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We all know the stereotype: the accountancy sector 
is traditional, old-school, stuck in the past. 

But that’s hardly the truth, with new technology revolutionising the 
accountancy sector in recent years. Or so goes the story.

That’s why we’ve put this insight report together – so we can evaluate 
whether accountants really are getting the most out of technology and 
leading the way for their clients.  

But why is technology important? And why is it worth investing in?

This report will tell you everything you need to know, from where others in 
the sector are making gains to where you could too.

We ran a survey, asking business owners about their accountants to try and 
find out about their attitudes towards technology and the ‘tech-savviness’ of 
the modern accountant. 

We’ve also spoken to some accountants who have embarked on their own 
digital marketing journey, to hear their views on the place of technology in 
the accounting industry today.

Tom Ford 
Assistant editor, PracticeWeb

F O R E W O R D

https://www.practiceweb.co.uk/
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We partnered with AccountancyManager on this insight report.

AccountancyManager is a multi-award-winning, cloud-based practice 
management software–designed by accountants and used by thousands of 
accountants, bookkeepers and payroll businesses across the UK.

Jonathan Stobart
Head of marketing and strategic partnerships,  
AccountancyManager

F O R E W O R D

M E T H O D O L O G Y

This research has been conducted through a combination of quantitative surveys and 
qualitative interviews with SME owners and accountants in the UK. Between 22 and 25 April 
2022, we surveyed 400 people who described themselves as a business owner or partner 
with an accountant. The results were then weighted against census data to reflect the 
general business population. This was followed by some one-on-one research interviews 
with accountants, which have been quoted throughout the report.

SMEs want their accountants to use technology to 
solve problems and speed up processes.  

“This report offers a fascinating insight into how accountants adopt technology 
within their firms and how a typical SME business owner wants to receive 
accounting services.

“Even before the pandemic, business owners expected to receive tech-based 
accounting services utilising solutions that enhance the client experience and/or 
the data available about their business.

“Whilst some within the industry are looking to reduce their overheads and see 
subscription costs cutting their profit margin, this report highlights that SMEs want 
their accountants to use technology to solve problems and speed up processes.”

https://www.practiceweb.co.uk/
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Business, just like wider life, is all about being able to 
adapt to change. The accountancy profession is no 
exception. 

If anything, adaptability is essential. Accountancy has moved far beyond the 
world of simple business bookkeeping and payroll to services that focus on 
actionable business advice. 

Some pundits might say there won’t be many more ways accounting firms 
can diversify in the future. Others say technology, like cloud software, 
process automation and analytics could see accountancy firmly into the 
future. That means some of your competitors might catch on before you, 
leaving you behind. You can’t afford to be behind the curve.

By embracing technology, you not only stay ahead and improve the way you 
work, but you keep up with a new generation of business owners who value 
and expect technology as part of an accountant’s service. 

Technology is also becoming more and more important for accountants who 
want to reach new clients. That means website and content creation, social 
media management and other digital marketing techniques are no longer a 
nice-to-have – they’re vital for a modern firm.

Take a read to find out what the key findings from our research revealed.

S U M M A R Y

Introduction

https://www.practiceweb.co.uk/
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Accounting technology: SMEs value technology to 
improve their business

Digital marketing: Clients expect to find accountants  
online and receive digital communications

Business challenges: Online competition remains 
SMEs’ top challenge, but compliance is getting  
more difficult

• 88% of SMEs agree that having an accountant who understands 
technology is important. 33% ‘strongly’ agreed with the principle.

• Two-thirds would pay more for a ‘tech-savvy’ accountant. 19% strongly 
agreed with this statement.

• 37% of accountants increased their use of online accounting in the last 12 
months. Younger clients were more likely to work with accountants who 
used online accounting software.

• A third of SMEs found their accountants online: 10% via search engine, 11% 
on social media, and 12% through online advertising.

• 58% felt it was very or extremely important to see evidence of expertise on 
an accountant’s website, such as articles or guides.

• 59% wanted to receive communication from their accountant via email, 
compared to phone calls (48%) and in-person meetings (39%).

• 35% of SMEs say online competition is ‘very’ or ‘extremely’ challenging, 
making this their top challenge. 

• Dealing with HMRC was extremely or very challenging to 33% of 
businesses – about 5% more than the last time we conducted this survey. 

• Regulatory compliance increased by around 8 percentage points on our 
last survey, with 32% of respondents finding this particularly difficult. 

