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DBA Lunch & Learn – December 14, 2021 – Client Hub 

Kirstin: Welcome everybody to Lunch & Learn for December 2021 with the DBA. I am 
super excited to have Judie McCarthy here from Client Hub. You said you were 
one of the founders of Client Hub, weren't you? Or the founder? 

Judie: I'm one of the co-founders, yes. 

Kirstin: Okay, awesome, awesome. And so, she's here today to talk to us about how to 
develop a streamlined communication policy for your practice. And I don't know 
about you, but when it comes to communication, my policy with my clients is 
anything but streamlined. So, I am eager to learn alongside the rest of you from 
Judie as we get started today. And if you have questions, go ahead and type 
them into the chat, and we will go through the questions at the very end. And 
then, like I said, at the beginning, we've got everybody muted on purpose 
because of the recording, just in case someone accidentally unmutes 
themselves, we didn't want that to happen. So, if you have a question, just type 
it into the chat and we will ask your question at the end. So, take it away, Judie. 

Judie: Sure. Well, thank you Kirstin. And maybe we can even, if time permits, we can go 
ahead and unmute folks to discuss those questions. That would be terrific. So, 
thank you, everybody, for taking time out of your busy day, especially during the 
holiday season. I know I'm frantic right now, I had to cancel my yoga class 
tonight just because I'm so busy, but I'm glad you were able to join me today to 
talk about how to develop a streamlined communication policy in your practice. 
Apologize, my camera's there, and I'm going to be looking over probably, oh, I 
don't have to look over there because I've got other things here. But as Kirstin 
mentioned, if you do have questions, I absolutely love to hear questions, during 
the presentation I suggested maybe we hold those off till the very end just so we 
don't get distracted, and then I'll try to go through and make sure we leave 
enough time for that. 

Judie: So, there we go. Before we do begin, I did want to just introduce myself a little 
bit more. As Kirstin mentioned, my name is Judie McCarthy, and I am the co-
founder here at Client Hub. We are a four-year-old web-based technology, 
actually five years old now. We're an all-in-one productivity platform for 
accounting professionals. But I have to tell you that's really the second and 
smallest hat I wear right now or up until now, effective last week, I just sold my 
accounting practice of 23 years, which I have to say was a little bit bittersweet, 
and I'm really struggling a little bit with that because I've been an accountant 
providing bookkeeping services and payroll to clients for 23 years across the US. 
And so, I come to you as a practitioner, one of your peers more so than 
somebody from a SaaS or a software company trying to sell you a product. 
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Judie: I love to share my journey, my experiences within my firm with others so that 
you can really learn from my experiences or learn from what worked and what 
didn't work in our firm. So, today we're talking about communication and really 
specifically about communication policies. Now, stepping back a little bit, in my 
firm, when we go ahead and we start putting together an engagement with our 
clients for bookkeeping and payroll services or any other services we provide, we 
really focus a lot on what we're going to do, the type of work that we're going to 
do, maybe even when we're going to do that work. Internally, we focus on how 
we're going to do that work. And something that we forget about within our 
workflow is that we are so dependent on gathering information from our clients 
to actually do our work. 

Judie: So, communication is something that's kind of, it's just not right there in the 
engagement, it's something we forget about and just assume, but it does create 
a lot of pain within our firm. And I don't know about you, but there have been so 
many days that I have just sat down at my desk, especially on a Monday 
morning, and this is exactly what I feel like, right? You've got messages coming in 
in all different directions and they can be from clients, from different people 
within a client location, from their vendors, from people within your firm, from 
vendors that you've looked at their products, and it's just, I know, I think I 
average about 184 emails in my inbox every morning. I used to, not as many 
now, but it really just kind of throws us off, not to mention we get dragged down 
that email rabbit hole often. 

Judie: So, sometimes I can sit down at my desk at 7:00 AM in the morning, and say, 
"Okay, I'm just going to triage my inbox." And suddenly I turn around and it's 
10:30. What happened to those three and a half hours? I was just kind of triaging 
my inbox and working right from there. So, it really does become a real time 
draw or a time socket, if you want to call it, in our firm. So, let's dive a little bit 
deeper and talk about the pain, which I call scattered communications. And here 
at Client Hub, I work with accounting firms day in and day out and bookkeepers. 
And so, one of the very first questions I ask folks is, "Tell me how you're 
communicating with your clients." And this is normally what I hear people are 
doing it through different channels. Email is normally the biggest. 

Judie: We're seeing a lot more accountants and bookkeepers that are telling us, "Hey, 
my clients are sending me text messages, or even sending text messages to my 
staff on their personal phones." Now, that may seem really efficient, but think 
about when that staff member leaves your employ, where is all that 
communication that they had with your client? Or the other thing is, you can't 
see that information. I even hear from just talking to me now, which I have to tell 
you, this one totally blows my mind, that clients are sending them messages 
through social media, through Facebook Messenger or even Twitter. "You 
Kirstin?" "Yeah." I'm like, enough is enough. It's great that those things are 
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available, and you know what? Facebook Messenger might be really good if 
you've got a Facebook page for your business and for new people to contact you 
because they're interested in your services or for personal, so family and friends 
can contact you, but in all honesty, it just doesn't feel like it's a really good fit for 
a business environment to have your existing clients connecting with you 
through social media. Especially if they're not doing it through Messenger, 
they're doing it on your page and they're unhappy because everybody else sees 
that information. 

