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“Customers will 

expect all 

businesses to 

have a 

comprehensive 

site, and they will 

make both 

conscious and 

unconscious 

judgements 

about a 

company based 

on its website.”

It’s time to think smart

Businesses today are operating in a climate of ever-increasing customer 

expectations. No matter the industry or company size, from multinational 

enterprises to home-grown start-ups, consumers now expect (and indeed 

often demand) a seamless brand experience, Amazon-like delivery times 

and personalisation across all channels. But more than this, they want to 

interact with companies who understand their motivations, needs and, 

increasingly, their ethics and values. 

For the majority of businesses, your website will be the first meaningful 

interaction a potential customer has with your brand. Even if you do not 

have any kind of e-commerce function through your site, customers will 

expect all businesses to have a comprehensive site, and they will make 

both conscious and unconscious judgements about a company based on its 

website. To take a plumber as an example, even if an individual has been 

recommended a certain plumber through word of mouth, they will still more 

than likely head straight to the website to find out more. That is of course if 

they can find you in the first place.

In an increasingly crowded marketplace, standing out from the competition 

is hard. People are bombarded with messages and offers every minute, 

through a vast array of channels. You need to be where people are looking, 

but in order to do this, you need to understand who your customers are 

and the best ways to reach them. 

The rise of the smart site

Against this backdrop of ever-evolving customer expectations, a growing 

number of channels and routes to market and competitors on all sides, your 

website is a hugely powerful tool to help build brand awareness and drive 

business growth. 



If utilised correctly, your site can act as your most useful (and 

cost-effective) business development tool. In fact, we encourage 

businesses to look at their website as their business development manager 

working 24/7 and taking no holiday. In the same way that you would invest 

in training and developing a business manager, you also need to invest in 

making sure your website is continuously optimised. 

While this may seem a daunting task, with the right expertise and support it 

is possible to develop a site that not only understands your customers but 

also constantly gathers information about their likes, dislikes, wants and 

needs, in order to deliver an optimal customer experience. 

A smart site can also act as a key brand ambassador. Through innovative 

and well-researched use of images, colour and messaging, your site can tell 

your story and sell your services in a hugely cost effective and 

wide-ranging way. 

Common stumbling blocks when it comes to web 
development

All too often, we see businesses hitting the same hurdles when it comes to 

developing their websites, which ultimately mean that they’re not getting 

even a fraction of the value that a well thought out, executed and optimised 

site can add.

These stumbling blocks can generally be summarised as follows:  
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“Through 

innovative and 

well-researched 

use of images, 

colour and 

messaging, your 

site can tell your 

story and sell 

your services in a 

hugely cost 

effective and 

wide-ranging 

way. ”



1.  Treating it as a vanity project
 

Of course, you want a website that looks good, but style over substance 

helps no one. While it can be hard to take a non-emotive approach to web 

design, it needs to be remembered that it is a business tool, not a piece of 

art and that it needs to be built to appeal to your customers, not to you. 

Having said that, if you work with the right partner, they should be able to 

deliver a website that looks beautiful, offers a smooth use experience, 

speaks directly to your customers and captures key customer information 

at the same time. 

2.  Not properly understanding your customers

Tying in with the point above, we regularly see businesses approach their 

websites purely from their point of view. However, we always recommend 

turning this around to start with the customer. Who are they? How do they 

use your services? What do they want from a site and what information do 

they want? 

Until you can answer fundamental questions such as these, you will strug-

gle to develop a site that will properly resonate with your

customers.

It is vital to look at how you are talking to visitors, ensuring the right tone 

as well as the length of copy is a great starting point.

3.  Underestimating the importance of messaging
 
Having the right colour palette, visuals, layout and font are of course vital 

elements of good design. However, organisations often overlook the 

importance of having the right and relevant content; what is also

significantly important for messaging. It is through the content on your site 

that you make human connections and really bring your story to life. 

