a pivotal marketing piece for us. A beautifully designed pdf 

brochure, it provides a richer flavour of what we do, how we do it, and how clients will 

feel along the way. Written in our trademark conversational style, with plenty of 

gorgeous earthy images and a good peppering of enthusiastic testimonials, it tells 

people exactly what we’re all about.

It’s sent with a covering email, which is (whisper it)…. A template. A simple little 

template that answers those initial questions, sets out our most popular packages and 

states our fee range. It immediately tells people whether we’re a good fit for them.

Within your marketing toolkit, templates are your friend. They save you time, enable 

you to communicate with confidence and conviction, and add structure to your 

process.



Too many times I’ve seen businesses stand in the way of people who want to buy from 

them for the lack of a clearly defined offering. 

It’s really easy, for creative businesses especially, to waffle on about what you do but 

leave your customers confused about what they can buy from you.

Creating clear packages or services is a brilliant starting point. Don’t just tell them what 

you could do, tell them what you will do, how they’ll benefit and what the cost will be. 

Don’t stand in the way of a sale.





The journey’s not over just yet!

Make it really easy for your customer to buy by having a clear process for this stage 

too. No matter whether your sales are quick and transactional or a bit more involved, 

plan what needs to happen next and be prepared for that. Do they need to sign a 

contract? Pay a booking fee? What happens after that?

Put yourself in your customers’ shoes: they’re excited (and probably a bit relieved) 

that they’ve made their decision, but now need to be completely reassured that they 

made the right choice. Don’t let things flop at this point - every single interaction with 

your customer is a chance to impress, so make it count.

Can you create something simple to welcome them on board, perhaps – or write an 

email template to let them know what happens next? How about sending them 

something gorgeous in the post?



What are they thinking?

What information is relevant/ helpful?

What format can I deliver that information in?

What outcome should that lead them to?

Use these points to keep your message focussed and encourage movement from one 

phase to the next.



With every step of the journey, think about how people will be engaging with your 

business. Online? In person? Will you send them something in the post?

Really think about that journey, and ask yourself how you want them to feel at every 

step. Excited? Inspired? Reassured? Confident? Remember that the way your 

customer needs to feel may well vary at different points in the buying process: you 

might want them to feel enthused and inspired by your website and brochure, while 

you need to be perceived as logical, ordered and efficient when it comes to sending 

out contracts and invoices. Ask yourself how you want to make your customer feel 

before you start crafting each piece you work on, and then design whatever you're 

creating to convey the right mood whilst telling them what they need to know.





Spend some time really thinking about your customer journey, and how you can help 

your customer to buy by adding thoughtfully designed and highly effective steps that 

help to show your business off in the best possible light whilst creating an emotional 

connection between them and your business. 

Consider how you can add structure to your process, and what gorgeous sales pieces 

you can create to make your clients decision to buy an even easier one – whilst saving 

you time. 




