
A MARKETING 
AGENCY’S GUIDE TO 
CLIENT RETENTION



As a marketing agency, the success of your business relies 100% on 
customers having continual positive interactions with you and your staff. Just like 
any service-based business, in order to really succeed, you need to go above and 
beyond to make sure your clients are happy.

The first step in client retention is to understand what frustrates clients, 
 and then take any measures necessary to ensure that your clients never 
 experience the kind of problems that would lead them to seek help 
 elsewhere.

According to State of Digital, the main reasons clients get frustrated with 
agencies include the following:

• The agencies don’t understand what their business does
•     They don’t understand how their business works
•     They have slow response times
•     The staff doesn’t take care of them the way the sales     
 representative promised
•     Agencies are perceived as being lazy

Can you imagine how terrible it would be as a client to pay an agency fee 
only to be met with frustration and irritation?
 
This guide will help teach you not only how to retain your clients by 
 overcoming the frustrations listed above, but also how to really wow your 
clients. 

Let’s do this!

Introduction
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One of the most important parts of your job is  managing customer relationships. It’s 
not uncommon for clients to either praise you for their high position in the search 
results, or on the flip side, call and chew you out for a sudden drop in rankings.

You’ve probably run across the following situation. You put together a report and 
send it off to your client, only to find out that they are upset with the results. Then, to 
repair the damage, you have to spend extra time explaining the report, how you are 
still on track to  accomplish goals, and why they really do need you. In short, it’s a big 
pain, it strains the relationship, and you want to avoid this kind of interaction at all 
costs.

Here are some ways to identify potential problems and solve them before they 
become an issue.

1. Set goals together

Remember that setting goals isn’t as easy as 1-2-3. It takes time, practice, and a 
lot of initial communication, but it will make a world of difference in your client 
relationships.

• Evaluate client profiles. 
To set achievable goals, you want to evaluate the current position of   
your client. In other words, if you are setting SEO goals, for example, 
and your client doesn’t even have a website yet, you may not want to 
set the goal to be on the first page within the first month.

• Set realistic timing expectations.
Remind them that it takes time for a website to grow organically, and   
start with a smaller more attainable goal. Then, you can grow from   
there. In this particular situation, you may want to start with goals to   
analyze the competition, evaluate keywords, and work on the internal   
structure of their website before even thinking about search engine   
rankings.

• Make sure your goals are measurable.
Once you have some achievable, yet challenging, goals defined, you   
want to run make sure your goals are measurable. After all, measuring  
goals is where you come in as a consultant to really wow your client.   
You want to reiterate that you understand their goals, and then let   
them know how you will measure their goals. If you identify that you   
have some goals that don’t seem measurable, then go back to the   
drawing board, so you can set a goal that is measurable.

How to identify problems before they Happen
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2. Measure your goals with reporting tools

One of your top priorities is to make sure you are using the 
right data as a way of measuring the goals you set together.

This includes using analytics and reporting tools in order to 
give your  customers the numbers, effectively explain the 
story the numbers tell, and provide ideas for improvement. 

Not only will this process help your clients know how their 
campaigns are doing, but it will help them realistically 
understand how and how long it will take to get where they 
want to be.

As you use reporting tools and analytics you will be able to 
show how the deliverables are being attained. As you stick 
to the goals and KPIs you’ve discussed with your client, you’ll 
have a happy client. 

3. Document all your communications well

One of the most frustrating experiences in any consultant 
and client  relationship is a lack of proper documentation of 
all interactions.

As a quick example, let’s travel outside the world of 
marketing and enter the world of medicine. 
Let’s say you have been seeing a physician about an 
ongoing health issue. When you call their office for a follow 
up appointment, it’s likely you will speak with a receptionist, 
or a nurse, rather than the doctor. 
The last thing you want to do is spend a considerable 
amount of time relaying the details of your story and 
previous interactions with the physician in order to get a 
simple follow up appointment, prescription refill, or any 
necessary tests. In order to avoid this problem, you would 
need documentation of previous visits available that quickly 
bring anyone up to speed.

While there are laws for physicians that make full disclosure 
difficult,  thankfully, there aren’t the same laws for 
marketers.
As you document your interactions by taking notes, sending 
up follow emails, and making metrics available to all of your 
staff, you can easily avoid this type of client frustration. 
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as you stick to the goals 
and kpis you’ve discussed 
with your client, you’ll have a 
happy client.

Instead of clients being upset about having to you and 
needing to relay all the information about their goals, 
progress, and future direction to another member of your 
team, all the information will already be there, and you will 
impress the socks off of them.

4. Provide detailed monthly reports along with 
informative insights

Another great way to identify problems before they 
even come up on a client call is by providing your 
clients with detailed monthly reports. 

