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Exceptional customer
experience is not a
luxury; it's a necessity.

For Small Business Owners: The Customer Whisperer

Small businesses have unique advantages that can be leveraged to create exceptional
customer experiences. 

You can forge lasting connections, drive growth, and secure a competitive advantage all
the way to success.

However, in today's fiercely competitive marketplace, small business owners face
numerous challenges to stand out and thrive. 

One powerful strategy that can make all the difference is enhancing the customer
experience. 

Read on to navigate customer experience and leverage the transformation of the 5E
process to nail customer experience in your business.
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Explaining customer
experience versus
customer service.
Customer experience can set your small business apart from the rest. 

But what exactly is customer experience? 

Beyond the transactional nature of customer service, customer experience encapsulates
the entirety of a customer's interactions with your brand. 

It's the emotional journey they embark upon from the moment they discover your
product or service to the long-lasting impression they carry afterward. 

Customer service focuses on addressing specific inquiries and concerns.

Customer experience encompasses every touchpoint, shaping perceptions, emotions,
and ultimately, loyalty.

For Small Business Owners: The Customer Whisperer
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And what about
customers and clients. Is
there a difference? 

Customers: The term "customer"
typically refers to individuals that
engage in a transactional relationship
with a business. Customers purchase
products or services but may not have
an ongoing or deeper connection with a
business. They often seek the best value
or price for their needs.

Clients: Often implies a more long-term
and relationship-based engagement
with a business or professional service
provider. Clients often receive
personalised and tailored services, and
the relationship is built on trust and
ongoing collaboration. .

Customers: Interactions with customers
can be sporadic and based on specific
needs or purchases. They may come and
go as their needs change.

Clients: Clients typically have ongoing
and regular interactions with the
business or service provider. This may
involve recurring appointments,
consultations, or continued service
delivery.

Transactional vs. relationship-based:

Frequency of interaction:

Customers: Businesses often serve a
larger customer base, making it
challenging to provide highly
personalised experiences for each
customer. Customer interactions are
often standardised.

Clients: Since client relationships are
more focused and long-term, there's
often a higher level of personalisation
and customisation in how services are
delivered to meet the unique needs and
preferences of each client.

Customers: Customers typically have
transactional expectations, seeking a
product or service that meets their
immediate needs. While trust is
important, it may not be as deep or
enduring as in client relationships.

Clients: Clients often place a higher
level of trust in their service providers
due to the ongoing nature of the
relationship. They may rely on the
expertise and advice of the provider for
more complex challenges.

Level of engagement and personalisation:

Expectations and trust:

Please Note: Depending on your industry or business model, the term customer and client may be
interchangeable! This ebook refers to ‘customer’ for ease of reading. 

For Small Business Owners: The Customer Whisperer
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Common experience
pain points for small
business owners.

Limited resources: Small businesses
often have fewer resources, making it
challenging to provide the same level of
customer service as larger competitors.

Inconsistent service: Due to limited
staff or resources, maintaining
consistent service quality can be
difficult, leading to fluctuations in
customer experience.

Lack of personalisation: Small
businesses might struggle to
personalise interactions with
customers, as they may not have the
necessary tools or data to understand
individual preferences.

Difficulty in scaling: As small
businesses grow, they might find it hard
to scale their customer service efforts
without compromising quality.

Limited technology adoption: Small
businesses may lack access to
advanced customer service
technologies, impacting their ability to
provide efficient and modern solutions.

Long response times: Smaller teams
can lead to longer response times for
customer inquiries, which can frustrate
customers who expect quick
assistance.

Competing with larger brands: Small
businesses often compete with larger,
more established brands that can
afford to invest heavily in customer
service and marketing.

Online reputation management:
Negative reviews and comments can
have a greater impact on small
businesses, affecting their credibility
and customer trust.

Inadequate training: Limited training
resources can result in staff members
who are unprepared to handle various
customer service scenarios effectively.

Financial constraints: Budget
constraints might prevent small
businesses from offering value-added
services or resolving customer issues in
a way that meets customer
expectations.

Growth Chat
Do you feel confident about growing your small business? Book a
Growth Chat for personalised advice for your biggest or scariest
challenge.

