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What we’ll cover today:

• The Best of Accounting award—what it is, how it’s earned. 

• Beyond the award—financial and operational benefits of Best of Accounting.

• Becoming Best of Accounting—4 steps to becoming an industry leader in 
service. 

• What you can do now—next steps to maximizing your time with me today.



How firms earn 
Best of Accounting



Best of Accounting—what it means to be a winner

• Best of Accounting participants must survey a list of 50% (or a minimum of 500) of their 
clients who were billed for services during a 3 month consecutive period over the last 12 
months. 

• Participating firms must receive at least a 20% response rate AND at least 15 responses, or 
a minimum of 250 responses. 

• In order to qualify as “Best of Accounting” - firms must earn a 50% Net Promoter® Score (or 
higher) for client and / or internal employee satisfaction. 

• Clients of Best of Accounting winners are 2x as likely to be completely satisfied with the 
services provided.

• Fewer than 1% of all accounting firms in the US and Canada achieve Best of Accounting. 



How likely are you to recommend our firm to a friend or colleague?
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Fred Reichheld and Satmetrix Systems, Inc."

Best of Accounting is powered by the Net Promoter® 
Score (NPS®)



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

Accounting Industry NPS® Benchmark
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Measure the client experience.
Build online reputation.

Differentiate on service quality. 

2021 is the inaugural year for the Best of Accounting 
award for Employee Satisfaction!

• The industry’s only diversity, equity, and inclusion-focused 
NPS® employee survey program

• Measure employee satisfaction and understand perceptions 
about DEI at your firm



Additional resources…

About the Net Promoter® Score:

• Net Promoter Score “Fast Facts”

• NPS 101 for Accounting Firms

• 2020 Accounting Industry NPS 
Benchmarks

About the Best of AccountingTM award:

• Best of Accounting award overview

• 2021 Best of Accounting Winners—client 
satisfaction

• 2021 Best of Accounting Winners—employee 
satisfaction

https://www.clearlyrated.com/solutions/accounting/nps-for-accounting-firms/
https://www.clearlyrated.com/solutions/nps-101-accounting/
https://www.clearlyrated.com/solutions/staffing-nps-benchmarks/
https://www.clearlyrated.com/solutions/2020-accounting-nps-benchmarks/
https://www.clearlyrated.com/solutions/2020-accounting-nps-benchmarks/
https://www.clearlyrated.com/solutions/staffing-nps-benchmarks/
https://www.clearlyrated.com/solutions/accounting/best-of-accounting-industry-award/
https://www.clearlyrated.com/solutions/staffing/best-of-staffing-industry-award/
https://www.clearlyrated.com/solutions/accounting/best-of-accounting-industry-award/
https://www.clearlyrated.com/solutions/staffing/best-of-staffing-industry-award/
https://www.clearlyrated.com/solutions/accounting/best-of-accounting-industry-award/
https://www.clearlyrated.com/accounting
https://www.clearlyrated.com/solutions/list-of-firms-that-earned-clearlyrateds-2021-award-for-employee-satisfaction/


Beyond the Award: 
What Best of Accounting Delivers



Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

Best of Accounting delivers:

• Real-time feedback from your clients and 
internal employees.



8-Question Survey Net Promoter 
Score (NPS) 
question

NPS Driver 
Questions

Ask the 
questions that 
will be most 
valuable and 
actionable to 
your team. 



Dashboard provides aggregate and segmented views:

39

36



Dashboard provides aggregate and segmented views:

39

36



Integrations provide contact-level views in your native 
CRM:

39

36

More info here: 
https://www.clearlyrated.com/solutions/integrations/

https://www.clearlyrated.com/solutions/integrations/


Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure 
service performance against the industry.

Best of Accounting delivers:



Best of Accounting winners versus the industry
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Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/


How likely are you to recommend our firm to a friend or colleague?
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Detractors are offering you a lifeline, providing the 
opportunity to save at-risk revenue



Detractor Notifications: a native feature that alerts you 
to at-risk clients

39

36

More info here: 
https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-
with-clearlyrateds-real-time-detractor-notifications/

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/


NPS Financial Impact Report: Calculates revenue that 
has been identified as “at-risk” from unhappy clients

39

36

The NPS Financial Impact Report 
helps accounting firms translate their 
real-time client feedback data into 
actionable information that protects 
revenue. 

