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Adelaide Ness

Owner & CLO
The Rainmaker Companies

Adelaide is a speaker, trainer, coach and consultant to accounting
firms around the world. Adelaide’s strengths are in marketing,
branding, communications, leadership and business development.
For over 12 years she has been working with accounting firms to
help them build stronger cultures and stronger brands by
encouraging excellence and consistency at all levels in a firm.

J

Email: Adelaide@TheRainmakerCompanies.com

g (

Call: +1 617 849 2977
LinkedIn: www.linkedin.com/in/adelaideness
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Objectives

By the end of this course, you will be able to:
» Understand the importance of cross-selling to our best clients

« Discover high-value touchpoints to grow bigger relationships with
existing clients

* Learn the Client-Centered Meeting Process

» Understand ways to stimulate qualified referrals from existing
relationships

* Develop solutions to climb the Value ladder with existing clients

Three Strategies For Double Digit Growth

""" Identify “A” clients and super please them e,

*

"~.....2_._ Identify “B” clients and turn them into “A” clieq’gs_...-".

3. Find prospects in your marketplace like your “A”
and “B” clients

RSM




Strategy 1 -
Identify “A” Clients
and Super Please
them.
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Build
Loyalty
through
EMPATHY

Introduce

New
Services

Turn them
into
“Raving
Fans”
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Why we fail to connect:

%

Too busy Schedule too tight Fail to accurately take the
order and become
embarrassed
I I
I =T
What do clients really buy?
s )
Solutions to Good feelings
problems
NG /
I I
e =T
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‘Clients buy\
Kemotionally/

4 N
and justify
with logic.

- /
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Client Touchpoints

Client .
Planning
Knowledge
Sharing
Client
Experience

Work
Delivery
(1 |
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PeiOBpiﬂ?fg'f * What touchpoints do you have with

clients throughout the course of
your relationships that culminate to
define their experience with the
firm?

Issue
Resolution
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Plan Touchpoints Between Meetings

Re'ﬁtionShip « Make introductions to people in your
Access network — personal and professional

Social « Extend invitations to events with other
Interaction [HEEEE

Valuable - Provide business data about industry,
Data competition, trends, changes, etc.

Political « Brag on them to others inside and outside
Advocacy of their company

*~ *~
'O\Q OS Problem * Share insight on a problem they are facing
@ @ Solvi ng that is outside of your core service offering
s 3
~ QL Personal + Take time to help them grow and learn
Mentorshlp from your knowledge and experience
(1 |
fvalara RSM
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The Components of Trustworthiness

(-)
Self-

Credibility Interest
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Client-Centered Meetings

Get the Open the Matﬂzge Close the
Meeting Meeting Meeting Meeting
* Reason * Like/Trust * Listen for * Advance
« Process - RPB opportunities to commitment
+ Benefit help
Avalara o —
© 2020 RSM US LLP. All Rights Reserved. RShA
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Reason Process Benefit (RPB)
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Manage the Meeting

s Listen

s Ask questions to explore

mmm  Ask questions to clarify

s Don't offer solutions too soon

s Review the issues/prioritize

= |INntroduce additional services

Avalara Rp——
RSM
Close the Meeting
s Advance commitment S
m Follow up e
Lvalara RSM
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The Client Action Plan

= © @

St side the Select your Cmplky
ext 90 days Tp20| t in

3] % [~
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Why Referrals?
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[ High Closing Ratio :
r Perpetuates the Firm —‘
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How do we stimulate referrals?

-

Enhance their revenue

Regular contact

(3 J |
‘:vcllara RSM
Learn their
business
Strategy 2 - orer @
|dentify “B” clients
and turn them
into “A” clients ‘,’;“%Jk*;,l
Focus on
New
Partners
and Senior
Managers
(3 J |
fvalara Ty
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Who are your “A” and “B” clients?

* Top 5% of your clients =
50% of your firm'’s total
revenue

* Next 15% of your clients =
30% of your firm’s total
revenue

Lvalara
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How do we move our “B” clients
to “A” status?

* Understand their business
* Be proactive

» Variety of services

» Convenience

» Fair fees

Lvalara
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How do we

understand

our client’s

business?
Fvalara

The Components of Trustworthiness

(-)
Self-
Interest

Credibility | Reliability Intimacy
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How do we understand our client’s business?

Attend

industr Read industry Industry Ask
>y publications CPE/CLE questions
meetings
. 2N 2N RN J
fvalara R
& 2ok Haland Capit 2020 RSM US LLP. Al Rights Reservec RShA
Walking up the Value Ladder
- Reriraig Trusted Advisor
* How did you get your “A” /
clients to move up the value R
Iad d e r? .I."I: Frocess integration f
j Felatianshios , Advisor
» The higher they move the more R
valuable the relationship —_—
i Resource
fvalara R
RSM
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Smile and
have fun!

Avalara

Questions? Let’'s Connect!

Adelaide Ness

Owner & CLO
The Rainmaker Companies

Adelaide is a speaker, trainer, coach and consultant to accounting
firms around the world. Adelaide’s strengths are in marketing,
branding, communications, leadership and business development.
For over twelve years she has been working with accounting firms to
help them build stronger cultures and stronger brands by
encouraging excellence and consistency at all levels in a firm.

J

Email: Adelaide@TheRainmakerCompanies.com
Call: +1 617 849 2977
LinkedIn: www.linkedin.com/in/adelaideness Y,
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Rsbﬂ This document contains general information, may be based on authorities that are subject to change, and is not

a substitute for professional advice or services. This document does not constitute audit, tax, consulting,
business, financial, investment, legal or other professional advice, and you should consult a qualified
professional advisor before taking any action based on the information herein. RSM US LLP, its affiliates and
related entities are not responsible for any loss resulting from or relating to reliance on this document by any
person. Internal Revenue Service rules require us to inform you that this communication may be deemed a
solicitation to provide tax services. This communication is being sent to individuals who have subscribed to
receive it or who we believe would have an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network
of independent audit, tax and consulting firms. The member firms of RSM International collaborate to provide
services to global clients, but are separate and distinct legal entities that cannot obligate each other. Each
member firm is responsible only for its own acts and omissions, and not those of any other party. Visit
rsmus.com/aboutus for more information regarding RSM US LLP and RSM International.

RSM, the RSM logo and the power of being understood are registered trademarks of RSM International
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