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Objective

Demonstrating how to compete against the notion that 
scale improves capability and resilience. 

Doubling down on personalised client services 
strategies. Aligning team culture to care about the 
community and remaining the most trusted adviser



Content

• Winning and keeping clients
• Understanding what your ideal clients want from their 

accountant
• Moving up the value chain
• Moving from your clients’ perspective of you from 

“compliance to reliance”
• How to tailor the personalised relationships with clients

• Driving efficiencies and adopting new technologies 
to maintain compliance excellence

• Attracting and keeping team members
• Working with the team
• Creating more time for fee earners to improve 

productivity and/or move up the value chain



Background 

Big enough to cope, small enough to care:

• Client proposition

• Team proposition

• PE backed Consolidators
• Consolidating the Consolidators

• £1b t/o !!

• Succession planning
• Fee earning, Management & Ownership



Winning and Keeping clients

• Winning clients
• Focus

• Know your ideal client – “small enough to care”

• OMB’s

1. Specialised in what I want to buy
1. Niche

2. Recommendation

3. Aggressive in the pursuit of my business



Winning clients

• Personal recommendations from clients
• ECR/C

• 1/35
• “Business is great and we’re looking for more!”

• Business cards & expenses accounts
• 2 x marketing materials
• PS idea
• Recommendations
• Sales & Purchase ledger

• Networking
• Website and social media
• Database, mailshots & phone follow up
• Marketing co-ordinator



Keeping clients

• “Small enough to care”
• Personal attention

• Timeliness

• Phone calls

• Emails

• “everything, but everything, is on time!”

• Fees

• Understanding the fees

• Relating the fees to the work done 
• Monthly billing



Keeping clients

• “Small enough to care”
• Pro-active

• Before, during, after

• Video review of accounts and tax return

• Tax planning

• Business advisory
• Clarity

• Wealth management
• Continuum

• Client contact programme

• Training all staff

• All hands meeting



Attracting & Keeping clients
Added Value Services

• BIG 3
• Tax Planning
• Wealth Management
• Business Advisory

• They all add up…..
• Tax Fee Protection
• Company Secretarial
• Payroll
• List of invisibles

• “APPOINT A CHAMPION”



Compare compliance v’s value added

• Structure for profit

• Fixed fees, monthly subscriptions v’s value pricing

• Known outcomes, historical v’s futuristic

• COST sensitive v’s BENEFIT driven

• Turnaround times v’s project driven

• Workflow, efficiencies, IT v’s high charge out rates

• Delegation, Outsourcing v’s high performers



Talent War & Added Value services



Driving efficiencies and adopting new technologies to 
maintain compliance excellence -  Stagnant Growth

£

Time

Actual Sales

IT Spend

Reduced Time -  
Lower Sales

Growth?

70% efficiency
30% added value



Driving efficiencies and adopting new technologies to maintain compliance 
excellence

• AI – quotation from somebody you may want to meet;

“The big AI companies (like OpenAI, Anthropic and Google) are trying to build “AI agents” (referenced on slide 7 of 
the deck) that can do real jobs on their own - including accounting tasks.

To make these agents work properly, they need to train them on real-world data from accounting firms (fully 
anonymised, of course).

For example, imagine an email comes in with an invoice attached. An AI agent could automatically read the 
invoice, enter the details into the accounting system, update the CRM, save the document internally, and reply to 
the sender (plus any other workflow/processes), all without a human doing it manually.

That’s why I’m speaking to a few accounting firms to see if they’d be open to sharing/selling anonymised data, so 
these AI systems can learn how real accounting work is actually done.”

  Somebody you may want to meet ?? – let me know – gg@2020innovation.com 

• Apari is a “no brainer” – personal tax software

• Cyber Security – PLEASE ensure “you’ve got this” !
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Attracting and keeping team members

• Pay & Benefits (PTO)

• Promotional prospects
• Glass ceilings are no good for people who want to break 

through !

• Responsibilities & work culture

• Flexibility (form of Benefit)
• Working from home, hours of work, dress code

• Environment of Challenging Work
• Appraisals and job reviews 

• Communication
• Team newsletter, team meetings, virtual team meeting, Monday 

morning prayers

• Training



Benefits

• TOTAL SALARY 
PACKAGE

• Flexibility:
• Hours working
• Work from home
• Dress code
• Social media code

• 9 Day fortnight
• Buy holidays
• Emergency days
• Birthdays
• Personal Development 

Budget
• Salary sacrifice

• cars, cycles, 
computers

• Maternity pay

• Full (loan ?)

