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Overall awards

Best professional services firm (revenue over $200 m)

BRW Client Choice Awards

Allens Arthur Robinson

Best professional services firm (revenue of $20-$200 m)

Best professional services firm (revenue under $20 m)

Oakton

Vincents

Profession awards

Best accounting firm (revenue over $500 m) B PricewaterhouseCoopers
Best accounting firm (revenue of $50-$500 m) Ferrier Hodgson
Best accounting firm (revenue under $50 m) Vincents
Best consulting engineering firm (revenue over $200 m) - Coffey
Best consulting engineering firm (revenue of $50-$200 m) Golder Associates
Best consulting engineering firm (revenue under $50 m) 'Douglas Partners
Best law firm (revenue over $100 m) Allens Arthur Robinson
Best law firm (revenue of $20-§100m) Johnson Winter & Slattery
Best law firm (revenue under $20 m) ] Sﬁ;éh_it_tc_lr:;s

Best consulting firm (revenue over 320 m)

Best consulting firm (revenue under $20 m)

‘The Boston Consulting Group
HR Advantage

Best actuarial firm

Best architectural firm

Bendzulla Actuarial
Bligh Voller Nield

Best IT services firm
Best patent attorney and trademark firm

Qakton

Watermark

Best specialist firm

Attribute awards
Best value

Herron Todd White

Lawler Partners

Exceptional service

Swaab Attorneys

Market leader

_PricewaterhouseCoopers

Mast innovative

Alluvium Consulting

Outstanding client care

Vincents

State awards
Best ACT firm

Best Queensland firm

KPMG

Best New South Wales firm Golder Associates
; Vincents

Best South Australian firm - Johnson Winter & Slattery
Arup

Best Victorian firm

Best West Australian firm

Blake Dawson

How the
survey was
conducted

Buyers of professional services have the

including innovation, market leadership, value

eligible firms, except for Best Accounting Firm

opportunity to rate the performance of the
firms that serve them, This year, more than
30,000 separate ratings of firms by their

for money, client care and service quality.
In 2008, 300 firms were efigible for the
awards, They included accountants, lawyers,

(revenue of more than $500 million), which
comprises the big four accounting firms, State
and territory awards are presented in those

clients were received, making the survey the architects, consulting engineers, consultants, jurisdictions where sufficient data is available.
largest of its kind in the world. information technology consultants, recruitment
Respondents were asked to rate the consultants, patent and trademark attormeays, Beaton Consulting has provided services fo

performance of one or more professional actuaries and public relations advisers, maove than 150 professional services firms.
service firms they have worked with in the Award categories are based on the number Some winners are current or past clients of the
past 12 months on a broad range of attributes,  of applicants, There must be at least 10 firm. This in no way influenced the research,



The care factor

The leadin
to the gua

Selective: Chris Amott,
managing directar,
Alluvium Consulting

BEST OF BREED

Allens Arthur Robinson

® Sometimes responsiveness begins with just
saying no. It can be the jobs that a professional
services firm rejects that ensure it is able to
respond effectively on the work it does accept.

For the managing director and founder
of Melbourne consulting and engineering
firm Alluvium Consulting, Chris Arnott, it is
selectiveness in the number and types of clients
- something big firms have struggled with in
the past — that helps to maintain quality.

“We want to only pursue opportunities that
allow us to maintain the level of service we
provide,” he says, “We're in an industry that
is booming in terms of water, drought and
sustainability. .. and some balance is needed.
Sometimes there is not enough discretion
[in aceepting new clients].”

Arnott, who founded the company in
2006 after breaking away from Tyco-owned
engineering company Earth Tech, says
ensuring that all levels of managers within
a client’s organisation are informed of
crucial decisions is important.

Alluvium has an office in Townsville and
clients across the waterway, catchment and
water resource management autharities.
Dealing with these organisations involves
transparent lines of communication.

“Those processes and silos within these
organisations aren’t going to go away, and we
don't want to be blind-sided by a manager who
has the ability to shut off our workflow because
they weren't aware something was happening.”

More than one employee always works on a
client’s account to ensure their needs are met,
Arnott says — “one of the benefits of having a
small number of clients”. For bigger clients such
as Melbourne Water, it distributes fortnightly
email progress reports.

The reports are sent to middle managers as
well as executives to ensure that all parts of the
arganisation are informed, Arnott says.

Maost responsive firms Bost business advisers

__ PricewaterhouseCoopers

Johnsee Winter & Slattery Ijnnllays MR
KPMG Ferrler Hodgsan
Oalctan KPMG

Emst & Young Ausiralia

Lawler Pariners

Afluvium Consulting

Ernst & Young Australia

“We go in and we make sure we know what
the CEOs think, but also what the middle
managers think,” he says.

“It"s hard work but it gives you a tangible
return. We're also trying to avoid duplication
within their organisation, so everyone is
always well-informed.”

Arnott says face-to-face visits are an important
factor when it comes to responsiveness: “A lot of
our clients are regionally based ... so we getin the
car and we visit them on a regular basis. We try
to understand all levels of their organisation ...
which you don't always see with larger firms.”

The accounting firm Ernst & Young Australia -
which has been singled out for excellence twice
in responsiveness and business advisory — has
a more regimented approach when it comes to
responsiveness and the services it provides,

Chief executive James Millar says the firm
has six points its accountants must consider
when serving clients: be enthusiastic and
committed; be available and productive; deliver
on promises; know clients and their businesses;
develop strong and broad relationships; and
provide real and valuable solutions.

An important aspect of giving quality advice
is knowing the client and the industry they
operate in, Millar says.

“If you don't know their business and
industry in which they are operating, and the
pressures that they are facing, then it is very
difficult to give advice. You can give any bit
of advice on technical solutions, but that may
be absolutely ‘practically’ useless if it doesn't
apply [to the business].”

Millar has a take-no-prisoners approach
when it comes to the level of professionalism
he expects from his employees,

“We're an account-centric organisation,” he
says. “If you're working on an account then
you must be across all the issues. If you're not
serving an account then you better be serving
someone who is working on an account.”

Having the most successful clients is also
important, Millar says. They can act as an
employee retention tool. And a culture that
rewards excellence in customer service
promotes high levels of service.

At the same time, it is important that clients
are treated as more than just accounts. “You
want to be a real person to your clients,” he says.

Being “real and approachable” and listening
to the needs of his small to medium business
clients is how Terry Lawler, founder and
managing director of New South Wales firm
Lawler Partners, developed his business, It's
a practice that has seen the firm grow from a
Hunter Valley-headquartered organisation with

Jjust a handful of employees 30 years ago to more
than 170 employees (13 of which are partners)
with offices in Newcastle, Brisbane and Sydney.






