
Persona 

Sales & Marketing 

Background 
– Marketing Manager, Global Assets, Vanguard 
– Common Titles: Sales and Marketing Manager, Marketing Manager, Pricing 

Manager, Head of Sales 
– Don is an influencer in his firm and will need accurate information to 

create sales and marketing strategies 
– Don has been with Vanguard for 5 years 
– He is very familiar with business and financial intelligence products and 

views the S&P 500 as a credible and critical partner in the market. 

Goals 

– Stay up to date with all events in the market for all 
asset classes and sectors my company covers 

Needs 

– I don’t have time to research and obtain accurate 
data on market impacts 

– Evaluating potential target markets, identifying new 
prospects, and gathering reliable contact information 

– Generating accurate prospect lists 

Pain Points/Challenges 
RATIONAL GOAL 

– I need to ensure we align ourselves with external 
stakeholders that share the same values of 
delivering excellence 

– Develop strategies that increase brand awareness, 
grow market share and drive customer loyalty 

EMOTIONAL GOAL 

– “I want to build credibility with my customers and 
be seen as a subject matter expert.” 

– “I want to increase sales and have the best 
performance and bonus this year so I can buy a 
luxury item.” 

I partner with external 
stakeholders on 
conferences and events 
that showcase our 
strengths and the value 
we bring to the markets. 

Issues To Solve 
– Receiving the latest benchmark prices in a timely 

fashion to base operations on and settle contracts 
against 

– Up-to-date information on S&P Global events for our 
critical thinkers to participate in to expand our exposure 
and relevance to all market participants 

Content To Provide 
- Capital IQ Pro: Demographics dataset to help evaluate new 

markets on a variety of demographic factors in order to 
quickly and easily identify opportunities and facilitate 
outreach 

– S&P Dow Jones Indices: Research and insights including 
performance reports and commentary on trend

Product: S&P 500 SaaS and Data Feeds



Note: This is not an actual client but a sample scenario detailing aspects of a customer journey; similar mapping can be completed 
based on client scenario and persona.  No public data is contained . Outline document by Marcia Durniat, not for reproduction .

Key Moments in the Customer Journey  

NON-CUSTOMER/ 
PROSPECT 

Decision to Become 
a Customer 

Decision to 
Renew 

Decision to Reduce 
Relationship 

Sign 
Contracts 

Initiate 
Use 

NEW 
CUSTOMER 

EXISTING 
CUSTOMER 

CHURNED 
CUSTOMER 

Decision to Be A 
Customer 

Purchase 
Process 

Activation 
Process 

Ongoing 
Usage 

Renewal 
Process 

Cancel/ 
Downgrade 

Most important touch points in the journey = Key moments of truth 

– View content on Commercial, 

Press. Media, Podcast, Other Media

– Meet with editor/analyst 

– Call/email from a Sales Rep 

– Meet with Sales Rep/Analyst 

– Digital or social media advertising 

– View content on social media 

– Receive Marketing information 

– Product/content webinars 

– View content on website/Platform 

– Third party event/conference 

(engaging with product)

- Pre-sales access to product trial 

– Product demo 

– Attend a Conference 

– Supporting documentation 

– Receive support/ training before 
end of trial 

– Initial quotation 

– Test installation/trial 

– Support from Legal / 

Sales Rep to finalize 

contract 

– Contract to sign 

– Confirmation of purchase 

– Receive the invoice 

– Discuss invoice issues 

– Follow up call/email 

– Receive login details 

– Onboarding letter 

– Product training/ 

training material 

– Newsletter with industry 

content 

– Follow-up meeting/call 

– Work with team to build 

custom models or 

templates 

– Contact support for 

issues 

– Receive bespoke training 

– Receive insight from 

analysts 

– Marketing information on 

product enhancements 

– Receive usage stats 

– Speak with Sales Rep 

about product 

enhancement requests 

– Meet Editors/Analysts 

– Attend webinar/events 

– Demonstration of 

additional products 

– Review meeting of current 

product package 

– Meet with Sales Rep to 

discuss requirements 

– Email about related 

products/offerings 

– Meet Sales Rep to talk 

about new offerings 

– Advanced warning of 

renewal 

– Renewal notice 

– Call from legal department 

to finalize contract 

– Test installation/trial 

– Contract to sign 

– Receive terms and 

conditions 

– Cancellation meeting to 

discuss decision

 – Confirmation of 

impending cancellation 

– Notification to remove 

data once subscription 

expires 

– Post-cancellation 

meeting 