This new feature is available to all 
ClearlyRated customers! If you haven’t 
already, now is a good time to reach out 
to your Account Manager to access your 
NPS Financial Impact Report. 

More info here: 
https://www.clearlyrated.com/solutions/leverage-your-survey-results-into-
business-growth-with-clearlyrateds-financial-impact-report

https://www.clearlyrated.com/solutions/leverage-your-survey-results-into-business-growth-with-clearlyrateds-financial-impact-report


NPS Financial Impact Report: Also helps you to “sniff 
out” potential revenue loss from former Promoters

39

More info here: 
https://www.clearlyrated.com/solutions/leverage-your-survey-results-into-
business-growth-with-clearlyrateds-financial-impact-report

https://www.clearlyrated.com/solutions/leverage-your-survey-results-into-business-growth-with-clearlyrateds-financial-impact-report


Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

• New insight into account expansion and 
referral opportunities. 

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/


How likely are you to recommend our firm to a friend or colleague?
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"Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related emoticons are registered trademarks of Bain & Company, Inc., 
Fred Reichheld and Satmetrix Systems, Inc."

Look to Promoters for additional business, and work 
with Passives to expand loyalty



NPS Financial Impact Report: Identifies revenue 
expansion opportunities and scope of value

39
The NPS Financial Impact Report also 
helps accounting firms identify accounts 
where the greatest opportunity for 
expansion exists. Promoters on average 
increase their spend by 8% in the next 
year!

Reminder: This new feature is 
available to all ClearlyRated customers! 
If you haven’t already, now is a good 
time to reach out to your Account 
Manager to access your NPS Financial 
Impact Report. 

More info here: 
https://www.clearlyrated.com/solutions/leverage-your-survey-results-into-
business-growth-with-clearlyrateds-financial-impact-report

https://www.clearlyrated.com/solutions/leverage-your-survey-results-into-business-growth-with-clearlyrateds-financial-impact-report


Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

• New insight into account expansion and 
referral opportunities. 

• Approved testimonials from your happiest 
stakeholders.

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/
https://www.clearlyrated.com/solutions/how-to-capture-critical-testimonials-with-clearlyrated/


Testimonials carry high strategic value for prospects

39



More than 8 in 10 accounting firm clients would be willing to share a testimonial.

But fewer than 2 in 10 have been asked to do so.

SOURCE: ClearlyRated 2019

94%
94% of accounting buyers 
say that client testimonials 
have an impact on their 
decision.



Best of Accounting generates automated, approved 
testimonials at scale

39

More info here: 
https://www.clearlyrated.com/solutions/how-
to-capture-critical-testimonials-with-
clearlyrated/

In the Best of Accounting survey, Promoters 
are automatically invited to share their open-
ended feedback as a testimonial. 

• 2 in 5 survey completes result in a 
testimonial.

• 48% of Promoters elect to share a 
testimonial with their provider. 

https://www.clearlyrated.com/solutions/how-to-capture-critical-testimonials-with-clearlyrated/


Best of Accounting generates automated, approved 
testimonials at scale

39

More info here: https://www.clearlyrated.com/solutions/96-of-accounting-firms-that-
survey-their-clients-with-clearlyrated-report-a-positive-roi/

https://www.clearlyrated.com/solutions/96-of-accounting-firms-that-survey-their-clients-with-clearlyrated-report-a-positive-roi/


Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

• New insight into account expansion and 
referral opportunities. 

• Approved testimonials from your happiest 
stakeholders.

• A chance for clients and to recognize star 
performers on your team.

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/
https://www.clearlyrated.com/solutions/how-to-capture-critical-testimonials-with-clearlyrated/
https://www.clearlyrated.com/solutions/clearlyrated-shout-out-feature-harnesses-positive-client-feedback-to-boost-employee-engagement/


Recognizing high performers isn’t just good for 
morale, it’s critical for your business

39• 53% of employees say that feeling more appreciation from their boss would help them stay 
longer at their company. (Glassdoor)

• 82% of employees in the U.S. don’t feel that their supervisors recognize them enough for 
their contributions. (Harvard Business Review)

• 40% of workers say they would put more effort into their work if they were recognized more 
frequently. (Harvard Business Review)



Shout Outs help firms harness positive feedback to 
keep employees engaged and motivated

39

More info here: 
https://www.clearlyrated.com/solutions/clearl
yrated-shout-out-feature-harnesses-positive-
client-feedback-to-boost-employee-
engagement/

In the Best of Accounting survey, Promoters 
are automatically invited to leave a Shout 
Out for any firm employees who have gone 
“above and beyond” for them.. 