Judie: And then the other thing that we talk about when I first reach out and I'm talking 
to these firms is communications being siloed. And siloed can mean, if you have 
a team within your firm, people are emailing individual email inboxes. If you're 
using contractors, sometimes those are contractors' personal email address, and 
then those, again, are across multiple email addresses even in your firm, you 
could have a support@, an info@, or a hello@ your firm, and all that information 
is in different places. 

Judie: Now I'll tell you just a quick story with that. A few years ago, I was subpoenaed 
for all of our electronic communications with, it was actually an accounting firm 
that I was working with in my consulting practice. And it took our team a day and 
a half to go ahead and collect, and actually copy out all of these electronic 
communications. And that was only an email. We had not texted with this client 
at all. By the way, we weren't being subpoenaed for anything we did wrong 
either, it was a different litigation with a different company. But we were not in 
any way compensated for the time it took us to extract all that information. So, 
thinking back to that, I said, there's got to be a better way to have all of these 
communications in just a single channel. So, imagine you can just go one place 
when you need that information. 

Judie: Now, the other effect that it kind of has, on both on our team and our clients. So, 
remember email's not just my problem and it's not just a problem within my 
firm, it's also a problem for our clients. They're just not telling you probably, or 
maybe they are telling you in some ways. So, think about messages getting 
missed. How many times have you missed an email, overlooked it, or 
accidentally deleted it, or maybe your inbox gets so filled up, that message gets 
moved over to the second page and it's not right in front of you, or you go ahead 
and you look at it quickly and it's marked as read, and now it's off that list of 
unread emails. So, that happens with all of us. And that of course is a really, 
really bad experience if a client is sending you some information and you miss it, 
and now they suddenly have to reach back out to you. It does delay responses 
from you and your team, again, if we lose those. 

Judie: Same with clients. Think about if you send information to clients and they lose 
that, that's going to create a lot of time wasted when that client comes back and 
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said, "Hey, you sent me a report back in May of my financials. I can't find it; can 
you resend it?" So, now we're suddenly spending a lot of time in our practice, 
not only sending information, receiving information, triaging those inboxes, but 
now sometimes we have to do it repetitively because the clients are looking for 
that very same information over and over again. 

Judie: So, email is a pain for us, we know. Just if you can, well, I guess we don't have a 
lot of folks showing their videos, but go ahead, and if you are sharing your video, 
raise your hand if email is a pain area within your firm. Yeah, I figured so. And 
those of you that I'm not looking at your video, I'm sure your hands are probably, 
the majority yours are up as well. The other thing that I probably didn't talk 
about are security issues. And I can remember in my firm, a client going ahead 
and sending me, "Hey, attached, please find all the information on our new hire. 
Can you set them up on payroll?" Exactly. How would you like it if somebody 
sent your Social Security Number via email to somebody, that is an absolute 
nightmare? Sure, you can say your email's secure, it's never been hacked, and 
you can say that until it happens. And even if yours isn't necessarily, you know, if 
you take care to make sure that you have internet security or security within 
your device, your clients may not. So, once it leaves their email anything could 
happen. 

Judie: So, what I hear from a lot of accounting firms is, "Great. Okay. I could go ahead 
and try start changing the way that we work within our firm, I can go ahead and 
eliminate the multiple channels, try to eliminate the multiple channels, but what 
about my clients? Are they going to be okay with this?" So, let's take a look and 
something that we don't normally go out and ask our clients, we ask them, "How 
are things going? How is the work?" But we don't ever ask them, "What's not 
working for you?" Because usually we don't want to hear that. And clients aren't 
normally going to come back and tell us, "Hey, this isn't working for me." If they 
do, they're probably at the point where they're ready to leave and go find 
somebody else to do the work. But what would your client say if you asked them 
any of these questions? So, looking at the questions, asking them, "Hey, are you 
tired of wasting time waiting through your cluttered inbox?" I would bet you, the 
answer's going to be yes to that, most people that I know. 

Judie: Again, because we're all just overloaded with those. Whether they be from 
friends, family, those dreaded emails, which we don't see as much anymore, but 
those group emails that people send across with the jokes. I actually just got, 
somebody started texting me those, and I had to weed that out. What about 
your clients? What would they say if you asked them if they were frustrated 
when they can't find what they need when they need it? So, that's not just, 
remember, I talked about clients, how much of a time draw it is on us and our 
teams when we get those repetitive requests. Well, what about your clients 
when they can't find what they need and they have to come back for you, and 



 

© 2021 Digital Bookkeeper Association 

 

now they don't have that on-demand access to those items. So now they have to 
wait, and if it's something important, maybe they don't have time, or now 
they're going to pick up the phone and give you a call. 

