THE DEFINITIVE GUIDE

The Small-Business
Website Playbook

Most small-business websites are expensive brochures. A good one is a salesperson
that works while you sleep. Here's the difference — and how to build for it.

Ask most owners what their website is for and you'll get a vague answer — "to look
professional," "so people can find us." Both are real, but neither is a job. A website has exactly
one job: turn a stranger who lands on it into an inquiry, a call, or a sale. Everything else — the
design, the copy, the photography — is in service of that, or it's decoration you paid for.

This guide is how CMA approaches the web, and the reason a consulting firm builds websites at all: because the hard
partisn't the code, it's the positioning and persuasion (colemanma.com/blog/the-importance-of-a-strong-compelling-
website-for-your-business/) underneath it — the same thing we do for the rest of the business. The Website Services
practice (colemanma.com/services/websites/) exists to put that thinking behind the build.
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Impression timing is widely cited industry research, used here for illustration — not a CMA client resuilt.
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A website's actual job

Picture your site as a salesperson you hire once and who then works every hour of every day, never calls in sick, and
talks to everyone who walks in. Judged that way, most small-business sites are a salesperson who recites the
company history and never asks for the sale. The fix is to design backward from the action you want.

Name the one action

Decide the single primary thing you want a visitor to do — book, call, buy, request a quote — and let everything on the
page bend toward it. A page with five equal calls to action has none; the visitor reads "we don't know what we want
from you either" and leaves. A roofer's site wants a quote request. A restaurant's wants a reservation or an order. A
consultant's wants a booked call. Pick the one that pays the bills, and make it the gravitational center of the page.

Remove the friction in front of it

Every extra click, every confusing label, every "contact us and we'll get back to you" is a place visitors leave. Count the
steps between landing and acting. If booking a call takes a visitor through a menu, a generic contact form, an email,
and a wait, you have built four exits where you needed one door. The highest-leverage edit on most sites isn't adding
anything — it's deleting the steps between interest and action.

Earn the action before you ask

Nobody acts on a page that hasn't answered their real question: can these people solve my problem, and can I trust
them with it? Earn the click by handling that before the button, not after. A landscaping company that shows three
before-and-after jobs and a line of real reviews has earned the quote request. One that opens with a stock photo and
the word "quality" has not.

©® THE BOTTOM LINE

A pretty site that doesn't convert is a cost. A plain site that does is an asset. If you have to choose, choose
the one that asks for the sale — and then make that one look sharp. Design serves persuasion, never the
other way around.



Positioning before pixels

The most common mistake is starting with how the site looks instead of what it says. Design is the easy part to redo;
positioning is the part that determines whether anyone cares. A gorgeous site selling the wrong thing to the wrong
person, in language that doesn't land, is an expensive way to be ignored. Before a single page is laid out, the questions
that matter are strategic.

Who is this for?

The specific customer, not "anyone who needs us." The page that speaks to everyone persuades no one, because the
reader can tell it wasn't written for them. A bookkeeping firm that says "we help businesses with their finances" is
invisible. One that says "we run the books for trades contractors who'd rather be on the job site than in QuickBooks"
has just made one specific reader feel seen — and that reader converts.

What do they need to believe?

Name the one or two things that move your buyer from skeptical to convinced, and the proof that gets them there. For
a high-ticket service it might be "these people have done this before, for someone like me." For a local shop it might be
"they'll actually pick up the phone." Whatever it is, the site's job is to make that belief unavoidable — with evidence,
not adjectives.

Why you, not the alternative?

Give the honest reason to choose you over the competitor one browser tab over — or over the very real option of
doing nothing at all. "We care about quality" is not a reason; every competitor says it. "Fixed price quoted in 24 hours,
work starts within the week" is a reason, because it's specific and someone else's site doesn't say it.

Because CMA is a consulting firm first, the build starts here. It's the same go-to-market thinking
(colemanma.com/guides/strategy-that-ships/) the rest of the firm does, pointed at the channel where most first
impressions now happen. (More on why this matters in why digital trust matters more than ever

(colemanma.com/blog/building-digital-trust-in-2025-why-it-matters-more-than-ever-for-small-businesses/).)

Design is the easy part to redo. Positioning is the part
that decides whether anyone cares — which is why

a consulting firm, not a design shop, should own

it first.
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Anatomy of a page that converts

A high-converting page isn't a mystery; it's a sequence that answers the visitor's questions in the order they actually
ask them. Walk down the page the way a skeptical stranger would, and you get the same structure nearly every time.

1 FIRST 5 SECONDS
The promise

The visitor should know what you do, who it is for, and why it is worth their attention before they scroll. Clever
headlines that hide the offer cost you the people who were never going to dig for it.

2 NEXT
The proof

Results, testimonials, real client work, recognizable logos — the evidence that you can do what you just
claimed. People trust demonstration over assertion, every time.

3 THEN
The objections

Price, time, risk, "will this work for a business like mine." Answer them on the page, in plain language, instead
of letting each one quietly become a reason to leave.

4 THROUGHOUT
The next step

One obvious action, repeated where the visitor is most likely to be ready to take it — not buried in a footer
they will never reach.