• 40% of Promoters elect to leave a 
Shout Out for a team member at their 
accounting firm. 

https://www.clearlyrated.com/solutions/clearlyrated-shout-out-feature-harnesses-positive-client-feedback-to-boost-employee-engagement/


Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

• New insight into account expansion and 
referral opportunities. 

• Approved testimonials from your happiest 
stakeholders.

• A chance for clients to recognize star 
performers on your team.

• Indexed client ratings to improve the 
reputation of your brand online. 

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/
https://www.clearlyrated.com/solutions/how-to-capture-critical-testimonials-with-clearlyrated/
https://www.clearlyrated.com/solutions/clearlyrated-shout-out-feature-harnesses-positive-client-feedback-to-boost-employee-engagement/
https://www.clearlyrated.com/solutions/online-directory/


25%

53%

78%

90%

2.3 out of 5 stars 3.3 out of 5 stars 4.3 out of 5 stars 5 out of 5 stars

% Likely to Engage

How likely are you to engage with a accounting firm you are 
considering that has online ratings of…

50% of accounting buyers 
say they believe online 

ratings and reviews are a 
good resource for 

determining quality of the firm 

SOURCE: ClearlyRated 2019

Online ratings provide prospects with high value data 
about your firm’s reputation



Best of Accounting participants are featured alongside 
client ratings & testimonials on ClearlyRated.com

39
• Searchable: ClearlyRated.com is a 

searchable online directory where providers 
of business services can be found by 
industry, city, state, or postal code.

• Online Ratings: Prospects and buyers can 
search for transparent, validated client 
ratings, testimonials, and award history for 
B2B service firms.

• Social Proof: Validated client ratings deliver 
what your prospects need the most: instant, 
credible proof of the caliber of service that 
your firm provides.

More info here: https://www.clearlyrated.com/solutions/online-directory/

https://www.clearlyrated.com/solutions/online-directory/


Online ratings are persuasive resources for prospects 
when considering an accounting firm

39



Best of Accounting firms earn more ratings on average, 
providing a more accurate reflection of their service



39• The algorithms that power search engines like Google prioritize “user-generated content”
when determining which web pages to return on a given search. 

• Validated customer ratings and reviews hosted on a trusted third-party website are just 
one category of user-generated content, but they have been prioritized by search engines 
because they have been proven, over time, to be desired and relevant to searchers. 

• Best of Accounting participants are featured on ClearlyRated.com, and receive the benefit of 
validated client ratings that show up directly in search results for their brand or firm.
• More info here: https://www.clearlyrated.com/solutions/why-client-ratings-matter-for-your-firms-seo/

Client ratings earn valuable real estate in Google’s 
search rankings

https://www.clearlyrated.com/solutions/why-client-ratings-matter-for-your-firms-seo/


Client ratings earn valuable real estate in Google’s 
search rankings

39More than 80% of Best of Accounting 
participants’ ClearlyRated profile pages 
appear on the first page of local Google 
search results for a given accounting firm. 

We offer many resources to help you 
increase the value of your ClearlyRated.com
profile—including a complimentary SEO 
Audit! 

Please reach out to your Account Manager if 
this is of interest to your firm, or fill out this 
form. 

https://docs.google.com/forms/d/e/1FAIpQLScnKOzr5dgpEPXgEHOMDYXWLhtAhMExh8EFg9iEWHKy25hC3A/viewform


Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

• New insight into account expansion and 
referral opportunities. 

• Approved testimonials from your happiest 
stakeholders.

• A chance for clients to recognize star 
performers on your team.

• Indexed client ratings to improve the 
reputation of your brand online. 

• Key marketing resources (and templates!) 
to help your firm share your proof of 
service.

