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For more than half a century, Reid, Hanna, Johnson & Company CPAs, 
LLC has existed in some form in the Rogue Valley area of Oregon. 
As the firm grew, it kept the staff just the right size to provide both 
expertise and a personal touch to its tax, accounting, and consulting 
clients. But then Thomas T. Reid, CPA, and his partner, Marilyn Hanna, 
CPA, began to think about succession planning.

In 2013, Robert Johnson, CPA, purchased the practice as a sole member. With the two 
senior partners ready to take things down a notch after 30 years, Johnson started 
looking to build up a staff and plan for the future.

But to truly embrace that future, Reid, Hanna, Johnson & Company needed to invest 
in technology — and staff who could make it work for them. That’s where Charlie 
Burns, CPA, comes in. Burns was in the midst of relocating from Northern California 
to Oregon, and she’d recently been through a technology transformation at a larger 
firm that was transitioning from paper to paperless project tracking. “The experience 
taught me to plan, plan, plan,” Burns says.

But she knew that CCH Axcess Practice and Workstream could help her answer those 
questions. And once they were implemented in 2015, the firm almost immediately 
reaped the results. Increased efficiencies — which also allowed them to purchase a 
small tax firm — led to 33 percent revenue growth and 300 percent growth in profits. 
And, Burns made partner within 18 months.

Charlie Burns, CPA
Partner
Reid, Hanna, Johnson  
& Company CPAs, LLC
Ashland, Oregon

CCH Axcess™ Practice and CCH Axcess™ 

Workstream Provide Better Client 

Knowledge and Position Them for Success 
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Getting to Know (and Grow) You
With both Burns and Johnson new to the 
firm, getting up to speed with client intel was 
essential, and technology was the solution. 
CCH Axcess Practice helped them get to know 
their existing 150-plus clients better. “When 
you’re new, the biggest hurdle is always, ‘Who 
is this client?’ I had never felt so incompetent 
because I didn’t know the clients,” Burns says. 
So, in 2015, they started using CCH Axcess™ 
not just for billing, but for gathering client 
information.

They needed something to not only gather all 
client information — historical and future — but 
also a way to grow integrated tax compliance, 
document management, scanning, and 
workflow inside the tax programs. To better 
communicate with and serve existing clients, 
Burns had to know what information she had 
to work with. CCH Axcess Practice allowed 
her to create an integrated single source of 
truth that included not just the client profile 
information, but also the projects, bills, and 
workpapers that went along with it. Plus, 
historical information, like that a client bought 
her business from her uncle, Burns says.

With that client knowledge came power. The 
power to grow. “Growth is not just about 
finding new clients; it’s about growing with 
existing clients,” Burns says. “Every firm has 
their client base that you do the same service 
for over and over. But each one of those 
clients, in their own business, is growing and 
changing every day. So we’re trying to look at 
our existing clients and have the conversation 
with them about what they’re doing and what 
services we can provide them.” As a result, 
more than half of the firm’s revenue increase 
came from existing clients.

Reid, Hanna, Johnson & Company  
CPAs, LLC Key Data 

• Founded in 1983 as Reid Hanna &  
Company LLP 

• 14 employees 

• The firm uses CCH Axcess™ Tax,  
CCH Axcess™ Practice, CCH Axcess™ 
Workstream, CCH® ProSystem fx® 
Engagement, and CCH® IntelliConnect®. 

• Located in Ashland, Oregon 

• Provides end-to-end payroll services, 
business planning, and consulting

“First I had to understand what I was working with, and then 

come up with a plan. I was new, so I couldn’t even tell where 

problems were.”

—  Charlie Burns, CPA, 
Partner, 
Reid, Hanna, Johnson & Company CPAs, LLC

Better Knowledge Equals Better Service
CCH Axcess Practice also helped the firm keep 
clients — and keep them happy. When there’s 
poor communication or the staff they’re used 
to working with moves or isn’t available, 
customer service can suffer. And, a recent 
study* found, at any given time, at least a 
quarter of your clients are actively seeking  
to leave you. 