When you provide a monthly report, don’t just send them 
the numbers. Send details. This means writing a report that 
explains in layman’s terms how each campaign is doing. 

When you provide a summary of what you have done 
each month, how well their KPIs are performing, and the 
progress they are making, they will both have a reference 
for evaluation and their questions will most likely be 
answered in advance.



5. Call your client often

A monthly report will certainly offer detailed information about their  marketing 
campaigns, but it can’t replace the good old fashioned phone call. To get the best 
results, when you make your calls, make sure you are leading the call.

Leading the call means having action items pre-planned. Instead of waiting for 
your client to ask questions about the report, draw their attention to the positive 
and the negatives, and let them know how you suggest moving forward. 

Take the time to prepare for your calls in advance so you are not caught off guard 
by a question, and schedule additional time in case the call runs long. 

6. Always have a plan of attack for continued improvement

Everyone in the marketing world understands how many variables can affect  a 
marketing campaign—whether it be a social media, paid search, search engine 
optimization, or email marketing.

Things can go awry with a Google update, a bold competitor move, or even a 
change in keyword price, and it’s your job to be aware of these changes, and 
make an informed plan of attack to overcome obstacles. 

When you are aware of market changes and monitoring KPIs with analytics, you 
can preempt problems, come up with a solution, and get things back where they 
need to be.

7. Don’t be afraid to share your expertise

Finally, it’s vital to show your value to your client. Remember that you are the 
expert, not them. That is why they hired you for consulting help. Make sure that 
you are going above and beyond to share information with them that they either 
couldn’t have found themselves, or don’t have the time to find themselves.

As you set goals with your client, stay focused on the data, and provide detailed 
and helpful reports (both written and verbally) to your clients, you’ll find that you 
are putting a smile on each of your client’s faces.

For more information, please visit www.tapclicks.com

now that we know how to avoid client problems let’s talk 
about the 7 simplest ways to work effectively as a team in 

order to increase mrr and reduce client churn.

things can go awry 
with a google update, 
a bold competitor 
move, or even a 
change in keyword 
price, and it’s your job 
to be aware of these 
changes, and make 
an informed plan of 
attack to overcome 
obstacles. 
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Consider the value of efficiency in our society. Efficiency is 
so high on the list of American ideals that many companies 
dedicate their whole product or service to helping you save time 
and money.

For example, Apple, one of the world’s most beloved technology 
companies, works non-stop to make life more productive. With 
the iPhone, you can receive calls, surf the internet, track your 
exercise efforts, take pictures, engage on social media, take 
notes, record memos, include any number of other time-saving 
tasks by purchasing apps through the app store, and more. It’s 
mind-boggling.

Google is another example of a company that works to make 
the daily ins and outs of every individual and company flow 
better. Information is readily  available at the click of the 
mouse, cutting down on research time needed to acquire vital 
information.

And the quest for efficiency doesn’t stop with two of America’s 
most popular companies. Think of the benefits of a washer and 
a dryer, a credit card reader, an energy efficient LED lightbulb, 
or an electric car. The list goes on, and you get the idea of how 
efficiency plays into our society and economy.

The more efficient you can be, the more money and time you 
can dedicate to other tasks. Working smarter helps you grow 
your business faster and more economically.

With regards to operating effectively as a marketing agency, 
the goal for efficiency is arguably even more important to your 
success than it is in any other industry. Here are some of the 
top ways you can make your agency team work smarter with 
little to no extra effort:

8 Simple Ways to Use Team Efficiency 
to increase mrr and reduce client churn
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Team Efficiency Best Practices

1. Focus on your strength and let the rest go

The world of digital marketing is complex at best. Nowadays there are many different ways to 
market to the masses, and unless you have the resources of a large fortune 500 company, it’s 
difficult to offer consulting or marketing services for every single marketing service on the planet.

To truly work smart, grow your company effectively, and offer the best customer service, focus is 
key. Consider evaluating the strengths of you and your team members and then honing in on your 
collective superpower.

When you focus on the one service that you can provide better than any of your competitors, you’ll 
find that productivity increases and your company grows.

2. Invest in project management tools

While you may have hired the most organized employees you’ve ever worked with, if you don’t 
give them the necessary project management software, your company will be a mess. Project 
management software will give your team a one-stop spot with all of your to-dos, documents, 
calendars, files, and follow-up appointments. Without some type of project management software, 
you can kiss the idea of scaling your agency into a large and effective company goodbye right away.

3. Use virtual meeting software

The idea of meeting with your clients and team in a presentation room is charming, but these days 
it’s impractical.

It’s likely that your clients are spread all over the United States, and even that some of your 
key players are freelancers. In order to communicate efficiently, you’ll often need to do it via 
technology.

