
The Page Builder Summit 8.0 was brought to you by our Partner Sponsors: 
 

    

Kinsta GoDaddy Melapress Blackwall 

 

Emilia Farrace - From First Click to 
Forever Client - Elevate your Client 
Experience for Business Growth 
 
[00:01:19.700]  
Hi. Welcome to First Click to Forever Client, Elevate your Client 
Experience for Forever Growth with Emilia. Hey. So I'm really excited to 
be giving this presentation. Once again, my name is Emilia, She/her/ 
hers. I'm the founder of The Launch It Co, previously called Simply 
Elaborate. We are a WP Host Design Agency and a template shop, and 
we recently launched a new product called Launch It On The Fly. I've 
been in the business of helping entrepreneurs in the health, wellness, 
and lifestyle space for, I think, close to 20 years now. I I have changed and 
shifted and pivoted my services, but one thing remains clear. We are a 
website design agency, and we help people with their online presence 
and also a sustainable online presence. So we are using trends in a way 
that is classic and lasts a long time, as opposed to just floating from one 
trend to another. 
 
[00:02:25.100]  
We've helped countless people take control over their website's online 
presence and building sustainable businesses that impact their 
communities. It's one of my favourite things to do. In my free time, I love 
to do yoga and explore the local trails and restaurants close to my home 
in Niagara, Ontario, with my husband and two young daughters. Let's 
dive in because this is a meaty topic. So I'm here to ask if you love what 
you do, but you want to do more, you do amazing work, but are your 
clients coming back or sticking with you after launch? And this is the 
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bones of this presentation. So the client experience is what keeps people 
returning. I have believed that since the inception of my business and 
since the inception of everything I've ever done. And it's been no more 
clear than now. So 20 years in business, online business agencies. We 
have seen a change and shift in the website design industry, and for 
good reason, finally, people are getting online. I I think anyone here 
might recall a time where you had to basically sell the fact that you 
needed a website to begin with. We are done with those days. 
 
[00:03:39.080]  
That's how long I've been doing this. I used to have to spend my sales 
calls just convincing them they needed a website because they didn't 
believe it. So it's crazy how things have shifted. And during that time, of 
course, functional and beautiful design is what helps a website launch 
well. But the client experience is what keeps people returning. And it's 
way more important, dare I say, than the design or the end result, 
because we need to ensure that these people feel supported when 
they're hiring us to help them. So let's make sure that our systems match 
the skill. So what does this mean exactly? Well, after your client finds the 
contract, this means that you're no longer winning them over in a lot of 
people's minds. But that's not actually what it means. The real fail is 
about to begin. So every inch of your process is now in the hands of the 
client experience. How they get from point A of your project to point Z, Z, 
Canadian, is what will determine if they're lifelong or get the hell out of 
here. I paid for this service. Let's just move it along, and then I never want 
to talk to these people again. 
 
[00:04:51.460]  
This is so important because my belief is that a website is never done. 
Once it launches, there's still so much more to do. Basically, put up your 
hand if you've launched a gorgeous site and then the client goes and 
bundles it because they tried to edit something that you didn't agree 
with or they think that they're a designer or, of course, Canva. We love 
Canva, but you still need to know design in order for Canva to be 
effective, just like with all AI tools, right? So first we're going to start off 
with smarter consultation forms. I'm going to take you through steps A 
to Z and get this process nips. And first things first. I'm going to... 
Obviously, the first things first is your website. I don't need to talk to you 



guys about your website and how important it is. So pretend we've 
already got that taken care of. I'm not here to teach you things that you 
already know. But your consultation forms, we need smarter 
consultation forms. I will say that I see this all the time. It's one of the 
mistakes I see a lot of website designers, freelancers, and agencies do. 
 
