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in AEC Marketing & Business
Development




Introduction

AEC (Architecture, Engineering, and Construction) firms operate in a
relationship-driven industry where long sales cycles, complex projects,
and repeat business make trust and reputation paramount. For
decades, firms have relied on intuition, personal relationships, and
informal conversations to guide their marketing and business
development decisions. While these methods remain valuable, they
lack consistency, scalability, and the depth of insight that today’s

competitive environment demands.

Structured client feedback programs provide the missing link. They
offer objective, timely, and actionable insights into how clients perceive
your firm, projects, and people. More than just a performance metric,
feedback becomes a strategic tool for enhancing visibility, building
credibility, and fueling growth. With platforms like Client Savvy, firms
can collect, analyze, and act on feedback at key milestones in the client
journey—transforming it into a lever for brand differentiation, proposal

success, client loyalty, and more.

This guide explores practical and strategic ways AEC firms can harness
client feedback to elevate brand positioning, win more work, improve

planning, and drive sustainable growth.



Brand Positioning and
Messaging

Your brand is not what you say it is—it's what your clients say it is. AEC firms that rely solely on internal

perceptions or outdated assumptions to shape brand messaging risk missing the mark with prospects. Instead,

leveraging structured client feedback allows firms to align their brand with authentic client perceptions and

preferences.

How to Use Feedback in Interviews
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Value Clarity

Feedback reveals what clients
appreciate most responsiveness,
technical competence, creative
problem-solving, etc. which
should be reinforced in
positioning statements and

messaging across platforms.

TIP

Differentiation
Direct quotes and consistent
themes help highlight unique

qualities that distinguish your firm

from competitors

@"

Emotional Resonance

Client language—especially from
open-ended comments—
captures the emotional value your
firm delivers, from “peace of
mind” to “a trusted extension of

our team.”

Use themes surfaced from feedback to develop brand pillars and incorporate actual client phrases in

your website, proposals, brochures, and presentations.



Proposals

DEMONSTRATING CLIENT-CENTRICITY

AEC proposals are often rich in technical detail, but what truly sets one firm apart from anotheris a
demonstrated commitment to client satisfaction and experience. In a competitive landscape where technical
competence is expected, it's a firm's ability to listen, adapt, and respond to client needs that ultimately wins

work.

By incorporating your client feedback strategy into proposals, you shift the narrative from “what we do” to “how
we ensure your success.” Presenting real-world proof of client satisfaction—supported by data, scores, and
visuals—gives evaluators greater confidence in your team’s reliability, responsiveness, and commitment to

continuous improvement.

Integrate Feedback in Your

Proposal Strategy Quantifiable Metrics

® Show Your Process: ® Include CXI and NPS scores not only for

the firm overall, but also tailored to project

Detail your milestone-based feedback system, . .
Mmanager assigned, relevant project types

powered by Client Savvy’s platform, including
. » or market sectors, etc.
how and when feedback is gathered and how it's
used to adapt delivery in real time. ® Compare these to industry benchmarks

) when advantageous.
® Visual Proof:

Include visuals such as screenshots of survey

interfaces, the CXl scale, and example follow-up

responses. Charts showing high response rates

and CXI improvements over time build credibility. TIP

® Make It About Them: Position feedback as a strategic risk

Emphasize how feedback benefits the client, management tool for the client—
helping reduce risk, enhance communication, demonstrating foresight, accountability,
elevate their experience, and ensure alignment and continuous improvement.

throughout the project lifecycle.



Interviews

SHOWCASING THE PROJECT TEAM’S REPUTATION

Project interviews are the final proving ground. While technical acumen and project understanding matter,

firms often overlook the power of client feedback in these settings. Interviews offer the chance to highlight not

just your team’s qualifications, but their proven track record of client satisfaction. Clients want assurance that

the individuals they meet in the interview are not only capable but dependable. Sharing team-specific CXl and

NPS scores, along with relevant testimonials, allows interviewers to see quantifiable evidence of your team'’s

client-focused performance.

