
Choose to take 
on the client
Choose to take 
on the client
Choose to take 
on the client

Pitch the client 
and get hired

First contact 
with client
Probably a phone call

Explore initial 
client 
requirements 
Costar and other 
sources

Verify data 
around potential 
spaces
Call other brokers on 
the phone

Create an 
initial survey
Convert data to a 
client-ready format

Discover initial 
requirements

Drive the client 
around all day

Tour potential 
spaces

Sign a lease Process 
voucher and 
get paid!Time can vary from 

days up to a year

Negotiate with 
owners

Narrow the 
survey to a 
shortlist

Get additional 
requirements 
from clients

Present survey 
to clients for 
feedback

# of Potential Sites:

Goals, Activities, Tools, Resources

>20 properties ~20 ~20 0–15 ~10 ~10 ~5 1

~ A week

Site Selection Journey Map  for an I&L Broker

Purple  = “Moments of Truth” around Data Analysis

TThere are multiple 
points of entry: 
tenant is referred to 
the broker, a 
previous client 
reached out again, 
or a broker 
reaching out 

Records down all 
the logistics around 
the client so they 
can reuse template 
for similar models 
in the future

May travel with an 
architect on the 
team to scope 
initial client 
requirements

Might not have a 
way to take and 
organized notes 
about clients

Brokers want to get 
a complete list of 
requirements as 
soon as possible to 
avoid do-overs 
later, but it’s hard 
to know if/when 
that list is complete

Want to record 
down lease details 
(especially labor, 
transportation, and 
comps logistics) for 
future prospecting 
opportunities

No easy way right 
now to track lease 
and cilent details 
for future 
prospecting 
opportunities

If a lease does not 
get signed and the 
deal falls through, 
brokers don’t have 
analytics to tell 
them how to 
improve the future 
process

Use tools (Geoskill, 
Dimension, etc.) to 
narrow down the 
property list

Do the analysis of 
different “layers” of 
information- (drive 
time, labor, etc.) 
after finalizing 
submarkets

Find clients just 
want pdf 
deliverables

Tracks formulas 
and costs in Excel 
spreadsheets

Prepare for 
business pitches

The broker needs to 
translate client 
requests to 
requests for the CS 
team member who 
is creating the 
actual survey

Survey creation is 
very manual and 
labor-intensive. The 
survey is so 
customized it’s 
usually not readily 
reusable for 
another client

Worried about data 
accuracy- always 
need to question 
the data source and 
when it was last 
updated 

Extremely tedious 
and time-
consuming to call 
up every vendor to 
confirm data

Their team 
database may be 
scattered, 
unreliable and 
potentially stale

Need to know when 
to do what type of 
analysis and how 
much resources are 
used for creating 
initial survey 
visuals- if the 
“timing of service 
levers is off” could 
be too costly/time-
intensive for the 
team

Create simple 
equations on 
consumer costs to 
offer a discussion 
point around costs 
relating to 
transportation, 
labor and drayage

Need to tell a 
compelling story 
using data

Lease agreement -
talk about finances

Want to use data 
analysis to 
eliminate options 
too far to drive to

Need to keep track 
of which sites were 
part of the initial 
survey vs additional 
client requirements

Need to keep track 
of various interests/
feedback from the 
client stakeholders

Sometimes clients 
don’t know what 
they want and go 
back-and-forth with 
their internal teams. 
Process could take 
a year.

Need to drive 
clients around all 
the sites. Client 
might say “no” after 
they’ve hit the road.

Clients say they 
can’t get a “feel for 
the space” unless 
they’re there

Compare labor, 
transportation, and 
lease cost

Brokers give a list 
to css/admin, css/
admin builds a 
book

Clients interact with 
google earth

Need to pull 
together a quick, 
visually-appealing 
presentation to the 
client on short 
notice

Team usually 
doesn’t have all 
visual design skills 
needed for the 
survey, and need to 
rely on external 
vendors or GIS/
marketing teams at 
CBRE

Brokers have pre-
made model for 
their clients 
(template)

Look at permit 
schedule, 
environment, track, 
underwriting of 
facilities

Look and compare 
tax incentives in 
different 
submarkets

research/talk to 
other 
transportation 
providers to 
validate data

Need to quickly 
determine what 
information 
gathering tasks to 
prioritize 

Look through Multi-
market, work on the 
different 
submarkets

Discuss projects 
with team, but 1 
broker usually leads

Pull information 
from Costar

Work together as a 
team usually, but 
the broker that 
pitches the client is 
in charge of 
requirements 
gathering

Need to 
immediately clarify 
expectations with 
the client and their 
internal teams- 
need a “client 
playbook” 

Reviews the initial 
ask for “red flags” 
to see whether or 
not they are set up 
for success- the 
broker choses the 
client as much as 
the client choses 
the broker

Look for 
information about 
construction costs 
and timing

Call UPS/Fedex to 
know drop off time

Brokers/CS need to 
use many platforms 
and data sources 
side-by-side. Need 
to toggle between 
different 
applications, each 
with their own 
usability 
challenges.

Unclear how much 
clients already 
know about the 
market- are they 
using CBRE to 
“sanity check” or to 
explore the market? 

Broker manage the 
client relationship 
while their CS 
manage the 
logistics of 
requirements 
gathering

CS team created 
formalized surveys 
and pitch decks for 
brokers

Pain Points