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/
https://www.clearlyrated.com/solutions/how-to-capture-critical-testimonials-with-clearlyrated/
https://www.clearlyrated.com/solutions/clearlyrated-shout-out-feature-harnesses-positive-client-feedback-to-boost-employee-engagement/
https://www.clearlyrated.com/solutions/online-directory/


Proof of service has never been more important

39



Show off star ratings on your website and in your 
team’s email signatures

39

More info here: 
https://www.clearlyrated.com/solutions/sta
r-ratings-email-widget-highlights-client-
ratings-in-corporate-email-signature/

https://www.clearlyrated.com/solutions/star-ratings-email-widget-highlights-client-ratings-in-corporate-email-signature/


Share Testimonials and Shout Outs directly to your 
social networks

39

More info here: https://www.clearlyrated.com/solutions/social-sharing-feature/

https://www.clearlyrated.com/solutions/social-sharing-feature/


Share Testimonials and Shout Outs directly to your 
social networks

39
More info here: 
https://www.clearlyrated.com/solutions
/social-sharing-feature/

https://www.clearlyrated.com/solutions/social-sharing-feature/


Access your Marketing Toolkit for even more help 
leveraging the ClearlyRated profile, testimonials, shout 
outs, and Best of Accounting award!

39
• Set up your ClearlyRated.com

profiles and get tips for 
maximizing exposure! 

• Assemble client and employee 
testimonials for use in marketing 
and sales collateral! 

• Assemble Shout Outs to track 
service excellence and celebrate 
leaders! 

• Make the most of your Best of 
Accounting win with award 
logos, brand standards, PR 
templates, and merch! 



And of course, never hesitate to reach out to our team 
to get the most out of your survey program! 

39

Ryen Salo
Account Manager

Zita Flaherty
Account Manager

Emilie Clemis
Account Manager

Evan Muthig
CS Specialist

Sallie Post
Account Coordinator

Lauren Petersen
Director of Customer

Success

Bridget Harper
VP of Customer

Success

Anna Griffin
CS Manager



Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

• Real-time feedback from your clients and 
internal employees.

• Benchmarking to help you measure service 
performance against the industry.

• Critical opportunities to identify (and get 
ahead of) at-risk revenue.

• New insight into account expansion and 
referral opportunities. 

• Approved testimonials from your happiest 
stakeholders.

• A chance for clients to recognize star 
performers on your team.

• Indexed client ratings to improve the 
reputation of your brand online. 

• Key marketing resources (and templates!) to 
help your firm share your proof of service.

Best of Accounting delivers:

https://www.clearlyrated.com/solutions/never-miss-out-on-a-critical-client-conversation-again-with-clearlyrateds-real-time-detractor-notifications/
https://www.clearlyrated.com/solutions/how-to-capture-critical-testimonials-with-clearlyrated/
https://www.clearlyrated.com/solutions/clearlyrated-shout-out-feature-harnesses-positive-client-feedback-to-boost-employee-engagement/
https://www.clearlyrated.com/solutions/online-directory/


Becoming Best of Accounting: 
4 Steps to Becoming an Industry 

Leader in Service



4 Steps to 
Becoming an 

Industry Leader in 
Service

1. Commit to asking your key stakeholders for feedback.

2. Commit to taking action on that feedback. 

3. Differentiate with credible proof of service. 

4. Build a flywheel of service excellence. 



4 Steps to 
Becoming an 

Industry Leader in 
Service

1. Commit to asking your key stakeholders for 
feedback.



Measure the client and employee experience.
Build online reputation.

Differentiate on service quality. 

How often should your firm survey clients and 
employees? 

• At least annually, more than annually is better. 

• The ideal survey cadence invites feedback at critical moments in the 
relationship. 



A more regular survey cadence can drive higher 
satisfaction

More info here: https://www.clearlyrated.com/solutions/accounting-client-
survey-frequency-tied-to-accounting-firm-nps/

https://www.clearlyrated.com/solutions/accounting-client-survey-frequency-tied-to-accounting-firm-nps/


4 Steps to 
Becoming an 

Industry Leader in 
Service

1. Commit to asking your key stakeholders for feedback.

2. Commit to taking action on that feedback. 



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

80 / 20
20% of your time 
should be spent 
on designing and 
implementing a 

survey.

80% of your time 
should be spent 

responding to and 
taking action on 

feedback.



How likely are you to recommend our firm to a friend or colleague?