Judie: So, what if they're fed up with searching for information across different 
channels? This one drives me nuts and I'm sure it drives my clients nuts. And I'm 
sure there are many times in the past that they just said, "Forget it, I'm not going 
to waste my time, I'm just going to call Judie." And they're probably just going to 
call you, or again, send you another email because they don't have the time to 
search or they're lazy, which I know for me, yeah, they're lazy, or they're really, 
really busy. And so, that's why if you look at what if those communications are 
coming in across those different channels? What if a client sometimes sends me 
email, and sometimes sends me text messages, and then I have to remember, 
"Oh, I think the client asked me to do something? Was it an email? Was it a text? 
Did they ask me? Did they ask somebody else on my team?" 

Judie: So, that just takes so much time. It's like, imagine losing your keys and digging 
through every drawer and cabinet, and under every couch cushion in the house. 
That takes a lot of time and we don't want to have to... we get fed up, and we 
just go grab the spare keys, and forget about it. So, what about your clients? Are 
they ever, if you asked them, if they were ever concerned about security of the 
information they sent and received? Now, if your clients say no to this, this gives 
you an opportunity to educate them on the risk of sending sensitive information 
through unsecure channels, like email and text messaging. So, explaining to 
them why that's not secure, and how we should find a better way to handle that. 

Judie: And then, what would your clients say if you asked if they were wishing there 
was a better way? And I'm sure most of your clients would say, yes, I wish there 
was a better, easier way for us to communicate where we could kind of have 
security, we would be able to easily find that information because it would all be 
in one place. And then, if for some reason I reached out to one member of your 
team and they're not available, I'm actually connecting with a team and they can 
all help me. 

Judie: So, this is all possible in many, many different ways. And so, it starts with 
developing, in your firm, an effective communication policy. So, what is an 
effective communication policy? This is something that we should include within 
our engagements at the very, very beginning. And I have to tell you, it's 
something in my practice that it's even before we get to engagement. I talk 
about this as a benefit during the sales process. I tell them that we have a 
communication policy, it allows us, you know, our team to be more productive, 
we can deliver work on time, we ensure that you get the answers you need and 
you have the information that you need when you need it, and it makes 
everybody happier within the relationship. And we talk about the relationship as 
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the owner of the firm, our staff within the firm, the clients, and the clients' staff, 
because they're involved in this as well. And so, that's what really that policy is 
going to be helpful with. It's just going to streamline things so... I'm trying to 
think of the word, it's going to make you Uber efficient. So, I love saying that, but 
it's really going to streamline the processes. 

Judie: So, let's go ahead and take a look at what you would need to do within your firm 
to get started in creating an effective communication policy. So, now we get into 
kind of the guts there of what should be included. I've got two slides here I'm 
going to go through because your communication policy has two different sides 
to it. It has the external communications, meaning the information from the 
client to the firm, and then we're going to go ahead and cover the 
communications from the firm to the clients, and those are often going to be a 
little bit different. So, on the client side, what we include in this communication 
policy is, number one, we want to have a primary point of contact. Now, that 
could be different depending on the client relationship and who the people are 
in your organization. And it may sometimes be that there's not just one primary 
point of contact, there could be two or more. I try to limit it to a maximum of 
two in my firm. 

Judie: A great example is, if we have a client, a small business owner, it's a one-person 
business, easy enough, we're communicating directly with that business owner. 
If they have, let's say an admin assistant or an office manager that we're 
communicating with, that person is usually the primary point of contact. What 
that means is we're going to reach out to them whenever we need something 
from that business. That person may not necessarily have the answers, have that 
information, but it will be their responsibility to get it for us. Because how many 
times have you reached out, and they said, "Well..." You reach out to a client and 
say, "Hey, I need this information." "Well, you're going to have to see Jenny, she 
has that information." "Okay." Then you reach out to Jenny, and Jenny says, "I 
don't have access to the bank account to get statements, you're going to have to 
talk to John." And now you're jumping around to all these different people. 

Judie: So again, finding that person that can be that primary point of contact, almost 
funneling the information. Now with that said, we also include, if it's, let's say a 
small business, we have a primary point of contact as the general manager or an 
office manager, oftentimes we'll include the business owner in those 
communications, just as kind of a copy. We want them to be able to see kind of 
what's going on, jump in if they need to, but really, we're sending those emails 
off to that initial person, but it's good to have visibility, it's a kind of transparency 
and visibility within your communications with people in an organization. 

Judie: Now, a situation where I might have multiple points of contact, and we do have a 
client that, well, they have the general manager or the office manager that 
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handles most of the work for us, but then one person that's solely responsible 
for accounts receivable. And so, if we have questions about AR, whether it be 
invoices, payments, deposits of payments, we'll go ahead and we'll reach out to 
that person. But again, we try to keep the business owner and maybe even that 
general manager within the loop, but we're reaching out to that person directly 
because we know they have the answer. 

