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1. Why This Guide Exists

If you've read the book, you already understand the idea behind
the Zone of Acceptance:

People say “yes” only to what feels acceptable right now. Every
small decision expands that zone and makes the next one easier.

Whether you're optimizing onboarding, cross-selling, or
acquisition journeys, this guide builds on what you learned in
the book. It turns theory into practice, showing you:

©® how to spot when customers aren’t ready,
©® how to expand their zone of acceptance,

© and how to choose the right warming-up techniques for
your customer journeys.

Remember, your goal is not to convince faster, but to meet
customers where they are, and guide them forward through
choices that feel natural and safe.

W mindworx



2. When You Need to Expand
the Zone of Acceptance

Sometimes customers don’t move along the journey you

have designed for them. They open emails but don’t click on
anything. They enter your online funnel but drop out after step
two. They no longer pick up your calls.

Use this simple 3-step self-diagnostic checklist to spot those
moments and decide whether it’s time to expand their zone of
acceptance.

Step 1: Look for Cues in Customers’ Behavior

It could be anything from:

© Low click-through or no response - The CTA feels premature
(“Apply now” when the customer is still learning about your
service).

© High drop-off after engagement -» Customers started their
journey, but the next step asked for too much (e.g., personal
data, scheduling a call).

© Unreturned calls or ignored outreach - The customer may not
yet perceive the topic as relevant or urgent.

These signals suggest that your ask might be too big for where
customers are in their decision-making process.

TIP:

Before changing the message, ask: “Is the action I'm asking for
within what the customer is ready to do today?”



Step 2: Notice Emotional and Cognitive Signs

Resistance isn’t always visible in data — sometimes it’s
emotional. Watch for cues like:

® “Uhm, I'll think about it.”
© “Err, I'mjust not sure I need that right now.”

® Or any hesitation when commitment or money is
mentioned.

These are soft signals that trust or perceived relevance haven’t
yet caught up with your request.

Step 3: Audit Your Current Journey

When a journey underperforms, walk through it step by step as if
you were the customer. Ask yourself:

@ How many CTAs are in each step? Is there more than one?

&

O Having only one (“Buy now”, “Book a meeting”) may
look neat, but it often forces a binary decision — react or
ignore — instead of guiding the customer forward.

O Tryadding a second, smaller action that still moves the
customer ahead.

Q Do you give customers at least two actionable options, not just
“yes” or llno"?

O The first can be a bigger ask (e.g., “Open account”),

(O The second is a smaller ask that still moves them forward
(e.g., “See how others started saving”).

O Both paths should keep the customer in motion.



9 Do you follow up with customers more than once after your
initial offer starting with a smaller ask?

O Asingle high-commitment CTA (like “Apply now”) feels
scary and rarely converts cold leads.

O Try asequence of communications with CTAs that
gradually ask for more commitment: Read an article -
See examples - Estimate your benefit - Apply.

° Can customers customize their journey, indicate
preferences, or give feedback?

O Can customers indicate what interests them (“Show me
investment ideas” vs. “Show me savings tips”)?

O Do you ever ask if content is useful or relevant?

O Letting customers shape their path reduces
psychological reactance and increases readiness to buy.

If you find yourself saying “no” to any of these, it’s time to apply
one of the warming-up techniques you’ll find in the next section.
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3. Three Techniques to Warm
Customers Up and Move
Them Along the Journey

Let’s really hammer this point home; when customers don’t
move forward, it’s rarely because they’re uninterested —
they’re simply not ready yet.

Your task isn’t to push harder. It's to create smaller steps that feel
more natural and help expand customers’ comfort zone.

Below are three proven techniques you can use to warm
customers up and keep their journey alive. Each one can be
used in any journey — onboarding, cross-sell, or acquisition —
depending on where resistance appears.
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Technique 1: Ask for Less

When to use it

When engagement stalls or your customers ignore CTAs that
require high effort or commitment (e.g., “Apply now,” “Book a
meeting,” “Submit documents”).

How it works

People resist big asks when the perceived effort or risk outweighs
the immediate benefit. By lowering that threshold, you allow

customers to take the first acceptable step instead of no step at
all.

And then the principle of commitment and consistency kicks in:

Once people make a small, voluntary commitment, they naturally
want to stay consistent with it.

Every minor “yes”, even answering a 2-minute quiz, increases
the likelihood of a larger “yes” later.

How to apply it

© Simplify the commitment - Replace “Apply for insurance”
with “See if insurance fits my situation.”

© Reduce the perceived effort - Use wording that signals ease:
“Takes just 2 minutes” or “Quick quiz.”

© Give immediate feedback or value - Every small step should
feel useful on its own. For example, after completing a quiz,
show them tailored insights and offer slight yet somewhat
neutral encouragement (“You're closer to your savings goal
than most customers your age.”)



What it could sound like

© Onboarding: “Explore what my new account can do.” instead
of “Activate my account.”

© Cross-sell: “Check if my coverage matches my lifestyle”
instead of “Upgrade my insurance.”