You can do this with GoToMeeting, Google Hangouts, or any of the virtual meeting tools. It doesn’t 
matter which software you use, so long as you have a method for making meetings convenient for 
everyone.
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4. Automate your marketing data

One of the most necessary tools to have in order to make your agency team work 
smarter is to provide everyone with tools to automate your marketing data.

When looking for an analytics program, you’ll want to make sure you have the 
following:

a checklist of needs for evaluating analytics tools

 A database that everyone on your team and your clients can access
 Standard and updated information
 Real-time reporting capabilities
 Automated reporting tools
 Ability to streamline processes
 Campaign integrations
 Easy set-up
 Intuitive navigation and dashboard tools
 White label options
 Campaign customization options
 Data numbers along with data visualization tools

At TapAnalytics, we help you save time by automating all of your analytics processes. 
Instead of focusing on crunching numbers and compiling reports all day, your team 
members can focus their efforts on more pressing tasks.

the more quality partners you have working with 
your agency, the more you will be able to offer your 

clients well-rounded marketing options.



5. File sharing

Not only do you want to make sure your data are available 
to everyone on your team, but you want to make sure 
they have access to all of the same files, documents, and 
resources needed in order to help each and everyone of 
your clients.

There is little more frustrating for a client than calling in to 
one of your agents only to find out the agent doesn’t have 
access to all of the information related to their account.

Instead of making that client explain their situation over 
and over again, simply invest in a system that includes 
detailed notes on each customer interaction and shared 
file access for each team member.

If you don’t have a project management software that 
allows file sharing, try one of the cloud services like Google 
Docs, DropBox, or Apple’s iCloud.

6. Partner with other talented agencies

Remember how we talked about focusing on your 
strengths? Focusing is excellent advice, but so is partnering 
with other talented agencies that can provide your clients 

Here are some of the top ways you can use workflows to save time and money:
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Top Ways to Use Workflows to Save Time and Money

 Send quality leads to the right people on your team
 Update contact information  
 Target leads with personalized marketing content
 Segment your lead information properly
 Diversify the emails you send to clients based on their actions
 Match the right promotions up with the right clients
 Nurture leads that aren’t quite yet ready to buy

Workflows will help you nurture your leads automatically without the need for your employees to keep an eye on every 
customer all of the time.

with other necessary marketing services.

For example, if you are great at online advertising, but 
don’t offer email  marketing services, find a referral email 
marketing partner that can help your client succeed in the 
email marketing realm as well.

The more quality partners you have working with your 
agency, the more you will be able to offer your clients well-
rounded marketing options.

7. Workflow automation

Workflows are automated actions that are set off by 
someone’s contact information, website actions, or 
purchasing behaviors. Rather than trying to guess at 
what your customers want, or the best way to reach 
various  individuals, you can set up workflows to do it 
for you.

For example, if your tracking system shows that a 
customer has visited a certain product on your page, or 
even added that product to their cart, but has not yet 
purchased, a workflow can trigger an email to send them 
with more detailed information or even a promotion code 
for a discount on that product.
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8. Improve client communication

At the end of the day, even if you have the best tools for automation, and you don’t 
have a stellar way to communicate with your clients, your business will fail. Nothing 
can replace the value of customer service in any industry.

In an effort to help you improve your client communication, here are some of the best 
practices for keeping your customers happy.

• Call. It’s easy to rely on technology to do all of your communicating    
 for you, but the value of a phone call is immeasurable. Getting on the   
 phone allows you to set goals, build a relationship, clear up     
 miscommunications, and make sure you are still on the same page. If   
 you need help remember to contact your clients by phone, set up    
 email reminders often.

• Document your interactions. It’s impossible to remember every    
 interaction you have with every client. If you take notes on what you    
 talked about, goals you set, and deliverables you promised, you’ll have   
 a happy and loyal customer.

• Call back promptly. If your client reaches out to you with a problem    
 or a question, make it a priority to get back to them before you do    
 anything else. It will validate them that customers are your priority.

• Send a follow-up. After you engage with a customer on a phone call,    
 send a quick follow-up email. Your clients will appreciate your attention   
 to detail and ability to go the extra mile.



These simple steps at improving communication will eliminate 
many customer services problems and will help keep your 
organization working efficiently.

In this eBook, you have learned how to avoid client problems by 
providing top-notch customer service. You’ve also learned how to 
help your team work together in order to keep your clients happy. 