Judie: Now, we also, when we put together our communication policy, we simply let 
them know what the acceptable methods and channels for communication are. 
So, we don't say, "Hey, anything's possible. Reach us any way you want, send us 
emails, text messages, social media, carrier pigeon, smoke signals, whatever you 
want, just get a hold of us." That is not acceptable in our firm. So, in our firm, 
we'll talk about this a little bit later, we use Client Hub as our primary 
communication. If you're not using something like a client portal or a client 
communication platform, let your clients know, we only communicate through 
email, or we only communicate through Slack, if you're using Slack. Let them 
know exactly what the acceptable methods and channels are for your 
communications. And I would strongly discourage text messaging even if you're a 
one-person firm, it just will not be scalable long-term. Whereas it's easier to just 
use email filtering to send information, but yeah, text messaging will not be 
scalable. 

Judie: The next thing that we do is we let our clients know the availability. So, unless 
you are working as a virtual CFO for your clients, and they're paying you enough 
to be on call 24/7, 365, you should not be receiving, especially text messages, 
you can receive emails, but clients should not expect you to respond to them 
outside your normal business hours, or whatever normal hours you define. If you 
want to work on weekends, then let clients know, great, weekends and nights 
are fine because maybe you have another job, or you're with the kids in school, 
or you're doing other things during regular business hours, but make sure clients 
know when you're working and when they might be able to expect the... what 
days and times of the day they might be able to expect responses from you. 

Judie: Going next is response times. So, the other thing that I look at is, we are not, 
unless, again, unless you've got a concierge service and you are getting paid 
premium money for the services that you're doing, clients should not expect 
instant responses. It's not scalable. Again, you will not be productive in your 
work if you, every time an email comes in, you're stopping what you're doing, 
and you're going on and responding to that email, or a text message comes in, or 
a phone call comes in, and you're immediately stopping and picking up the 
phone. Again, it's very unproductive. I remember that the AICPA did, they did a 
survey and they did a research study to find that when users switch from one 
task to another, it takes them 20 minutes. So, imagine if you're doing client 
work, your phone rings, you stop that client work, you pick up the phone, 
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regardless of even if it's just a three-minute phone call, for you to get back into 
the groove and get back to what you were doing, it's going to take you about 20 
minutes, so you're going to lose that time. 

Judie: Now I know when we develop our communication policy with our clients, there 
are always exceptions. We don't want to build our communication policy based 
on those exceptions; we want to build the communication policy based on these 
rules that we're talking about. So, when we do talk about exceptions, we want to 
define what is an exception. So, in my firm, payroll. If it is any day of the week, 
and there is an error or a problem with payroll, you don't have to go through the 
regular channels, you can pick up the phone and call us. Still not text messaging, 
unless somebody's not responding. Again, we use a client portal, which we're 
monitoring all the time, but that also, if you send us a message and say, 
"Something's wrong with payroll," we're going to jump right on that. If you send 
us a message, and again, a clear emergency. "I don't know, I can't update my 
client record in QuickBooks." That's not an emergency. Or, "I can't find this bill 
payment." That's really not an emergency that needs to answered right now. So, 
define with your clients, when you're developing that communication policy, 
what you consider as an exception to the rules that you stated above. And what 
things you're willing to, and how quickly you can respond to emergencies. 

Judie: Now, the next one is what I talk about, required information. And this one gets 
really, really good. This is going to be hard, but we do the best to try to guide our 
clients. We used to use forms, now we don't use forms so much, but we've really 
well trained our clients that they'll go ahead and they'll send us a message and 
say, "I can't see an invoice." And it's like, okay, that doesn't help me out at all. I 
can't see an invoice. Where are you looking for an invoice? In your filing cabinet, 
in QuickBooks, in Bill.com, in Melio? Is it a customer invoice? Is it a vendor 
invoice? What are you looking for? So, we kind of school our clients on, when 
you send us a message, here is the minimum required information that you need 
to send us. You have to tell us if it's something related to technology, tell us, "In 
QuickBooks, I cannot see the invoice, or I cannot find the invoice." Even go a 
little bit further, add, "In QuickBooks, I cannot find a customer invoice." How's 
that? Makes it so much easier, you know exactly where to go. And then we go a 
little bit further, "In QuickBooks, I cannot find the customer invoice for Acme 
Auto Repair." 

Judie: So now, we've got almost all the information that we need. If they can give us 
even an invoice number, an invoice amount, whatever information, all the 
information that we need to research that request. Otherwise, now we're going 
to be going ahead, and we're going to have these back-and-forth 
communications with our clients, and it's going to take three times longer to 
help them out than it would've if they just provided us that information to begin 
with. By the way, that's going to be a tip, and I don't think I put this on the next 
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slide, but that also is relative to your staff. And again, I have staff in my firm, and 
there are times when I have to remind them because they'll send me a message 
and say, "I'm having trouble with seeing bills." And I'm like, "Okay, here we go. 
Where are you, QuickBooks, Bill.com, or Melio?" So, make sure that people 
know what information you need. And if you need to go ahead and use 
something like a form, you can create a Google Form. In my firm, we used to use 
JotForm. And you can ask people to submit tickets using these forms, and then 
they have to provide you that level of information. 