Notice what the sequence is doing: it mirrors a good sales conversation. You lead with the offer, back it with proof,
clear the objections, and then — and only then — ask for the business, more than once, wherever the visitor is most
likely to be ready. A page that asks for the sale in the hero and never again is as broken as one that never asks at all.

A worked example

Take a mobile dog-grooming business. The weak version opens with "Welcome to our website" over a slideshow, then
a paragraph of history. The converting version opens with "Full-service grooming that comes to your driveway — book
a slot this week," a click-to-call button, three photos of real dogs before and after, a row of five-star reviews with first
names, a short FAQ that kills the "is it more expensive than a salon?" objection, and the booking button repeated at the
bottom. Same business, same prices — one of those pages produces calls and one produces compliments.



For a single campaign or offer, that whole logic compresses into a dedicated landing page
(colemanma.com/services/websites/#landing-pages) with one message and one action — the highest-converting page

type there is, precisely because it removes every choice except the one you want.

TYes, We're |

The site and the storefront sell the same way: lead with the offer, prove it, and make the next step impossible to miss.

Build-only vs. build & maintain

There are two honest ways to own a business website, and the right one depends on a single question: do you have
someone to run it after launch? Both are real products with published prices — no quote-to-find-out games.

Build & Maintain Build Only
Whatitis We build it and keep it running — hosting, security, ~ We build it, deliver the source files, and you
and content updates handled own everything outright
Best when You'd rather never think about it again You have a developer or want full control
in-house
The trap it A site that rots — outdated, insecure, never Paying on an ongoing basis for something
avoids updated you could run yourself

How to actually choose

If nobody on your team will reliably patch, back up, and update the site, Build & Maintain is the honest answer — an
unmaintained site doesn't stay still, it decays, and a decayed site quietly leaks trust. If you already have a developer or
a capable in-house person and you want full ownership of the files, Build Only is the cleaner fit. The exact, published
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figures live on the pricing page (colemanma.com/pricing/); landing pages, redesigns, and conversion work are scoped
fixed-price on the intro call.

/\ WATCH oUuT

The most expensive website is the one that was built once and then abandoned — slow, insecure, three
years out of date, and quietly turning visitors away. "Cheap and forgotten" is not a saving; it's a slow loss you
don't see on any invoice.

Local discovery & trust

For most local businesses, the website and the Google Business Profile work as a pair: the profile gets you found, the
site closes the visit. Neglect either and the other works at half strength. The good news is that the fundamentals here
are mostly within reach — and bigger competitors routinely neglect them.

The mobile fundamentals

Most "near me" searches happen on a phone, with intent — someone wants the thing now. A site built for that loads
fast on a phone, puts click-to-call above the fold, makes location and hours unmistakable, and never forces a pinch-
and-zoom to read a price. If a visitor has to work to call you, they'll call the competitor whose number was one

tap away.

The trust signals

Reviews, real photos of your actual place and people, consistent name-address-phone details across the web, and the
structured data that helps search engines understand who you are and where. These are the difference between "this
looks legit" and "I'm not sure this place still exists." Done together, the site and the profile turn "near me" searches into
walk-ins and calls. (Related: how digital transformation propels small-business growth (colemanma.com/blog/how-

embracing-digital-transformation-can-propel-small-business-growth/).)

© IN PRACTICE

Pull up your own site on your phone, on cellular, and time how long it takes to (1) understand what you sell
and (2) call you. If either takes more than a few seconds, you've found your highest-return fix before you've
spent a dollar on traffic.
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Fix it or rebuild it?

If you already have a site, the question isn't "is it old" — it's "does it have good bones." A redesign engagement starts
with an honest audit, not a teardown, because the answer is often cheaper than owners fear.

1 STEP 1
Measure what it does now

Where does traffic come from, where does it land, and where does it leave? You cannot fix conversion you
have never looked at. Most owners have never seen this data for their own site.

7 STEP 2
Judge the bones, not the paint

Is the structure sound — clear offer, sane navigation, a real path to action — or is it broken underneath a nice
coat of design? The answer decides whether you refine or rebuild.

3 STEP 3
Fix the cheapest lever first

Usually that is copy, positioning, and the conversion path — not a teardown. A sharper headline and a single
clear call to action often move more than a full redesign.

If the structure is sound, the fix is usually copy, positioning, and conversion paths — and we'll tell you that plainly rather
than sell you a rebuild you don't need. If it isn't sound, we'll say so just as plainly and quote the rebuild rather than
charge you to polish something broken. Either way, the standard is the same one CMA holds every engagement to:
the site is accountable for the inquiries it produces, not just how it looks.

The Wyld Blue engagement (colemanma.com/case-studies/wyld-blue/) shows the commercial machinery — pricing,
operations, and conversion — treated as one system rather than separate projects. That's the difference between a
website built by a consulting firm and one built by a vendor who stops at "it looks done." If that's the standard you
want, start with the Website Services practice (colemanma.com/services/websites/) or take the 60-second fit quiz
(colemanma.com/fit/) if you're weighing it against other moves.

This guide is provided for general informational and educational purposes only. It is not legal, tax, accounting, investment, or securities advice.

See our full disclaimer (colemanma.com/disclaimer/).
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