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Top 3 takeaways: 
 

Even before the pandemic, advisory services were the 
path to growth for many accountancy firms. The 
current disruption has only seen clients expect more 
from their accountants. This Accountancy Hangout 
brought together leading accountancy firms to talk 
about how they were optimising their practice 
management processes, and redirecting the time 
saved into innovative advisory services for clients. Our 
exclusive sponsor, Wolters Kluwer Tax & Accounting 
UK, also joined in the discussion. A trusted partner for 
many of the attendees, their ‘available anywhere’ 
software and services – with CCH Central at the core 
- enable tax and accounting professionals to quickly 
become more efficient and collaborative in this 
accelerated environment.

1
2
3

Clients are looking for 
advisors who can go beyond 
compliance work and help 
them with questions relating 
to the future of their 
businesses.

Practice management 
platforms enabling effective 
workflows and visibility are 
key to driving efficiencies 
freeing up time to be 
reinvested in advisory services.

Clients are increasingly 
welcoming change and new 
technology, opening up 
opportunities for firms to 
offer more services.

http://www.alternativeinsights.co.uk/
https://www.alternativeinsights.co.uk/
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Poll results:

PROFESSIONALS  
WHO ATTENDED  
THE SESSIONFirst, we looked at how the sudden 

onset of remote working has 
prompted accountancy firms to 
optimise their practice 
management processes and 
uncover efficiency gains.  
 
At Anderson Anderson & Brown, agile 
and remote working was already 
embedded in the culture, according to 
Isla Mayfield, their Business Advisory 
Senior Operations Manager. “We want a 
seamless process for our clients. The 
lockdown has made us work more 
closely regardless of which office we in,” 
she said, referring to the firm’s multiple 
locations around the country. The firm 
introduced Wolters Kluwer’s CCH 
Central suite two years ago: “Things 
such as CCH OneClick and Digital Data 
Request drive efficiencies, especially in 
the personal tax and private client space 
where things like workflows and 
reporting are key to driving efficiencies 
and understanding what work we have.” 
The CCH Central suite, along with better 
connectivity between offices, has 
changed how they work. Isla shared an 
example of where they have seen 
dramatic results. “Every year, monthly 
targets are set. When it comes to 
personal tax work, you never hit that 
monthly target until 31 January. 
Suddenly, everything’s done in 
December and January,” she said. This 
year has been different: “Our October 
target is normally 40% and we hit 42%, 
even with some staff being furloughed. 
That is 13% higher than last year.” CCH 
OneClick in particular is turning out to 
be a must have for any newly dispersed 
accountancy practice wanting to stay 
connected with an equally dispersed 
client base. The client portal holds a set 
of cloud tools accessible in one secure 
and convenient place, enabling firms 
and clients to communicate, and 
collaborate pretty much anywhere 
through shared online access to data 
and documents.

 
When GDPR came in, accountancy firm 
Reddy Siddiqui really pushed CCH 
OneClick to staff, said Fozia Muddassir, 
a Partner at the practice. And the 
lockdown proved to be a great 
opportunity to push it again. The firm 
also implemented CCH Document 
Management in September 2019 – 
which Fozia called “one of the last 
pieces in the puzzle” in terms of the 
Wolters Kluwer suite of software. “Some 
people were half-hearted, but 50% of 
people loved it and everything was 
being sent through Messages & 
Documents. After March, we realised 
how valuable that was – that this person 
had been doing everything on DM,” she 
remembered. And CCH Document 
Management is undoubtedly key to that 
paper-lite foundation without which 
remote and agile working simply won’t 
work. The platform digitally stores 
emails and paper documents and, 
perhaps most importantly, makes them 
easy to retrieve.   

According to Paul Freeman, IT Director 
at Ormerod Rutter, after they had put 
the tech infrastructure in place to deal 
with remote working, their focus 
turned to workload visibility. “When 
you have 200 people working from 
different homes, we wanted to make 
sure that as a business and the services 
we were offering, we were able to use 
the technology to monitor our work,” 
he said. As a result, the onset of 
lockdown saw the firm investing time 
in live dashboards.  And in order to 
enable client communication and 
data-sharing, they fast-tracked their 
project of onboarding clients to CCH 
OneClick. They also created 
comprehensive KPI alerts, using them 
to set limits and standardise. “Staff at 
home would be told if they were 
getting too close to a budget, or if an 
information request hasn’t been 
received. The staff were receiving KPIs 
- all looking at the same reports,” he said. 