0 1 2 3 4 5 6 7 8 9 10

Extremely likelyNot at all likely

DETRACTORS PASSIVES PROMOTERS

Net 
Promoter® 

Score
% Promoters % Detractors

"Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related emoticons are registered trademarks of Bain & 
Company, Inc., Fred Reichheld and Satmetrix Systems, Inc."

NPS® provides immediate opportunities to take 
strategic action



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

• Detractors trigger recovery and follow up. 

Best of Accounting firms have processes in place 
to respond to feedback as it comes in:



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

• Detractors trigger recovery and follow up. 
• Promoters trigger outreach and inquiry about further business and referral opportunities.

Best of Accounting firms have processes in place 
to take action on feedback:



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

SOURCE: ClearlyRated 2019

Compared to Detractors, Promoters of their primary accounting firm are…

More likely to provide a 
testimonial for their primary 

accounting firm

6x More likely to share an 
online, public review for their 

primary accounting firm, if 
asked

42%
"very likely" to 

provide a 
testimonial

more likely to 
provide an online 

review

More committed to only 
using their current primary 

accounting firm

2x
more likely to be 
fully committed

More likely to plan an 
increase in annual spend 

with their primary accounting 
firm

39%
more likely to 

increase spend



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

• Detractors trigger recovery and follow up. 
• Promoters trigger outreach and inquiry about further business and referral opportunities.
• Passives trigger outreach about what could be done better.  

Best of Accounting firms have processes in place 
to take action on feedback:



Measure the client experience.
Build online reputation.

Differentiate on service quality. 



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

• Detractors trigger recovery and follow up. 
• Promoters trigger outreach and inquiry about further business and referral opportunities.
• Passives trigger outreach about what could be done better.  

In addition to action taken at the respondent-level, Best of Accounting firms: 

• Use NPS drivers to diagnose behaviors and process issues that may be contributing to a low 
score. 

• Analyze and report on data so that it can be integrated into firm-wide processes. 

Best of Accounting firms have processes in place 
to take action on feedback:



4 Steps to 
Becoming an 

Industry Leader in 
Service

1. Commit to asking your key stakeholders for feedback.

2. Commit to taking action on that feedback. 

3. Differentiate with credible proof of service. 



It’s hard to differentiate on service without proof

“BDO brings world-
class resources and 
exceptional service 
to each and every 
one of our clients.”

“At RSM, our client-
centric approach is 

grounded in our 
strong industry 
perspective and 
desire to deliver 

unparalleled client 
experiences.”

“We are committed 
to providing the most 

efficient and 
expeditious services, 

while always 
maintaining the 
highest ethical 

standards.”

“From our origins in 
1919, an innovative 

and client-centric 
culture has flourished 

at CohnReznick.”

“BKD’s mission is to 
always strive for 

excellence in providing 
services to clients, 

create rewarding career 
opportunities and 
maintain sound 

professional, business 
and financial standards."



Best of Accounting offers a variety of avenues for 
demonstrating proof of service. 

39



Measure the client experience.
Build online reputation.

Differentiate on service quality. 

93% of our accounting firm clients 
say their ClearlyRated survey 
program helps them differentiate in 
the marketplace.

93%



4 Steps to 
Becoming an 

Industry Leader in 
Service

1. Commit to asking your key stakeholders for feedback.

2. Commit to taking action on that feedback. 

3. Differentiate with credible proof of service. 

4. Build a flywheel of service excellence. 



Create a “virtuous cycle of goodness”

Measure satisfaction of your 
key stakeholders, set goals 

so you know how you’re 
doing! 

Report back to your clients 
and employees—what you 
learned, where you excel, 
where you can improve!

Celebrate your Best of 
Accounting achievements!

Build positive proof of 
service into external 

communications.

Recognize star performers in 
reviews, meetings, and in 

public!

Get everyone excited about 
centering service excellence 

in their day-to-day!

Centered on 
Excellence



Jenifer Lambert
Chief Revenue Officer

Our survey programs have been a 
competitive advantage for us creating a 
virtuous cycle of goodness. One of our 
toughest clients gave us amazing 
feedback and the account manager told 
me that the feedback has inspired him 
to work even harder for this client.

– Jenifer Lambert



© 2020 ClearlyRated® All Rights Reserved. 
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Questions?

Eric Gregg

egregg@clearlyrated.com

linkedin.com/in/ericgregg/


