
Customer journey mapping

Form submission
Lead is captured in 

Hubspot and is pushed to

Yardi

Cherwell

Contact centre

follows up
CC Call

Was the lead 

contacted?

Lead enters nurture 

journey process

End

Lead gets sent to SAYes Complete tour Receive deposit

Contact centre

Direct call

General email 

(inquires@aspiralife.ca)

Live chats (website)

Was a tour 

booked?
Yes

Offline

QR codes

Direct mail

Online

Paid ads/social media

Website

Book a tour

Pricing page

Contact us - inquires@aspiralife.ca

Ask a question

Assisted living

Organic search

Emails

Lead enters Arrive 

journey process

Potential automated emails post sale

Referral 

program

Satisfaction 

survey 

(NPS)

Residence

Referrals

Residence calls

Confirmation submission email

(For Book a Tour only)

CC Email

Only if the prospect was not 

able to be reached via call

Is the lead 

ready to 

book a tour?

Yes Yes

SA will follow-up for update

No

SA Call

SA Email

Only if the prospect was not able to be reached via call

Leads in Yardi will never get deactivated unless the 

prospect:

1. Requests to stop communication

2. Chose another competitor

3. Transitions into LTC

4. Passes away

No

Request is managed by the 

Sales Advisor

Contact centre will create an activity/reminder for the SA team to follow-up on 

a future date if lead has indicated to be contacted in a certain time 

Based on the discussion the sales advisor will follow-up at x (weeks, months)

Touchpoints can vary based on update

Meaningful follow-up/conversation

Reaffirming what was discussed in previous 

conversation w/Contact centre

Create bespoke tour based on any new/

additional information

Suites only, full tour, etc

Completed before a tour is 

booked, or before a tour begins

Discovery stage

Discovery stage

GM call SA Meaningful follow-up

Email summarizing the tour, any information that 

would be helpful

Particular suite, floor plans, etc  

Additional tours

(if needed)
Meaningful follow-up

Status becomes New inquiry

No

Start Decision

Optional/situational routes

End

Prospect/lead status

NoneUnqualified

Web
Future 

resident

Action

Actively looking at moving into retirement

Weekly occurrences

SA to engage

Advancement meetings w/management 

team

50% conversion of becoming a future resident

30 - 60 day conversion

New inquiry

All qualified leads from call centre are 

categorized as this

Prospect has reached out

Prospect not ready to tour, but still engaging

120-365 day move in

Planning

Has toured, or booked a tour

Acknowledged problems and difficulties of 

staying at home

Should be enagaged by community every 

2 weeks

50% conversion to action

60 - 120 day from move in

Denial

Prospect has indicated they will reach out 

when ready

Prospect is not engaging in emails or calls

Prospect is still at home, and may need 

senior living in the future

>365 days

Deactivated (not officially a status)

Explicitly say they don't want to speak to 

anyone anymore or gathered all information

Deceased

LTC

Competition

Has been vocal to be "taken off the list"

All MQL that did not qualify will be 

categorized here

Potential solution to be explored, 

currently does not exist

Leads are qualified through BANT

(Budget, Authority, Need, Timeline)

Opportunity to explore education 

around budgeting

Discovery stage

Status becomes Web

Prospect becomes deactivated

Contact centre hands off prospect 

to Sales Advisors and closes the 

ticket in Cherwell

Agents will match the ticket in Cherwell and Yardi and 

match duplicates

Activities will be recorded in both Yardi and Cherwell

Information is documented in both places for auditing 

purposes since there have been ongoing issues with 

information being updated in Yardi

Does the 

lead want to 

speak to a 

SA?

No

Yes

End

No

Prospect has gathered all the information 

they need and does not want to request a 

tour and/or speak to a sales advisor 

Status becomes Denial

Prospect becomes deactivated

Potential solution to be explored, currently 

does not exist

Welcome kit/onboarding

Family resources (moving in, downsizing)

Opportunity to explore automated emails

Contact centre interactions end,

Sales advisor interaction begins

Discovery stage
Is the lead 

qualified?

End, but potential to 

send automated emails

Was a 

deposit 

received?

Yes

Status becomes Action

Prospects can always be reactivated in the 

future if they are in contact with us again

Status becomes Future

Has the lead 

explictly declined 

to give a deposit?

No

No

Yes

End

Opportunity to explore education 

around budgeting

Status becomes New inquiry

NEW: Email 

marketing 

(sales advisor 

status)

Status becomes Thinking Status becomes Planning


