Imagine your Accountancy firm having better client retention,
more referrals and an increase in client spend. Sounds good,
doesn’t it? These are the outputs of a first class client listening
programme. But first, let’s dispel some of the myths around Client
Listening and look at how it can help you generate more revenue.

MYTH ONE: CLIENT LISTENING IS ONLY FOR
LARGE PRACTICES
Truth: Client listening is important for accountancy
businesses of all sizes. It’s a crowded market so it’s vital
you’re keeping in touch with how your clients are feeling.
A client listening programme will help your business to
grow through improved client retention and by helping
you to attract new clients. An excellent client experience
will give you a competitive advantage, whatever the size
of your firm and client listening will help you to define
your experience.

MYTH TWO: "WE ALREADY SEEK FEEDBACK"
Truth: Many accountants only seek feedback from those clients whom they know are going
to give them a glowing review. Although it’s great to receive positive comments, it’s so
important to get a balanced view. It is from those client reviews that are less than perfect,
that you have the best opportunity to learn and improve.
Many accountants have given an extraordinary level of service to some clients who have
been impacted by COVID 19 but they tell me they feel out of touch with those clients who
haven’t needed any additional support. A listening exercise is a great way to get a view of
how all your clients are feeling.

‘Seek first to understand, then to be understood’ Dr Stephen R. Covey

MYTH THREE: "OUR CLIENTS WOULD TELL US IF THEY WERE UNHAPPY’’
Truth: Unless there is a fundamental problem, many clients would let small niggles go
unmentioned unless prompted. But those niggles can turn into annoyances and result in
complaints or even lost clients. It’s best to uncover the niggles early on and address them,
rather than let them escalate.

MYTH FOUR: "CLIENT LISTENING
PROGRAMMES ARE EXPENSIVE"
Truth: If you think about lost revenue from clients who leave and the cost of replacing them,
a client listening programme that could mitigate those costs is good value. There are a
number of low cost options available to get you started such as using online surveys – the
key here is to use a platform that gives you data that is insightful, actionable and helps you
drive future decisions. For a little more than £100 per month, you can have access to a
system that enables you to do just that. An accountant who recently signed up to my
platform said 'if we retain just one client, we’ll realise a return on our investment.'

MYTH FIVE: "I’M TOO BUSY TO UNDERTAKE
A CLIENT LISTENING PROGRAMME"
Truth: A client listening programme will require some of your attention but it need not be a
drain on your time. Once the programme is set up, it can, to a large extent, run itself. It’s a
good idea to nominate a colleague or an external resource (such as your VA, or me) to keep
an eye on the responses and alert you to anything which requires immediate attention.
Otherwise, we'll hold quarterly reviews to discuss the data and how you’ll amplify the
positive feedback you’re getting and address any areas of challenge.

MYTH SIX: "MY CLIENTS DON’T HAVE
TIME TO PARTICIPATE"
Truth: In a similar vein, client listening shouldn’t be onerous for the client either. If you are
starting with online surveys, keep them short and mix qualitative and quantitative questions
to keep them interesting. If you are undertaking client interviews, these are a clear sign to
your client of the value you place on the relationship. They will appreciate the investment
you are making and clients I speak to, tell me it’s an enjoyable experience.
Set expectations with your clients – tell them you’re going to be asking for feedback when
you start working with them. Impress upon them the importance of their opinions to ensure
your service meets, and hopefully exceeds their needs and expectations.

‘We have two ears and one mouth so we can listen twice as much as we speak’ -Epictetus

MYTH SEVEN: "CLIENTS CARE MOSTLY ABOUT OUR TECHNICAL COMPETENCE"
Truth: Clients take technical competence as a given. Once they have appointed you, what they
care about is the value you add to their business and the level of service you deliver. Clients
want to feel valued, and a listening exercise is a great way of demonstrating you value their
business. The accountancy market is crowded and if you don’t show your clients they’re
important to you, a competitor gladly will.

MYTH EIGHT: "IT CAN BE DIFFICULT TO
MAKE SENSE OF THE DATA"
Truth: It CAN be difficult, that is true! But it needn’t be. On average, professional firms have
five sources of feedback so aggregating the responses and identifying themes can seem like
an overwhelming task. Using a platform that pulls your feedback sources into one place can
save you time and effort and also give you better data and richer insight into your clients
and their decision-making drivers.

Once you have the data, the main thing you need to do is act upon it! Thank clients for
participating, if the feedback is positive, get it out on social media and on your website and
if a response highlights an area for improvement, make the necessary changes and go back
to your client to let them know what action you’ve taken.

MYTH 9 : "I HAVE LOW CLIENT TURNOVER SO DON’T
NEED A CLIENT LISTENING PROGRAMME"
Truth: This may be a controversial opinion, but low client turnover is a vanity metric. It
doesn’t mean your clients are happy, it means nothing bad enough has happened for them
to look elsewhere. Looking for new advisers is a time consuming and sometimes costly
exercise, so many businesses will remain with their current supplier for ease. You may think
that’s okay, but ambivalent clients can easily be swayed by your competitors if they make
the switching process easy. You need to find out how your clients are feeling and turn that
passivity into a positive and ‘sticky’ relationship.

MYTH 10 : "I NEED A CRM SYSTEM TO RUN A
CLIENT LISTENING PROGRAMME"
Truth: All you need are the names and contact details of the clients you would like to invite
to participate in your client listening programme. You invite your clients to take part so
you’re not passing their data to a third party. Although having a CRM system is good
practice, it’s certainly not a barrier to running a client listening programme. In fact, my
client listening platform is all you need to store information relating to client listening and it
will even analyse the data for you!

Courage is what it takes to stand up and speak; courage is also
what it takes to sit down and listen -Winston Churchill

What more could you be doing to
drive new revenue, client
retention and increased referrals?
Hopefully, I’ve busted some of the myths surrounding client listening
and you can now see it’s a worthwhile addition to your marketing
strategy. I think it should be as integral to your business as a website
(but then I would say that!). Over the next 10 days or so, I’ll be diving
deeper into some of these issues so look out for me in your inbox!
And if, in the meantime, you’d like a chat about how I can help you
with client listening, please book a discovery call here.
Or email me at: anna@annalakeconsulting.com

www.annalakeconsulting.com