CLICK
HERE TO
BOOK A
CHAT!

https://www.growasmallbusiness.com/book-a-growth-chat
https://www.growasmallbusiness.com/book-a-growth-chat
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Introduction:The 5Es and
improving customer
experience (CX).

Entice: How do customers first hear about you? What triggers their interest?

Enter: What impression do you create for customers when they first find you?

Engage: When your customers and clients learn how your business works.

Exit: What is your customers' last impression?

Extend: Do our customers ever come back, or tell their friends about you?

To captivate and retain our customers, an understanding of their journey is paramount—
stretching from initial brand unawareness, to becoming enthusiastic advocates. 

This starts with empathy.

Empathy is a deliberate act of stepping into the shoes of our customers and clients,
understanding what influences them and shapes their choices.

Next is design.

Design is an exploration of the existing customer journey and how we can make it better.

The ultimate goal is to enhance the likelihood of their loyalty and to inspire them to refer
your business or word-of-mouth referral.

The 5Es tool helps you break down the end-to-end journey and provides opportunities to
improve both positive and negative experiences.

Let's explore each E:

Business Transformation Program
Why would you wait any longer to start living the lifestyle you
signed up for?

CLICK HERE
TO GROW

WITH EASE!

https://www.growasmallbusiness.com/business-transformation-program
https://www.growasmallbusiness.com/business-transformation-program


Be clear on your own goals for this workshop. Are you aiming to improve specific
touch points, understand customer pain points, or brainstorm new ideas? 

Identify the team members who will participate. Include individuals from various
teams not just customer-facing roles for diverse ideas.  

Determine whether the workshop will be conducted in person or virtually. Select a
comfortable and conducive environment that encourages open discussions and
creative thinking.

Develop an agenda outlining the introduction to the 5E's, the timeline for each
segment, and any breaks depending on time constraints.

Prepare materials such as whiteboards, markers, sticky notes, and any relevant
customer feedback or data that will be discussed during the workshop.

Begin the workshop by explaining the goals and importance of focusing on customer
experience. Share real-life customer stories or feedback to emphasise the impact of
great (or poor) experiences.

Start with an empathy-building exercise. This could involve role-playing scenarios
where team members take on the role of customers, helping them understand
customer perspectives.

Guide the team through each E.  Identify key touch points and interactions customers
have with your business. Highlight pain points, positive experiences, and
opportunities for improvement.
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Tips for organising a
focused 5Es workshop
with your team.
Hosting  a workshop with your team can align everyone's understanding and efforts
towards creating exceptional customer experiences. Big and small ideas will make a
difference when you add them up!

For Small Business Owners: The Customer Whisperer
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Share relevant customer feedback, reviews, and insights to provide tangible evidence
of customer perceptions and needs.

Encourage the team to brainstorm ideas for enhancing customer experiences at each
phase and use the 5E questions to foster creative thinking.

For larger teams, break the team into smaller groups for discussions. Assign specific
aspects of the customer journey for each group to analyse. Have them identify
potential solutions and improvements.

Collect the ideas generated and consider a prioritisation session another time.  Help
the team choose the most impactful and feasible ideas to implement. Create action
plans with clear responsibilities and timelines.

For a larger team, have each group present their findings, insights, and proposed
solutions to the entire team. This encourages cross-functional learning and
collaboration.

Allocate time for participants to provide feedback on the workshop's effectiveness.
Encourage open discussions about what they learned and how it will impact their
roles.

Summarise the key takeaways from the workshop. Reiterate the importance of
everyone's role in delivering exceptional customer experiences. Discuss the next
steps and how the ideas generated will be implemented.

After the workshop, put the action plans into motion. Monitor progress and provide
support as needed. Schedule follow-up meetings to track the outcomes and share
success stories.

Most importantly, have fun!

And even more tips. 

For Small Business Owners: The Customer Whisperer
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Questions to ask the team
at each stage of the 5Es. 

ENTICE ENGAGE EXTEND

ENTER EXIT

How will, or do,
customers learn

about us? 

What channels will
we use to reach

them? 

Why will they
become interested?

 
What do they hear
about our product

or service?

What impression
does the user get

from visiting? 

How will we
impress them? 

What impression
do we want to

give off? 

How intuitive is
their initial

experience? 

How many
customers stay
past their initial

impression?

What will trigger
their interest?

What impression
do we create?

What does the
interaction
look like?

What is the
lasting

impression?