Judie: And then also how you're going to communicate and exchange files and 
documents. So, whether that's going to be through a portal like Client Hub, or 
Dropbox, or ShareFile, so letting the clients know that. If it's something that's 
going to include a fee for them, let them know that you expect them to maintain 
that subscription with that platform. My biggest pain area in that was years ago, 
we used to use Dropbox for our clients. We do use the business version of 
Dropbox and clients would have their Dropbox account, which was free to them 
until they hit a certain limit of storage, and then they'd have to go ahead and 
they'd have to pay for a subscription. And clients would come back to me and 
they'd say, "We don't want to pay for a subscription to Dropbox." They're too 
cheap to pay for that. And then the problem lies there, is now, how do we share 
and make documents available to them? So, all this information, think about just 
putting it into easy bullet points, and letting your clients know, this is how we 
communicate and that should be upfront for new clients, and then we will talk 
about transitioning existing clients over to a new communication policy. 

Judie: So next, what needs to be included in that communication, internally, that 
policy? So again, we can't expect our clients to follow the rules if we, ourselves, 
and our staff are not kind of following those same rules, right? So, we need to 
make sure that our staff is using that defined communication method and 
channels. So, they can't be sending... If we say to the clients, "Hey, we only 
accept emails," then your staff can't be texting clients, regardless of whether 
they can get ahold of them or not. And again, you're going to look about the 
same thing, go ahead and take a look at if there's exceptions to the rule, like, 
"Hey, Mr. Client, if we have an emergency and I can't get ahold of you, what is 
the best second method communication?" And then I will only use that second 
method of communication in the event of an emergency. And we've had those, 
right? How many times have we had; we get an email from our payroll provider 
that the client didn't have enough money for payroll? Or a vendor contacts us, 
and hasn't received payment and needs a wire. So, we want to make sure we 
had; do have ways to communicate with clients. 

Judie: Expected response times. So, when communications come in from our clients, 
we need to let our staff know what those expected response times are going to 
be. Now, again, it's not immediate, it's not instant. We normally tell our clients; 
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we will respond within one business day. So, anything that comes in today, we're 
going to respond to it tomorrow. There are other firms I know that they define 
the days of the week or the month that they work on client work, and they 
define, we only respond to your inquiries on the day that we do your work. And 
that's acceptable too. As long as your client understands that, and you and your 
team, again, if that's your policy that you only respond to clients on the day you 
do their work, then don't be responding to them on other days. Suddenly you 
start setting a precedent and clients are expecting that now all the time, because 
they'll go back and say, "Well, last week, you responded to me on a Monday and 
that wasn't my workday." 

Judie: The next thing is, you want to make sure in all communications that everybody 
on your team is communicating in the same way. We call this the voice of the 
firm. You'll often notice that in a lot of bigger companies, that they actually do 
training with their staff and say, "This is the way that we communicate with 
people. These are, whether it be business professional writing, whether it be 
business casual conversational writing, but we always want to make sure 
everybody is communicating kind of in that same voice." It gives the clients more 
of a sense of continuity. And again, that they're working with a professional 
organization, and they're working with a team that works together. 

Judie: Now, the other thing that you should to do in your communication policy 
internally, if you can, is to automate reminders and to-dos for your clients. So, if 
you've got some way to do that, we'll talk about technology in a little bit, but 
that is also helpful, and using templates. So, I can remember again, years ago, 
our staff would go out and request bank statements from clients. And every time 
we requested a bank statement, the message was different. So, we wanted to 
try to create templates, and you can do those in most email clients, you can do 
that in most technologies, creating templates so that every month when you 
need that bank statement, that message looks exactly the same. Every week 
when you need to remind the clients to approve their time sheets for payroll, 
that message looks the same. Even if it's in the subject line, people start to 
visually identify those items. And instantly they see maybe that subject line like 
approved payroll, they know instantly they've got to go ahead. And then they 
start to get trained on, okay, every Monday I'm going to see that message, I'm 
going to see that message, I need to approve the payroll. 

Judie: And send those requests in advance to your clients. So, if you need them to 
approve time sheets for a payroll, and you need to process payroll before 
Wednesday, don't wait till Wednesday to ask them for those time sheets to be 
approved, get that message out to them before right after the end of the pay 
period. So, we normally have reminders that go out to our clients first thing on 
Monday morning, we do payrolls Monday and Tuesday in the firm, letting clients 
know, "The pay period has ended, please approve time sheets and whatever," or 
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"please send your time sheets." We do the same thing with a month end with 
the bank statements. Those requests for bank statements go out on the very first 
day of the month. So, I don't wait until the 10th of the month until I'm ready to 
go ahead and start reconciling bank accounts, I want to make sure I've got those 
things so that when I am ready to do that job, I can go ahead and start the job, I 
have everything I need. 

