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SATISFIED CLIENTS



How NOT to tell a client to 
F%#K off

A lesson in how
Automation is not always

a good thing



Thought Leadership Series

Effective communication is 20% what you 

know and 80% how you feel about what you 
know

TODAY’S
AGENDA

Listening vs. 
Comprehension

Introductions

Frequency

Content

Tools & Resources
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“The single biggest problem 
in communication is the 
illusion that it has taken 

place.”

- George Bernard Shaw



Listen
Verbal, Non Verbal, Written, Visual
Stakeholder interviews, Written Questions, Visual 
Queues, diagraming 

Catalyst Pillars of
Communication

Engage
Tell Stories
Anecdotes, testimonials, use cases can open up 
new lines of thinking

Question
Leading Questions
Ask open ended questions that encourage clients to 
provide details

Comprehend
Synthesis of what you have heard
What clients say isn’t necessarily what they mean.



CLIENT ONBOARDING -
STAKEHOLDER INTERVIEWS



SAY THAT AGAIN



EXPECTATION
MANAGEMENT

Channel
Define your communication 
channels upfront and provide 
expected turnaround times.

POC
Ensure client has quick 
access to the appropriate 
point of contact for each 
issue that may arise.

Frequency
Proactive communication will 
always serve you well. No one 
has ever faulted us for over 
communication however a 
problem ignored is a problem 
amplified. Always be upfront 
and honest.

Archive
Archive all communication 
written or oral.

Access
Provide easy access to 
communication logs for the 
client



COMMUNICATION
PROCESS FOR LEADS
Getting in Touch

Automated Email, Scheduling Link

Phone Call

CRM Drip

Campaigns Drip

Feedback



Discuss

Question

Restate

Written Confirmation

Feedback

COMMUNICATION
PROCESS FOR SOWs
Getting on the same page



Client Portal Updates

Email Milestones

Weekly Sync ups

Formal Reviews

QBR

COMMUNICATION
PROCESS FOR PROJECTS
Getting on the same page



Zoom Transcription or https://fireflies.ai/

Exactly what to say, Phil M Jones

How to win friends and influence people, Dale Carnegie

Client Portal, Catalyst Connect

GOOD
RESOURCES



?QUESTIONS
AND ANSWERS



hello@catalystconnect.com

Slides/ Recording

mailto:hello@catalystconnect.com

