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An introduction to Barometer

The challenge

Few would argue with the belief that the best agency/
client relationships are two-way; built on equivalency
and shared responsibility for the relationship, mutual
understanding for the role each partner plays,
appreciation for the effect of collective behaviours
and joint accountability for creating the conditions for
success.

However two significant challenges are compromising
this spirit of partnership.

1. For many agencies, the prolonged over-servicing
and heightened client expectations of the
pandemic have made the playing field significantly
less even.

? Unreasonable client demands have risen
to become a top 5 complaint in Barometer
findings

2. Meanwhile Agency talent have become the new
customer to satisfy; more demanding and driven by
self-interest, as evidenced by high levels of churn.

Barometer ratings remain consistently
lower than TRR

Time for a new relationship agenda?

~
80%

Of advocate agency teams share
advocate client TRR ratings

There is a high return to be enjoyed for both agency
and client with a new way of thinking about the
relationship;

Less
"How can we make our clients happy?"

More
"How can we best work together for mutual benefit?"

This may require re-contracting with clients; to
encourage shared responsibility to deliver mutual
reward; to work in partnership to foster stable,
motivated and productive teams delivering at their
very best.

Re-dressing the power
balance with Barometer

Barometer measures the internal emotional
temperature of agency talent on their account,
surfacing the internal narrative on the client
business, the impact of the client on the
agency and how teams feel about the most
powerful industry drivers of motivated teams.

¢

It puts the client relationship under deeper
scrutiny by correlating the agency experience
of the client with the client experience of the
agency (TRR) for a 360 perspective.

It empowers agencies to have constructive
client conversations about the relationship,
leveraging objective data grounded in
industry benchmarks, to encourage a
collective approach and commitment towards
mutually rewarding outcomes.
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Methodology

We ask all client facing teams the following
questions:

“On a scale of 1to 10, how likely is it that you
would recommend each of your accounts to
work on to others in the agency?”

“What makes you feel this way?”

Feedback is never attributed to an individual -
eliciting the unvarnished truth from agency talent;
removing the etiquette and 'gloss' of a typical 3460
survey.

Outcome-driven Consultancy supports holistic
relationship planning

Thorough diagnosis

Of macro agency risks and opportunities
from both TRR and Barometer feedback,
contextualised by industry benchmarks.

Opportunity to learn from and scale ‘excellence’
Codifying the conditions for success from
relationships rating high on TRR and Barometer.

Strategic and holistic approach to relationship
planning
Using action planning tools to unlock and

integrate both internal agency and external client

action.

Expert counsel to motivate positive outcomes
Including how to approach client conversations
constructively.

Use of Verity IP

to empower and equip agency teams to take
action confidently, including industrywide study
into “Good Client” behaviours.

3 ways Barometer is helping agencies
get on the front foot in 2023

I Co-contracting with clients on what it takes
to get the best from the agency; informing
client reset conversations, client charters and
contracts.

L Correlating Barometer insight with turnover
data enabling client conversations about
attrition and encouraging joint ownership for
stability.

@ dentifying where negative internal narratives
around an account are destabilising and
self-limiting; re-framing the benefit story to
support team morale, productivity, stability.
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