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How to Work Successfully with Your Clients

Ona of tha bast ways o build lasting relationships with cliands is to use words and terms thay
claarly undarstand. This is particulary true with clients naw to e-commerce who araly hava

the Eechnical background 1o knoaw the diffaranca batwean HTML and a Mame-Value Pair — and
prabably don't care. Thay know they nead a shopping cart and onling payment processing, but
how thosa are intagrated is lass important fo tham than making sura it's aasy for their custornars
to check aut.

The fallowing chacklist can halp bridge the communication gap betwaen “developar spaak”™ and
“business language” and help ansura that your a-commearce or paymant integraticn projacts run
as smoothly as possible.

Ask your clients to do a little homework.

Befara your initial maating, ancourage clients o look at other a-commarcea sites and idantify
checkoul-flow adamplas they'd lika to sea an thair own sitas. This will help tham focus on the
various fealures, which in turm will give them a battar understanding of what they're looking for.

Provide useful background information.

Acwaalth of e-commerce—ralatad best practicas is available onlina. Whathar your cliants

ara just adding a-commerca capabilities o thair websites or seam intarasted in integrating
miara robust payment solutions, suggast that they check out tha aricles and farums on the
PayPal-sponsored Cnlinge Merchanl Mebvork. You can also download markating kits and gat
prasentalions, product sales shaats and other important documents far your cliants o raviaw.

Determine how tech and payment savvy they are.

A good way to find out how knowled geable your clients ara is 1o bs a bit of an investigative
raportar — but always in a non-threatening manner, Starl cut casually, in a convarsational
mannar: “YWhy don't you 12l me what browser and email you usa?’ Then procasd to morse
advancad quastions, keaping the tone friendly and avoiding tech jargon: “Whare is your site
hostad row? Do you have a security cadificata?” By baing inquisitive, you can gauge how
detailad your axplanations nead 1o be about tha capabilitias you'ra providing tham.

Give them a demo.

Mot all onling marchants know what thay wanl whan they firsl conlact you. That's ana reason
soma devalopars affer damos that walk marchants through tha actual shopping and chackout
axparianca. Going through this process typically helps clanfy what they want andlor nead. If you
don't have your awn demo, paint them to a sile that damonstrates checkout-flaw bast praclices.

Use business language.

The kay 1o a succasshul projact is gathering your cliants’ business requiremants without
burdaning them with tha tachnalogy nasded o make the requiramants a reality. Usa
straightforward, non-gaek speak — and talk in tarms of bottom-lina results.

Far exampla, ask if they want o give a discount whan a customer orders more than X numbear
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af itams at onca — and be praparad to tell them the businass banafit of daing so.

Keep it simple and pause along the way.

It's hard 1o tatally avaid technical explanations, and it i=n't alvays possibla ta Know if you'ra
praviding too much or oo litfle in tha way af details. 5o, as you'ra explaining the project, pausa
and ask if whal you'ra saying is claar. Raassura your cliants that thera is o such thing as a
stupid queshon — and that they should fael frae o intermupl you at any time to get mora clarity.

Find your match.

You know what your technological skills ara, and you may have done dozans of PayPal
payment inlegrations. But you till might not be tha right person far tha jeb. For instance, you
may program wsing PHP anly to find cut that tha client's hasting provider doasn't support PHP
coda. Don't ba afraid o gracefully tum down a progacl Your clients will respact your intagrity.

Scope the project and name your price.

As you talk with clisnts, try 1o get & sanse of thair budgat. If you can't realistically complete the
work thay wanlt al tha prica thay can pay, be preparad to aithar walk away or to frame a solution
within their budget. It's oftan a gocd idea 1o start slow and than add featuras as your cliants’
businasses grow.

Thinkireg about this chacklist bafore you start a new projact will help ensure ks succass and
incraasa tha chancas that your chants will rafer you 1o othars who need e-commernce and
payment implemantations.