S U M M A R Y

Key findings

https://www.practiceweb.co.uk/
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Our report shows that technological ability is a valuable skill for accountants, 
with 88% of our respondents agreeing that having an accountant who 
understands technology is important. An impressive 33% ‘strongly’ agreed 
with the principle.

This offers accountants a great opportunity, as 66% of SMEs said they agreed 
with the statement: “I would pay more for an accountant who is tech-savvy”. Of 
those, 19% strongly agreed with the statement.

Luckily, it seems that the majority of SMEs already perceive their accountant 
as tech-savvy, with only 3% of respondents saying their accountant is either 
‘poor’ or ‘terrible’ with technology. 

But what does a tech-savvy accountant look like?

Something the accountant of the future will need as a minimum is expert 
knowledge of cloud accounting. After all, according to our research, use of 
cloud accounting is on the rise among your competitors.

We asked businesses whether their accountant’s use of cloud accounting had 
changed in the past 12 months.

We found that 29% had increased their use of online accounting, while 61% 
used software at the same rate as they had previously. Only 10% were not using 
accounting software. This demonstrates the importance of cloud technology 
for the accounting sector. After all, technology can speed up your processes 
and generally make life easier.

A C C O U N T I N G  T E C H N O L O G Y

SMEs value technology to 
improve their business

“Having one centralised system we can run the practice from was 
quite literally the most important decision our business made. We 
chose to use AccountancyManager before we even designed our 
brand, that’s how important it was to get right!”

Jordan Jewitt 
Managing director, For the Trade

https://www.practiceweb.co.uk/
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We discovered some interesting trends when we broke down the data by the 
age of the business owners: 

As you can see, the younger a business owner is, the more likely an accountant 
is to have ramped up their use of cloud accounting services over the last 12 
months. 

A C C O U N T I N G  T E C H N O L O G Y

T O P  T I P

Younger business owners who are looking for a new accountant are more likely to expect 
intelligent online accounting software that fits their needs. Make sure to tailor your 
services to their needs if you want to do business with people in this age range.

Increased They were already 
doing this

They were not 
doing this

Decreased

18-24 48.45% 40.91% 9.71% 0.92%

25-34 36.48% 49.14% 14.39% 0%

35-44 34.71% 59.91% 5.38% 0%

45-54 18.79% 64.78% 16.43% 0%

>54 15.85% 74.21% 9.94% 0%

Has your accountant’s use of cloud accounting changed in the past 12 months?

However, a lot of business owners are unsure about how to use accounting 
technology, with about two fifths (18%) disagreeing with the statement “I 
understand how to use accounting technology” to some degree.

https://www.practiceweb.co.uk/
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Almost two-thirds (63%), meanwhile, agreed that “I could benefit from better 
technology to manage my accounts and finances”.

This opens up an opportunity for ambitious accountants who could offer 
tutorials and cloud support as part of their wider cloud services.

In fact, a recommendation from an accountant was the most common way for 
business owners to find out about accounting software, with 34% saying they 
found their accounting software this way.

We asked business owners how they benefited from cloud accounting. They 
all gave their own individual answers, then grouped their answers together to 
create the following word map:

A C C O U N T I N G  T E C H N O L O G Y

Easy to use 64

Reliability 14

Saves time 8

All in one place 6

Convenient 3

Integration 3

Automation 3

Control 3

Helpful 2

Paperless 2

Fast 5

More organised 4

https://www.practiceweb.co.uk/
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Ease of use was the main benefit for SMEs, with the phrases ‘easy’, ‘easier’ or 
‘ease’ coming up 64 times among responses to this question.

Technological ability doesn’t just have to be about cutting-edge systems and 
cloud software, though.

Over the past 12 months, the majority of accountants held remote meetings 
and shared documents digitally, which no doubt has streamlined a lot of their 
processes.

Again, the younger a client is, the more accountants have been engaging with 
them digitally, so expect the conveniences offered by technology to influence 
the decisions of future generations of business owners when they look for an 
accountant.

There was also a generational difference when it came to switching or sticking 
with an accountant. While an average of 34% of people across all age groups 
said they had never changed their accountant, this increased to 52% for those 
aged over 54, compared to only 10% of those aged 18-24. 

Among those who had changed accountants before, younger age groups were 
more likely to do so due to poor communication or service. 

This might come as a surprise – you might assume the older someone is, 
the more opportunities they might have had to change accountants – but it 
suggests a shift in the way people are thinking about the service they get. 

A C C O U N T I N G  T E C H N O L O G Y

https://www.practiceweb.co.uk/
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What has prompted you to change accountants in the past?
Multiple selection

With access to a wide range of accounting services that are not limited by 
location, and greater efficiencies through software, younger clients aren’t as 
willing to stick with a service they’re not happy with. 

