
There are actions attorneys and accountants 
can take to increase their referrals from existing 
clients and professional sources. Here are the 
successful measures we take with our clients.

Client Satisfaction

Every practice that is at least, in part, dependent 
on referrals should have a formal referral 
program in place. The initial step is to initiate 
client satisfaction surveys. At the conclusion of 
services, each client should receive a survey and 
be asked to fill it out. If they are at the office, it 
would be ideal for them to complete the form 
before they leave. Provide those who opt not to 
complete the survey at the office a copy of the 
survey with a self-addressed stamped envelope. 
Send all other clients the survey by mail with a 
warm letter from their accountant or attorney. 
Again, it is best to include a self-addressed 
stamped envelope. You may need to follow up 
with email or call to remind clients to complete 
the form. To receive a sample survey, email us at:
survey-sample@marketingstrategy.com.

You need to take the results from your surveys 
seriously. Thus, you should carefully examine 
completed questionnaires. Those who expressed 
even a negligible trace of dissatisfaction should 
be contacted with the intent of solving their 
issues. By taking action to resolve clients’ 
dissatisfaction, law and accounting firms will 
often turn disgruntled individuals into satisfied 
clients who will continue to use your services 
(i.e., tax accountants), and may turn into 
productive referral sources. Law and accounting 
firms should demonstrate a 100 percent effort 
to completely handle any legitimate client 
frustration.
A practice that enjoys superior client satisfaction 

should tabulate their survey responses and 
present the findings to potential referral sources 
as part of their marketing program. One of the 
most effective avenues you can effectively use for 
disseminating results of surveys is social media, 
especially Facebook,YouTube, Twitter and 
LinkedIn. If the practice implements this step 
correctly, promoting survey results will accelerate 
practice growth. 

Testimonials

Whether your clients will continue to use your 
services when they have a need should be one 
of the questions in your satisfaction survey. You 
should also ask those whom you survey whether 
they would be willing to provide a testimonial. 

All those who respond to your surveys ought to 
receive a follow-up thank you letter. People who 
indicated they are willing to provide a testimonial 
should be contacted after they receive the thank 
you letter and asked to provide a testimonial. 

Receiving testimonials from satisfied clients 
opens the door to having them express their 
positive experiences online on Google, Yelp and 
YP.com. This also provides you the opportunity 
to collect testimonials and post them on your 
website and in practice promotion.

Content of testimonials

As with all successful marketing, specifics sell 
and generalities do not. Therefore, you want 
their testimonials to contain details on their 
positive experiences. Stating you are a nice guy 
and did a good job is not going to help you much. 
A client explaining in detail how you provided 
the best advice ever on taxes, and how his or her 
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previous accountant neglected to furnish this 
advice will help secure new tax clients. 

An Example of a Successful 
Referral Program

Attached is a copy of a referral letter for a 
business in an entirely different industry—
custom furniture manufacturing. The reason why 
I present this letter is that it is based on a proven 
successful referral program. This method should 
only target satisfied clients whom you feel are 
likely to refer you business. This letter generated 
a significant boost in new customers and sales. 
(The name of the business and phone number in 
the letter was changed out of respect for our client.)

Although everything Woodrow promised is 
considered ethical in his industry, obviously, 
accountants and lawyers must refrain from 
offering referral fees. The point is for you to 
consider how you can ethically and tastefully 
apply this method.

Dear ________

Enclosed please find two movie tickets to Edwards 
Cinema. I’ve sent you this gift for two reasons. 
First, I wish to thank you for being a loyal customer 
of ours. Only our best clients will receive a gift. 

The second is to ask if you would be willing to help 
us spread the word out about Mahogany Custom 
Furniture. Our business depends greatly on word-
of-mouth from our customers and we very much 
appreciate the many referrals we receive. I’m 
hoping your experience with us has been so good 
that you would feel comfortable recommending us 
to your friends and neighbors. Your entertainment 
center, we trust, has become a fabulous addition 
to your home. Virtually all of our customers are 
delighted with the quality of our products and 
the level of customer service they received. We’re 
confident you feel this way, too. 

Perhaps some of your friends and neighbors are 
looking for an entertainment, home office center, 
or having their closets remodeled. Those who have 
recently purchased a home or are redecorating are 

prime candidates. I promise they’ll be given the 
same level of quality, customer service and value 
that you received. So, if you don’t mind, please fill 
out the enclosed referral form. There is space for 
up to four names. When you fax, email or mail the 
form back to us, with your permission, we’ll send 
them a letter stating that you were the one who 
referred us to them. Our fax number is 000-000-
0099. 

They’ll also be offered two free movie tickets, as 
well. All they have to do is contact us and we’ll 
send them. There is no requirement for them to buy 
or even meet with us to receive the tickets.

Again, thank you for placing your trust in 
Mahogany Custom Furniture. We very much 
appreciate your confidence.

Sincerely,
Woodrow Master
Owner

P.S. You don’t have to participate in our referral 
program to enjoy the movie tickets. These are yours 
to use as a sincere token of our appreciation for 
your business. We’ll also send you a $50 referral 
bonus for each one of those you refer who buys. 
Thanks again.