The last piece of the puzzle in ensuring client retention is learning 
how to use data and reporting tools. A great place to start is 
to make sure you have the following three marketing reports 
automated, and that you are providing insight to your customers 
about what each report means and how they can inform their 
marketing decisions:

•     Social Media Reports
•     Paid Ad Reports
•     Email Reports

Social Media Reports

Social media marketing is a great way to attract customers, create a 
following, and get new leads. However, it’s impossible to know how 
your social media marketing efforts are working out for you if you 
don’t use metrics to monitor what is and isn’t working.
Additionally, it’s a huge pain and time suck to log in to Facebook, 
Twitter, Pinterest, Instagram, etc. separately to see how each 
account is performing.

Enter automated reporting to save the day.

When putting together a social media report, you’ll want to include 
the  following metrics in an automated report.

Automate awareness metrics • With TapAnalytics, you can track things 
like volume and reach across all of your social media channels. This 
will help you know how well your message is getting out to your 
fans.

Automate engagement metrics • To understand how people are 
 interacting with your brand, you can set up your reporting to 
automatically inform you of retweets, comments, replies, etc.

Automate conversion metrics • It’s important to know which ads are 
leading people to your website by tracking conversions.

using automated reports to increase  client retention
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enter automated reporting 
to save the day.
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With TapAnalytics, you can setup automated reports to 
deliver all of your metrics accurately and promptly.

Paid Ad Reports

Paid search is a great way to grow your business. It can also 
be a great way to waste money. Getting paid search down 
to a science is a working process, and what works can vary 
from business to business. So, what’s the best way to make 
sure you are getting the most bang for your buck with paid 
ads? You guessed it! You need to set up metrics, track your 
metrics daily, and learn what is and isn’t working.

When setting up your automated reports for your paid 
search ads, here are some of the top metrics you will 
want to include:

•     Impressions  
 Impressions will tell you how many views your  
 paid search ads are getting.

•     Clicks   
 Clicks tell you how many people actually clicked  
 on your ad.

•     Average CPC  
 Average CPC is the average of how much money  
 you are spending on each click.

•     Spend   
 This tracks how much you are spending on your  
 campaign overall.

No marketer wants to login to yet another tool (like 
Google AdWords) every single day in order to see how 
their ads are performing. However, tracking these 
metrics daily is important to make sure your ads are 
performing.
When you rely on automated reporting, all the hard 
work is done for you. All that’s left up to you is viewing 
the numbers, and making decisions of how to best 
adjust your paid search campaigns.

Email Reports
Small business owners estimate that getting an hour 
back each day from completing their own email 
marketing is worth approximately $273/hour, according 
to a recent research study. Imagine how much that 
number goes up when marketers save additional time 
with automated reporting!

with tapanalytics, you can setup 
automated reports to deliver all of your 
metrics accurately and promptly.
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If you are looking to save time with email marketing, automated reporting is a must. 
Here are the top email marketing metrics to track:

• Open rates
• Conversion rates
• Best time to send an email
• Lost contacts/Growth rates
• Bounce rates
• Device types (computer, tablet, smart phone)
• ROI

Benefits of Automating Reports

As you do the work hard to put these 3 automated reports together,  remember why 
you are doing it. Here are some of the top benefits of  automated reporting:

• Team productivity. By automating reports, you and your team get access   
 automatically. You don’t have to wait around for someone to generate, read, 
 and analyze a report before getting started with a new project. Priceless.

• Saves time. While it may require additional time to setup automated reports   
 at first, you will eventually find that you are saving at least 4 hours a week by   
 automating.

• Accuracy. Rather than relying on old data, you can rest assured that all of your  
 data is real time. Additionally, report automation is programed for  accuracy,   
 so you don’t have to worry about human error (e.g. copying and pasting a   
 section of data into the wrong cell).

• Accessibility. Report automation is designed in a way that makes the same   
 exact data accessible to everyone on your team at the same time.

• Easy. Sometimes it’s difficult to sift through the numbers to find the ones 
 that are vital to analyze. When you set up report automatization, 
 the sorting gets done for you.

• Customization. You might not need every piece of data your analytics    
 programs have to offer. With report automatization, you have the ability to   
 customize and receive only the report data you need.

•  Inexpensive. Let’s face it, the cost of hiring someone to consolidate    
 data is much greater than letting a software do it for you automatically.

It’s clear that report automation in a no brainer.
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LEARN MORE

As you can see, it takes a lot of work to provide excellent customer service and to retain clients, 
but it’s definitely possible. The number one way to being the best agency lies in getting organized 

and using automated reporting tools provided by TapClicks.

TapClicks will set you on the path to success through analytics and workflow of your marketing 
reporting, and will give you the ability to access data in one convenient location.

For more information about TapClicks, or to schedule a demo, 

contact us at www.TapClicks.com 

or email information@tapclicks.com today.
 

We can’t wait to help you transform your agency into the top agency in your area!