How to Use Feedback in Interviews
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Lead With Impact Team-Level Scores
During your team presentation, Present project-specific CXl or
highlight your feedback program NPS scores for the team
—how it works, how it keeps members being proposed,
teams accountable, and what reinforcing trust in your
clients gain fromit. personnel.

TIP
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Testimonials in Their Words

Include client quotes related to
the proposed team’s
collaboration, communication, or

problem-solving ability.

Reinforce the idea that "this isn't just our A-team on paper—these are the people our clients

consistently rate as exceptional.”



Testimonials

A RENEWABLE RESOURCE

Nothing is more persuasive than hearing directly from a satisfied client. Testimonials humanize your firm, add

third-party credibility, and bring specificity to your claims. The challenge, however, is gatherinthem consistently.

A structured client feedback program solves this by embedding testimonial collection into your ongoing
operations. Every feedback cycle becomes an opportunity to capture authentic, timely, and diverse client

voices that support your marketing needs.

Building a Testimonial Engine
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Tag and Curate Approval Process Variety
Use survey responses to identify Proactively seek approval to use Rotate testimonials to speak to
clients who praise your work. quotes—either verbatim or different buyer personas
Track these comments by service slightly edited for clarity—in: (procurement, end users,
type, office, market, or team. decision-makers).
® Proposals
® Case studies
® \Web pages
® Thoughtleadership
® Trade show signage

TIP Use ashared internal repository of approved testimonials to ensure marketers and BD

teams always have fresh quotes ready to deploy



Website

DIGITAL PROOF OF PERFORMANCE

Your website is often the first touchpoint for prospective clients and potential recruits. It should reflect not only
what you do but how well you do it. Client feedback content is ideal for demonstrating your credibility,

professionalism, and client-first culture.

When your site features real metrics and authentic voices, it gives prospects immediate confidence that your

firm delivers on its promises. It also differentiates you from firms that rely solely on vague marketing copy

Website Enhancements Using . .
Feedback Visual Suggestions

® Dedicated CX Page: Infographics or icons showing:

Highlight your commitment to client ® CXilscore by category

experience with an explanation of your feedback ® NetPromoter Score

program, how scores are gathered, and how they .
® ‘“Issues Resolved” metrics

lead to action.
® Year-over-year score growth

® Dynamic Score Display:

Display current or rolling average CXl and
NPS scores, as SME USA does effectively on this

page.

TIP

® Client Comments:

Rotate real-time (or recently approved) quotes Use SEO-optimized content that integrates

from clients across the homepage, service pages, keywords with client-centric stories and

and project metrics for dual benefit—trust and visibility.

profiles.



Recruitment

ATTRACTING TOP TALENT

Top talent wants to work with engaged clients and high-performing teams. Client feedback provides a window
into both. Firms that emphasize their CX programs signal a commitment to continuous improvement,

transparency, and collaboration—qualities that attract purpose-driven professionals.

Your client experience scores can serve as powerful social proof in recruiting. They show that your firm listens,
evolves, and fosters long-term client relationships, which is appealing to employees who want to do

meaningful, respected work.

Feedback as a Talent Magnet
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Showcase CX Culture Happy Clients = Happy Teams Growth Through Experience
Highlight CXI and NPS scores in Reinforce that your feedback Emphasize how feedback data
recruitment materials to show system helps prevent “project helps professionals grow through
your firm's commitment to pain” by identifying issues early, coaching and evidence-based
excellence and continuous leading to smoother, more performance reviews.
improvement. rewarding project experiences.

TIP

Feature employee testimonials that highlight how client feedback has helped them improve, feel

appreciated, and succeed in their roles.



Business Development

TURNING PROMOTERS INTO REFERRALS

Your most satisfied clients are your most powerful growth channel. When someone gives you a high NPS score,

they're raising their hand as a potential advocate—but few firms have a system to engage them.

Client feedback, especially NPS, helps identify promoters and enables targeted outreach. With a structured

process like the one outlined in Client Savvy’s Activating a Net Promoter guide, you can convert satisfaction into

introductions, referrals, and testimonials that build your pipeline.

