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Troubleshooting Growth
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How do we ensure growth post-
chaos?
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“Customer-Led Growth (CLG) 
is a strategic approach that 
leverages customer insights
to qualify and quantify 
customer value, then 
operationalize and optimize 
the end-to-end customer 
experience.”

Gia Laudi & Claire Suellentrop
Co-founders of Forget the Funnel & Elevate
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GROWTH

If we want to troubleshoot growth, we need to 
start with customers.
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Identify the context 
our customers buy✅
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start with customers.
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GROWTH

Map the customer 
journey✅Identify the context 

our customers buy✅ Find the gaps and 
operationalize around 
them

✅

If we want to troubleshoot growth, we need to 
start with customers.



Know your “jobs”
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Your mission: identify the exact context(s) upon 
which your customers buy.
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A “job” is defined as the
progress that a person is 
trying to make in a particular 
circumstance that would cause 
them to buy a product or 
service.

Clayton Christensen, Author of Competing Against 
Luck
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54%
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greater return on 
marketing investment



18x
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faster average sales cycle



3.5x
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greater revenue from 
customer referrals



56%
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more cross-sell and upsell 
revenue



2-3x
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faster growth for teams that do 
10+ interviews a month



Need 10 interviews

Ask JTBD questions

Record your interviews

@asiaorangio                                                                                                                 
demandmaven.io

1

2

3

Talking to customers is how we 
understand their “jobs.”
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The Job(s):
- Eliminate double-bookings
- Sync properties across channels
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Needs:
- In one place
- That’s reliable
- Good UX / ease of use
- Helps me save time



But we also heard a some 
interesting feedback..
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"Honestly, I wasn't choosing 
Uplisting first because the other 

competitors had shinier and 
prettier marketing."
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"Mostly I was hoping that 
Uplisting  would be something 

I could depend on and 
wouldn't give me issues like all 

of the other products."
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"Honestly, I wasn't choosing 
Uplisting first because the other 

competitors had shinier and 
prettier marketing."

"I think I tried maybe 2-3 
other platforms before I 

finally got to Uplisting. But 
honestly, all of those other 

platforms were soooo 
terrible.

Once I saw that a platform 
was going to cause trouble, 
I'd immediately cancel and 

start my search for 
another."

"Mostly I was hoping that 
Uplisting  would be something 

I could depend on and 
wouldn't give me issues like all 

of the other products."



Build the map
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Your mission: figure out where you can better 
help customers achieve success.



What was your prospect doing 
right before they {insert CTA here}?
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Then imagine they sign up for 5-10 
of these solutions.
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We just covered 6-7 channels, btw.
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And we didn’t even cover the in-
app or in-person experiences.
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We also didn’t cover what 
triggered them in the first place.
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When you know the full journey, 
you can get in your customer’s 

shoes.
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When you can get in your 
customer’s shoes, you can build 

empathy.
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And yes — different customer 
segments likely have 

different journeys.

@asiaorangio                                                                                                                 
demandmaven.io





@asiaorangio                                                                                                                 
demandmaven.io

MAPPING THE JOURNEY

The customer journey map should cover the 
full story — before, during, and after.



@asiaorangio                                                                                                                 
demandmaven.io
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What customers are 
doing, thinking, and 
feeling

✅

The customer journey map should cover the 
full story — before, during, and after.
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doing, thinking, and 
feeling
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full story — before, during, and after.
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MAPPING THE JOURNEY

The stages the 
customer experiences 
along the way

✅What customers are 
doing, thinking, and 
feeling

✅ Specific KPIs for every 
stage of the customer 
journey

✅

The customer journey map should cover the 
full story — before, during, and after.
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Find the gaps
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Finally, we’re going to use the customer journey 
and KPIs to find the gaps (and therefore opps)



We learned a big thing: 
the way customers saw Uplisting 

had changed.
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Before:
● Focus on ease of use 

and simplicity
● Connect with all of 

your favorite apps
● Easy to make the 

switch
● So many features!
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Before:
● Focus on ease of use 

and simplicity
● Connect with all of 

your favorite apps
● Easy to make the 

switch
● So many features!
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After:
● Focus on quality
● Reliability — won’t 

disconnect or cause 
issues

● Quick to configure
● Features designed for 

productivity
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But in a sea of competitors, 
Uplisting didn’t really stand out.
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So we recommended that 
Uplisting do a glow-up!
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We’re reminded of the JTBD:
“Eliminate double-bookings”
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The North Star Metric is the 
single metric that best 
captures the core value that 
your product delivers to 
customers. Optimizing your 
efforts to grow this metric is 
key to driving sustainable 
growth across your full 
customer base.

Sean Ellis, author of “Hacking Growth”



A few “North Star” options:
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- Connect first channel
- Sync first properties
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Before:
● Onboarding emails 

were all over the place
● Airbnb connection 

process was long
● No in-app guidance or 

clear direction
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After:
● Streamlined Airbnb 

connect process
● Updated product 

guides
● Updated onboarding 

emails
● Created in-app flows 

to prompt new users 
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After:
● Streamlined Airbnb 

connect process
● Updated product 

guides
● Updated onboarding 

emails
● Created in-app flows 

to prompt new users 



Okay, okay — the results.
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20%
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increase in connection rate



3x
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lift in new signups



4x
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lift in revenue (MRR)



Interview customers 
using JTBD

Map the customer 
journey

Find the “gaps”
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3

How we “win” and find growth 
opportunities:



Thank You!

@asiaorangio
asia@demandmaven.io

demandmaven.io



Bonus Time
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Let’s chat KPIs really quick.
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KEEPING A SCORECARD
Gino Trackman teaches us in “Traction” that 
we need to measure and track our growth:

● Track the 5-15 activities the clearly 
indicate growth

● Keep them all in a “scorecard”
● Update it weekly
● Measure leading indicators (KPIs that 

indicate future positive outcomes)
● Every team / leader should “own” a 

number
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What gets tracked gets improved.
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STRATEGIC ALIGNMENT

When aligning the team, we need to focus 
on the customer’s success as our KPIs.
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Avoid acronyms like 
MQL (for now)❌
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on the customer’s success as our KPIs.
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When aligning the team, we need to focus 
on the customer’s success as our KPIs.
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STRATEGIC ALIGNMENT

Avoid non-descriptive 
jargon like “leads”❌Avoid acronyms like 

MQL (for now)❌ Avoid lagging 
indicators as much as 
possible

❌

When aligning the team, we need to focus 
on the customer’s success as our KPIs.
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Can’t build a similar scorecard?
Pay off your analytics debt.

@asiaorangio                                                                                                                 
demandmaven.io



Thank You!
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