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BUILDING VALUE

By 
Gale Crosley, CPA
Crosley+Company

"The Business Discipline of Practice Growth"
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WHAT IS VALUE RELATED TO?

VALUE
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5 VALUE-BUILDING MISTAKES

Underestimating The Client Experience
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VALUE AND
THE CLIENT EXPERIENCE

TV Tales from Roadway Express
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THE CLIENT EXPERIENCE - #1
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THE CLIENT EXPERIENCE - #2
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THE CLIENT EXPERIENCE - #3
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THE VALUE LADDERTHE VALUE LADDER
Trusted Advisor

CommodityCommodity
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5 VALUE-BUILDING MISTAKES

Missing The Big Picture
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“As the study progressed, characteristics 
emerged as the most important drivers to 
client satisfaction.”

“We uncovered hostility over some real 
issues. Some of which may be surprising. 
Hundreds of executives are increasingly 
annoyed about how little their accountants
really understand their business.”

ROSS MCMANUS SURVEY
OF 1220 EXECUTIVES
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5 VALUE-BUILDING MISTAKES

Not Thinking Outside the Box
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“The old paradigm of leaving brochures and 
promotional materials for clients needs to be 
replaced with an attitude of competing on 
value.”

This is why brochures don’t do it – because they 
can’t completely articulate the application of the 
unique value proposition to the specific value to 
the client based upon their unique needs

Source: Leo Pusateri
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CREATING VALUE
“People are motivated by needs, wants 
and values, by hopes of gain and the 
relief of pain.”

Integrity Selling for the 21st Century
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CREATING VALUE

“Pain doesn’t come from the rational 
side of the business problem; it comes 
if there is political recognition for 
success or embarrassment for 
inaction.”

Hope is Not a Strategy
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“ Find a problem that technology
can solve.”

Ross Perot
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GOOD QUESTIONING 
UNCOVERS VALUE

Broad Based Question SetBroad Based Question Set

Specific Question SetSpecific Question Set

UndefinedUndefined
OpportunityOpportunity

Defined OpportunityDefined Opportunity
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CREATING INDIVIDUAL VALUE 
PROPOSITIONS

High Value
Solution
Linkage

High Value
Solution
Linkage

Professional
Objectives

Professional
Objectives

Personal
Needs

Personal
Needs

Your
Offerings

Your
Offerings

High Value
Solution

High Value
Solution
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5 VALUE-BUILDING MISTAKES

Blaming it on Price
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VALUE AND PRICE 
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5 VALUE-BUILDING MISTAKES

Chest Thumping
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DESCRIBING DIFFERENCESDESCRIBING DIFFERENCES

Our Realm of Expertise
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SUMMARY
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