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Outstanding. Professional. Flawless. Those are just a few of the words that can be used 
to describe the expectations of clients working with your firm. This high bar for client 
experience entails timely meetings, clear communication, and all-star deliverables along 
with a consistent high-quality work product that complies with all applicable rules and 
regulations. To achieve success, professional service firms, more so than other industries, 
must offer an excellent client experience—good is simply not good enough. 

As the market heats up, more and more firms are looking to gain new clients as well as maintain an 
excellent experience with current clients. When evaluating their needs, clients want a firm whose brand 
and service level will align with the ethics and integrity that the client expects from their own company. Are 
your clients happy? Or could they be poached by another firm? Instead of lowering your hourly rate, how 
can you offer current and potential clients even more value and services that meet their needs?

Making Connections: Four Characteristics of an Excellent Client Experience

If your firm is wondering why clients are looking elsewhere, it’s time to reevaluate the experience you’re 
offering. At minimum, your clients expect four very important characteristics of world-class client service: 
expertise, value, responsiveness, and counsel. 

1. Expertise

Clients seek service firms who can fill in any gaps in their own business acumen or offering—from legal and 
financial knowledge to an understanding of advanced accounting principles. They expect your professional 
service staff to be experts in their field, fluent in current topics and issues, and able to adeptly assist in 
taking their business to the next level. This also requires anticipating industry trends and providing insights 
that can help their business to succeed while overcoming any obstacles in their path.
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2. Value

Clients want to feel like they are getting a measurable return on investment—particularly if they are being 
billed by the hour. Value can include offering the latest technology to help clients or suggesting ways they 
can better grow their business or reach new markets. These new ideas and tools can assist clients in moving 
their business forward in ways they never considered. Value also means a real feeling of client care from 
your firm: taking initative to look for innovative ways that clients can save money or land more accounts; 
or pulling out all the stops to ensure your clients get what they need, on time and on budget. How can you 
generate value beyond client expectations?

3. Responsiveness

In an era of automated telephone systems and email responses, being responsive to clients can help your 
firm really stand out. Today it often seems like someone needs to publicly complain via Twitter in order 
to get any attention. Clients are thrilled to find a firm that actually responds to them, particularly voice-to-

voice or in person. In addition to that extra level of 
client service, clients should be able to reach your 
team virtually all hours of the day and receive a 
timely response. Responsiveness also means that 
should your clients have an obstacle or opportunity 
arise, your firm can help them to shift strategies or 
reprioritize accordingly. How can your firm help 
clients meet these challenges quickly and agilely? 

4. Counsel

The final X factor in providing top-notch client 
service is acting as a trusted advisor to your client. 
Clients should have the utmost faith in your firm’s 
sound judgment—whether you’re helping them 
decide their next move, close a deal, or choosing 
the right location for an event. Being a trusted 
advisor also means offering clients an honest 
appraisal of their current state and future plans. 
While clients may not like to hear “no” for an 
answer, getting their feedback can help push them 
toward a much-smarter strategy. As they put your 
advice into action, those successes will foster 
trust and enable your firm to better serve clients. 
How can your firm better anticipate your clients’ 
needs? When a client trusts your firm, it not only 
strengthens that relationship, they are even more 
likely to recommend your services to colleagues 
and industry peers.
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Five Star: Delivering Next-Level Client Experiences

How can you take your client service to the next level? Making clients feel understood and engaged is  
the key. 

First, take the time to truly understand your client’s business needs and pain points in today’s market. Ask 
questions about their current challenges, and don’t just talk, really listen to what they are saying. Find out 
how you can help them even more and how to better improve their experience with your firm.

Based on that in-depth discussion, chart a plan for how your firm can deliver this next-level client 
experience. Who will be the single point of contact for your client? What are your firm’s standards for 
client service? What is the protocol for communication? How do you plan to measure and report results? 
Take your initial plan back to your client and solicit feedback. Once you’ve worked with them, you can 
use this client experience strategy to set expectations, not only with clients, but also internally with your 
professional staff.

However, a plan is meaningless unless it’s followed. Make sure that your professional service staff is 
following the plan—reaching out to clients regularly, thanking them for their business, and maintaining the 
relationship. Your staff should also get into the practice of regularly soliciting feedback. When clients feel 
like your firm is listening and responding, they are getting a better experience than many other firms offer.

Making the Best Even Better: Going Above and Beyond

From delivering on difficult requests to easing burdens for your clients, make your firm indispensable by 
providing an unparalleled client experience. Take the time to get to know clients. What are their short-term 
and long-term challenges? What areas are they looking to improve in their business? How can you help 
them in ways they have not even explored? When clients feel valued and understood, they will become 
clients for life. 

Offering this enhanced client experience is the key to differentiating your professional service firm. There 
will be other competitors with the same specialty as yours, but if your firm can offer that extra ”wow” 
factor then you will retain and recruit the clients you need to grow and succeed. Remember: great service is 
priceless, and clients that feel valued will grow with your firm. Enhancing the client experience just might 
be the one thing that differentiates your firm today.
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