
 

                              

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Enhancing Client Services Workbook 

This workbook is designed to help you evaluate and improve your client service delivery to 
strengthen relationships, boost retention, and support the growth of your accounting firm. By 
completing the tasks and exercises, you’ll build a clear, actionable plan to enhance the client 
experience at every stage. 

 

Instructions: 

Before You Begin: 

● Reflect on Current Client Service Practices: Think about how you currently serve 
clients—from onboarding to communication and advisory. 

● Identify Weak Spots: Are there delays, inconsistencies, or feedback issues? Where could 
the client experience be improved? 

● Gather Resources: Note any existing tools, processes, or client feedback that can inform 
your approach. 

During the Workbook 

● Be Specific & Honest: Accurately capture what’s working and what isn’t in your current 
client service model. 

● Focus on Impact: Prioritise changes that will meaningfully improve your client 
experience. 

● Set Achievable Goals: Keep your action steps realistic, based on your firm's size, 
capacity, and resources. 

After Completing the Workbook 

● Take Action: Begin implementing the changes you’ve identified, starting with the most 
urgent or high-impact improvements. 

● Track Your Progress: Monitor client satisfaction, retention rates, and service delivery 
metrics to measure improvement. 

● Review and Refine: Regularly revisit your plan, gather feedback, and make adjustments 
as client expectations evolve. 

This structured approach will help you build a stronger, more client-focused firm—one that not 
only delivers excellent service but also grows through long-lasting client relationships. 

 

 

Join the Unstoppable Newsletter for more updates, tips and content 
to learn how to start, build and scale your accountancy firm. 
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Section 1: Evaluate Your Current Client Service Experience 

Objective: Make notes on how your firm currently delivers client service—from onboarding to 
ongoing support. What do clients consistently praise or complain about? Where do delays or 
frustrations typically occur? 
 
 

 



 

Section 2: Identify Evolving Client Expectations 

Objective: List 3–5 things your clients expect today that they didn’t five years ago (e.g., real-time 
data access, faster responses). Are you meeting these expectations? If not, what’s missing? 
 

 

 



 

Section 3: Spot Opportunities for Technology Integration 

Objective: Make a list of service areas that could be improved with tech (e.g., client portals, 
automated reminders, cloud accounting). What tool(s) could help? How would this improve the 
client experience? 

 

 



 

Section 4: Personalize Your Client Interactions 

 
Objective:  Choose 2–3 client segments (e.g., startups, sole traders, growing SMEs) and outline 
how you can tailor service for each. What kind of insights, communication style, or support 
would each value most? 
 

 

 



 

Section 5: Improve Communication Touchpoints 

Objective: Map out and make notes on your current communication channels (email, calls, 
portal, etc.). Are you proactive enough? Could you introduce scheduled check-ins or updates? 
 

 

 



 

Section 6: Expand Value-Added Services 

Objective: List advisory or strategic services you could offer beyond compliance (e.g., tax 
planning, financial forecasting). Which clients would benefit most from these services? 
 

 

 



 

Section 7: Train Your Team for Client Excellence 

Objective: Write down any training needs within your team that would improve service delivery. 
Do they need help with communication, responsiveness, empathy, or using new client tools? 
 

 

 



 

Section 8: Gather and Use Client Feedback 

Objective: Create a short client survey or reflect on recent informal feedback. What themes 
emerge? What changes can you make based on this input? 
 

 

 



 

Section 9: Develop a Client Communication Calendar 

Objective: Build a 3–6 month plan outlining when and how you’ll contact clients (e.g., monthly 
check-ins, newsletters, reminders). What value can you consistently offer through these 
touchpoints? 
 

 



 

Section 10: Create Your Client Service Improvement Plan 

Objective: Create an action plan. Make notes of: Area to Improve, Action to Take, Who's 
Responsible, Deadline and Expected Outcome. E.g. Faster response times, Introduce shared 
inbox & SLA policy, Operations Lead, 30 days and 20% faster replies. 
 

 



 

Congratulations on Completing Your Enhancing Client 
Services Workbook! 
 
 
What to Do Next: 
 

● Review Your Insights – Look back at your notes and reflections. What have you 
learned about your client service approach? Identify the key areas that need 
attention or improvement. 

● Define Your Next Steps – Based on what you’ve uncovered, outline the specific 
actions you’ll take to enhance your client service delivery. For example, if 
communication is inconsistent, consider implementing a regular check-in 
schedule or client portal. 

● Set Goals and Deadlines – Create clear, measurable goals tied to your client 
service improvements. For instance, aim to increase client feedback collection or 
reduce response times within the next quarter. 

● Incorporate Changes into Your Firm’s Strategy – Align your client service 
improvements with your broader business goals. Share your action plan with 
your team and clarify who is responsible for each part. 

● Monitor and Adjust – Use KPIs such as client retention, satisfaction scores, and 
referral rates to track your progress. Be ready to make adjustments if certain 
strategies aren’t delivering the results you expect. 

● Commit to Ongoing Excellence – Exceptional client service isn’t a one-time fix. 
Revisit this workbook regularly, adapt to new client expectations, and keep 
raising the standard for service in your firm. 

 
 
Final Thoughts: 
 
By acting on the insights and ideas from this workbook, you’ll build stronger client 
relationships, improve loyalty and retention, and lay the groundwork for sustainable 
growth. Prioritising service excellence is one of the most powerful ways to differentiate 
your firm and fuel long-term success. 
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to learn how to start, build and scale your accountancy firm. 
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Additional Notes 
 
Please use this section to fill in the most important points and any other notes or ideas you have 
about your Growth Action Plan. 
 
 

 

 
 
Copyright © 2023 Samera Global 
 
All rights reserved. No part of this publication may be reproduced, distributed, or transmitted in any form or by any means, including 
photocopying, recording, or other electronic or mechanical methods, without the prior written permission of Samera Global, except in the 
case of brief quotations embodied in critical reviews and certain other noncommercial uses permitted by copyright law. For permission 
requests, write to Samera Global, addressed “Attention: Permissions Coordinator,” at the address below. 
 
Samera Global 
 
Disclaimer: This workbook is intended for educational and informational purposes only. The contents are not intended to offer 
professional legal, financial, or business advice. All scenarios and examples are illustrative and should not be considered as applicable to 
all situations. Samera Global does not accept any responsibility for any loss which may arise from reliance on information contained in this 
workbook. 


	                              
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	Enhancing Client Services Workbook 
	Section 1: Evaluate Your Current Client Service Experience 
	Section 2: Identify Evolving Client Expectations 
	Section 3: Spot Opportunities for Technology Integration 
	Section 4: Personalize Your Client Interactions 
	Section 5: Improve Communication Touchpoints 
	Section 6: Expand Value-Added Services 
	Section 7: Train Your Team for Client Excellence 
	Section 8: Gather and Use Client Feedback 
	Section 9: Develop a Client Communication Calendar 
	Section 10: Create Your Client Service Improvement Plan 
	Congratulations on Completing Your Enhancing Client Services Workbook! 

	textarea_1ncpq: 
	textarea_2xpui: 
	textarea_3mtid: 
	textarea_4voyu: 
	textarea_5kfti: 
	textarea_6lnfo: 
	textarea_7cofl: 
	textarea_8igwk: 
	textarea_9zypj: 
	textarea_10zhqc: 
	textarea_11fphs: 


