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Evaluating key client relationships

	Criteria
	Question
	-10
	0
	+5
	+10
	Score

	Account Contacts
	Are we talking to all

the key players - influencers and decision makers?
	Junior or lightweight contact - no authority, limited influence.
	One contact - middle level, some limited authority.
	Several contacts - not all - some consulted and in favour.
	In contact with decision makers and budget holders and/or all key players.  Majority in favour.
	

	Level of Trust
	What is the level of trust between our companies?
	Very little, they do business with us reluctantly.  Looking to change?
	Some trust established.
	An open relationship.  Issues are readily raised/discussed.
	Total trust  Client allows us to do what we believe is right for them.
	

	Sharing of Information: Competition
	How much do we know about their attitude to the competition?
	None/little - only that which can be observed.
	Some information about who they are currently using.
	Reasonable information - including some financial information.
	Detailed financial information including pricing/discounts and overall strategy.
	

	Sharing of Information: Business
	How much do we know about their business?
	None. Only what we’ve heard/read.
	Some information about plans for the next period.
	Plans for the year(s) including expected orders and some financial numbers.
	Detailed knowledge of strategy and tactics.  Detailed financial information.
	

	History with this client
	What is our history with this client?
	None.
	Very limited.
	Fairly extensive contact with good relationships and sales.
	Substantial contacts together with good commercial background - mutually beneficial.
	

	Seeks Advice
	How often are we consulted by the client?
	Almost never.
	Occasionally.
	Regularly - client looks for help and assistance.
	Often - we are involved in future planning - advice is sought frequently.
	

	Accepts New Products/
Services
	What is the client’s attitude to new products?
	Very negative, tough to persuade.
	Reluctant to take new products on.
	Amenable to new ideas/products.  Negotiates a deal.
	Client leaves it to us.  Mostly accepts our ideas and recommendations.
	

	Accepts Technology and Pricing
	How readily do they accept technology and the pricing offered?
	Very rarely, usually adopt an aggressive stance.
	Partly accept what is offered.  Some problems usually arise.
	Readily accepts technology with negotiations over pricing.
	Usually involved with the plans from the start.  Ready acceptance of both technical and pricing plans.
	

	Knowledge of Lifestyle/
Social Contact
	Do you know much about your contact(s) outside of business role?
	Not at all.
	Very limited, some knowledge and limited social contact.
	Good working knowledge of contact(s) - social contact quite frequent.
	Extensive recorded knowledge, extensive applicable social contact.
	

	              Scoring:
	
	
	
	
	
	

	0   - 35             36 - 75     76 - 90 
	Poor (or very new) Relationship – Extremely Vulnerable - Client Actively Against Us In Some Areas.             Medium Working Relationship - In Some Areas We Are Vulnerable.  Needs Attention.                                                           Close Working Relationship.  Strong Client Loyalty to our Company.  Protect.