4.  Viewing it as a one-off project
 
There is still a common mentality amongst some businesses that a website 

is a project box to be ticked and that once it is live, then that is job done. 

This could not be further from the truth.

A site going live is just the beginning. For it to be an effective business 

development tool, it needs to be continuously optimised, evaluated and 

developed. 

5.  Not having an overarching web strategy
 
Your website should be just one element of a comprehensive web strategy 

that goes beyond tactics such as social and paid advertising and leverages 

online PR, website optimisation, email etc. to meet your company’s goals. 

It also needs to incorporate how you will measure success – to make sure 

you obtain the appropriate ROI.
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“It is through the 

content on your 

site that you 

make human 

connections and 

really bring your 

story to life.  ”
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Key questions to ask yourself before embarking on a website 
project

To avoid getting tripped up by the above mistakes, businesses should ask 

themselves these key questions:  

 What are your business goals and how will your new site help you  

 to meet them? 

 
 Who are your customers and what do they want from your

 website? 

 
 Once people come to your site, what do you want them to do next?

 

 What is the journey you will lead them on? What is success for you?

 
 How will you and where will you promote your site to ensure you

 get the right traffic and how will you convert this traffic into work

 enquiries once on your site? 

 
 How will you continue to optimise your site once it is live? 

 
 How will you measure your site’s performance? 

 
 How will you use your site to collect important customer

 information? 

 How easy will it be to change and adapt your site in the future, to  

 meet changing customer demands? 

“Your website 

should be just 

one element of a 

comprehensive 

web strategy”
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Once you have the answers to these questions in place, you can work with 

a trusted partner to develop a website that can add huge value and help 

meet your business goals. 

The first step to achieve this should be to develop a comprehensive web 

strategy that focuses on evolving your online footprint to meet your 

ever-changing customer and business demands. 

Key steps to future proofing your web development

The pace of change in terms of technology and customer demands is only 

set to accelerate. As such, unless you want the cost and commitment of 

completely redoing your website and approach every few years, you need 

a strategy and website in place that can be agile and flexible enough to 

change with the times. 

Here, we outline the key steps to achieve this. 

1.  Do your research

Take the time to thoroughly research your customer base before 

embarking on any project. Design is of course key, but this should be 

based on solid research. 

Investigate who your customers are, create key profiles of them, 

understand what they like and dislike, explore their drivers for using your 

services. A good design partner will work with you on this.

2.  Consider a bespoke solution

An off the shelf web solution may seem more cost effective, but in the 

long run it could end up costing you more. A generic web solution simply 

will not have the flexibility to evolve as your business does. 

By working with an expert partner to develop a bespoke solution, you can 

not only ensure you build a site that meets your customers’ needs, but 

also one that can be adapted as those needs change. 

There is no off-the-shelf template that represents your business.

3.  Optimise, optimise, optimise

In order to drive maximum value from your site, you need to continuously 

look at ways to optimise it. 

This of course means you need to understand how it is performing in the 

first place. Who is visiting? Where are they coming from? How are they 

finding it? Is traffic converting? 

Investigate these elements and continuously test variations to see how you 

can improve areas that are not performing as well. 

Set aside a dedicated budget to do this.

“Unless you 

want the cost 

and commitment 

of completely 

redoing your 

website and 

approach every 

few years, you 

need a strategy 

and website in 

place that can be 

agile and flexible 

enough to 

change with the 

times”
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The future is smart

No one really knows what the future holds, but by having a website and 

strategy that can quickly adapt and respond to new channels, 

technologies and customer preferences, you will be able to meet whatever 

the future holds head on. 

This is hugely important in terms of staying ahead of the competition and 

stealing market share. To very loosely paraphrase Darwin, it isn’t 

necessarily the fittest who survive, but those who can most easily adapt to 

their environments. 

Any website has the potential to actively drive business growth in a 

cost-effective way. And with the right expert support, bespoke solution 

and strategy in place, your site can do so much more than you think. Get in 

touch and we’d be delighted to show you how. 
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