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Client Retention- What Is It

Importance of Client Retention 

?
Client retention is all about the methods
and strategies that firms invariably
employ to keep their client base intact. It
involves carrying out various business
activities that not only boost client trust
in the organization but also make them
bounce back every time they need a
particular service or support. 

For CPA firms, maintaining a good client
experience that leads to retention is
extremely crucial.

In other words, if you know how to alleviate
your client experience, you are bound to get
more recognition and work across the
industry. All in all, client retention can help
CPA firms thrive, aiding them in going a long
way in their venture. 

In a modern, cut-throat competitive era,
one thing that can set your accounting
service apart is how well you retain your
clients.

A retained client not only enhances your
sales margin but even spreads word of
mouth, whereby you gain a new client
base that further adds to your revenue. 

Client retention is extremely crucial for CPA firms no matter their
stature and presence globally. 

In other words, the importance of client retention is a plethora, and we
will look at some closely. 

According to the report
presented by Deloitte,
B2B clients are 32%
more likely to renew
their contracts with B2B
firms that are adept at
customer experience. 

https://www.deloittedigital.com/content/dam/deloittedigital/us/documents/offerings/offering-20210129-b2b-cx.pdf


Help Save Money 

Why? 

Leads to Referrals 

Believe us when we say that retaining existing clients is way cheaper
than acquiring new ones! 

Because the existing ones know you and your work already. This
customer loyalty not only leads to repeated businesses but also turns
out to be cost-efficient in the long run. 

The retained and satisfied clients will not
just turn to you when they need a service.
Rather, they will recommend your CPA
firm to others, thus bringing more
workflow for your business, adding to your
revenue. 

According to a Harvard study, it is
pointed out that acquiring new
clients is anywhere between 5 to
25 times more costly than
retaining an existing client.

However, if you keep the ones
happy that are already on your
side, you won't have to spend your
resources and time making them
believe in your accounting
services. You won't have to woo
them, unlike new ones who are
unaware of your dexterous work. 

https://hbr.org/2014/10/the-value-of-keeping-the-right-customers


Boosts Return on Investment (ROI) 

Well, we all are aware that
bringing in a new prospect
and making them aware of
your nitty-gritty is an art, and
that too an expensive one. 

However, when existing clients are taken care of efficiently, they usually
need less nudging, which means you have to spend less whereas the
returns will be more. 
 
Thus, an existing client will add to your ROI and remove the onboarding
expenditure that goes into acquiring new ones. 
 
Indeed, the indispensable part of client retention cannot be overlooked.
However, not all CPA firms get the desired results when it comes to
retaining their clients. Many times, they lose the ones who once had
been integral to their success. 
 
Well, all these follies can be avoided, if adequate steps and strategies
are undertaken at the behest, which we will read ahead! 

According to a Harvard Business
Review Study, enhancing client
retention by 5% can improve
profits from 25 to a whopping 95%! 

https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty


However, this can only be done if you give close attention to understanding
thoroughly who your clients are and what unique requirements they have. 

This can be done by analyzing their attitudinal data collected through
market research or social media sentiment analysis. You can also utilize
artificial intelligence that will create automated reports, letting you know
who likes your services, their pain points, and much more. 

Once this is identified, you can customize your accounting services and
fulfill their expectations. When you focus on knowing your clients better, and
improvise on your deliverables, they are bound to come back to
you for future endeavors. 

The foremost strategy to retain clients is
to be aware of their needs and
expectations. Gone are the days when
good service cost was one of the major
reasons behind client retention. 

Today, the business landscape has
changed and so have the client's
expectations. Now, every client that you
meet, possesses a certain set of
requisites that they want you to fulfill. 

01.
UNDERSTAND
CLIENT NEEDS
AND
EXPECTATIONS 

A client that trusts you along with
a retained customer base that
never evaporates! 

And, what do you get
in return? 



Maintaining open and transparent
communication with your clients is
another way in which you can retain
and make it hard for them to say
goodbye to your CPA firm. By this,
we mean that you should have
two-way communication so as to
understand them better, even
allowing them to access you closely.

Offer your clients various opportunities to engage and communicate
with you since any relationship that is devoid of communication is
likely to fall and wither away. 

But when they are kept in the loop, and consistent efforts are made to
listen to them, it leads to a sense of belongingness, which makes these
clients come back to you. 

Use various communication channels that are most used by your
clients. According to a report, there exist 4.2 billion email users in the
world today. By the end of 2026, that figure is projected to go over 4.7
billion. You can make use of these channels to better communicate
with your client base. 

Also, as an accountant, you should improve your listening and
communication skills to better reach your
clients and understand their grievances,
likes, and preferences efficiently. 

Don't wait for them to reach out
to you, rather get on your toes
and seek them before they do! 

Want to know a pro tip?