[00:05:58.400]  
It's the same old, like fill in a form, get in contact, let's book a call. Now, 
booking a call, all of that, great. Kudos to you. But we want smarter 
consult forms. You want to ask strategic questions that align with your 
service values. You need to ask questions in a way that gets them 
answered so you already know about this person, about this company, 
and if you're going to be a good fit. Because remember, a console form is 
for you to determine if this is the right client for you as well. You need to 
dig into their goals, their challenges, their style. You want to set your call 
up for success by gathering this context early, early about their project, 
about themselves, so you can understand what they're going to be like 
to work with. You need to control that call. You need to control every step 
of this process because they're looking to you to be the expert. At the 
same time, we need to hear them about what it is about their business 
that makes them the expert. We need to blend together. We need to 
work together. We need to remove our egos and and get the point of 
this project out into the world, which is their website, their online 
presence. 
 
[00:07:06.720]  
So we need to help them along that way. One of my favourite things to 
do, I did a training in this summit last year about it, Prep Sequences That 
Prime. So after they filled out that consultation form, you want to deliver 
an email with the next steps. So in this instance, one of my favourite The 
Tricks of the Trade is to purposely have them book a call seven days in 
advance. So this is something I started doing about eight years ago in 
my business because I really needed to get a handle and prepare myself 
as much as I wanted them to be prepared. So I would book someone in 
advance, make sure they went seven days into my calendar so that then 
they were popped into my email list. They were strategically receiving 
five over the course of seven days. I wanted them to receive all this 
information about me and my service and how I work. I didn't have to 



waste time on that on the call. I wanted them to already understand my 
prices, to get a feel of everything. It's something that is single-handedly 
changed the sales and onboarding process for my clients, and I still do it 
to this day. 
 
[00:08:28.540]  
Before they get on that sequence, you just want to make sure that your 
thank you page counts. Share an overview of what's going to happen. So 
you can tell them, Hey, over the next couple of days, you're going to get 
emails from me. I'm going to tell you about A, B, and C. And you're going 
to tell them about you, about your process, about your portfolio work, 
how you've helped other. You could even throw in some testimonials. 
Because these are things that are so key and wonderful, but you're not 
going to sit on the call with them being like, So this one time, this client 
said this. I mean, maybe if it's appropriate, but this is a way that you're 
already getting in their minds and in their their worlds without being 
abrasive and before they've even talked to you. So then they have all this 
information before they're on the call. You can spend the call getting 
down to the nitty and gritty about the project as it should be, right? And 
you might even be saying, well, that's what I have the website for. All this 
stuff is on my website. But as you know, we need to always be marketing 
our website and all that information. 
 
[00:09:30.130]  
And here is the first step. Let the clients feel informed and excited to get 
on this call with you. Send them these emails to prepare the both of you 
and just really dive in because that level of attention to detail is already 
going to get them so excited to deal with you. This consult with 
confidence. So this is a discovery moment. It's not a pitch. So discover 
that. If you have prepped your sequence well, they should already be 
reading and getting to know you. Get to know them on this call. You can 
reference your emails to them. This is a good opportunity to find out if 
they've been paying attention to your emails, so how excited they are 
already to be working with you and connecting with you. So you can tell, 
Oh, okay, they've been paying attention, aka they're good at their 
homework. They have been reading. Two, you are training their inbox to 
open your emails, first of all, and to be paying attention to the things that 
you have to say. You want to take this opportunity to reference those 



emails, even if they missed I just want to preface, if they haven't read the 
emails, this does not mean that they're going to be horrible clients. 
 
[00:10:35.020]  
It's just a way for you to understand how they work. I want you to ask 
open-ended questions to uncover the real problems. You want to 
showcase that you've done your research. So hint, you better have done 
your research. Get off your bum and show interest in them. Show 
interest in their business. Use that consult form, all of that information 
that they've given you. Pay attention to what they're saying. Pay 
attention to the things that they're saying, and then you do that 
research. Because this then turns into your sales call. You want them to 
understand that you understand them. Then if you don't understand 
them, you use this call to get clarity and use it as a learning and a sales 
opportunity for you both. So if they're not clear on what their service is, 
you need to kindly share that with them because you need to be clear. 
They need to be clear because it will affect the overall project. Okay? So 
your solution Your service is the solution to the problem. You don't solve 
one part of the problem. Let them know how you can help. Sorry. If you 
don't solve one part of the problem, let them know how you can help 
them anyway. 
 
