
The CMO’s guide to Conversion 
Optimisation

Optimising the customer journey, from click to conversion.
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HOW EMOTION 
DRIVES CRO 

(And What To Do About It)



MAKING OF AN 
INTERNATIONAL 
BUSINESS



“DON’T TRY TO DO 
THINGS BETTER, DO 
BETTER THINGS 
INSTEAD”





INSIGHTS STRATEGY TACTICS



BELIEFS,
EMOTION AND 
BEHAVIOURS 

BEHAVIORS

EMOTIONAL 
NEEDS

NARRATIVES

BELIEFS



CHALLENGING 
ASSUMPTIONS 



WHY PEOPLE BUY

Know this  to unlock conversions 





7.11%  
(+69%)



TAKEAWAYS

BEHAVIOR DRIVEN BY EMOTION APPLYING INSIGHTS

CUSTOMER JOURNEY

UNDERSTANDING NEEDS

BUSINESS IMPACT

Behavior is driven by the need to 
fulfill unmet emotional needs.

Gain insights into customer 
motivations & align each step of 
the journey with the emotional job 
to be done 

Each step should bring customers 
closer to the emotional 
transformation they seek.

Knowing the emotional 
transformation customers seek 
reveals their real behavioral drivers. Build strategies on deep empathy 

for customers to optimise the 
impact of CRO strategies

01

02

03

04

05



THANK YOU

Rob Harrison-Plastow

hello@sourcenine.co.uk

www.sourcenine.co.uk



Thanks for joining us!

Find us on LinkedIn, 
Instagram
& YouTube:

@launchonlineuk

launchonline.co.uk

Paid Search    Paid Social    Cookie compliance    Measurement solutions    Conversion optimisation

 