02.
MAINTAIN
EFFECTIVE
COMMUNICATION  

https://www.constantcontact.com/blog/email-marketing-research-and-statistics/


The accounting domain calls for a
proactive approach since it deals
with tight deadlines all the time.

However, when you make use of
automated systems, you can send
alerts to your clients related to
upcoming deadlines that can be
leveraged for better output. 

All this automation also makes auditing tasks easier. 

Likewise, when you use the right CRM, you can identify opportunities for
your clients and even extend recommendations to them.

When clients witness your proactive approach that makes their tasks
easier and brings optimum results, they resonate with you and are
likely to be there as your permanent clients over the years. 

Proactively make use of
automated systems for improved
efficiency! 

And what do you have
to do here? 

03.
UTILIZING DATA
FOR PROACTIVE
DEADLINE ALERTS



Clients are likely to stick to you if you
offer exceptional accounting services
and keep on doing so, not only when
you want them to collaborate with
you but always.

So, not just your first impression is
essential but every association that 

follows thereafter since it is one of the most potent ways in which a
client’s trust is built.

When clients see consistent exemplary service, they will prefer to be on
your side rather than hopping to another CPA firm or service provider
with whom they have not worked before. 
 
This strategy also involves a prompt attitude from your side whereby
you must keenly address the issue that lurks in your deliverables.

When you address and solve their challenges effectively, they will look
for you every time they wish to avail of a service. 

Well, Consistency! 

So, what is the key here? 

04.
PROVIDE
EXCEPTIONAL
SERVICE 



By this, we mean that as an accountant you should also understand
your limits and hence, give a transparent and complete picture of
what you will be offering to your clients and what not. You should be
upfront about your deliverables so that they do not expect something
out of the way, which is virtually impossible for your team to complete. 

Being clear as to what you can offer and what they should expect from
you makes way for a long-term professional bond.

When clients witness that you are clear about what you will offer to
them, they will have a set expectation, something, which is not at par
with your strength. This way your clients will not just understand what
they should expect but will also be able to see you as an upfront firm
that does not give false promises.

As much as it is important for your
accounting firm to offer unmatched
exemplary services, it is equally
necessary for you to understand that
your team does not comprise
superhumans, that you have limitations,
and that it is okay to accept them.

Always set clear expectations! 

A thing to remember
here? 

05.
BE UPFRONT
ABOUT YOUR
DELIVERABLES



As a CPA firm, you can utilize
cutting-edge technologies and
innovative ways to keep on
winning your clients. With the aid
of interactive tools and innovative
approaches, you can formulate
efficient plans and come up with
the right accounting services for
your clients. 

When customization occurs, it brings better results and outcomes that
clients can never overlook or undermine.

Likewise, by setting up an automated accounting process, you can
excel as a CPA firm whereby you'll be able to not just streamline your
deliverables but even ensure quicker services from your side. A rapid
turnaround will further boost your stature as a keen CPA organization
that focuses on offering timely deliverables that bring optimum output.

When clients get an automated and modern solution to their modern
problems, they will invariably stick to you and your accounting services
no matter what.

Simply focusing on predictive
analysis, behavioral data, and
client-centric technological
solutions! 

Well, the trick lies in? 

06.
LEVERAGE
TECHNOLOGY AND
INNOVATION



You should continuously educate
your customers on your accounting
services and the latest
improvements that come by.

When you consistently focus on
client education and
empowerment, you will stay on
their mind, and there will be no gap
in communication. 

With this, they will also stay connected and feel related to your
deliverables at all times.

Whether you believe it or not, clients look forward to hearing from you
about your service advancements, since it gives them a reflection of
your hard work and dedication to solving their accounting needs. 
 
The best way to let them know of your improvements is by channeling
them towards reading your social media posts, or text messages. 

Personalize your content! You'll
get a better reach! 

Wish to know a key
point? 

07.
FOCUS ON
CLIENT
EDUCATION AND
EMPOWERMENT 



Understanding the pain points of
your clients and giving them constant
support can help your CPA firm go a
long way. Clients do not just need
flawless services; they also seek your
assistance when they feel clouded by
various strategies and innovations
that exist in the dynamic business
arena. 

Since these complexities increase per the stature of the firm,
ever-ready assistance is what they look for from you.

When you proactively listen to their requisites and extend tailored
solutions to their problems, you tend to make a positive relationship
with your clients. It will also make them count on you whenever some
unforeseen situations come by.

This in turn makes you look like a reliable and invested CPA firm that
understands its clients and is always ready to offer solutions when the
need arises. This makes you stand out from the clutter.

Well, a retained client that looks
up to you and your accounting
services! 

And, what do you gain
out of it? 

08.
EXTEND
CONSTANT
CLIENT SUPPORT 



One of the simplest yet effective ways
to retain clients is to highlight the
success stories of your existing clients
who benefitted from your accounting
services, the ones who got a hold in
the business arena because of your
services.