1  What advisory services 
are you seeing a demand 
for now? 
(Multiple choice) 

70%
 Government 
scheme 
advice

58% Forecasting
45% Tax planning 
27% Financial advice
3% Pension planning

2  What does your tech 
stack currently look like? 
(Multiple choice)

70%  
 Hybrid of 
on-premise 
and cloud

42% Cloud book-keeping
27%  Integrated suite with one  

software provider
21% Hosted desktop

3  How are you getting a 
clear view of workload 
across your business? 
(Multiple choice)

77%
Regular video 
calls with your 
team 

47%    Automated workflow 
set up 

33%  Centralised digital 
document management 

23% KPI alerts 
7%  Automated invoice/  

receipt management 

http://www.alternativeinsights.co.uk/
https://www.wolterskluwer.com/en-gb
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And when the firm started to see huge 
advice and processing requirements for 
things like the JRS (Job Retention Scheme), 
the time saved in admin and process freed 
up time for senior staff to spend with 
clients. “We were able to let the system 
take away 30-40% of non-chargeable 
time from our fee-earners,” he said. 

Wolters Kluwer’s Tax Return Bundles 
(withing CCH Personal Tax) came up 
repeatedly during the session. The 
bundles are a module within the CCH 
suite that allow everything relating to a 
tax return to be gathered together in 
one document. “We can tailor 
paragraphs of text that we want to bring 
inside the letter or the tax return. And 
then we put the bill behind it,” said Paul, 
whose firm saw time savings of 20% per 
tax return. The letter and bill parts were 
previously done by an admin: “Now we 
have a fixed template and fee-earners 
can pull it all together in one 
consolidated document, and then with 
a click of a button publish it to a portal 
for authorisation.” For Isla, the bundle 
module was a gamechanger: “The 
return had required a lot of input from 
both the admin and technical teams. 
Now, we put all of the data into that 
bundle, including a breakdown of their 
tax liabilities, why they’ve got a tax 
liability, and a tax reconciliation. Our tax 
team can do it themselves and publish 
it straight to OneClick.”

Evan Jones, Lead Product Manager at 
Wolters Kluwer Tax & Accounting UK, 
said that he had numerous 
conversations with industry 
professionals and the overwhelming 
feedback was that people were 
communicating differently with 
colleagues. “And people who were wary 
of tech have been forced to embrace 
those tools. That has led to a shift in 
mindset around how processes are 
managed. In the office, it’s easy to ask 
someone where they are up to on a job. 
Now, we see increased take-up of 
electronic tracking tools,” he said. 

When we polled attendees on how 
remote working had changed the way 
that they managed their processes, 33% 
said that it had increased their reliance 
on practice management. This is no 
surprise – streamlined workflows and 
visibility are even more crucial when a 
workforce is not in daily sight of each 
other. Wolters Kluwer’s CCH Practice 
Management software integrates 
financial and cashflow features into the 
mix – such as helping firms identify and 
deal with unbilled work-in-progress 
(via graphical displays with drill-downs 
to underlying data), displaying bills 
awaiting approval as workflow items, 
and dashboards that give access to 
debtor information.

4  How much of an increase 
have you seen in demand 
for advisory services?

37%  More than 
10% 

37% 0-5%  

13% 6-10%
13% No increase 

5  What advisory services 
would you like to 
implement in the next  
6 months?

63% 
Forecasting

27% Tax planning
7%  Government scheme advice
3% Financial advice
0% Pension planning  

6  How has remote working 
changed the way you 
manage your process? 
(Multiple choice)

33% 
 Increased 
reliance on 
practice 
management

30% Increased efficiency
24%  Accelerated secure online 

communication with clients
18% No change 
9%  Greater reach for your client 

base/location

http://www.alternativeinsights.co.uk/
https://www.wolterskluwer.com/en-gb
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The shift to the Proactive Advisor

We next looked at what firms were actually doing with the time savings. 
Were they spending it on advisory services? And if so, which ones?