Investing in technology could be part of the solution, as it allows you to serve 
your clients to a much higher degree.

A C C O U N T I N G  T E C H N O L O G Y

0% 10% 20% 30%

Other

Limited services

Lack of sector knowledge

Accounting errors

Poor communication

Poor customer service

High fees

I have never changed accountants

“Practice management software is an integral part of how we function. 
Because it’s linked to all our other software, it works seamlessly for us. 

“We feel if we aren’t managing ourselves through practice management 
software, we aren’t supporting our clients like we should either.”

Paul Newton
Director, JCS Accountants

https://www.practiceweb.co.uk/
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How important were the following factors when you were deciding on  
an accountant?

A C C O U N T I N G  T E C H N O L O G Y

Size of the 
accounting firm

How clear their
website was

Location

Evidence of expertise
on their website

(eg articles, guides)

Range of services

Support for specific 
accounting so�ware

Specialist sector 
knowledge

Additional services
(eg advice, business

support)

Qualifications

Customer service

Experience

0% 20% 40% 60% 80% 100%

Extremely important Very important Moderately important

Slightly important Not at all important

Now that the basics can be automated, the real value comes from advice. In 
fact, additional services such as advice and business support were among the 
top factors SMEs looked for when choosing an accountant: 64% considered 
this ‘extremely’ or ‘very’ important.

Interestingly, support for specific accounting software was also an extremely 
or very important factor for 62% of respondents – more so than factors like the 
firm’s location or size.

T O P  T I P

If you’re struggling to convince a client of the value of cloud accounting software, think 
about it from their point of view. Whether it’s achieving a business goal they’ve had for a 
while, or simply getting more time to spend with their family, focus on the specific, real-life 
benefits they’ll see.

https://www.practiceweb.co.uk/
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As well as preferring a tech-savvy service offering, SMEs increasingly expect 
to be able to find and communicate with their accountant digitally.

D I G I T A L  M A R K E T I N G

Clients want you to be visible 
and contactable online

Where did you find your accountant? 
Single selection

0% 20% 40% 60%

O�ine advertisement

Other

Search engine (Google, Yahoo, etc.)

Social media

Online advertisement

Recommendation

When we asked respondents how they found their current accountant, 
recommendations remained the most common method, with 56% of people 
saying they had found their accountant this way.

That said, a significant portion (33%) found their accountants online (10% via 
search engine; 11% social media; 12% online advertising).

“There has always been a need for accounting professionals to evolve with 
the changing industry, and that includes using more digital practices in 
order to meet the needs of our clients.

“We are always looking to improve our offering to clients, and also to our 
employees. Technology is essential when it comes to delivering services 
efficiently and communicating effectively.”

Maria Cunningham
Marketing manager, Whitley Stimpson

https://www.practiceweb.co.uk/
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D I G I T A L  M A R K E T I N G

Once they have identified a potential accountant, an average of 62% of 
businesses will contact them to find out more while 13% will check the reviews. 
But 16% will visit their website first and 5% will check their social  
media channels.

It goes to show that while prospective clients value the opinions of their 
peers and are comfortable following a recommendation, they’re also doing 
their research behind the scenes – looking for more details and social proof – 
whether you’re aware of it or not.

Answers to this question also varied by business size, with larger businesses 
more likely to prioritise reviews and the accountant’s website. Smaller businesses 
meanwhile, were more likely to reach out to the accountant right away. 

This may suggest larger businesses are spending more time weighing up their 
options using evidence they find online before they make their decision to get 
in touch. 

More than half (57%) said the clarity of the website was ‘very’ or ‘extremely’ 
important to them when deciding on an accountant, rising to 79% among 
those who said they’d visit their prospective accountant’s website first.

Similarly, 58% felt it was very or extremely important to see evidence of expertise 
on an accountant’s website, such as articles or guides. 

Once you had identified a potential accountant, what was your next step?
Single selection

0% 20% 40% 60%

Other

Visit their social media channels

Read reviews

Visit their website

Contact them to find out more

https://www.practiceweb.co.uk/
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D I G I T A L  M A R K E T I N G

The majority (59%) of respondents wanted to receive communication from 
their accountant via email. This is good news for accountants, who stand to 
benefit from this cost-effective, adaptable medium.

This was followed by a preference for phone calls (48%) and in-person 
meetings (39%), showing demand still exists for some of the more traditional 
methods of communication. 

Almost a quarter (24%) said they’d like to be contacted by text, and another 
significant minority (15%) preferred video calls.

