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By far the easiest route to practice 
growth is through your existing  
client base. If you can manage  
these relationships effectively, you’ll 
generate new work – whether in the 
form of more work from the clients 
themselves or from the referrals they 
generate. The question is: how do you 
make sure your client relationships 
are generating those all-important 
opportunities? The key to unlocking 
the potential in your client 
relationships (increased retention, 
cross- and up-selling opportunities, 
and referrals) is to listen. Unless 
you’re listening to your clients, how 
do you know what they consider the 
best possible level of service to be, or 
which of the extras you offer actually 
constitute genuine added value?

Far too many attorneys only find 
out a client is dissatisfied when it 
walks. Taking the time to listen to 
clients will uncover any unhappiness 
and put it right before they take the 
ultimate step.

DON’T BE SHY
You may be concerned about asking 
for listening time. After all, your 
clients are very busy. However, they 
won’t be too busy to take the time to 
feed back on how you could improve, 
provide more in certain areas, do 
things slightly differently or – crucially 
– make their businesses run better 
and their working lives easier.

And as long as you act on the 
suggestions your clients make, your 
client relationships will immediately 

strengthen. First, because of the  
extra brownie points you’ll earn just 
by conducting a listening exercise. 
Second, because who wouldn’t choose 
to continue with an advisor who 
delivers exactly what they want  
in the way they want it delivered?

You may only interview half a  
dozen clients, but the common 
themes that come up will have a 
considerable impact on your practice. 
If a few clients suggest the same 
improvements, those improvements 
will likely benefit many other clients. 
At the very least, they will give you  
a reason to get in touch with other 
clients to tell them about the new 

options you create. This gives you  
the perfect chance to begin a new 
conversation that could well lead to 
new instructions or introductions.

COMMUNICATIONS CLUES
Clients may also clue you into the  
best ways to communicate with them 
(eg a webinar rather than a seminar, 
email tips rather than full-blown 
articles) so you can make your 
marketing more cost- and time-
effective. They may point out a 
publication or conference you could 
be utilising to meet potential clients 
with a similar profile – again, this  
is insight that will help make your 
future business development more 
profitable and productive.

Ultimately, your clients are  
your practice. You may have a lot  
of nice words on your website, in  
your brochures or in your tender 
documents that articulate just how 
seriously you take client care, but 
unless you make an actual gesture, 
those words will never be truly felt. 
And if that commitment isn’t felt, you 
will never maximise your retention, 
revenue or referral numbers.
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As long as you act 
on the suggestions 
your clients make, 
your relationships 

will strengthen

LISTEN UP! 
Douglas McPherson suggests extending  

your practice by lending an ear