Despite the upheaval, the role of the 
accountant might not change very much 
over the next 12 months, but expectations 
will change, said Isla, pointing out that 
accountants who offer a just a compliance 
service will struggle. “The ability to do all 
your compliance on digital systems means 
that clients aren’t looking for that service 
anymore. They’re looking for an advisor and 
accountant to say, ‘what about this?’ or ‘if 
we planned it this way, we could be more 
tax efficient’,” she said. It’s about going 
beyond the traditional chat about a client’s 
tax and accounts: “We want them to talk 
about planning opportunities - how they 
can embrace these forecasting tools and 
apps. To really think about the future of 
their business and how we can help them 
do that.” 

It was a stimulating discussion, with many 
ideas for attendees to think about when 
looking at their own practice management 
system and what new advisory services they 
could offer clients. Given the accelerated 
pace at which people must adapt to remote 
working and the technologies that enable it, 
a focus on extra training is always welcome. 
Wolters Kluwer’s dedicated support service 
is in line with their theme of providing 
efficiencies and time savings: users have full 
access to training and support through 
Wolters Kluwer Professional Services 
(including a Professional Services consultant) 
to help them get started quickly on using the 
practice software.

Isla has seen a lot of new advisory work 
around things such as the JRS, and 
grants, in addition to an increase in 
business restructuring, family finance 
structuring, and advice around 
international tax. Lockdown has also 
resulted in a difference in focus for 
businesses. “Before you would have 
looked at just getting the compliance, 
accounts, and tax done. Lockdown 
accelerated ‘What’s our future’ type 
thinking – ‘What can we incorporate 
with regards to efficiencies?’ or ‘What 
about pension planning for individuals?’” 
she said. 

According to Fozia, this year has been 
all about the government support, 
which in turn has fast-forwarded a lot 
of other things such as advisory and 
management information. Like Isla, she 
is seeing more ‘looking to the future’ 
discussions with clients. “Whether 
they’re concerned about things 
changing, or they are able to focus a bit 
more on future plans,” she said. It has 
meant pushing compliance out a bit to 

focus on that advisory, be it government 
support or forecasting. The firm plans 
to roll this support out to all clients in 
February 2021, and Fozia was optimistic 
that there would be a big take-up: “We’ll 
let them know that we have this 
forecasting tool, and management 
information that’s a bit more interactive.” 

Paul said that his firm had seen a huge 
demand for advisory services in the last 
six months, due to government changes 
and legislation, and the JRS. “The big 
thing internally is an appreciation, at 
senior partner level, of the blend with 
technology. They can see the added 
value we can give clients through 
technology. Also, they’re seeing clients 
welcome change and technology and 
saying, ‘maybe we need to offer more’,” 
he said. “We want to offer a blend 
between the professional consultancy 
of face-to-face or Zoom, and the added 
value of technology. So, our focus is on 
things like forecasting tools - getting 
graphical financial statements for 
clients, showing year-on-year trends”.

http://www.alternativeinsights.co.uk/
https://www.wolterskluwer.com/en-gb
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We support our customers at every stage, giving them the expert knowledge 
and software that they can rely on to improve their efficiency, navigate change 
and adhere to the needs of regulators and customers alike. By combining our 
expert knowledge with our passion for developing future forward technology, 

we are global leaders at meeting the needs of our customers.

We’re experts in providing information, software and services to tax 
executives who work in complex, compliance-driven environments. Our 

innovative and mobile technology creates a future-proofed, end-to-end tax 
and accounting system, to suit your needs. CCH Central is your one-stop 

shop for tax and accounting compliance and practice management. You can 
manage your clients’ core compliance work from a single screen with access 

to their accounts and tax returns as well as document and communications. 
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ALTERNATIVE HANGOUTS
 →  a new digital community space for the 
professional services sector to socialise, learn, 
network and interact. 

View the schedule for our Alternative 
Hangouts at www.alterantivehangouts.com  

ALTERNATIVE INSIGHTS 
 →  The home of professional services 
knowledge, insights and innovation 
Accountancy | In-House Legal | Law Firms 
| Management Consultancy | Real Estate & 
Property 

www.alternativeinsights.co.uk   

JOIN THE CONVERSATION  
ON SOCIAL MEDIA

  
www.alternativeinsights.co.uk 
www.alternativeevents.co.uk

UPCOMING ALTERNATIVE EVENTS

Global information, software and consultancy 
provider, specialising in tax and accounting 
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