
Rethinking the Sales Funnel 
by Understanding & Mapping 

Your Customer Journey



Understanding & Mapping 
Your Customer Journey 



Top 
Takeaways

Key points and 
considerations for sales and 
marketing that impact your 
buyer’s journey. 

How and what to create 
at each stage of the 
journey

Considerations to 
connect the dots across 
multiple touchpoints



77% of B2B buyers conduct 

extensive online research 

before talking to a salesperson

(Gartner)



Only 27% of B2B 
leads are 
sales-ready when 
first generated

 (MarketingSherpa)



The Sales Funnel

Image & content credit: LeadSquared



Your Buyers Are Empowered



BuyingIt’s Not Linear

Image & content credit: 1boldstep.com 





77% of B2B buyers 
conduct extensive 
online research 
before talking to a 
salesperson

(Gartner)



What is the 
experience like for 
your prospects?



Top 5 Considerations for 
Your Buyer’s Journey
 Who are you talking to

 What pains do they have

 Where are they finding 
information

 When do they need it

 Why would they buy from 
you?



How to Build Your 
Map
• Set your map goals
• Create your buyer 

personas
• Label customer 

touchpoints
• Map their journey
• Determine customer 

needs



62% of B2B buyers say 
they can now develop 
selection criteria and 
finalize a vendor list 
based solely on digital 
content

(Forrester) 



By providing a roadmap 
of how customers 
interact with your 
brand—from initial 
research and discovery, 
to purchase and 
retention—customer 
journey maps 
demystify the 
customer experience.

 Hanover Research



Why Go Through This?



What is Your 
Buyer’s 
Experience













Create Your 
Customer 

Journey 
Map



Components of Customer 
Journey Maps

Identify key 
customer 
personas

Map the different 
touchpoints of the 
customer lifecycle

Conduct customer 
interviews to 

gather insights

Document pain 
points and 

moments of 
delight

Outline customer 
steps, thoughts, 
and behaviors

Highlight areas 
for 

improvement





Buyer & Customer Touchpoints

Website 
SEO/SEM
Social 
Email
Direct Mail
Sales Team
Videos

 Word of Mouth
 Vehicles
 Hang Tags
 Local Search
 Online reviews
 Retargeting
 Network





What types of content do you 
currently have at your company?



Jot Down 
Your 
Ideas



Awareness
 How and where do buyers find 
you?

 What are they thinking or 
comparing?

 What is the content goal (inform, 
educate, entertain, etc.). 3-7 
pieces*

 Barriers – what is keeping you 
from competing

 Measurement – how will we 
measure buyer awareness



Considerations
 Your buyer is weighing options

 Looking at multiple channels

 Reading Case Studies

 Searching for other solutions

 They need or want what you 
offer

 Are your reps informed, helpful, 
experts, building relationships

 Price – how much or how do you 
compare



Purchase
 How easy is it to make the 
purchase or work with you?

 How is the install experience, 
before, during & after

 Do you overwhelm them with 
communications

 Do they feel good about it – is 
this something they wanted or 
something they HAD to do 



Use
 Buyer realizes value

 Welcome & Onboarding

 User guide or follow-up from 
the company 

 Training – who does it

 Case Studies



Engage
 The customer is happy with the 
purchase

 How/where do you thank them 
or follow up
◦Emails, notecards, phone call, 

surveys, What will you say

 How can you improve it?

 Barriers – do you have time, the 
right service people

 How will you measure repeat 
customers or loyalty (retention)



Connect the Dots
∙ 8 touches to generate a conversion

∙ Look for gaps, inconsistencies, or 
opportunities along the way

∙ Ensure marketing, sales, and 
service/product experience are all 
connected

∙ Optimize transitions in the journey 
for a smooth customer experience – 
remember, your goal is a loyal, 
happy customer advocate

∙ Companies that excel at lead 
nurturing generate 50% more 
sales-ready leads at a third lower 
cost



Tips for Successful Journey 
Mapping

∙ TLC – think like a customer and put yourself in 
their shoes

∙ Involve more of your team in the mapping 
process (sales, service, marketing, others)

∙ Stay mindful to update regularly based on 
changing customer behaviors

∙ You can use maps to align your departments 
and team around customer needs



Include In Your Content

1. What does it cost?
2. What are the problems they have
3. How do you compare?
4. What Best Of lists can you create? 

that are valuable?
5. Who can you ask for reviews?
6. Sell the outcome!



Be Relevant to Your Buyer. Sell the Outcome
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