
EXCEPTIONAL 

“Fantastic service       

provided, and a 

real understanding 

of what could 

make life easier 

for its customers” 

 

81% of clients are willing to recommend the firm to other people 

The survey looked at 

four core areas. 

 Understanding Client Needs 

 Meet Client Needs  

 Delight Clients  

 Create Loyalty 

We asked you, you told us. 
In May 2014, all Thomson Cooper clients with an email       

address were contacted to take part in a client satisfaction 

survey, as part of the firm’s 65
th
 Anniversary celebrations. 

The aim was to find out what the firm was doing well and 

what we could improve on.  To ensure credibility we           

contacted the team who run Investor in Customers (IIC), an 

independent customer experience assessment programme. 

Our clients and staff were emailed a comprehensive online 

survey, allowing them to remain anonymous if they wished, to 

get frank and honest feedback.   

Industry Standards 

Overall, we achieved a good response rate of 57%. We       
attained a score of 8.58 out of 10 and were awarded 
‘Exceptional’ status by IIC, the highest grade of customer  
service possible. We are the first accountants in Scotland to 
gain this recognition.  

‘Exceptional’ Client Care — What does that mean?  August 2014  



But what does this really mean? 
 

The participants were asked to rate their response to 48 

statements on a scale of 1 to 10 where 1 is ‘not at all agree’ 

and 10 is ‘agree without reservation’. This ‘perception’ data 

was then input into the IIC Model that looks at four core areas 

–  

Understanding Client Needs 

Meet Client Needs 

Delight Client 

Create Loyalty 

Main Findings  

The main findings are  -   

• Client perspective -  service and value are more           
 important than cost 

• Staff perspective - they are engaged but feel they have 
 the potential to offer even more to the clients and their  
 employer  

 

Net 

Promoter  

Score 
 

Our Net Promoter® Score 

(NPS) that measures ‘word 

of mouth’ referral success 

was the highest score IIC 

has ever measured in our 

industry. At +74%, we out 

performed Apple’s US NPS 

2013 score of +70% for their 

iPhone.* 

Net Promoter, NPS, and Net       
Promoter Score are trademarks of 
Satmetrix Systems, Inc., Bain & 
Company, and Fred Reichheld 

‘Word of mouth’ success 
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IIC experts put 
the results into 

context. 

Tony Barritt, IIC         

Customer Experience 

Director put the results 

into context, “Thomson 

Cooper’s Net Promoter® 

score is an impressive 

+74%, with 81% of their 

clients willing to            

recommend the firm to 

other people.  The     

measure classifies       

clients into three main 

groups (promoters,       

passives and detractors) 

and identifies why        

clients are likely to      

recommend an              

organisation’s services.  

Often people who are 

referred to a business go 

on to make further       

referrals themselves.       

Thomson Cooper’s Net 

Promoter® score is in the 

top 10 scores recorded 

by IIC and is the highest 

score IIC has measured 

for an accountancy    

practice. 

IIC Founder & Director 

Neil Craig added. “They 

have attained the top IIC 

rating at their first attempt 

which is a great       

achievement.  It’s clear 

from the comments made 

by their clients that they 

listen, they're flexible, 

they deliver, they support 

and they work hard.  In 

short, Thomson Cooper 

very much have their   

clients’ interests at heart.” 

              1949  - 2014 

Positive Feedback 

 

The final questions asked clients - How likely are you to recommend the company to 

others? – then asked them to elaborate on why they had chosen to score the way 

they did. These are some of the responses we received.  

I have always been impressed with the efficiency and integrity of TC 

Professional service, no worries, red tape taken care of 

Thomson Cooper provide a professional service which is reliable and efficient 

Already have recommended Thomson Cooper and will do so again 

Thomson Cooper are undoubtedly the best accountants I have used in my      

business career.  I would recommend them as they were recommended to me. 

All the staff I've met and worked with are always polite, very helpful, always ready to 

give advice when needed and so professional in their approach. I would  recommend 

this company to others (I have done already!) 

Was expecting a lot of disruption changing auditors but the process was 

smooth and staff helpful 

Provides a good service at a fair price 

Excellent no nonsense service I can rely on 

Because TC can be trusted and will listen to you, and they have always helped us 

Always had good advice and timely responses to my needs 

To date staff have been helpful and competent and communications have been clear 

and precise 

Helpful caring professional organisation with the clients’ best interest at heart 

Like my own Company, Thomson Cooper has a fundamental belief in providing     

excellent customer care. This gives me confidence to use them for all our              

accounting needs. 

Because the staff are friendly, helpful and efficient. 



Free  

Consultation 

Give us a call for more 

information about our   

services and products or 

to arrange a free,           

no obligation quote.   

 

Thomson Cooper  

Accountants 

3 Castle Court 

Carnegie Campus 

Dunfemline 

Fife 

KY11 8PB 

t  - 01383 628800 

f  - 01383 628900 

e  - info@thomsoncooper.com 

 

thomsoncooper.com 

dasapprovedadviser.co.uk 

tcdebtsolutions.com 

indebtpendence.co.uk 

 

 

Thank you. 

David Walker,   
Managing Partner 
appreciated that so 
many clients took 
the time to compete 
the survey.  

“Surveys like this 
can be risky         
because they leave 
you open to         
criticism. However, 
we wanted to ask      
clients what we 
were doing well and 
what we could do 
better. We also 
wanted to give staff 
a platform to make suggestions for change or           
improvements. The feedback has been     
overwhelmingly positive and we’ve had ideas 
from both clients and staff on what we can try 
in the future.” 

 
*Top 10 US Net Promoter Scores for 2013 – www.insightsfromanalytics.com 

Thomson Cooper Managing Partner David Walker 