How do you prefer your accountant to communicate with you? 
Single selection

0% 20% 40%

Other

Social media

Video call

Instant message

Text

In-person meeting

Phone call

Email

An up-to-date website with consistent branding and tone of voice is a key way 
to signal credibility.

T O P  T I P

Every piece of content you add to your website should have a clear purpose and meet the 
user’s needs. It’s worth spending some time thinking about what exactly their questions 
are, and how best you can answer them – whether that’s through a long-form guide, a quick 
video, or something else.

https://www.practiceweb.co.uk/
https://www.practiceweb.co.uk/knowledge/how-to-unlock-the-benefits-of-email-marketing-for-your-accounting-firm/
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D I G I T A L  M A R K E T I N G

T O P  T I P

Remember, your clients are likely to want to communicate in different ways. Some might
prefer meeting face to face for a coffee, for others, a phone or zoom call is sufficient, and
others still might just appreciate a quick WhatsApp message while they’re on the go.

If you ask your clients directly how they’d like to communicate with you at the beginning,
you’ll be on the right track for timely and effective communication from both sides
throughout your relationship.

Again, these results varied across different age groups: while 57% of people 
aged 45 and above wanted to be contacted by phone, 40% of those under that 
age said the same. 

Under-45s were nearly twice as likely to prefer communication via text, with 
30% favouring this method compared to 17% of over-45s.

Some clients might feel they’ll get more from you through in-person meetings 
or video and phone calls. Others might prefer something snappier, like a text 
or email. 

There are all sorts of reasons why a client might prefer to contact you one 
way or another, from location and age to scheduling and personality. Being 
prepared for all types of communication is what’s important.

https://www.practiceweb.co.uk/
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More than a third (35%) of business owners told us online competition was 
‘very’ or ‘extremely’ challenging for them, making this the top challenge for the 
second year running. 

T O P  B U S I N E S S  C H A L L E N G E S

Online competition is still the 
top challenge, but compliance 
is more important

How challenging are the following issues to your business?
Issues described as ‘extremely’ or ‘very’ challenging
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It’s not just accountants who need to keep up with digitalisation – it’s SMEs too. 
By understanding your clients’ priorities, you can support them with challenges 
like competing online, dealing with HMRC and managing compliance.

https://www.practiceweb.co.uk/
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T O P  B U S I N E S S  C H A L L E N G E S

Some factors had become more important to businesses, however. 

Dealing with HMRC was extremely or very challenging to 33% of businesses 
– about 5% more than the last time we conducted this survey. Regulatory 
compliance increased by around 8 percentage points, with 32% of respondents 
finding this particularly difficult. 

Property issues became less of a concern, meanwhile, as 24% of businesses 
found these challenging. Crisis recovery also dropped slightly from 33% to 31%.

We also included Making Tax Digital as a new option for this question, which 
28% of SMEs found very or extremely challenging.

T O P  T I P

Different sectors will experience these challenges in different ways – a retailer might need 
your support accounting for their new ecommerce store, for example, while a restaurant 
might need to weigh up the costs and benefits of joining an online delivery service. 
Consider the specific questions your clients have, and how you can answer them.

This was, however, a lower percentage than the last time we asked this question 
in summer 2021, when 40% of businesses considered it a major challenge. 

This makes sense as a gradual adjustment from the accelerated digitalisation 
of the pandemic, but it’s clear that SMEs still need specialist support for taking 
their business online and competing within their sector.

Broadly, businesses’ other challenges were similar to those in our previous 
research, with financing (34%), cashflow (34%) and in-sector competition 
(32%) among the top answers.

https://www.practiceweb.co.uk/
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T O P  T I P

Big changes like MTD are a good opportunity for your firm to boost its client 
communications in a sustained campaign. Think about the different ways you might reach 
your clients – blog posts, videos, emails, social media and so on – and make sure you’re 
getting the message out wherever your audience might see it. 

(Incidentally, our MTD campaign product does just this – with dedicated, useful content 
across a range of channels and mediums that makes it easy to understand.)

T O P  B U S I N E S S  C H A L L E N G E S

How challenging are the following issues to your business?
Issues described as ‘extremely’ or ‘very’ challenging: comparison between 2021 
and 2022 research reports (sorted by difference)
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T O P  B U S I N E S S  C H A L L E N G E S

We didn’t ask about MTD last year, but this is a clear example of how 
accountants can help businesses become tech-savvy themselves. A significant 
portion of businesses are worried about it, and we expect that concern to 
increase as HMRC rolls out MTD for income tax.