Difficult transition is the top reason. Slow 
service is number two. For Reid, Hanna, 
Johnson & Company, CCH Axcess Practice gave 
staff the ability to know their clients with just 
a few clicks. As a result, “clients don’t have to 
wait as long for answers. Especially in regards 
to project status and timing,” Burns says.

* Game Plan for the Future: Are You and Your Clients in Sync? http://engagetax.wolterskluwer.com/l/339101/2017-05-30/pxv

http://engagetax.wolterskluwer.com/l/339101/2017-05-30/pxv
http://engagetax.wolterskluwer.com/l/339101/2017-05-30/pxv
http://engagetax.wolterskluwer.com/l/339101/2017-05-30/pxv
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Tools to Manage Time
The integration of CCH Axcess Workstream 
allowed Reid, Hanna, Johnson & Company 
to handle more clients by giving them the 
tools to better manage the business, as well 
as increase productivity and efficiency. They 
could now transition clients between staff 
seamlessly and streamline their workflow, 
allowing them to spend more time bringing 
in new business. “[CCH Axcess] Workstream 
allowed us to create our world and see where 
it was moving, create a flow of how we wanted 
it to work,” Burns says. “From there, it helped 
scheduling and staff management and, of 
course, client relations.” 

“When a client’s file came 

across a manager’s desk, they 

did not have to ‘remember’ 

what or who they were 

related to. They didn’t have 

to dig through mounds of 

paperwork to get the entire 

story. We were able to make 

notes and be more efficient.”

 
That was especially important during their 
busy season. “If you have staff who only work 
with certain clients, that staff gets buried,” 
Burns says. “It’s harder to have someone 
else help them because the information isn’t 
available. And now that person isn’t working 
on something that could be more profitable 
for the firm.”

With the integration of information made 
possible by CCH Axcess Workstream, it’s a 
lot easier for staff to help each other and for 
work to be more evenly distributed. Those 
efficiencies might sound small, but for Reid, 
Hanna, Johnson, in 2016 they added up to a 
300 percent growth in profit.

“Everything is integrated 

and all that is coming into 

one area. The relationship  

is in our system, not just  

in one partner’s head.  

And everyone had access  

to that information.  

Now the whole firm can  

help and collaborate.”

“Touching the client, not just 

the file, became our priority. 

We switched to client service 

orientation instead of just 

rushing to meet deadlines. 

That conscious decision is 

where we are doing leaps and 

bounds above where we were. 

We are sharing information. 

We’re talking to them. We can 

actually manage the firm from 

that standpoint.”
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“When you’re working 

efficiently, your growth grows, 

but your cost doesn’t.”

 
Training and Transitions
Burns would tell others thinking about 
integrating the CCH Axcess products to  
look at what they want to improve at their  
firm and what the roadblocks are to getting 
there. “Then I would tell them the Wolters 
Kluwer products help you because the small 
day-to-day tasks that are repetitive are 
lessened by the program being integrated,” 
she says. “I would also tell them that project 
management is the key to getting there and  
I feel like Wolters Kluwer provides the  
best tools at an affordable cost for  
project management.”

However, she stresses that no matter how 
good the products are, if you don’t get  
staff buy-in and adequate training, you  
won’t reap the same benefits. “Training is the 
most important. It gets tedious and almost 
boring at times, but you have to put the time 
into it.” Burns says that webinars and the 
support functions are the best tools from 
Wolter Kluwer. “I can get answers at any time.” 

“So many times people try to 

cut corners to save a dollar 

and see if they can figure it 

out for themselves. But that’s 

a mistake. You have to go 

through training.”

“Once you decide what 

your vision is and get some 

input, then people will 

start becoming part of the 

process. But when we get 

through the busy season 

and we’re done at noon not 

midnight, they’re on board.”



Contact information:
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