[00:11:42.000]  
Can you connect them with someone who can? Can you work together 
on it? There's a load to how you can approach this, and it's all going to be 
depending on your comfort level. And as you get better and better at 
your sales console, your confidence will get better. It's just how that 
works. So you don't have to worry about that. You are going to evolve 
and just start right here. So if you're already on this slide and going, This 
is too much. I can't figure... Like way too much, or it's way too scary, just 
think about the next person you're going to talk to. It's not meant to 
overwhelm you. It's just supposed to build and build and build, right? So 
you just want this person to know that you're going to be a supportive 
environment for them. You're going to help them get this project 
launched. It'll happen, right? That's what they're looking for you for. I 
want you to hear what's not being said in this call, things you're asking. 
Sometimes what they say isn't the actual problem. Read between the 
lines. I know we could feel like we're on a call and this is all about us. 



 
[00:12:47.350]  
This is all about how you're going to get their website to be A, B, and C. 
But this is really about... They have a problem. They're looking to you to 
probably spend a lot of money, and it doesn't matter what budget we're 
looking at. I could be talking to you and your full website can be $1,000, it 
could be $500, it could be $10,000. The point is, any of those amounts is 
an actual lot of money to some person, right? They're looking to you to 
solve the problem. And it's not always the website. It's how do I update 
the website? How do I get the website out there? How do I make it easy 
for them to get sales? You have to pay attention, and it's not always a 
perfect page on our website. You want to ask follow-ups like, what would 
success look like for you? What is the magic wand perfection after this 
project that we work on together? Why now? Why are they looking to 
finally do this if they've been dragging their feet forever? Notice their 
tone, their energy, their hesitation. Clients often know what they need, 
but you can help. 
 
[00:13:54.840]  
As you continue to do more projects, you'll be able to pinpoint exactly 
what you've heard over and over and what really is the problem. You 
want to reflect their concerns and you want to reframe it where needed. 
So in our industry, you're most likely a lot going to come up to people's 
hesitancy with tech. I don't want to touch my website. I don't know what 
to do. And I have a list of 25 things wrong with my current website, and 
they want to do this, this, and this. And when you really listen to them, 
it's just because they don't know how to update their website. And that's 
really all it is. It has nothing to do with the strategy and the way that the 
design is. It's like they didn't get that proper training and they can't take 
it to the next level. That's a different problem than, I need a whole new 
website. How can you, with your services, give them what they need 
without putting them down another path that's just going to waste their 
time and money. You want to be fast, clear, and professional. After the 
call, I cannot stress this enough, send your proposals on your contracts 
within 24 hours. 
 
[00:14:57.790]  



Now, this means you should be on a CRM or some service that has all of 
your packages ready to go so that you can pinpoint them. I love using 
simple, beautiful templates. Keep the momentum high when their 
excitement is high. If people have FAQs or they're asking questions 
about your proposal, adjust your templates for the next one to 
incorporate them or make them easier. Again, hear what they have to 
say. Everything they tell you, every piece of feedback is going to make 
your service better. This is how you grow. If you are still making beautiful 
custom proposals on Canva or Adobe or whatever, and you're typing 
them out, Can I just say, I think we need to stop doing that? We need to 
We need to make it easier for you, and we need to make it easier for 
them to just see what's up. For me, I use Dubsado. I've been using 
Dubsado for years. I really love their systems. It is so easy for me to send 
out a proposal, a contract, and get it done. I can adjust every proposal 
per project. So I have my templates. I talk to someone, I'm all fresh with 
ideas. 
 
[00:16:08.970]  
Immediately, what we've outlined on our call, which is always step by 
step, every page that they need on their website services page, we've 
already outlined everything. I swap it right into that proposal. I have a 
section of my template that is made for me to add the per client project 
details. I put everything we talked about right away. This is so important 
because it shows the client that you've listened. It shows the client that 
you understand and we have a way forward. And it's a little trick. I have a 
lot of consults a week. I'm a very busy person. I am on calls all the time. 
Putting everything that we talked about directly into the proposal 
means that that person could take a few weeks to sign, which they don't 
normally do. But if they do, I have exactly what we're doing already in 
that proposal. They've signed on it. Scope creep, it is not... Okay, scope 
creep can always be a thing, but when you outline exactly what you're 
doing and it is in that proposal, you've just eliminated that problem. It's 
in there. So this just helps set the tone about the entire process. 
 
