Al BUSINESS OS - MODULE 04

The client §)

From stranger to customer without losing track. Build a CRM that
becomes the center of your business — where every lead,
conversation and client moves through one clear pipeline, with Al
reading along.
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The system

This module builds one thing: a client system that takes a stranger all the way to a retained customer
without anything falling through the cracks. First the pipeline mindset, then the nine parts of the
system, then the Al layer that reads and works alongside it. It ends with one exercise and one

deliverable.
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About Nexily

NOTE

This module builds on Modules 01and 02. The client system is the Clients layer of your Business OS, and the
Al layer is run by your Sales and Support Assistants. It works standalone — but plugs in cleanly once your
OS and workforce are set up.
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BEFORE YOU START

How to use this module

Read these two pages before anything else. They decide whether you finish with
a system that never drops a client, or a slightly tidier inbox that still loses people.

This is a build, not a read

Knowing you “should follow up more” changes nothing. Having a system where every lead has a status
and a next step changes how much money you leave on the table. This module is a build: it produces a
working client system that moves people from stranger to retained customer, and an Al layer that does
the reading and drafting for you. Every part ends with an action. Read all of it without building the
system, and you'll keep losing clients in exactly the same places you do now.

Work in two passes. Read a part for the shape, then build your version. The goal isn't a beautiful
CRM — it's a system where no one ever gets forgotten, no follow-up gets missed, and you always
know where every relationship stands.

REMEMBER

Most lost revenue isn't lost at the sale. It's lost in the cracks: the lead you forgot to reply to, the
proposal you never chased, the client who quietly drifted. A client system exists to close those
cracks — so people move forward or out on purpose, never by neglect.

It runs inside your OS

This module builds on the first two. Your client system is the Clients layer you mapped in Module 01,
and the Al layer is run by the Sales and Support Assistants from Module 02. Your leads,
conversations and client records all get one home; your Al specialists summarize, qualify and draft
against them. You can build it standalone — but wired to your OS and workforce, it stops being a
contact list and becomes the operating center of how you win and keep clients.
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The only output that matters

Not how many contacts you store. Not how many fields your CRM has. The single output of this
module is a working client system with an Al layer — one pipeline, clear statuses, a follow-up routine,
and Al that reads your conversations and preps your next move. If every relationship has a status and a
next step at the end, the module worked. If you have a full address book and still lose people, it didn't.

How to read the callouts

CALLOUT WHAT IT HOLDS

Keep in mind The core idea of the section — worth remembering even if you forget the rest.

Example A concrete case so you can see the system applied to real clients.
Pitfall The mistake most people make at this exact step.
Take action What you build before moving on. Non-negotiable.

TAKE ACTION — 00

Open your Clients system from Module 01 (or a blank doc titled “Client System”).

List every place a lead or client currently lives — inbox, DMs, notes, memory. Count them.

Write down the last three opportunities you lost. For each, name the crack it fell through.

Note the one stage where people most often go cold: no reply, no follow-up, no onboarding?
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THE CLIENT SYSTEM

From stranger to
retained customer

Before the nine parts, three ideas: why a pipeline beats an
inbox, the five stages every client moves through, and why
your CRM becomes the center everything else connects to.
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In this part, you'll

— See why running clients from your inbox loses you money
— Learn the five stages every relationship moves through

= Understand why the CRM sits at the center of the system

— Give every person one status and one next step

Your inbox is not a system

Running your clients from your inbox feels fine until it doesn’t. There's no status, no next step, no
memory beyond what you happen to recall. People go cold not because they lost interest, but
because you lost track — and you never even noticed.

An inbox is a stream, not a system. It shows you what arrived most recently, never what needs your
attention next. A lead who didn’t reply disappears below the fold. A client you meant to check on slips
your mind for a month. The work isn't hard — it's just invisible, because nothing tells you where each
relationship stands. A pipeline fixes this by making every relationship's status the first thing you see, so
nothing depends on memory ever again.

RUNNING FROM YOUR INBOX RUNNING FROM A PIPELINE

Leads mixed with newsletters. No status, no next step. Every person has a stage and a next action. You
People go cold and you find out months later — if ever.  open one view and see exactly who needs you
today.

The five stages

Every client relationship moves through the same five stages, whether you track them or not.
Naming them turns a vague blur of “people I'm talking to" into a pipeline you can actually
manage.

The point of stages is movement. At any moment, a person is at exactly one stage, and your only job is
to move them forward or let them out cleanly. When you can see everyone's stage at a glance, the
whole business gets clearer: you know who to chase, who to nurture, who to onboard, and who to
check on — instead of reacting to whoever emailed last.

Lead
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