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Kevin Lord
Digital Enablement Manager

Background: 10+ years experience of supporting SME 
businesses and accountants in change management

Favourite Film: A Beautiful Mind

Favourite Song: Whole of the Moon, The Waterboys

Best thing about me: Oxtail Ragu with fresh pasta



● Award-winning cloud accounting and 

bookkeeping software for SME Businesses

● Founded in 2007

● Focus on simplicity and compliance

● UK headquartered where the software is 

developed and supported

● First crowdfunded firm to successfully launch 

IPO

● RBSG purchase in 2018

● 200+ staff and 90,000+ users

Edinburgh



What is marginal gains theory
The marginal gains theory is  concerned with small 

incremental improvements in any process, which, 

when added together, make a significant 

improvement







What’s the most enjoyable part of your work?41%
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Helping clients grow their business

Solving problems

Being an expert in my field

Other

Being well paid



What’s the most time consuming part of your 
work?
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Chasing up information

Sorting out messy books

Correcting client mistakes

Other

Data entry

Completing tax returns
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Preparation

Mindset & 
commitment 

Mobile 
devices

AV
equipment
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S ystem
s
S oftware

How you do 
things

Tools to help 
you do it

Start Line

1st

2nd





Think about what 

you repeat!!!
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Example: Telephone Tennis

How many times a day?
How many clients?



S olution: Appointment App





Other Examples:



Time Saved 

per client 

(mins)

Number of clients Total

Telephone Calls 10 50 500 mins

Answering Questions
8 50 400 mins

Getting Paid 2 50 100mins

Getting Data 20 50 1000mins

33.3 hours
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“My clients won’t do 
that!”

Really???

Have you asked them?



My journey to you



Mobile phone usage

● Alarm

● Bus timetable

● Bus tickets

● Podcast

● Boarding pass

● S ocial media

● Email

● WhatsApp

● Monzo

● Citymapper

● Uber

● Apple Pay

● FreeAgent

● Slack

● Amazon

● Candy Crush



Mobile Phone Usage

● Instant

● Accurate

● Convenience

● S afe

● Efficient

25+



How to ask your clients



What to ask your clients

● What services do you use?

● What services do you need?

● What is your main source of income?

● How many employees do you have?

● What are your future ambitions?

● Would they recommend you?

● What are your social media tags?

● How satisfied are they with your service?

● What technology they use?

● Who do you bank with? (free licenses)

● Common problems

● Can you grade them?

● What are your concerns?

● How would you like me to communicate with 

you?





Keeping Engagement - EMAIL



“Emails are now opened more on 

mobile than desktop”



Hi Sarah,

I hope you are well.

And as I have wasted 3 lines of space asking if you feel ok, you will have probably 
deleted this email there will have no idea what it is if I was looking to speak to you 
about.

On the off chance that you read this, can you call me on 0131 539 2975….where a game 
of telephone tennis will begin.

Looking Forward to it

Kevin



Keeping Engagement - EMAIL

● Relevance 
Why are you emailing your client?

● Reward
What’s in it for them?

● Request
What are the next steps?

PS  - Adding value through content



Hi Sarah,

As discussed at our meeting yesterday, with MTD for VAT going live in April, you now 
have to keep your records digitally. I have set you up with a FreeAgent account and you 
should have received an email to set your password.

FreeAgent is perfect for you as it is simple to use, has excellent credit control 
functionality and a mobile phone app to help you capture expenses when you are out at 
client meetings.

Can I ask that you log in and set up your online bank feed ASAP as shown yesterday? 

Thanks

Kevin
PS - I have a similar client that had issues with their website design and they found the 
following training course helpful. I think this could be the answer to your problems!

Relenvence

Reward

Request

Added Value



Keeping Engagement



Did you know

45 million active social media users in 
the UK

People spend an average of 1 
hr 54 mins daily on social 

media

People turn to social media 
for information and reviews

78% of people said that 
posts by the businesses 
they follow impact their 

decisions 90% of social media users use it to 
communicate with businesses



Keeping Engagement





Get a standard header and a 
professional looking photograph

220 Characters - use them. What is 
it you do??? DO NOT PUT JOB 

TITLE

Who cares what school you went 
to? What experience do you have??









Keeping Engagement

● 5 mins: check feeds daily and respond promptly
● 5 mins: follow clients, their businesses and industry 

leaders
● 10 mins: join conversations  
● 10 mins: share practice news and insights
● 20 mins: share content from third parties
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Other
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Live your best life!!!!



Thank you!

Questions?