[00:17:24.620]  
I think at this point, we're on step three. They're impressed, they're 
excited. They're like, I got to get on this and let's do this. You want to stay 
warm with them after the call. You want to email them, Thank you, next 



steps. Even if they don't confirm, follow up. Pay attention. If you are not 
following up at this stage of the process, they No, they won't be 
expecting much more from you when the project starts. I can't tell you 
how many times this has happened to me as a consumer. So not even to 
do with websites or anything. If the person is so exciting and then I never 
hear from them again, it leads me to feel like they're not confident on 
the project. They didn't want to work with me, and they're not excited 
about it. I want them to be excited about it. Share resources if you 
promise them. I can't tell you, again, how many times someone has said 
they will do A, B, and C and all of this, and then they ghost me. First 
impression's never changed. This is your opportunity. Just say what you 
are going to do and then do it. 
 
[00:18:21.140]  
Keep the tone confident and kind always. And this is just a really great 
opportunity for you to continuously show up and be of service for them. 
Liz Wilcock said once on a workshop, she's an email marketing queen. 
Many moons ago, she just said, products are for serving, not for selling. 
That's what your service is here, products. We're selling a website. It 
doesn't matter that it's a service, right? It's a product that they're buying 
from us that just ends up being a service. We are to serve for them. We're 
not here for selling. We're here to serve. And that starts even before they 
give us money because that's also has them be confident in us. Next 
step, you want to onboard with ease. I so recommend OneHub for 
everything. I hate emails. I hate it. Anyone who emails me that isn't a 
client knows I hate them because it takes a little bit longer to get a 
response from me. But I actually have an auto responder that says, I'm 
busy working with my clients. If your sales just hang tight, I'm going to 
get to you. But once you're a client, you're my priority. I like saying that 
because a lot of times that Isn't the case. 
 
[00:19:30.900]  
A lot of times we spend so much time just fawning over people who 
haven't paid us, and we forget that people who are paying us are here 
waiting for our help, right? Onboarding is the first step of that. I love 
Basecamp. I've been on Basecamp for years. I think it is such a 
phenomenal tool for website designers. You get to put projects in their 
own projects, templates. Everything is there. Your client is there. They 



can email into the project if they like emails, and we get to just sit and 
work on multiple projects without driving ourselves crazy. Whatever 
project platform you're using, please record a walkthrough video. It 
might seem really simple, and it probably is really simple. But when 
you're learning something new and you haven't ever heard of it before, it 
is not easy to jump on board. So record a quick walkthrough. Welcome 
them. Reduce the overwhelm from the start, because we are in an 
industry where if someone is hiring us for a website, they're 
overwhelmed by it. That's the number one thing, right? They need it. 
They don't have time. They don't have someone on their team that can 
deal with it. 
 
[00:20:35.090]  
We want to reduce that overwhelm. Pay attention to what your clients 
are saying about the process. They will share it with you, especially at the 
beginning. And then they'll be saying things like, Oh, I didn't see that 
there, or, I didn't really understand what I had to do, or, I didn't see that 
video. That's all feedback. Listen to it and adjust and pay attention and 
change your onboarding to make easier. The onboarding, just like if 
you've ever worked a job in the corporate world, what was your 
onboarding experience like? That is the most important. It's the most 
important way to welcome someone into the world, and it's no different 
when working on a project with you. Oh, my super favourite. Talk like a 
human. I'm just going to let that sit in. Talk like a human, please. We 
want to use empathetic conversational language. Avoid the jargon and 
legalese. Be real, clear, and kind. If you use AI, edit the AI. AI helps us, but 
it makes anything it output sound like a robot. I'm sorry, it does. Nobody 
wants to pay for a one-on-one service to be spoken to like a robot. You're 
on their side. 
 