Concerns about regulatory compliance, dealing with HMRC, cashflow 
management and IR35 have increased since our 2021 report. It’s time to find 
technological solutions that could help you alleviate the pressures of  
your clients. 

“Our aim is to deliver an even better service to our clients or do things 
more efficiently. I see many practices using tech for tech’s sake, whereas 
we try to focus on improving what we do. Sometimes that’s with tech – 
sometimes it’s simply better systems.”

Jordan Jewitt
Managing director, For the Trade 

https://www.practiceweb.co.uk/
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How your firm can use  
this research
This report has been designed to offer as much practical advice and tips 
as possible based on what we found in our survey results, so we would 
recommend you read through each top tip section as a place to start.

As our results demonstrate, just as digitalisation is a top priority for SMEs 
that want to beat the competition, digitalisation and technological skills 
should be a priority for anyone working in the accountancy sector. That’s no 
surprise, as online competition continues to grow and Making Tax Digital 
makes tax compliance harder. 

Of course, business owners face an array of challenges, most of which 
technology can solve. But what brought our respondents together was their 
wish for an accountant who understands how to use technology to benefit 
their business. Indeed, many would pay more for a tech-savvy accountant. 

Not only does tech give you the perfect opportunity to keep in close contact 
with clients or help them get to grips with modern accounting practices, 
but it might be just what you need to entice the next generation of business 
leaders to stick with you for years to come.

Throughout our survey, we found that a lot of SMEs want their accountants 
to use technology to solve problems and speed up processes. So don’t 
disappoint – apply what you’ve learned to your practice. 

Further reading:

• How accounting automation will change the industry in 2022

• Three ways to make your accountancy practice more efficient

• MTD: are your clients ready?

• Five ways accounting practice management software can increase 
your profits

C O N C L U S I O N

https://www.practiceweb.co.uk/
https://www.practiceweb.co.uk/knowledge/how-accounting-automation-will-change-the-industry-in-2022/
https://www.practiceweb.co.uk/knowledge/three-ways-you-can-make-your-practice-more-efficient/
https://www.practiceweb.co.uk/knowledge/mtd-are-your-clients-ready/
https://www.practiceweb.co.uk/knowledge/five-ways-accounting-practice-management-software-can-increase-your-profits/
https://www.practiceweb.co.uk/knowledge/five-ways-accounting-practice-management-software-can-increase-your-profits/


22

How PracticeWeb can help 

Whether you’re a software-first firm or looking for new ways to use technology 
to your advantage, digital tools can make all the difference when reaching new 
clients and communicating with existing ones.

We offer a range of digital marketing services, designed to help ambitious 
accountants achieve their goals. Our services include:

Content
Content to keep your clients engaged, including website copy, social media 
content, tailored blog posts, content strategy and more.

Websites
Websites to showcase your firm and your software partnerships, as well 
as integrating with practice management software, customer relationship 
management systems, and email marketing services.

Full digital services
Full digital service campaigns that generate meaningful ROI, including 
personalised SEO guidance and PPC campaigns. 

Find out more
In the meantime, there’s a wealth of guidance based on our experience and 
insight available for free at practiceweb.co.uk – complete guides, webinars, 
insight reports and easy-to-digest blog posts designed to help you get the 
most out of your website and content.

H O W  W E  H E L P

https://www.practiceweb.co.uk/
https://www.practiceweb.co.uk/
https://www.practiceweb.co.uk/guides/
https://www.practiceweb.co.uk/knowledge/insight/
https://www.practiceweb.co.uk/knowledge/


23

AccountancyManager is delighted to announce  
that we’ve joined the Bright Software Group.

Time to ‘Brighten’ up your day! Give us a call or head to accountancymanager.com to begin your free trial. 
It’s easy to get started, but if you need a hand, ongoing support is completely free.

The future is                 for

In addition to this AccountancyManager was voted practice management software of the year 
by both AccountingWEB readers and members of the Institute of Chartered Bookkeepers.

1382 AM Bright ATT Full Page Ad_260x190_v2_AW.indd   11382 AM Bright ATT Full Page Ad_260x190_v2_AW.indd   1 11/04/2022   13:0911/04/2022   13:09

https://www.practiceweb.co.uk/
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0117 915 0420
hello@practiceweb.co.uk
practiceweb.co.uk

Intelligent marketing 
for accountants

We create digital marketing 
strategies, insight, 
high-quality content
and websites for 
ambitious accountants.

https://www.practiceweb.co.uk/
mailto:hello%40practiceweb.co.uk?subject=
http://practiceweb.co.uk
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