By this, we mean that you can point out ways in which you helped
those clients navigate the challenges and reach the desired goals.

These case studies and real-life examples will not just let the clients
know of the efficacy of your services but even give insights into the
quality of work that your CPA firm offers.

When clients see that you have successfully been able to manage and
address the challenges of others, a positive image is built, which leads
to enhanced trust in your services and eventually client retention.

Talk about quantifiable results such
as increased revenue, enhanced
efficiency, or cost savings that
resulted from your services. 

Want to earn a brownie
point? 

09.
CASE STUDIES
AND REAL-LIFE
EXAMPLES 



A goodwill gesture goes a long way in
the professional world too. In addition
to excellent accounting services, you
must also focus on incentivizing your
clients more often, so that they feel
connected with your firm and
recognize the efforts you put in to
make them feel valued. 

A positive acknowledgment or thank you note can always suffice since
it will give your clients something of sentimental value apart from your
services, something they can feel good about at all times. 

All this binds your clients to you. And when this happens, you can be
sure of a retained client base that never leaves your side, through thick
and thin.  

Well, always personalize your
rewards! 

A handy tip from us? 

10.
OFFER
LOYALTY
REWARDS



When you seek client opinions, it makes
them feel valued and heard. It will also
aid your CPA firm to get an insight into
their perception and what they feel
about your accounting services. 

The feedback from your clients will not just help you know your weak
points, but even assist you in understanding their general preferences
that they may not usually say aloud. 
 
So, when you give your clients a voice, they are bound to stay loyal and
satisfied with your accounting services.

Moreover, they will stick to you and will take your assistance even more
when they know their grievances will be heard and dealt with
effectively.

Go for numbered feedback,
asking them to rate your services
from 1 to 10! 

Thinking about what's
the best way to gather
feedback? 

11.
ASK FOR
FEEDBACK 



Once you are well-versed with what
your clients expect from you, make
room for improvements.

Simply, gathering feedback and not
working on your shortcomings is not
going to help at all. 

Therefore, work on your weaknesses and improvise so that your clients
see the efforts you put into delivering top-notch accounting services to
them. 
 
When this happens, your clients will stay with you and keep coming
back for further requirements. Simultaneously, you get a retained client
base. 

On the contrary, it might lead to a negative impression on your clients. 

Go for a feedback analysis! 

Want to know how to
work on your
weaknesses easily? 

12.
WORK ON YOUR
SHORTCOMINGS



Customer Retention Rate is the percentage of those customers or
clients who actually stick to your CPA firm over time. By measuring this,
you'll know if you have been successful in retaining your clients in the
business set-up. 
 
If this rate is low, it means your client is not satisfied with your services,
which is a heads up for you clearly, meaning thereby, you're not
working on your weaknesses effectively. 

MEASURING AND IMPROVING
CLIENT RETENTION STRATEGIES 

Well, focusing on strategies to retain clients is one thing, and
measuring its effectiveness is another. By measuring these strategies,
you'd be able to know which of them works for you and which ones
need improvement. 
 
Well, here are some key retention metrics to check if you're retention
strategies have been successful in the long run:- 

As a CPA firm, it is imperative for you to analyze your client's churn rate.
User churn rate is the percentage of clients who leave during a specific
period. 
 
When you know of the churn rate, you will be able to assess the
reasons why your clients leave and hence, can improve your retaining
strategies efficiently. 

1. Focus on Customer Retention Rate (CRR) 

2. Analyse Client Churn Rate 



Analyzing Customer Lifetime value is another key metric that will let you
know how well your retention strategies have worked. LTV refers to an
estimate of the entire value of a client during their association with the
company. 
 
If the LTV is not high, it is time for you to improve your retention
strategies as the LTV should increase and not decrease over time. 
 
Well, with the aid of these quantitative metrics, you will be better
equipped to know the effectiveness of your retention strategies and
improve upon the same, so that you retain clients in a better way. 

3. Check Upon Customer Lifetime Value (LTV or CLTV) 



Today, along with quality service, a good client retention rate also
impacts a CPA firm's profitability and brand recognition. Given the fact
that each firm has its services to sell, there might be a different
approach that works best for them. 
 
Therefore, developing the right client retention strategy is crucial to
improving client experience, since happy clients come back; unhappy
ones do not. 
 
In all this, being unique can help you become irreplaceable, and is one
of the strongest ways to retain your clients, since they know they won't
be able to replicate the experience elsewhere across the industry. 

If you're up for an outsourcing firm, stop your search as Smart
Accountants is the solution to all your accounting needs. With a highly
skilled staff, we can reduce your accounting burden and bring
efficiency that molds every step of yours into sheer success. 

CONCLUSION 

Well, a win-win situation for you! 

And all this leads to? 



CONTACT  US  NOW

+1 (754)-258-4994

hello@infinity-globus.com

www.infinity-globus.com


