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CUSTOMER UPGRADE OR TERMINATION CHECKLIST

CUSTOMER NAME:

CHECKLIST CREATION CHECKLIST COMPLETION

DATE

DATE:

STAGE 1 — OVERALL ASSESSMENT

QUESTION

WHAT GRADING IS THE CUSTOMER BASED ON YOUR CUSTOMER GRADING MATRIX?

ANSWER

QUESTION

DOES THIS CUSTOMER MEET THE MINIMUM REQUIREMENTS OF YOUR RED VELVET ROPE POLICY?

ANSWER

QUESTION

WHAT ARE THE ANNUAL RECURRING FEES FOR THIS CUSTOMER?

ANSWER

QUESTION

WHAT ARE THE POTENTIAL FOR FEE INCREASES AND ONCE OFF FEES FOR THIS CUSTOMER IN THE NEXT 7YEARS?

ANSWER

QUESTION

WHAT IS THE LIFETIME VALUE OF THIS CUSTOMER (ASSUME RECURRING AND NON-RECURRING FEES OVER 7
YEARS INCORPORATING ANY LIKELY ONCE OFF FEES)?

ANSWER

QUESTION

WHAT ARE THE BEHAVIOURS OR CHARACTERISTICS OF THIS CUSTOMER THAT ARE UNACCEPTABLE TO ME?

ANSWER

QUESTION

IRRESPECTIVE OF ANY ACTION | TAKE AND ANY IMPROVEMENT THAT THIS CUSTOMER CAN POSSIBLY MAKE DO |
NEED TO FIRE THIS CUSTOMER FOR THE BENEFIT OF MY BUSINESS AND /OR MY CUSTOMERS AND/OR MY TEAM
AND/OR ME. (IF YES MOVE TO TERMINATION CONVERSION “IT’S NOT YOU. IT’S ME” IN STAGE 4).

ANSWER
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STAGE 2 — IF THEY ARE A POTENTIAL KEEPER

QUESTION | WILL RAISING FEES MOVE THIS CUSTOMER UP A GRADE?

ANSWER

QUESTION | WHAT IS THE MINIMUM FEE THAT WILL MOVE THIS CUSTOMER UP A GRADE?

ANSWER

QUESTION | WHAT SPECIFIC BEHAVIOUR IMPROVEMENTS ARE REQUIRED IN CONJUNCTION WITH THE FEE INCREASE TO MOVE
THIS CUSTOMER UP A GRADE?

ANSWER

QUESTION | WHAT CAN | DO TO IMPROVE THE WORKING RELATIONSHIP AND CHANGE THE BEHAVIOURS OF THIS CUSTOMER?

ANSWER

QUESTION | WHAT ARE THE EXACT PARAMETERS THAT THE CUSTOMER NEEDS TO ADHERE TO MEET THE LEVELS OF
ACCEPTABLE BEHAVIOUR?

ANSWER

STAGE 3 — MODIFIED RESULTS CONVERSATIONS AND FEE INCREASE
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3A - BASIC RESULTS CONVERSATION

QUESTION

WHAT DO YOU WANT FROM ME AS AN ACCOUNTANT, A TAX ADVISOR AND A BUSINESS ADVISOR?

ANSWER

QUESTION

WHAT DO YOU REALLY REALLY WANT?

ANSWER

QUESTION

WHAT ARE THE MOST IMPORTANT THINGS FOR YOU ABOUT BEING IN BUSINESS?

ANSWER

QUESTION

WHO ARE THE MOST IMPORTANT PEOPLE IN YOUR LIFE AND HOW DOES YOUR BUSINESS IMPACT ON THEM
(POSITIVELY AND NEGATIVELY)?

ANSWER

QUESTION

WHAT DO YOU WANT TO ACHIEVE IN YOUR BUSINESS?

ANSWER

QUESTION

WHAT DO YOU REALLY, REALLY, REALLY WANT?

ANSWER

QUESTION

DO YOU WANT ME TO HELP YOU WITH THAT?

ANSWER
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3B -MODIFIED RESULTS CONVERSATION

QUESTION

THERE ARE CERTAIN THINGS HAPPENING THAT ARE IMPACTING ON OUR RELATIONSHIP THAT ARE UNACCEPTABLE
TO US?

ANSWER

QUESTION | BEFORE WE PROGRESS ANY FURTHER IN THE PROCESS DO YOU FEEL YOU CAN MEET THE PARAMETERS OF BEING
AN IDEAL CUSTOMER FOR US

ANSWER

QUESTION | IF YOU CAN MEET THE BASIC REQUIREMENTS OF A MUTUALLY BENEFICIAL WORKING RELATIONSHIP WE CAN
MOVE TO THE PROPOSAL PROCESS WHEREBY | WILL GIVE YOU 3 OPTIONS OF PRICES BASED ON THE SERVICES
YOU HAVE INDICATED THAT YOU WANT AND YOU CAN CHOOSE HOW WE WORK TOGETHER.

ANSWER

ACTION MOVE TO THE PROPOSAL PROCESS
SEE PROPOSAL PROGRESS IN PRICING MODULE

ACTION REVIEW CUSTOMER IN 3 MONTHS AND 6 MONTHS AND MOVE TO TERMINATION IF THE RESULTS HAVE NOT BEEN

ACHIEVED
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STAGE 4 TERMINATION - THE “IT’S ME. IT’S NOT YOU” CONVERSATION

UNFORTUNATELY, WE ARE NO LONGER IN A POSITION TO SERVE YOU AS A CUSTOMER. OVER THE PAST
“TIMEFRAME” YOU ARE SEEKING SERVICE FROM US IN A WAY THAT WE JUST CANNOT DELIVER.

LIST REASONS: IF APPLICABLE

WE HAVE ALL YOUR RECORDS AND INFORMATION THAT YOUR NEW ACCOUNTANT WILL REQUIRE AND WE CAN
DELIVER THESE TO YOU OR YOU CAN COLLECT THEM IN THE COMING WEEK.

INSERT PERSONAL WORDING: IF APPLICABLE

WE WILL SEND YOU A FINAL BILL FOR THE OUTSTANDING AMOUNTS DUE.

INSERT PERSONAL WORDING: IF APPLICABLE

THIS IS NOT GOOD FOR YOUR BUSINESS AND IT IS NOT GOOD FOR OUR BUSINESS. WE ARE CONTINUALLY WORKING
TO DO OUR BEST FOR OUR CUSTOMERS AND WE NO LONGER FEEL WE CAN PROVIDE OUR BEST SERVICE TO YOU.

INSERT PERSONAL WORDING: IF APPLICABLE

POSSIBLE OPTION: | HERE ARE THE CONTACT DETAILS OF SOME ACCOUNTANTS THAT WE WOULD RECOMMEND

INSERT RECOMMENDATIONS: IF APPLICABLE




