
Ensuring Success 2024 
Session 3 Resources – Providing an Ideal Client Experience 
Panelists: Michael Hsu, Enrico Palmerino, Terrell Turner 
 
Webinars: 

• CPA.com: The Next Normal in Digital Client Experience 
• CPA Academy: Unlocking the Connection Between Employee and Client Experiences 
• CPA Academy: Elevate and Modernize your Client Experience 

 
Articles: 

• Enrico Palmerino: Providing an Ideal Client Experience – Is It Possible? 
• CPACharge: Understanding the Client Experience: An Intro for CPAs 
• Harvard Business Review: Understanding Customer Experience 
• CPA Practice Advisor: Client Experience for Today and Tomorrow – Ten Ideas for Your 

Playbook 
 
Whitepapers and other resources: 

• Hanover Research: The Power of Customer Journey Mapping 
• Technology & Services industry Association: How to Use AI to Improve the Customer 

Experience 
• Content Square: 2025 Digital Customer Experience Trends 

 
Blogs: 

• SmartVault Blog: 3 Tips to Improve the Client Experience and make This Year’s New Clients 
Recurring Ones 

• Freshbooks Blog: Build an Amazing Client Experience: 6 Great Accounting Customer 
Service Tips 

• Mango Practice Management Blog: 4 Ways Accounting Firms Can improve Client 
Experience  

 
Books:  

• David Maister: The Trusted Advisor 
• Rob Brown: Delivering the Ultimate Client Experience: Less Stress, More Income, Greater 

Personal Freedom 
• Andrew Sobel: It Starts With Clients: Your 100-Day Plan to Build Lifelong Relationships and 

Revenue 
 
Podcasts: 

• Accounting Today featuring Sarah Dobek: Building a Better Client Experience 
• CPA Trendlines featuring Mitch Reno: Client Experience Advantage Goes to Small 

Firms|Gear Up for Growth 
• CPA Firm Management Association featuring Eric Gregg: Harnessing the Client Experience 

for Accounting Firm Growth 

https://www.cpa.com/webinars/dcpa-webcast-next-normal-digital-client-experience
https://learning.cpaacademy.org/archived_show/a0DQh00000P5aW4MAJ
https://learning.cpaacademy.org/archived_show/a0D2S00000tnuJ8UAI
https://www.linkedin.com/pulse/providing-ideal-client-experience-possible-enrico-palmerino-flrle/?trackingId=IhPe2wMjTUSn4usiI76aOQ%3D%3D
https://www.cpacharge.com/resources/blog/client-experience-intro-for-cpas/
https://hbr.org/2007/02/understanding-customer-experience
https://www.cpapracticeadvisor.com/2021/12/02/client-experience-for-today-and-tomorrow-ten-ideas-for-your-playbook/46353/
https://www.cpapracticeadvisor.com/2021/12/02/client-experience-for-today-and-tomorrow-ten-ideas-for-your-playbook/46353/
https://www.hanoverresearch.com/reports-and-briefs/corporate/power-customer-journey-mapping/?tm=tt&ap=gads&aaid=adaFTiRMzQBWb&kw=customer%20experience&cpn=11478954697&utm_term=customer%20experience&utm_campaign=corp-customer-experience&utm_source=adwords&utm_medium=paid-search&hsa_acc=3558395466&hsa_cam=11478954697&hsa_grp=111671261026&hsa_ad=703745653870&hsa_src=g&hsa_tgt=kwd-19964342&hsa_kw=customer%20experience&hsa_mt=b&hsa_net=adwords&hsa_ver=3&gad_source=1&gclid=Cj0KCQiA7se8BhCAARIsAKnF3rzvSOEDiPfB6dJLyReBHN3gUyGxKs8CQyWSRdBZo_7dORJ3Nc0eqnIaAtHTEALw_wcB
https://www.tsia.com/resources/an-executive-guide-how-to-use-ai-to-improve-the-customer-experience?utm_source=google&utm_medium=ppc&utm_campaign=cs_ai-to-improve-cx_ebook_0924_paid-search&utm_term=executives&utm_content=cs_ebook&gad_source=1&gclid=Cj0KCQiA7se8BhCAARIsAKnF3ryhApVMRdlcFIp1D2zoB3OfI2ZMS26eouKLzY2iGLkEYWdRKmiROlcaAsVYEALw_wcB
https://www.tsia.com/resources/an-executive-guide-how-to-use-ai-to-improve-the-customer-experience?utm_source=google&utm_medium=ppc&utm_campaign=cs_ai-to-improve-cx_ebook_0924_paid-search&utm_term=executives&utm_content=cs_ebook&gad_source=1&gclid=Cj0KCQiA7se8BhCAARIsAKnF3ryhApVMRdlcFIp1D2zoB3OfI2ZMS26eouKLzY2iGLkEYWdRKmiROlcaAsVYEALw_wcB
https://go.contentsquare.com/whats-next-in-cx-2025?cid=701SZ00000OWUA6YAP&utm_source=google&utm_medium=ppc&utm_campaign=GADS_PMAX_NA_NextInCX2025_701SZ00000OWUA6YAP&utm_term=&utm_content=&gad_source=1&gclid=Cj0KCQiA7se8BhCAARIsAKnF3ryzYShnY5yQCvIQKI8IY5sJTc7UwnI2VyYy_fjjsnm6ddTmi3UzbjQaAuk2EALw_wcB
https://www.smartvault.com/resources/3-tips-to-improve-client-experience/
https://www.smartvault.com/resources/3-tips-to-improve-client-experience/
https://www.freshbooks.com/blog/accounting-customer-service?srsltid=AfmBOopARogn4Ni7Ohkd7i90N8mfNklQvcM_7unb290ifU6-bNGLdv9c
https://www.freshbooks.com/blog/accounting-customer-service?srsltid=AfmBOopARogn4Ni7Ohkd7i90N8mfNklQvcM_7unb290ifU6-bNGLdv9c
https://mangopractice.com/blog/4-ways-accounting-firms-can-improve-client-experience/
https://mangopractice.com/blog/4-ways-accounting-firms-can-improve-client-experience/
https://www.amazon.com/Trusted-Advisor-20th-Anniversary/dp/1982157100/
https://www.amazon.com/Delivering-Ultimate-Client-Experience-Personal/dp/1494731789/
https://www.amazon.com/Delivering-Ultimate-Client-Experience-Personal/dp/1494731789/
https://www.amazon.com/Starts-Clients-100-Day-Lifelong-Relationships/dp/1119619106/
https://www.amazon.com/Starts-Clients-100-Day-Lifelong-Relationships/dp/1119619106/
https://www.accountingtoday.com/podcast/building-a-better-client-experience
https://open.spotify.com/episode/3rNbPq3MzKgnYLEcsExsw0
https://open.spotify.com/episode/3rNbPq3MzKgnYLEcsExsw0
https://cpafma.org/education/view-podcast?id=276cdb8e1af0cb3aca1ae2d0018624204529
https://cpafma.org/education/view-podcast?id=276cdb8e1af0cb3aca1ae2d0018624204529

