
MichelleHoskin
Founderof StandardsInternational
and TheBusinessand OperationsManagementNetwork.

Take it from Woe to Woww!

Supercharge your 
client journey!



ÅUnderstandwhy life has never been socomplicated for your clients!

ÅFinally understand why you have to listen more than you speak.

ÅUnderstand how authenticity, beliefs and trust, create a extraordinary relationships.

ÅApply the 6 Human Needsto unlock your clientĉs deepest motivations.

ÅGo deeper and broader into the concept of ĈVulnerabilityĉ in order to unlock your greatest level of 
service.

ÅExplore and implement The 5 Key Elements of Excellence as a focusedframework to deliver a solid 
client journey.

Why am I here?
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WHAT DO 
YOU BELIEVE?



Authenticity doesn't automatically guarantee success, 
but inauthenticity guarantees failure. 

Every time. Always
Jamie Kern Lima

ƍ̬Ϲ҈ұӧ҆ҍʎƬΖΖᴍ҈ӧұ̬Ϲ͊רϕ̄ӧ֘јѻ



an expansion of capacity, 
capability or understanding

assurance you can avoid 
pain and gain pleasure

Certainty

the need for the unknown, 

change, new stimuli

Uncertainty

feeling unique, important, 
special or needed

Significance

a strong feeling of 
closeness or union with 
someone or something.

Connection

Growth
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a sense of service and 
focus on helping, giving to 

and supporting others

Contribution

Robbins Research International - https://www.tonyrobbins.com/mind - meaning/do- you- need- to- feel- significant/

The 6 Human Needs
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Loiterer
They find us by 

accident or have 
heard about us 
and seek us out. 

They then 
identify if they 
are our chosen 

client

Shopper
They examine 

further (multiple 
times) if there is 

a fit and are 
pretty much 

ready to engage 
further.

Looker 
They see what we 

have on offer, see if 
we know what we 

are doing and clarify 
in their own mind  if 
they are our chosen 
client and download 
or request further 

information.

Buyer*
Have done all of their 

research and are 
happy there is a 

fit! They are ready to 
engage and/or buy 
and they need to 

know how to do this ǂ
they normally ask by 

email, direct message 
on social media or a 

phone call to the 
office.

Theyfound us!

Client
They have agreed to 
proceed. They are 
excited about the 

journey ahead . They 
have dipped their toe 

and taken the first 
step to let us in. 

Similar toǄbuyers' 
(prospect)ǅ they still 
need ǂInformation, 
Service and Support

.
Theyknow us!

Ambassador

They love us and we 
love them. It's 

personal and all they 
really want is to do 

their absolute best to 
help and/or impress 
us. They crave the 

recognition of being 
appreciated and want 

to know how to 
achieve VIP/ 

Ambassador status. 
They are very proud 
of their relationship 
with us and vocalise 

this frequently in 
public.

They want to be 
part of us!

The Client Engagement Ladder
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Family
They are engaged and 

happy with the 
support we provide. 

They are still learning 
about what we do and 
there is potential to 
help them further. 

They value us but will 
have other advisers 

and we need to 
maintain a high level of 
communication. Not 

yet 100% sticky.

Theylike us!

*Note: At this stage, the person is likely to have no real idea what they need help with ǂbut just know they need something!

Superfan
They donǅt just use 
us for some of our 

services; they use us 
for ALL of our 

services! We are 
their first point of 
call with whatever 
they need and as 

such we are integral 
to what they do. They 
seek our council and 

act fully on our 
advice. They are 
100% sticky and 
trust us fully and 
bring us internally 
like part of their 

team!

Theylove us!



Change is never a 
matter of ability, it's 
always a matter of 
motivation!
Tony Robbins



The Lens of Vulnerability...
[ŜǘΩǎ ŘƛǎŎǳǎǎΗ



ƈ֘ΖϕʎҍƬǺ͊Ζ͊ӬᴍӧȥƬϕӧƬˠˠʎȥӬӧ҆ƬϕᴍϹϕʎ҈ӧƬӬӧ҆ƬϕᴍӬ͊ξʎ҈

How do you respond?



When you know 
better you do 

better!
Maya 

Angelou



Here is a graphic and a blog post I really liked . - https ://blog .jostle .me/blog/trust -equation



This is how you truly              your clients!



Business planning & communications  

Team engagement & productivity

Service innovation & client proposition

Operational & technology frameworks

Brand strategy & marketingTh
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Your move!҆ƘϹ֘҈ӧis no longer an option!



Do you have the right team?



Company Strapline 21
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Michelle Hoskin


