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“Are you willing to 
recommend your 
adviser to family 
and friends?”

Source: 2016 Millionaire Investor: Advisor Relationships and Changing Advice Requirements. Spectrem Group, 2016.

 

 

Client loyalty can contribute to client retention, 
increased wallet share, and new business.

This guide will help you establish a manageable way 
to accurately assess — and then increase — the 
level 
of loyalty among your clients.

What portion of your clients would recommend you?

Once you know the answer to this question, you 
can use that knowledge to implement firmwide 
initiatives that foster loyalty and even motivate 
clients to advocate on your behalf.

A QUICK-START GUIDE

Using client 
feedback to 
increase loyalty

In a recent 
Spectrem study,
43% of millionaire 
clients said no.
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Client loyalty can contribute to client retention, 
increased wallet share, and new business.

This guide will help you establish a manageable way 
to accurately assess — and then increase — the level 
of loyalty among your clients.

What portion of your clients would recommend you?

Once you know the answer to this question, you can 
use that knowledge to implement firmwide initiatives 
that foster loyalty and even motivate clients to 
advocate on your behalf.

A QUICK-START GUIDE

Using client
feedback to
increase loyalty

In a recent
Spectrem study,
43% of millionaire 
clients said no.



Subject line: How can we better serve 
you? Three quick questions.
[Client first name],  
How can we better serve you? We’ve 
chosen you as part of a select group of 
clients to help us evaluate our practice. 
The link below will take you to a quick 
three-question survey, which we ask 
that you complete by [Date].
We value your opinion and appreciate 
your time. We hope that by listening 
closely to your input, we can continue 
to improve your experience with us.  
Give feedback now. [Link]
Thank you for your participation.

Select a strategic subset 
of clients to survey.

Thank clients within a few days, 
and follow up shortly thereafter for 
a detailed conversation.

Define scope

Close the loop

8

Best practices for client loyalty
Make loyalty a part of your firm’s culture. 

Be open to all input; don’t be defensive.

Consider dedicating a few team 
members to do follow-ups.

Practice helps.

Chart your NPS as you
make adjustments
based on feedback. 
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4
The Net Promoter Score 
(NPS) can help you gauge 
the health of your practice.

Collect and measure3

Use a third-party service 
(such as SurveyMonkey) 
to email the survey.

Email the survey2

Determine if an 
issue is unique 
to one client or 
is shared
by others.

Probe for 
information to 
help uncover
the root cause
of an issue.

Prioritise common 
client concerns.
Implement an
action plan.
Inform clients about 
improvements and 
also why a particular 
concern may not or 
cannot be addressed.

Sample survey text

How likely are you to recommend us
to your friends or colleagues? Why?

What could we do better?

If we have questions or want to better 
understand your feedback, may we 
contact you?

10 2 3 4 5 6 7 8 9 10

Using client feedback to increase loyalty

Keep a log of feedback and follow-ups for 
each client. Promote firmwide awareness 
of common concerns and solutions.

Establish a baseline score 
and look for improvement
over time.

Try starting with 10% of your client 
base, then send to a new group 
quarterly or semiannually.

TIP 
Consider an initial email or call 
telling clients to expect the survey. 
This can increase response rates.

If you survey your entire 
client base at once,
it will be harder to 
manage timely 
follow-ups.

6

TIP 

TIP TIP 
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