Meridian are helping them

Managing Partner said at Partner Conference in December,
that client satisfaction was going to be KPI, but had not
thought about how to measure that.

Base your KPIs on real, tangible measures

Qualitative

L = Achieve balance
Quantitative

Consistent score over time

Qualitative can be better

- Net Promoter Score

....we perform at our best

)= Ask what we look like when.....
...when we perform at our worst J

Can the KPIs be agreed up front
with the client?

Need to be clear at the strategic level

{ Measuring success. KPIs

Tips on interviewing clients }

What does your organisation want to achieve for your clients?

Face-to-face for important clients

No Partners are involved in the interviews |, How independent is leadership buy in?

Be prepared

Know their business

Don't focus on just your questions

Open questions, let them speak S

1 If the client wants to talk, just let them

Acknowledge what will happen next

Avoid the animal question (honestly)

Client listening - client face

Two ears, one mouth

Connect & Attract

The client is a client of the "firm", not just of "you" I

What questions you must ask?

- Be clear on battles you must win

Orient

Transactional

Customers coming back for more

Extend & Retain ,| Not just a product or service

The Customer Experience }

,{ Organisational buy in

Which ones are optional? }

Redesign delivery approach based on feedback

Behaviours

Accountability |~ Key things

Governence

| Exceed their expectations

How do you get clients to be loyal?

Advocacy ,| How do you get them talking about you to other people?

| Increase loyalty -> Increase revenue -> Increase profits

Images ﬂ



Clear & transparent communications

Contact 'touch point' analysis

"One firm, client first" awards

{ Review & Improve

Performance reviews: KPIs and behaviours

Client Listening Programme }-

Training & development programmes

Published annual

Internal document

Pulls in key themes from all client feedback

Helps BD communicate what's going on centrally

Run by Meridian West

Surveys 500 accountancy firms

Meridian pick the sample and send out the questions

Other firms buy in to the report as well

BDO received the highest satisfaction scores of its
peers in each of the last couple of years

Client Talk

250 clients per year through the program

Balanced across service areas

Make the feedback available to the Partner
and the rest of the firm

By Meridan West
Telephone interview -

( o
__Or their inhouse BD team
RADAR - name of the Online CLP Portal at BDO

Definition ﬂ

Used globally

Allows more people to be surveyed

Can allow benchmark across different surveys

1. was a pilot

Phased introduction - 2. going out next week to more people

Net Promoter Score }-

{ Mid-Market Monitor

3. will be fully live

Even is ultimate referral question is 9-10

A high score is a chance to get an "advocacy" quote

They have developed a "follow up - Scores on the other 9 questions might be quite low
matrix" for NPS scores

The matrix helps people dig in to those lower scores

How to move the Passives up to Promoters,
not down to Detractors