Judie: So, how do you integrate these policies into your workflow? I'll tell you it really, 
really isn't that hard. We went through, and of course, you'll have access to all of 
these slides and the recording as well, but make sure that you develop and 
document the policy, share it with your team, share it with your clients, 
everybody should have a copy of your policy. And this should be included in all 
new engagements. The reason I say it's important to give everybody a copy of 
the policy, not just tell them what the policy is, is because if they break those 
policies, or they, what I call violate the policy, you can have them refer back. You 
can even have your clients, just like in an engagement letter, sign that they 
understand this communication policy in your firm. 

Judie: And if you're thinking, "Well, this sounds really, really strict. My clients are never 
going to go for this." Remember back when we talked about that this is not only 
for the benefit of you and your firm, this is to the benefit of your client. They're 
going to know when they need to get you things, they're going to know how 
quickly you're going to respond to their questions, they're going to know the 
best way to communicate with you and your team. Now, if this is a new policy 
with your existing clients, make sure you let them know when the change is 
going to take effect. I wouldn't say "Tomorrow, effective tomorrow, now we can 
only communicate in this one way." I'm going to go ahead, and normally I'll say, 
"Hey, at the end of this month, we're going to be moving over to this new 
communication policy. After that, I'm going to give you a 15-day grace period." 
It's okay, right? People make mistakes, they forget. If we do go ahead, and 
during that grace period, they send a text message instead of an email, we just 
simply respond in the appropriate communication channel, so we reinforce the 
use of that. And then we remind them, "Hey, you're supposed to communicate 
with us in this way." 

Judie: And then, we do follow up if we have clients... and we've had clients, I'll tell you, 
we have had violators in my firm. If there are people that consistently just kind 
of don't get it, that's when we, again, either get on a Zoom call, meet with them 
in person if we can, get on the phone and just say, "Hey, let's review the 
communication policy. Let me know if you have any questions or there's 
anything you don't understand," because likely that's the problem. 

Judie: And I had a client at one time, and she was so, so funny. I'm East Coast, she's 
West Coast. She would do all of her work at the end of the day on Friday, when 
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she got back in, that was when she did her office work. And my email and text 
messages would just blow up because she would send me an email and I 
wouldn't respond right away, so she'd send me a text message saying, "Did you 
see my email?" And this would just go on. And finally, I was like, "Whoa, it's 
Friday night." And she's like, "No, it's Friday day." And I said, "No, remember, I'm 
on the East Coast. I work my hours." Then I also remind that I do look at email, 
you don't have to send me a text message to let me know you sent me an email. 
And then, of course, we started using Client Hub, so she kind of like, at the 
beginning of that, she started doing the same thing. So, we just reached out. And 
finally, when she understood that we do see these messages, but going back to 
that policy, she felt more at ease, and knew that we did get the information. 

Judie: So, how can technology help? A couple different ways you can use technologies, 
as I mentioned, using templates, those can be set up normally. You can set up 
templates in Gmail, most client portals, Outlook. You can set the same with 
those auto reminders, and then utilizing, again, a technology that has a client 
portal, and then preferably mobile notifications. Now, when I say mobile 
notifications, I'm not referring to text messages, although there are some 
technologies that integrate with text messaging that might work out for you. 

Judie: So, as we kind of come to the end of this, I'm going to go ahead, I'll talk about 
how Client Hub is a great way to enforce this communication technology 
because it has made such a significant impact on our firm and thousands of firms 
throughout the country. So, first of all, some of the features and benefits. So, 
Client Hub is a client collaboration and internal workflow software. So, we do 
provide secure collaborative workspace for teams and clients. So, this is ways 
that you can go in and communicate with your clients. It's easy access via the 
web and the mobile. So, this can be used, whether somebody's on a PC, a Mac, 
an Apple or an Android device. 

Judie: The client tasks are integrated into our firm workflow, which is really cool. 
Remember I talked about bank statements. So, imagine if you could integrate 
and automate within your workflow, "Hey, I've got a job coming up to reconcile 
bank accounts." You can tell Client Hub, "X number of days prior to the start of 
this job, automatically remind the client or send them a request for those bank 
statements." For those requests to clients or messages, we can automate those 
notifications and reminders. 

Judie: There's a dashboard of all open items across all clients, so rather than having to 
imagine email going to all these separate emails, now you can look at that 
dashboard that shows you all the open requests across all clients. Great thing to 
do first thing on Monday morning. And then mobile app for on-the-go access for 
both you and your clients. We provide simple and secure file sharing. No more 
clients saying, "Hey, where did I save this document you sent me? What file did I 
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put it in?" And then, our awesome QuickBooks Online integration for handling 
uncategorized expense transactions. 