• Childcare – jointly with other 

local professionals 

• Rewarding:

• Loyalty bonus

• New clients

• New assignment 

existing clients

• Chargeable hours

• Salary survey



Working with the team

• Staff appraisals in line with business goals

• M&S Approach

• 2 types of people:

• Those that protect themselves

• Those that make themselves available for promotion

• Cynics

• Sandwich technique

• Buddy system/Mentors

• Shadowing



Working with the team

• 7 actions to de-stress (Testosterone & Cortisol)

• Training

• Caffeine

• Fruit

• Hobby

• Laugh

• Sleep well

• Walk tall



Creating time for fee earners

• 15 minute review

• Delegation versus abdication – supervision

• EG - Before, during, after

• Do not disturb: 1 hour x 2/day

• ‘Easier to do it myself’ – No!!

• PITA’s 

• Outsourcing/offshoring



Summary

• Winning and keeping clients
• Understanding what your ideal clients want from their 

accountant
• Moving up the value chain
• Moving from your clients’ perspective of you from 

“compliance to reliance”
• How to tailor the personalised relationships with clients

• Driving efficiencies and adopting new technologies 
to maintain compliance excellence

• Attracting and keeping team members
• Working with the team
• Creating more time for fee earners to improve 

productivity and/or move up the value chain



www.nationalarchives.gov.uk/doc/open-government-licence/version/3/

https://www.frc.org.uk/about-the-frc/procedures-and-policies/disclaimer-and-copyright

© 2020 Innovation Training Limited – 2026. All rights reserved. 

No part of this document may be reproduced or transmitted in any form or by any means, stored in any retrieval system of any 

nature or provided to generative artificial intelligence (Gen AI) language models (or equivalent) without the prior written permission 

of 20:20 Innovation. 

Retention for personal use and consumption is permitted. 

Where this document contains public sector information, this is licensed under the Open Government Licence v3.0 

(www.nationalarchives.gov.uk/doc/open-government-licence/version/3/). 

Where reference is made to professional body websites, the copyright for the material in question is retained by the relevant 

professional body. UK Accounting, Auditing and Ethical Standards are © Financial Reporting Council Ltd (FRC) 

(https://www.frc.org.uk/about-the-frc/procedures-and-policies/disclaimer-and-copyright).

In some cases, our authors use Gen AI as part of our learning content production process. This is done in line with our quality 

control procedures and, without exception, all content has been thoroughly reviewed and edited by qualified human subject matter 

experts.

20:20 Innovation cannot accept responsibility for any person acting or refraining to act as a result of any material contained in this 

document or information otherwise shared during or after the training course to which it relates.

2020innovation.com

https://linkprotect.cudasvc.com/url?a=http%3a%2f%2fwww.nationalarchives.gov.uk%2fdoc%2fopen-government-licence%2fversion%2f3%2f&c=E,1,ADlOWIMFAgnZbjaCR38FBu2HnNlwEyn64xUpU0g1BiylQlp7Ro92ioBu-rP9IHh9cstfs6biFOinmKusJotNhvKGiGG6GQI1FrPL303cpw,,&typo=1
https://www.frc.org.uk/about-the-frc/procedures-and-policies/disclaimer-and-copyright

	Slide 1
	Slide 2: Objective
	Slide 3: Content
	Slide 4: Background   Big enough to cope, small enough to care:
	Slide 5: Winning and Keeping clients
	Slide 6: Winning clients
	Slide 7: Keeping clients
	Slide 8: Keeping clients
	Slide 9: Attracting & Keeping clients Added Value Services
	Slide 10: Compare compliance v’s value added
	Slide 11: Talent War & Added Value services
	Slide 12: Driving efficiencies and adopting new technologies to maintain compliance excellence -  Stagnant Growth
	Slide 13: Driving efficiencies and adopting new technologies to maintain compliance excellence
	Slide 14: Attracting and keeping team members 
	Slide 15: Benefits
	Slide 16: Working with the team
	Slide 17: Working with the team
	Slide 18: Creating time for fee earners
	Slide 19: Summary
	Slide 20

