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When doing business either online or face-to-face, you want peace of mind that things will go smoothly. Furthermore, if things
don’t go as planned, then you want comfort in knowing they will be taken care of. The Watson CPA Group takes customer service
and satisfaction very seriously.

Negative Online Reviews
We regret that we’ve upset past clients. We wholly admit that we’ve made mistakes, and because we are human we will be
prone to future mistakes. Everyone at the Watson CPA Group takes client dissatisfaction as a personal failure, not just a
company failure.
We are aware there are several negative online reviews. However, social media is by and large ﬁlled with negativity. Further, it is
human nature to be more moved to write a review when you are upset or dissatisﬁed. We call this the wisdom tooth theorythose who had dry sockets and were miserable for several days tell the world through a bullhorn. Those who a good wisdom
tooth experience tell no one.
Google Reviews

Yelp Reviews

Sure we could hire an agency to stuﬀ the ballot box so-to-speak and puﬀ up our Google and Yelp reviews. But that’s not the right
approach. Our reviews, good or bad, are from real people, making real comments about real things.
So, what to make of all this? Two things- First, the Watson CPA Group stands by its work product. If we screw something up,
we will make it right. No excuses. No “yeah, buts.” If we created a penalty for you, we will pay it. We’ve also refunded our
fees at times when appropriate. At any rate, our goal is make things right and to earn your trust in the future.

Second, as Murphy Law states, “People don’t make the same mistake twice. They make it three, four, ﬁve times.” All kidding
aside, we are constantly learning and continuously improving. We have developed checklists and procedures to minimize
mistakes, and to aim for a high quality client interaction. As Vince Lombardi once said, “Perfection is not attainable. But if we
chase perfection, we can catch excellence.” Sure, we’re Packer fans so Lombardi is always top of mind… it helps us do a better
job tomorrow than we did today.
Again, we will make it right, right away!

We Rock Board

In our breakroom we have a magnetic dry-erase board where we post clients’ comments on how wonderful we are. Since the
accounting business is generally negative we want to show our staﬀ how their eﬀorts are appreciated. When we receive criticism
from our clients, we usually disseminate that during our weekly staﬀ meetings since plastering negativity without discussions
and coaching doesn’t help anyone.

Client References
We often get asked, “Can you send me a few of your current clients as references?” The answer is, “Sure, but we need to ask for
explicit permission ﬁrst.” Current privacy laws and our professional standards as promulgated by the American Institute of
Certiﬁed Public Accountants (AICPA) prohibit us from disclosing our clients’ identities without permission. Therefore, we can
certainly provide references but it takes some eﬀort.
Also understand that we are only going to provide references of clients who absolutely adore us and who would lay down in
traﬃc for us. This is no diﬀerent that your last employer who asked for references- you only gave them the ones that you had
excellent relationships with. This is probably one of the reasons that references are becoming a bit out-dated.

Ideal Client Relationships
Since our client interactions are about relationships, the Watson CPA Group has a short list of expectations from our clients. We
do not believe in the adage that the customer is always right. Sorry. This might seem harsh, but we have several good clients
who are paying us to keep bad clients out of the fortress so we may leverage our resources correctly.
Sense of Urgency
We expect clients to have a sense of urgency. As Tina Watson, founder of the Watson CPA Group, says, “We hope you value your

business as much as we value your business.” In other words, we need clients to carve out time for us so we may do the job
you’ve hired us to do. It doesn’t make any sense to hire a housekeeper but not provide access to the house.

Collaborative Perspective
Our relationship isn’t a drive-thru transaction. We want to work together on understanding your business, tax and ﬁnancial
worlds. Sure, we have several clients who provide beautiful ﬁnancial statements and we produce equally beautiful tax returns. At
the same time, we prefer to review the ﬁnancial statements, poke around a bit, ask some questions and collaborate with you to
ensure the best advice is being oﬀered and the best tax return is being prepared.
Open Communication
We want you to be open and honest with us. We don’t like playing hide the ball or some silly guessing game. Accountants
unfortunately do not have the same client privileges as attorneys, doctors and clergy enjoy. However, we’d rather have you tell
us the truth in plain language so there is no confusion.
Human Compassion
We are not machines. We are human beings who from time to time make mistakes and have bad days. While one of our favorite
phrases is “We are all actors on a stage. We do not have bad days.” we expect the same compassion from you that we oﬀer to
you. The Golden Rule comes to mind. We do not tolerate swearing or yelling at our staﬀ. Jason Watson remembers working for
the airlines when passengers would be screaming at the game agent, and he would simply say, “if your gate agent could say
anything other than your ﬂight is cancelled she would, but she can’t, so cut her some slack.”

Trust and Verify
To become a CPA you need 150 credits of school (which means a Master’s Degree), to pass a ridiculously tough four-part test
(45% passage rate) and work for another CPA for 2,000 hours. A lot of clients want to understand how things work. This is great,
and we love teaching the basics. We truly do. However, please understand that a newbie CPA spent 6-7 years just to become a
CPA and it is diﬃcult to reduce all that knowledge into a singular conversation. We hope that our clients can get to a point where
they trust the professionals they hire, and they verify the work product.
Fiscal Responsibility
Taxes are a way of life. We are not interested in doing business with clients who do not believe in paying taxes or who do not
have the ﬁscal responsibility to pay taxes. Yes, we want to minimize taxes. No kidding. It is your duty as an American citizen to
pay the least amount of taxes allowed by law, and we will help you do that. At the same time, Franklin D. Roosevelt said in 1936,
“Taxes, after all, are the dues that we pay for the privileges of membership in an organized society.”
Of the G20 countries, only South Korea, India, Mexico, Turkey, Canada, Indonesia, Brazil and Russia have lower personal income
tax rates. None of those countries with the possible exceptions of South Korea and Canada sound like a place worth living in (in
our humble opinion). We live in a great country. Pay your dues. Just not a penny more.

Value Proposition
The Watson CPA Group are tax and business consultants, not just number crunchers. Anyone can balance a checkbook. Anyone
can put the right number in the right blank. But we take a consultative approach to tax preparation. You can always ﬁnd
someone to do it for less – of course. However consider the solid back-end support which you will get with the Watson CPA Group
that other tax preparation companies might not provide. Read more about our Value Proposition here.