Judie: So just a couple quick slides to kind of show you, we're looking at the client 
workspace. This is both the accountant and the client view. We have a nice, 
simple platform. This is the web version of Client Hub. You can see easy to look 
at, easy to navigate. You can access all of your clients from a single login. Easily 
create those client tasks and set those auto reminders. 

Judie: The Client Tasks Dashboard I talked about out is a way for us to go ahead and 
take a look at all the open unanswered items across all of our clients in an aging 
report, so we can easily see what's outstanding with the opportunity to just click 
that little gold button and send automatic reminders right to our clients. Those 
notifications, which I kind of skipped over a little bit, but we do send out 
notifications via the mobile. So, they will receive a push notification on the 
mobile device. And also, they'll receive email notifications, so they can click that 
link and log into their dashboard on the web version of Client Hub. We offer that 
secure, safe, secure, and simple file sharing. So, each client gets a client shared 
folder within that file manager, you and your clients can upload documents right 
there and they can have easy access. So, looking back at this, that client 
workspace and the file manager, it's a one stop shop, everything your clients 
need to work with you and your firm, and for you to keep that... help to define 
that client communication strategy. 

Judie: And then the ability to automate the tasks. So, we're looking right here at 
internal workflow, automate those tasks from within our work. This one shows 
that I've created that client task for the client to approve those time sheets in 
advance. I set that autopilot feature, and then Client Hub goes ahead and does 
the work for me. And then our Jobs Dashboard too gives us visual indicators of 
progress of whether or not the clients have responded to those tasks. So, saving 
time, not having to go back and forth through my inbox to see if I'm waiting on 
information from a client. And then finally, that awesome ability on that mobile 
app for those communications. Client Hub Mobile is a light version. It supports 
the communication features allowing you and your clients to send and receive 
messages. Your clients can respond to those client tasks, and of course, they'll 
get those push notifications when there is activity. So, Kirstin, I'll go ahead. Do 
we have questions coming through the chat? 

Kirstin: I haven't seen any, but anybody who has questions, feel free. I personally have a 
question. 

Judie: Sure. Hop in. 
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Kirstin: So, you were talking about the primary point of contact. Do you recommend 
maybe having one particular email, and then maybe someone... like, I don't 
know, hello@, or help@, or something kind of generic that people email into 
there and then someone at your firm maybe triaging and get that email to the 
appropriate person then? Or what have you found works easiest with that? 

Judie: Yeah. So, if you have that primary point of contact at the firm, you definitely 
want to make sure there's one person responsible for triaging that inbox. The 
worst thing that can happen is that you use that as a distribution list, so every 
email that comes in from every client gets sent to everybody in the firm. The 
problem with that is either everybody responds or nobody does. 

Kirstin: Right, right. Okay. 

Judie: Yeah. It's only having that one person to triage those. 

Kirstin: Okay. Okay. That was the first question that I had, and then you started talking 
about maybe one or two people, and I thought, "Oh, I don't know if my idea 
would be best or not." So, I just wanted to clarify. 

Judie: Yeah. The other thing you can look at, if you're looking at, so primary point of 
contact on the client level is normally you want to have one person there, two at 
the most, if you're using Client Hub, you can have as many people in the 
workspace as you want, but then I'd say, limited. But the other thing is, on your 
firm side, you could have something like multiple inboxes, maybe one that's 
payroll@myfirm.com or accountsreceivable@myfirm, or accounts payable, 
depending again, on how you divvy up your work and how big your firm is too. 

Kirstin: Okay. Oh, Susan said, oh, we're starting to get some- 

Judie: I love questions. 

Kirstin: ... questions. Yeah. Susan asked, "Can you spend more time showing us how 
Client Hub works?" And then, Talitha, same sort of thing, "Can we see 
uncategorized expenses view in Client Hub? This is the biggest pain point I have 
with current clients." I understand that completely. 

Judie: Yeah. So, I can show you right here. And so, I think that was Susan, spending 
more time showing us Client Hub. I would absolutely love to; I know that time's 
limited today. I do have a special offer and I do have my email address; I'm going 
to be reaching out to everybody. So, if you do want to schedule a one-on-one, 
but I can go ahead and talk a little bit more, dive a little bit deeper, Kirstin, if 
we've got more time. 
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Kirstin: Yeah, we do have a few minutes. Mm-hmm (affirmative). 

Judie: Okay. So, the QuickBooks Online integration for those uncategorized expense 
transactions, it was, for us, one of the biggest pain points. With clients with a 
smaller number of transactions, we would normally just send an email with 
bullet points, larger number of transactions, we'd wait till month end and send 
the dreaded spreadsheet of uncategorized transactions. So, what we've done in 
Client Hub is we've created that direct integration with QuickBooks Online, what 
you do after a simple connection with the two applications, you're going to 
choose an account that you want us to monitor for new expense transactions. 
So, think, maybe like the Ask Client account. So anytime a transaction comes into 
QuickBooks, and you classify it, let's say it comes in through the bank feeds or 
credit card charges, you classify them to the Ask Client account, it automatically 
triggers one of these special client tasks that we have right here at the top of the 
screen, where it says, please classify the following expense. 