Is there an
opportunity for a

future relationship?

What are the actions
the customer

performs? 

What activities do
they engage in? 

What are their
primary goals? 

How do we help
them reach their

goals? 

What convinces
them they’re using

the right product or
service? 

Do they have any
doubts? 

What lasting
feeling do

customers get
when they exit

from us? 

Are they feeling
fulfilled, or was
their experience
questionable? 

Did the final
product meet
their needs? 

What signals the
completion of

their experience?

How do we entice
the customer to

return? 

What makes them
want or need to

return? 

How do we plan to
communicate with

previous customers? 

What do they say
about their previous

experience?

For Small Business Owners: The Customer Whisperer



Start by evaluating your
existing customer
experience across all touch
points. 

Identify strengths and
weaknesses in how you
currently engage with
customers. This assessment
can include analysing
feedback, conducting
surveys, and examining your
processes and interactions.

Action: Create an audit
document that outlines your
findings and prioritises
areas that need
improvement. This will serve
as a baseline for measuring
progress.

Three actions we recommend you take:

Weekly Leadership Email
Imagine having access to practical, actionable insights delivered
directly to your inbox every week. Join the community!

CLICK
HERE TO

JOIN

Improving customer experience is not a one-time effort. Be prepared to adapt
and evolve your strategies as your business and customer needs change.

Additionally, consider seeking external guidance or consulting services to help
you implement your vision of exceptional customer experience. 

Run an 5Es workshop. 

Each stage focuses on a
different aspect of the
customer journey. Begin by
developing strategies and
initiatives for each stage
based on the insights gained
from your assessment.

Action: For each stage,
develop action plans,
allocate resources, and
assign responsibilities.
Consider how you can
enhance customer
attraction, streamline
onboarding, improve
engagement, facilitate
smooth exits, and extend
relationships with your
customers.

 

Customer experience
improvement is an ongoing
process. 

Implement systems and
tools to monitor the
effectiveness of your CX
initiatives. Regularly collect
feedback from customers
and employees, track key
performance indicators
(KPIs), and make data-driven
decisions to refine your
strategies.

Action: Set up a CX
performance dashboard and
track metrics that matter
most to your business.
Schedule regular reviews to
discuss progress and make
adjustments as needed.
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https://www.growasmallbusiness.com/book-a-growth-chat
https://www.growasmallbusiness.com/weekly


Weekly Leadership
Email Fridays

20 minute Growth Chat
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Business Resources from the Grow A Small
Business Team:

Blog Posts: We write
about marketing,
strategy, people,

systems and funding

FREE Transform Your
Performance 10 Day Short

Course

FREE Practical Guide to
Recruitment Marketing

Grow A Small
Business Podcast

We understand the unique challenges faced by small business owners like you, and we're
here to equip you with the knowledge and tools you need to thrive and grow your small
business with ease. 

For Small Business Owners: The Customer Whisperer

https://www.growasmallbusiness.com/blog
https://www.growasmallbusiness.com/blog
https://www.growasmallbusiness.com/book-a-growth-chat
https://www.growasmallbusiness.com/weekly
https://www.growasmallbusiness.com/transform-your-performance-short-course
https://www.growasmallbusiness.com/recruitment-marketing
https://www.growasmallbusiness.com/podcast


The Business
Transformation

Program
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The Ultimate Recruitment
Toolkit Course

Grow A Small Business
YouTube Channel

Meet-Ups with Small
Business Owners

Recommended Reading
The Experience Economy

Recommended Reading
Ignore Your Customers

And Even More Business Resources from the
Grow A Small Business Team:

We understand the unique challenges faced by small business owners like you, and we're
here to equip you with the knowledge and tools you need to thrive and grow your small
business with ease. 

For Small Business Owners: The Customer Whisperer

https://www.growasmallbusiness.com/ultimate-recruitment-toolkit
https://www.youtube.com/@growasmallbusiness/videos
https://www.growasmallbusiness.com/meet-ups
https://www.growasmallbusiness.com/business-transformation-program
https://www.booktopia.com.au/the-experience-economy-with-a-new-preface-by-the-authors-b-joseph-pine-ii/book/9781633697973.html
https://www.booktopia.com.au/ignore-your-customers-and-they-ll-go-away--micah-solomon/book/9781400214921.html