Activating Promoters

STEP 01 STEP 02 STEP 03

Research Relate React

® Review past feedback to ® Request a meeting to discuss ® If areferral is made, follow up

identify consistent promoter

sentiment and praise.

Pinpoint the reason for their
satisfaction—what did your

firm do exceptionally well?

Identify who in their network
(via LinkedIn, CRM) could

benefit from your services.

the client’s success and

satisfaction.

Use their positive experience
as the foundation for a
conversation about helping

others in their network.

with both the new contact

and the promoter.

Report back to your
promoter about

how you helped their
colleague, reinforcing the

value of the introduction.

TIP Train client-facing staff to recognize promoters in feedback and use a shared checklist to

follow the research-relate-react method for activating them.



Strategic Planning

INFORMING GO-TO-MARKET STRATEGY

Feedback isn't just for evaluating project success—it’s an intelligence resource for shaping strategic direction.
When aggregated and analyzed, feedback data helps marketing and business leaders prioritize high-

opportunity sectors, services, and geographies.

Client sentiment trends can influence service line investments, training programs, partnership development,
and more. Forward-thinking firms use feedback dashboards to inform quarterly planning, annual reporting, and

long-term growth initiatives

Market Intelligence from Feedback
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Sector Insights Service Line Clarity Geographic Trends
Highlight CXl and NPS scores in |dentify which services are most Spot differences in client
recruitment materials to show valued by clients (even if not your sentiment by region or office to
your firm's commitment to biggest revenue drivers). inform staffing and investment
excellence and continuous decisions.
improvement.
Feedback Dashboards

TIP
Use dashboards and visual reports from the Client
Savvy platform to monitor trends over time and Include feedback-derived insights as a
guide strategic planning and annual marketing standing item in strategic marketing and
plans. BD meetings to ensure decisions remain

client-informed.



Go/No-Go Decisions

USING SENTIMENT DATA TO PRIORITIZE OPPORTUNITIES

In AEC marketing and business development, few decisions are as pivotal as whether to pursue an opportunity.

Go/No-Go processes are designed to focus time and resources on high-probability wins. Yet many firms rely on

subjective inputs or internal assumptions to make these calls. Incorporating client sentiment data introduces a

powerful, evidence-based filter into the decision-making process.

By examining feedback collected across touchpoints—from prior work, informal conversations, and proposal

debriefs—firms can uncover red flags or positive indicators that might otherwise go unnoticed. One AEC firm

discovered through analysis that proposals where just a single stakeholder was classified as a "non-promoter”

were 31% less likely to result in a win. This insight reshaped their pursuit strategy, prompting deeper client

engagement prior to submission or an earlier decision to opt out.

How Sentiment Data Informs Pursuit Strategy

Stakeholder Mapping

|ldentify sentiment
scores for each known
decision maker and
influencer in the client

organization.

[

Risk Modeling

Analyze historical win/
loss data to correlate
sentiment patterns with

capture success rates.
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Internal Alignment

Use objective feedback
data in Go/No-Go
meetings to ensure
decisions are strategic,

not emotional.

r_"n
©,

Engagement Planning

When sentiment is
mixed, prioritize time to
convert detractors or
passive stakeholders
before final pursuit

decisions.

TIP Build a pursuit evaluation tool that incorporates client sentiment as a weighted factor—

helping BD leaders spot high-risk RFPs early and invest in the most promising

opportunities.



Turning listenin
into leverage

Client feedback is more than a tool for measuring satisfaction—itis a
strategic asset that can shape everything from messaging to market
positioning to BD execution. By embedding feedback into the DNA of your
AEC firm's marketing and business development functions, you demonstrate
a commitment to client-centricity that resonates in every touchpoint. When
clients see that their voice is not only heard but acted upon—and that it
shapes the way your firm grows, hires, markets, and serves—it creates a

powerful cycle of trust, advocacy, and opportunity.

TURN CLIENT FEEDBACK INTO PROFITS & REVENUE
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