Introduction

This discussion paper addresses some concerns raised by Itchybrain Productions in  dealings with clients throughout the web development and design process.
This paper will discuss issues from a client’s perspective and will make suggestions throughout on possible questions that could be asked at each stage in order to improve the experience for the client.
Background

Any purchase decision for any person directly related to a business (ie in small business) is an emotional one.  Even if they appear to approach things from a logical perspective, in the end, they will be concerned that the purchase decision feels right.
The potential client is scared of three things:
· Making a mistake – no one wants to look, feel or sound like an idiot
· Making a commitment – no one wants to feel locked into something that they are not certain about
· And YOU – every potential client will assess you to figure out if you are being truthful and are trustworthy.
If you truly want a client to feel comfortable with you and your offerings you need to build a relationship and not sell a product.  The best way to achieve this is to really listen to the client and not talk about your products until you are certain of their needs 

and desires.
A client will look to you to guide them through the process, especially if they are unfamiliar with website and design development.  What they want to know is that they are getting all the information and that you care about them.
No two people have the same criteria for buying a product, so never deliver or sell your product and services the same way expecting the same result.  Too much detail could really bore some people and put them off, another will want to know everything.  The quickest and surest way to achieve this is to be guided by your client and to ask them about their criteria.

Be passionate and excited about your products and services, you are not a web designer to your client you are a potential creator of business wealth or something else entirely. Really find out what this project means to them and who they are expecting you to be.
Get to know your client and setting up the first meeting
The best way to make your client feel comfortable and at ease is to make them feel cared about and to listen to them.  You are not selling them products and services but a solution to their needs and an experience.  So do not talk about your products until you have addressed what needs you are trying to fill and then ask permission to present your products.
If they want to head quickly to the products and services you could potentially say:
I would really like to understand you and your business needs first so I can make the best possible suggestions about the way forward.  Do you mind if I ask you some more questions so we can achieve this?
The client will appreciate someone who takes the time to talk about their problems and challenges.

If you are worried about not addressing all your clients concerns and disconnecting with them you could set your session up with a statement like:

I am assuming that you came to me because I have expertise in this area, so going forward, so we can achieve the best outcome, I want you to really make use of my expertise and ask me any questions, no matter how silly you think they might be. Would that be okay?
OR

I believe if we are truly to make the most out of this website for your business you need to feel free to ask me any questions about anything you are unsure about.  Do you have any concerns right now?

This will accomplish three things.  Firstly, it will give you credibility as an expert, secondly, it will allow the client to feel more at ease about asking questions and not having to know everything and thirdly it will make the client feel like you care about their business and want the best for them.

After listening to all your clients needs and clarifying everything, you might say:

I think we have a clear way forward for this project and overall I think we can come up with a great design/website.  I have a few suggestions, would you like to hear them?

Always ask permission to tell your client about your products.

Other possible questions to get to know your client and their needs include:

· What’s the biggest challenge in your business right now?

· What are you wanting this website to achieve?

· So what I am hearing is that you would like your website to do blah?  Is that right?

· Going forward together, what would be the most outstanding outcome as a result of this project?
· What is it that you most value about this investment?
· What is your criteria for choosing a graphic designer for this project?

· Do you have any questions or concerns that I have not covered?
· Does this all make sense to you so far?

· Do you mind if I check in with you throughout the conversation to make sure I have covered everything you want to know or have concerns about?

· Is this your first experience of getting a website designed? 
· If Yes -  What worked for you and what didn’t work for you in your previous experience?
· Or No – great, what has been your experience.
· So we can get the best out of this project, as we move forward together what are you expecting from me as your designer? What are you looking for in a web designer? 

· What is the best way for me to communicate with you during this project?

Creativity
Around the creativity aspect, a client will be worried that you will not capture what they are after with a logo or branding or website design.  They are concerned that you will design something they will be unhappy with and still have to pay for it because you have completed the work.

It is imperative then to show a client some samples of your work and then to talk them through their ideas.  I imagine most clients don’t really know what they want, but they will know what they don’t want when they see it.
Possible questions:

· What messages would you like to convey about your business?

· Have you seen any features in any websites that you particularly like that you think might work for your website?

· What is the main aim of your website?

