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The true value of an accounting firm lies 
in expertise and professional judgment 
irreplaceable by computers. 

Research has revealed that 37 percent of 
small and medium‑sized business owners 
think that accountancy is becoming more 
automated and that they can complete a range 
of tasks themselves.1 

Instead of fighting against automation, 
embrace technology to serve clients better, 
with less emphasis on lower‑value work.

Automation reduces or eliminates the 
administrative work that doesn’t create value 
for clients. It helps firms meet client demands 
for 24/7 service without sacrificing profitability 
or personal time. 

1  Accounting Today. Voices: The Future of Automation and Accounting. 
https://www.accountingtoday.com/opinion/the-future-of-automation- 
and-accounting 
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Digital Drives Satisfaction
The digital age has conditioned clients to expect more instant gratification.

Offering clients on-demand access to their own files via a portal reduces the 
workload of a firm’s staff.

Satisfied clients are twice as likely to have the capability to share data with 
their firm using a self‑service portal.  

Accountants are familiar with the concept of portals, but the features, benefits and 
purpose have changed dramatically over the last 10 years. 

Portal Usage Helps Drive Client Satisfaction

Source: Aberdeen Group, August 2016

Percentage of Respondents, n=269
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The Secure Portal
Built to ensure client confidentiality and security.

Portals of the Past 

• Originally developed to provide a 
secure way to exchange files.

• Replaced email as a way to not only 
deliver large files, but also provide a 
secure delivery mechanism.

• Cloud based services & encryption 
eliminated paper filing and the 
careless management of documents.

Portals of Today 

• Constantly staying ahead of the 
latest security exploits with new 
technologies.

• Multi-factor authentication requires 
clients to define a password and a 
secondary element. 

• This type of security is common 
in banking and technology, and is 
growing in the accounting space. 

Eight in ten people are worried 

about online security and seven 

in ten no longer trust passwords.
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The Evolution of Portals
Portals are more important than ever; however, expectations of capabilities have shifted 
over time.

Early Portals
Firms on the leading-
edge believed hosting 
clients’ files and data 
would increase client 
loyalty and eventually 
offset the cost of the 
software.  

Mainstream Adoption
The collaboration 
benefits of Portals 
provide the tipping point 
for many firms. Chasing 
down source documents 
and wrestling with stacks 
of paper continues to 
cause headaches. 

Adjusting Course 
Some firms refused to 
accept documents from 
clients any other way 
than through the portal. 
However, most firms were 
reluctant to force some 
of their most loyal clients 
to change. Many found 
success by educating 
clients about the benefits 
of portals, providing 
clients with detailed 
documentation, and 
continually reminding 
clients to use portals.

Looking Forward
Portals are evolving into 
general communication 
hubs to improve the flow 
of information between 
clients and firms. 
Notifications keep the 
lines of communication 
open, creating smoother 
client experiences and 
enabling the sharing 
of insights.

Portals will play a key role 
as the connecting point 
between client and firm.

2006
Portals for 
storing documents

2010
Adoption starts 
to increase

2011–2014
Early versions 
don’t live up to 
expectations

2017 and Beyond
Moving beyond 
exchanging files
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Portals Support Client Engagement
Communication and Collaboration
Portals offer the on-demand service clients come to expect from their online 
interactions. Portals that are also accessible via a mobile app make firms even more 
responsive. Now, a staff member doesn’t even have to be in the office to deliver a 
requested file, and sending a copy of a receipt is as simple as taking a photo.

Firm Branding
Many clients use leading edge technology in their own lives and businesses, and 
they don’t want to trust sensitive financial information to firms that don’t use 
up-to-date technology. 

A portal system, integrated with your firm’s website, will serve as the electronic 
front-door to your firm. Giving your clients a reason to return to your website keeps 
your firm at the front of their minds. 
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more than 50% of organizations 

will redirect their investments to 

customer experience innovations.



Portals from Beginning to End
Your firm’s website is its digital storefront, and your portal is the digital receptionist. 

Collecting Source Documents
One of the most common causes of delays in accounting firms are slow-to-respond 
clients. Clients have a lot of different documents (Figure 2), and waiting for these 
documents may throw off a firm’s entire tax season. 

A portal delivers convenience, reducing the time between receiving documents 
and processing. 

Delivering Final Documents
On the other end of the engagement, portals are a great way to deliver 
completed documents. 

Eliminating the delivery of paper documents and the supplies associated with them 
reduces firms’ costs by up to 30%.2

Collaboration with Third Parties
One area often overlooked when discussing portals is how the portal will help firms 
and clients collaborate with third parties. 

As firms look to increase their advisory role with clients, offering this kind of 
collaboration with third parties builds trust and improves the client experience. 

2  Wolters Kluwer. Frost PLLC Cuts Costs by Going Paperless with CCH® Solutions. https://www.slideshare.net/
WoltersKluwerTAAUS/frost-pllc-cuts-costs-by-going-paperless-with-cch-solutions 

Receipts

W2s, 1099s
Deposit 

Slips
Canceled 
Checks

Invoices

Credit Card 
Statements

Bank 
Statements

Debit Notes
Credit 
Notes

Statements 
of Account

Loan 
Statements

Source Documents

The Power of Portals 7

https://www.slideshare.net/WoltersKluwerTAAUS/frost-pllc-cuts-costs-by-going-paperless-with-cch-solutions
https://www.slideshare.net/WoltersKluwerTAAUS/frost-pllc-cuts-costs-by-going-paperless-with-cch-solutions


Obstacles Along the Way
Identifying potential trouble spots 
allows firms to plan ahead and put 
policies in place to make the process 
easier for everyone.

Get Staff On Board
Find the technology champions on staff, 
and seek their input and assistance with 
rolling out the new technology. 

Overcome Client Objections
Portals must be easy to find and easy 
to use. Add a portal log-in button to 
your website, provide comprehensive 
documentation, including online 
help and instructional videos.

Integrate with Other Tools
Portal solutions designed specifically 
for accounting firms are more likely 
to integrate with other parts of the 
firm’s technology, like its document 
management system and project 
tracking software. 

Value Add: The Mobile Experience
Not all clients will use a native app, 
but research shows that the ones who 
do will use it consistently. A portal app 
customized with the firm’s logo will 
reinforce branding, and a firm with an 
existing app may be able to integrate 
portal access into it.
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fail to garner adequate 

adoption to achieve ROI.



Pulling It All Together 
End-to-end, a portal will play an important role in 
creating a successful firm:

1. Make it easy to “publish” to the portal, and 
integrate with other parts of the firm.

2. Engage with clients by pushing tax returns, invoices 
and other documents via the portal.

3. Manage policies, workflow tracking, and integration 
with tax and audit/engagement software.

(See left).

Client portals are not new technology, but they are 
a future technology.

The completed tax 
return is efiled with 
the IRS and the 
firm’s copy is stored 
electronically.

A secure link is sent 
to the taxpayer 
to review and 
electronically sign 
Form 8879.

The final invoice 
generated and a 
copy of the tax 
return is provided to 
the client.

Invoice and 
Receive

Deliver and 
Store

Sign and 
File

Data is automatically 
identified, organized 
and imported.

Information is 
provided throughout 
the year and at 
tax time.

Staff accountant 
prepares and 
partner/manager 
reviews the return — 
allowing you to track 
exactly where it in 
the process. 

Obtain Organize Prepare 
and Review
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Please visit CCHGroup.com/DigitalTaxWorkflow 
for more information. 
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