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Not your ordinary bean counters.  
That’s how Allen Kutchins, CPA, partner at 
Kutchins, Robbins & Diamond, Ltd., would 
describe his firm of about 85 employees in 
Schaumburg, Ill., a northwestern suburb of 
Chicago. 
When you walk into their office, you can feel the 
difference. There’s a theater-style popcorn popper, a fully 
stocked kitchen, and during the holidays the office is 
filled with thousands of toys donated by staff and clients 
for the firm’s annual toy drive for La Rabida Children’s 
Hospital. You’ll also find a large apothecary jar full of bags 
of jelly beans labeled “Not your ordinary bean counters.”

While Kutchins is proud of the unique office atmosphere 
he’s worked hard to create, what he hopes most sets 
the firm apart is their attention to client service and 
the personal touches they provide. In addition to hiring 
the right people and sharing regular email newsletters 
and a weekly blog, they leverage technology to help find 
relevant reasons to regularly communicate with clients. 

Kutchins says that the firm recently added CCH Axcess iQ 
to its growing suite of solutions on the CCH Axcess™ 
platform to do just that. When new tax legislation triggers 
a “tax event,” the system searches the firm’s CCH Axcess™ 
Tax data for clients who might be impacted by that event.

“One of the primary reasons that we looked at CCH Axcess iQ is to 
get more personalized touches with our clients. We use snail mail 
to communicate with them [about any relevant changes] because 
we feel that everybody gets so many emails every day, that going 
back to an old-fashioned letter with a signature might get a little 
more attention.”

Allen Kutchins, CPA
Partner, Kutchins, Robbins & Diamond, Ltd.
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Kutchins, Robbins & 
Diamond, Ltd. Key Data:
• Founded over 40 years ago

• 85 employees

• Located in Schaumburg and 
Chicago, Illinois

• Full-service accounting and 
financial advisory firm that 
provides accounting, tax 
preparation, audit and assurance 
services for family-owned 
businesses and not-for-profit 
organizations, as well as 
retirement and estate planning 
services
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Although the search and identification 
process that CCH Axcess iQ enables is 
transparent to clients, Kutchins believes 
that being proactive and giving clients 
information that can help them maximize 
their tax savings is what keeps them 
satisfied.

CCH Axcess iQ helps to create that 
differentiation for Kutchins, Robbins & 
Diamond by allowing the firm to provide 
value-added services beyond simply 
completing tax returns.

Moving forward the firm hopes to use 
CCH Axcess iQ to create consulting 
engagements related to the particular 
issues it identifies to highlight to clients.

“You can’t tell the difference in 
firms by the tax returns or the 
financial statements. I’d say 75% 
of our clients don’t even look at 
our end product because they 
trust us. The way you approach 
your clients in terms of offering 
service and responsiveness and 
planning is really how firms 
differentiate themselves.” 

 “The majority of the new 
clients we get are switching to 
our firm because their other 
consultants don’t return phone 
calls and they don’t do any 
planning, so they’re not getting 
the value-added services. 
Rarely does a client come to us 
because of price.”
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Leveraging Technology to Elevate Service
In addition to CCH Axcess iQ, the firm is 
currently using several other Wolters 
Kluwer solutions, including CCH Axcess 
Tax, CCH® ProSystem fx® Engagement, and 
CCH® Accounting Research Manager. 

In summer 2020, they plan to convert 
over completely by adding CCH Axcess™ 
Practice, CCH Axcess Workstream and 
CCH Axcess™ Document, so that by the 
end of 2020 the firm will be using the fully 
integrated CCH Axcess suite. 

Its centralized database, cloud access, 
and time-saving tools allow the firm 
to focus on what they do best: provide 
personalized service to their clients. 

Kutchins is aware that you can’t simply 
mandate employees to provide great client 
service. They need to feel invested in 
the relationships. At Kutchins, Robbins & 
Diamond, that’s facilitated by the fact that 
every person in the firm has direct client 
contact. 

“It’s not ‘ask the junior to ask the senior 
and the senior goes to the supervisor 
or the partner,’” he explains. “We try to 
encourage everybody to start being part 
of the decision-making process and to 
focus on serving clients.”

Employees use another CCH product — 
CCH® ProSystem fx® Scan & AutoFlow — on 
most tax returns, which helps free up 
employee time to allow those important 
interactions.