[00:21:50.280]  
You're part of the team. Even if your website package says you're in and 
out within a month, you're on their team for the month. No fake 
language.  Figure it out, write it once. It could be your template, but it 
needs to be yours. Okay? I cannot say this enough because when you 
start talking to them like a human, their brain goes, Oh, I'm talking like a 
human. And how are, unfortunately, some people with customer service, 
when they think that they're talking like a human, they're rude. They just 



operate different. And you might say, Well, that's an ICA. That's a red flag 
ideal client. I would never work with them. But we're human beings, and 
it's natural. Talk like a human, be human, they'll appreciate it. Handle 
hiccups with heart. I love this one. So okay, again, pulling into the fact 
that we're human and stuff happens. There is no project I've ever been 
on, ever in my 20 years, That doesn't have a problem happen. That 
doesn't have something go out of line or it's not a perfect process 
because that's just not the way it is. You're never going to have a perfect 
process. 
 
[00:22:55.630]  
Everybody is different. Every project is different. You're going to have a 
hiccup. And I I want you, when this happens, when this happens, to 
listen. Listen first and don't get defensive. Validate the emotions that are 
coming at you. They're probably going to be angry depending on what it 
is. You might have a really easygoing person who is not angry or 
anything like that. And that's fantastic. But that doesn't mean that their 
emotions aren't valid, and you have to pay attention to what they're 
saying. Just because they're calm doesn't mean they're not angry. You 
have to understand their point of view. They've paid you a lot of money 
and something happened. Take ownership. Take accountability. Figure 
out a way to solve the underlying issue together. Show them you care 
and you actually care. Like, actually care. Don't look at this presentation, 
type notes of like, Oh, here's the things that you should do. No, actually 
care. Look at it from their point of view and understand that they don't 
care how much time and effort you've been putting up until this point 
because it doesn't matter to them. They have given you whatever tonnes 
of money that they have given you. 
 
[00:24:03.120]  
And that hurts. It doesn't mean that they're not eager to do it or they 
want their money back. It means when something bad happens and you 
need to fix it, the client experience they're going to remember is your 
reaction to the hiccup, not the hiccup. And this is so important. I cannot 
stress this enough. Just take accountability and move forward and get it 
done. It is so amazing when you get to the other side and you can work 
through a problem, okay? So really, I urge you to pay attention to it. Don't 
disappear. Next up, even if the project slows down, don't ghost, 



especially in the website creation industry. We often are always waiting 
on copy. I think I can speak for us all that number one project holdups 
with websites are clients not providing copy. We get it. We get it. Don't 
ghost them. Don't act like this is them a problem, okay? You're going to 
send updates. I'm still waiting on X, but here's what I'm working on. 
Figure out what you can do without their input. Clients respect being 
kept in the loop, you need to pay attention. Communicate even if 
timeline shift. 
 
[00:25:20.650]  
Proactive updates are way better than perfection, and your consistency 
is going to build trust. So this can be if they're taking forever or if things 
have got out of hand on your end. Most of the time, businesses and 
people we're working with are also crazy busy, and they're also all over 
the place, and maybe they don't even notice. But the fact that you're the 
one who writes them to let them know of any updates is going to really 
just make them feel at ease. Because when they are paying attention, 
one Thursday night, they're finished their 14-hour day, and they sit down 
and they're like, oh, my God, I haven't heard from website designer name 
in three weeks. What's going on? They're already stressed and now 
they're thinking about you. But think how amazing that would be if 
they're already stressed and they know that you already updated them 
on the website project. So, okay, it's not on time, but they have that 
communication. You've already eliminated the freak out. And that's why 
it's really important. When they drag your feet, don't wait. So this is, 
again, where you're going to show up and you're going to nudge them 
and you're going to be supportive, work on what you can. 
 