© Acquisition: “See how much others saved” instead of “Apply

for aloan.”

TIP:

When a customer isn't ready, don’t shrink your goal — shrink the
step. Progress doesn’t have to be fast to be forward.
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Technique 2: Offer Two Steps — Alternative A and B

(An evolution of the “Alternative B” idea from the chapter on
Zone of Acceptance.)

When to use it

When your journey needs to move both ready and not-yet-ready
customers forward without losing the latter group.

How it works

Most journeys fail because they offer only one path forward.
By designing each step with two active options, a higher-
commitment one and a smaller one, you make sure everyone
can keep progressing at their own pace.

People like to choose but dislike being forced. By offering two
active paths, you give customers control, reducing psychological
resistance while guiding them toward progress.

How to design it
Offer two distinct options:

@ Option A (the bigger ask you would love customers to take):
Fast path for those who are ready (e.g., “Get a quote,” “Book
a consultation,” “Open account.”)

© Option B (the smaller ask customers are more likely to take):
Low-commitment path that still builds engagement
(e.g., “Compare coverage levels,” “See customer stories,”
“Estimate your returns.”)

© Notice that both options are actionable. “Not interested” or
“No thanks” doesn’t count as a second option — both should
keep the customer moving forward because only that expands
their zone of acceptance.



What it could sound like
© Cross-sell journey CTAs:

A. “Book a meeting with an advisor.”

B. “See what other customers with similar profiles
chose.”

© Onboarding journey CTAs:

A. “Activate my account.”

B. “Take a quick tour of my new account.”

© Acquisition journey CTAs:

A. “Apply now.”

B. “Check if this service is right for me.”

This small design shift captures both hot and lukewarm
prospects, expanding total conversions and building readiness
among those who may otherwise stop.

TIP:

At each step of the journey, ask: “Am | offering only one way
forward or two?” Two action paths can double your chances that
one of them is within the customer’s zone of acceptance.
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Technique 3: Create Pull Journeys

When to use it

When engagement drops and it feels like customers have stopped
listening. That’s your cue to stop pushing and invite them to pull
themselves in — to choose what interests them, at their own
pace.

How it works

Pull journeys are customer-initiated journeys — experiences
people choose to join because the topic or value appeals to them.
Pull journeys give customers a sense of control and autonomy.

Pull journeys reduce psychological reactance — that instinctive
resistance to feeling pressured or controlled — because people feel
they initiated the interaction. When people feel they have a genuine
choice, their resistance drops, and their motivation rises.

Pull journeys are especially powerful when designed around
useful content or experiences, not immediate sales.

Differences between Push and Pull journeys

Push Journey Pull Journey

Starts with a company initiative Starts with customer opt-in

Creates more psychological Removes psychological resistance

resistance and slowly expands the zone of
acceptance

Larger audience, but lower
engagement and conversion rates Smaller audience, but higher
engagement and conversion rates

Both push and pull journeys have a role. They complement, not
replace, each other.
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Four ways to create pull journeys

@ Let customers sign up for a journey

Example: “Would you like to receive 6 practical tips on saving
more easily?”

- Send a short series every two days with actionable advice,
ending with a relevant product offering (e.g., savings
account). Key point: Make sure there’s a clear end to a
journey (not endless spam) and offer value at every step.

@ Let customers choose topics of interest

Example: Survey at the beginning of the onboarding journey
or after subscribing to a newsletter where customers can
pick topics such as “Investing,” “Saving,” or “Financial
Planning.”

- Send more personalized, relevant communication that
can lead to higher engagement.
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@ Ask if the content was useful or interesting
Example: After reading an email, an article, or watching a
video, add “Was this helpful?”

> Use responses to segment customers and follow up with
more relevant content.

Q Map out customers’ needs via a short survey or quiz
Example: “What’s your top financial goal for the next year?”

-» Promise more relevant advice or offers later — customers
are happy to share when it leads to fewer irrelevant
communications.

TIP:

Use pull journeys when you want to engage the right people more
deeply, creating stronger intent and higher satisfaction with your
service at the end.
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To Sum It All Up

Each of these techniques expands your customers’ zone of
acceptance — just in different ways.

Technique Expands the ZoA by... Use when...

Ask for Less Lowering effort and Customers hesitate or ignore
risk calls to action

Offer Two Steps You want to move both ready

(A/B) Giving control and and not-yet-ready customers
pacing options forward

Create Pull

Journeys Building voluntary You want to reduce resistance
engagement and increase relevance

TIP 1: Don't stress about picking the PERFECT technique.

Even if you aren’t sure which technique may be right for you,
the easiest thing is to pick one and test it against a control
journey. That way, you can see if this approach works in your
specific situation or if you need to use a different one.

TIP 2: Don't worry about picking JUST ONE technique.

Most high-performing journeys we have built for our clients
combine these three techniques — a small ask first, two choices
at each step, and moments where customers can choose to go
deeper. That’s how readiness grows and conversion follows.

Good luck! The Mindworx team
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