“By using CCH ProSystem fx 
Scan & AutoFlow, people can 
be elevated to initial reviewers 
rather than just keep punching 
data in. People need to feel 
that they are valued and that 
they are learning, and I think 
that by having direct client 
contact it helps enhance that 
experience.”
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CCH Axcess iQ Helps Identify  
Issues Proactively 
The office is relatively evenly divided 
between tax assurance and business 
services, and the staff is fairly evenly 
divided between Millennials, Generation X, 
and the Baby Boomers. 

Kutchins, Robbins & Diamond has a robust 
internship program, which creates a 
ready-made talent pool for the firm. “We 
are in our 14th year of doing internships,” 
Kutchins says. “We hire each year from 
that pool, so we have some great young 
team members and some who are already 
managers.”

One standout star from that pool is Mary 
Cercone, MBA, who started at the firm as 
an intern and is now a staff accountant. 
She’s also the company’s go-to guru on 
CCH Axcess iQ.

“Every time Mary gets a notification 
from CCH Axcess iQ, she sits down to try 
and identify the topics that impact our 
clients,” Kutchins says. That information 
supplements the various other sources 
used by the tax managers to keep up with 
changes, Cerone says. She and Kutchins 
comb through the events and pick out a 
few topics to include in the firm’s blog or 
email newsletter, but others that are more 
important trigger a personal letter. 

“We don’t want to flood the 
client with something from 
us too frequently. But not 
everybody’s going to be 
checking our website all the 
time. So, if we think that it’s 
important enough, we will 
actually compile a hard copy 
and mail it to the client so that 
they have it in their hands and 
are more likely to read it.” 

That’s made easier by a feature of CCH 
Axcess iQ that generates a Word document 
letter template about each change-related 
topic. That letter can be edited and 
customized for each client, giving it a more 
personal touch.

That feature came in handy last year when 
the tax laws changed, Cerone says. “We 
had to really look at how the changes 
would impact certain clients and have that 
discussion with them,” she says.

Kutchins says that this level of automation 
allows the firm to increase the level of 
service it offers its second-tier clients. 
“You’re always working on servicing and 
identifying issues for your best clients,” 
he says. 

“CCH Axcess iQ allows us to increase the 
level of service we offer to the next tier 
without necessarily increasing fees.”

“Our clients are relying on us as 
their tax advisor to tell them 
what they need to do. A lot of 
them are not proactive and if 
we tell them you need to be 
watchful about something, 
they will do that. But they are 
not going to just automatically 
think about it.”



6 Kutchins, Robbins & Diamond, Ltd. Provides More Personalized Service with CCH Axcess™ iQ

Constantly Evolving with CCH Solutions
The culture of Kutchins, Robbins & 
Diamond is very family-friendly.  On a daily 
basis, at least one member of Kutchins’ 
staff is working remotely or from home. 

The cloud-based centralized database 
provided by CCH Axcess makes that 
possibe. So does Kutchins’ management 
philosophy. 

He says his employees are more adept 
than he ever has been at scheduling their 
responsibilities so that they can enjoy 
personal time off. 

“Millennials have a much better separation 
of work and personal time than I ever 
did or will have. I think it’s probably 
the biggest difference between the 
generations. They work very hard and with 
their computer skills, they’re producing a 
lot more than I ever did too.” 

Kutchins sees CCH Axcess as another way 
the accounting work landscape is changing. 
“I see CCH Axcess as the start of using 
artificial intelligence,” he says. “I know it’s 
an identification program, not a thinking 
program, but it’s moving the firm in that 
direction of becoming more reliant upon 
computer-assisted learning. I think that’s 
probably the biggest change to the office.” 

The firm isn’t done evolving yet, either. 
While he feels the firm is relatively state 
of the art when it comes to technology, 
he’s happy that he has Wolters Kluwer as 
a partner. 

“I think they are committed to the 
continual Improvement of their products,” 
he says, adding that the technical support 
team and the sales and service teams 
are always accessible to answer any 
questions.  “I think the biggest challenge 
is finding enough hours in the day to 
maximize all the tools we have.”

“If team members meet their 
chargeable goals, they have 
unlimited flexible time off. 
Everybody works really hard 
during the two different tax 
seasons, and as long as they 
get their work done, we treat 
everybody as professionals.” 



Contact information:
Wolters Kluwer
2700 Lake Cook Road
Riverwoods, IL 60015
United States

Visit EngageTax.WoltersKluwer.com/Axcess for more information. 
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