· I have a process which I usually follow for logo development to ensure you will be happy with the outcome, which my previous clients have really loved, would you like to hear about it?
Money

As a solo, micro or small business person who may have just borrowed large sums to finance their business, they will most likely be concerned about the costs of your services and the perceived value to them.  They may not have any money coming in from their business just yet and probably have a lot of money going out.  They want to make sure they are getting value for money.  Having said that, never discount your product – just add value.  If you go in with a positive attitude to delight and surprise and go beyond their expectations they will not be concerned about the cost.
Most people won’t know that other graphic design companies will not give them IP rights and they will have to go back to them at every turn.  Communicate your point of difference to them if they want to know.
When speaking about money, it is best to talk about investments rather than fees etc. It softens the language and communicates the real purpose of the purchase – investment in their business.
Some other concerns a client might have is about on-going costs especially if they are getting package deal.  They might be concerned about how much things will cost in the future if I need things done on an ad-hoc basis.

They might also be concerned they cannot think of every possible thing they will need for the future.  So being able to provide people with suggestions with what they might need or a list of all the possible things they could have might be useful to some.

Providing clear outlines of what is included and what is not included will help to alleviate these concerns.  If you sense someone has questions, ask them ie “do you have any questions about what is included in the package?”

Contracts
As a solo or micro business, some might not even think about the prospect of a contract ( I didn’t!).  You should offer your client the option of a standard contract you have or one they have created.  Be careful to address all their concerns with it and go through it with them thoroughly.
Content Creation

Your client may be expecting or may not know whether or not you provide the content for their website, if this is the case do not just say ‘I don’t do that’ or whatever language you use at the moment (and I’m sure you are far more eloquent). Turn it around and make them feel significant and ask them up front:

You: In my experience some clients have some questions about providing the content for the website or thought that I would be providing the content.  Do you have any questions or concerns about this?

Client:  Ummm yeah, I thought you did provided the content.

You:  My expertise is in web design and it would be arrogant of me to assume I am an expert in your business and know what your customers want when I know you have been working so hard on that researching it all.  Having said that, I can advise you on what types of things are useful to have on a website, how much content to have and SEO rules. If you needed help with content I do know some writers who could help you put material together.

Questions the client may have:

· SEO language – is it tricky, can you teach me?

· Is it really that easy to update my own website?
Schedules

Your client will probably expect that you would be in frequent contact with them and update them about their project.  They might not have understood that you have other clients and that you will not be working on their project everyday.  It would be great to have a script around this and also a standard which you can advise your client about and stick to everytime.  Ie Your standard might be, if you call and leave a message I will return your call within 24 hours or 48 hours for an email or whatever.  Just make certain that whatever rules you have for this, they are clearly communicated to the client and that you stick to them.  However you decide to play this part, just remember that your client is looking for a consistent experience, even if that experience is every day or every other week.
The client will also want to know how long the project will take and why it takes the length of time that it does.
Possible questions:

· What is your timeframe for completing this project?

· I would like to write up a schedule of key milestones for this project and send it to you to look over so we both know where we are up to, would that be okay?

Some possible client questions that I have not addressed in this document:
· If I want the Barebones system, how do I know it will serve my needs in the future?

· What about website hosting?  How does that work?

· Even if I update my own website, will it cost me every time I upload new material with my website host?

Conclusion

Clients like to feel included in the process and like you to care about them and their business.  By asking lots of questions along the way, especially ones that would usually elicit a yes response or ask the clients permission will make the client buy into the project, feel listened to and included. For example:

You: I would like to write up a schedule with key milestones and send it to you for you to look over so we are both on the same page, would that be okay?
Client: YES! That would be fantastic.
Rather than:

You: I will write up a schedule of key milestones and send it to you.
Client: Okay.
The person who asks the questions has the control.  
Let the client know that they are the expert on their business and you are the expert in your field.  Phrases like:  “In my experience..” give you credibility as being an expert.  Clarifying statements back to a client about what they want makes them feel significant and listened to “So, what I’m hearing is that this would be important for you, is that right?”
Trust your instinct!!  If you think the client is nodding along for the sake of it or feeling disconnected just ask them.  They will more than likely tell you if you do.