Judie: And it's going to extract the information from that transaction in QuickBooks and 
present it right there to the client. What they do is they go to the pull down, 
down here where it says Office Supplies... Oops, sorry. Oh, wait a minute, let me 
go back. I forgot I didn't have a live page here. Now they go down to where it 
says Office Supplies, there's a pull down, and they're going to present it with 
their QuickBooks Online chart of accounts. On the client side, we do limit them 
to only see cost of good and expense accounts, because most of these are going 
to be again, uncategorized expenses. There's also an option you'll notice, and I 
don't have this expanded at the very top, where if a client isn't sure how to 
categorize this or wants to add more information, they can add comments to this 
client task, and then you can go in and do the categorization. 

Judie: The cool thing is once we have the correct account selected and we click the 
Close button, Client Hub automatically pushes that recategorization back over to 
QuickBooks Online so we don't have to remember to go back and do that at the 
end of the week. I take this a step further in QuickBooks, I set up some bank 
rules. So, Amazon is our biggest pain point, we went ahead and set up the bank 
rules in QuickBooks Online, so anytime a transaction from Amazon comes in on 
the credit card, it automatically gets added to the register. It gets added to that 
Ask Client account, and it triggers one of these client tasks. So, the integration is 
doing the work for us every single day as the bank feeds update. So next 
question I do see, and I'll go ahead, "Does Client Hub integrate with Xero?" And 
Jenna, that's a great question. We don't currently have an integration with Xero. 
We hope to be building that one, it is on our tentative roadmap for 2022, so 
keep an eye out for that as well. 

Kirstin: Awesome. Awesome. 
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Judie: Excellent. Sure. Any other questions? 

Kirstin: Speak now or forever hold your peace. And yes, so Judie, do you have a slide 
with your contact information? Oh, right there. Great minds think alike, you 
were on your way. 

Judie: Yeah. So, as I mentioned, I will go ahead, I know that Kirstin's going to provide 
me with the names of everybody that did attend today, so I can go ahead. She's 
going to send you out the recording of today's presentation. I'm going to go 
ahead and send you out a copy of the slides that I went through, which do 
include this. And I'm also going to include a link to my calendar, so if you do want 
to schedule a meeting to learn more about Client Hub, I would love an 
opportunity to get to meet with you and dive in a little bit deeper. We're also 
offering a special for Digital Bookkeeper Association members, at 25% off your 
first three months on a monthly subscription of Client Hub. You can use this code 
DBA25. That's included in those slides. I'll include in the email as well. Right now, 
we have an issue with our billing where you can't enter the code, but if you sign 
up and go into our customer support, you can go ahead and just let me know 
you signed up and you're a member of the Digital Bookkeeper Association. 

Judie: Our pricing. I didn't include our pricing on this, oh my goodness, I can't believe 
that. It is available on our website. It is $39 per month per firm user. So, clients 
are free, storage is free. If you're a firm of one, it's $39 per month, we'll give you 
25% off the first three months. And then after that, you can go ahead, if you'd 
like, you can upgrade to an annual plan, which breaks down to $32 per user, per 
month. 

Kirstin: Oh, okay. Okay. 

Judie: Yeah. So, we do have the annual discount plan if you want that. 

Kirstin: Nice. Very nice. 

Judie: Perfect. 

Kirstin: Awesome. 

Judie: Great. So, I'm looking to see, nope, we're all set with questions. So again, I want 
to thank everybody today, it's been a pleasure. I hope everybody has a great 
holiday. I wish you luck. Maybe January 1st is going to be a perfect time for you 
to implement some new policies for communication in your firm. And I will 
guarantee if you go ahead and take the steps outlined here, it really will increase 
productivity. And I think everybody, your firm and your clients, will be a lot 
happier. 
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Kirstin: Awesome. Thank you so much, Judie. I honestly cannot wait to come up with a, 
"I am instituting a new communication policy letter in my firm." And there's one 
client in particular that I think that she'll think she's talking to me because 
literally the last couple of days I've been having some communication issues with 
her, but not really, it's because I attended this webinar. So- 

Judie: There you go. 

Kirstin: It's got nothing to do with her, she just kind of helped motivate me a little bit, 
but thank you so much. I'm excited to implement this and thank you for sharing 
so much with us, and you have a great holiday too. 

Judie: Thank you. And if anybody's going to be at the BKX Conference in May, I will be 
there. 

Kirstin: At June, June. 

Judie: June, June, that's right. I can't keep up with the dates. 

Kirstin: Yeah, I know, it's crazy. Coming up soon. So yeah, awesome. Well, thank you, 
Judie. Thank you, everyone. We will see you soon. 

Judie: Take care. Bye-bye. 

Kirstin: Bye. 

 


