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Becomes aware 

of a problem

• Online search

• Website 

research

• Engages in 

passive social 

• Digital outreach 

to colleagues

REALIZE

Analyzes the 

problem 

• Attends events

• Absorbs 

content 

• Engages in 

active social 

(multi-channel)

EXPLORE

Considers 

options 

• Requests 

referrals

• Contacts 

providers 

(multi-channel)

SCOPE

Tries or 

purchases 

• Arranges 

demos

• Requests 

samples

• Investigates 

purchasing 

options and 

availability

EVALUATE

Solves  

Problem

• Installs and 

trains

• Monitors results

• Seeks technical 

and general 

customer 

support

IMPLEMENT

Repurchases 

and refers 

• Communicates 

level of 

satisfaction 

(multi -channel)

• Sets up 

standing orders

• Requests 

service

ADVOCATE

The Updated Buyer Journey
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Traditional Model

New Model
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Legend: X% = % of Total Headcount Costs
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Customer 

Engagement
Land 

Expand: Adopt, 

Cross/Upsell, Service

Pre Purchase Post  PurchaseClose

Expand

15%
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5%

Adapting The Coverage Model – The Catalyst 

for CRO