[00:26:38.720]  
In the meantime, this is your responsibility. And this is hard to hear, 
especially because I just went through. Of course, sometimes it takes a 
long time, and they're not giving their copy or whatever. But I'm sorry to 
say, this is your responsibility. It's your responsibility to get the project 
completed, even if it takes forever to get the content to you. It's up to you 
to figure it out. You want to get paid? You want to end the project on 
like, this agency is amazing? It is your responsibility to get the project 
completed. If your client doesn't give you copy, and if your client doesn't 
give you photos, give you whatever, you need to figure it out to get that 



project done in a way that serves them and completes your part of the 
project contract in a powerful way. An example of this is literally, if it's 
taking so long, figure it out. Create a demo. Get a website page 
completed with demo of what you think should be there. Put 
placeholders, put headlines, put subten... A lot of people nowadays, we 
work off templates, we work off frameworks. Get that done for them. 
Design something around something that they can just pop in the 
content after. 
 
[00:27:59.380]  
Sometimes this is actually what clients are looking for to help jump 
spark them. A lot of people are very visual, and they just can't get it 
together. They don't have a copywriter. They don't like looking at copy on 
a word doc. But then somehow, magically, you You've put a bunch of 
lyrpsum on a page and been like, Hey, this is what I want to design. I 
need the content. You tell me when you're ready. I've done that so many 
times and actually turned into templates for me. It was actually 
phenomenal. I need to get the project done. I'm not going to drop the 
project. I have a clause that, yes, after a certain amount of time, I can 
charge them and abandon the project if they've abandoned. I don't like 
it. It doesn't feel good. Legally, I have it in there, but I want to empower 
them. People go through a lot of crap. This is like, hello, I don't even know 
what year you're going to be watching this. It's 2025. We are in like, 
world's crazy right now. World's always going to be crazy. Everyone has a 
story. Everyone is dealing with something. 
 
[00:28:59.110]  
I mean, them to know that someone's got this handled. If they're taking 
forever, figure out a way to get the project done. Okay? You are a 
responsibility to get the project completed, even if they take forever. Was 
that harsh? You got this. Gentle guidance goes far. You are not their 
coach, but you are their guide. So step in when you see them struggling. 
I can't stress this enough. Offer structure when they're stuck. It shows 
that you care about the project and their success, and you're not just in it 
for that dollar. And this just really is a lesson in life, and it's going to make 
your business stronger. They'll remember your support and how you 
made them feel in addition to, they helped me I have this website down, 
and I can't even figure it out. Build whatever helpful structure you create 



into your process for the next client. It'll make you better. So that's what I 
view every one of my one-on-one clients, which we still take. We are one 
of the only three website companies that still actually work one on one 
with people in addition to templates and all of that, because we are 
always growing. 
 
[00:30:10.330]  
And all we do, so every client is different. Every client needs adjusting, we 
take those adjustments and then we just add them to make the next 
client better. It's just good sense, to be honest. And it helps. You're 
learning and it makes it easier. As a cycle, it makes it easier as a cycle. It 
makes it easier to be confident and to sell the websites. I promise you 
that. Just guide them, figure it out, and then add it to your process. Don't 
guess, ask. Mid-project, the best thing you could do is, How are you 
feeling about everything so far? Don't assume. Invite the feedback 
before it becomes a problem. This is to prevent misalignment. So ask 
what's working, what's not working. Listen and adjust. This is a great 
opportunity to ask for a testimonial as well. You don't have to wait till the 
end. You don't You can figure out what's happening. You could adjust 
those structures, everything that you're figuring out on your own as well. 
This is the time. There's no problem with sending a milestone check-in, 
grab a testimonial midway, and again, Make them show that you care. 
Because sometimes testimonials right at the end, I don't know, I urge 
you to still do that, but then you can get multiple testimonials and you 
can get feedback and help and just see where they're at. 
 
[00:31:28.710]  
And it's really exciting for you as Process upgrades for the win. After 
every project, take 10 minutes to ask what's worked, what felt messy. 
Document one improvement at least and implement it for next time. 
This is how you grow. No Don't wins and bottlenecks, and there will be 
some, and brainstorm how you can make it better. Ask your contractors, 
masterminds, and even Facebook group communities for advice here. 
Don't use this as an opportunity to bitch about a difficult client, okay? 
Difficult clients help you grow and help you be better. Refine at least one 
element per project. If you can, there's always room for improvement, 
and this is so, so key. I will say this again. Tough clients equals lessons. 
Clients are hard. Tough clients are harder. But those are the ones that 



teach you where your systems need to be tighter. Use them to refine 
your process and your red flags. Hard projects reveal weak spots and 
they make you better. Be your own boss. Being your own boss doesn't 
mean that you don't have difficult coworkers, and your clients are your 
coworkers or like way more bosses. It means that you're the one now 
that has to solve all the issues that arise, so you can't be afraid. 
 
