




Client Experience (CX): The overall perception a client has of your brand after interacting with your business
across the touch points of your client journey. It’s the sum total of how a customer feels through their
journey with your firm, including the level of reliability, trust, and service, and overall satisfaction derived
from the relationship with your firm.





FEATURES 

What distinguishes your productized 

service? What are covetable features 

that make you stand out?

BRAND ASSURANCE

What does your brand communicate 

about your behavior? How are you 

perceived?

BENEFITS 

What are the exact benefits 

that you and your team deliver 

to clients?

PRICING

How are you articulating your 

value to stay out of the fee 

debate?

RELATIONSHIP

How integrated is your CRM? Are you 

nurturing the partnerships with 

CPAs,  trust attorneys, and other COIs 

that are working with your future 

clients?

PRESENTATION

What are you giving, mailing, 

sending to tell your clients you know 

them? The physical stuff matters 

even more when virtual is primary.

EXPERIENCE

Write down the entire client  journey from 

introduction all the way to the next-gen 

handoff. Create an entire client 

lifecycle, and you’ll serve your clients better.
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