[00:32:45.330]  
Don't be afraid. Titan your boundaries and your filters. Turn your 
frustrations into refinements. If you let your ego take over, I could 
promise you you won't laugh long. I will say that again. If you let your ego 
take over, you will not last long. Don't ghost your old clients. Continue to 
show up in their world, comment on their posts, celebrate their wins. 
They'll remember it and you when they need you again. Stay visible in 
their world. Cheer their wins publicly. Future work starts with presence. 
Don't let them go cold. Website's age. Set a reminder to check in every 
6-12 months. Offer refreshes or audits. Stay helpful and relevant. Pay 
attention to them and how they've been updating their website. Are you 
noticing errors? Things that you can help? Do you have the time to give 
them helpful suggestions? Maybe you can even offer to do it for them. 
Doing it for them a few times and then maybe tacking on a price or a 
project for it if you feel like you could. More than a one-time service. Look 
how else you can serve them. Maybe it's updates, tech support, strategy. 
Don't limit your relationship to just one-off projects. 
 
[00:33:58.440]  
I'll say, I used to be this person. I used to be like, I want to launch and let 
go. But I started noticing that after a couple of years, people would go for 
refreshes and they wouldn't be using us. And a lot of the times, it was 
honestly because they assumed I had changed prices. Sorry, not prices. 
They had assumed I had changed packages. And just because I have 
announced something on socials one time, they thought I didn't do 
custom sites anymore or Or they had paid a certain price years ago, and 
then they thought it would be the same price. So that was really 
effective. When I was only doing custom websites and they were a 
different price, whereas now we have our own theme and we've 
drastically reduced the cost of our custom themes because of that. And 
so it's like all of those things they didn't know because they weren't 



paying attention to us. I wasn't paying attention to them. So don't just 
limit those relationships to one-off projects. You can be in their world. If 
you want to look at package maintenance and strategy, this is a really 
great opportunity to keep them in your world. 
 
[00:35:10.020]  
Be their go-to partner. Serve beyond the launch. So the Forever Client 
checklist, Client Loyalty is built through structure, empathy, and staying 
in touch. This is your reminder to lead, listen, and follow through. Align 
early, communicate often. Empathy and structure will equal loyalty, and 
you're going to improve with every client. So if nothing else, really keep 
these things in mind. This is really what's going to help you create a 
sustainable business in this model as you pivot and change because, 
Hey, this is life, and this is what happens in this industry. We have 
templates, we have platforms. We're always going to be up against 
someone else. What makes us different? This is what's going to make us 
different. That concludes. I know that was a lot. I'm really eager to to 
meet you and answer any questions and keep up with you guys. The 
bonus is a toolkit and swipe file. If you are in the Page Builder Power 
Pack, I have given the customer experience Client Experience Toolkit. It 
includes template sequences and self-audit tools. It's built for service 
pros that want ease. You'll get instant access. It's $27 regularly. But if you 
have the Page Builder PowerPack, it's actually in that. 
 
[00:36:29.980]  
So grab your All Access Pass. And if you just want to stay in touch, I am 
very happy to note you for free, you can get the Client Experience Audit 
Checklist. It's available. It's right below this video. It's the free opt-in for 
those who haven't done the Page Builder PowerPack, or if you want 
both. I am so... This lights me up, okay? I love making websites. I love 
helping people with their own websites and helping other website 
designers give the best client experience is something that is truly 
lighting me up lately. So I'm so excited to get to know you guys. And if 
you have any questions, I'd love to hear it. So Emilia Farrace signing off. 
I'll see you on the flip side. Bye! 


	Emilia Farrace - From First Click to Forever Client - Elevate your Client Experience for Business Growth 

