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“Bad” clients
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YOU are responsible 
in your accounting business 
to set the boundaries
so they know what choices 
are okay, and not okay
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YOU are responsible 
in your accounting business 
to set the boundaries
so they know what choices, 
what behaviours
are okay, and not okay
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In the area of clients, you –
and only you – have the full 
authority to set the boundary 
fences around choosing and 
keeping clients for your firm.
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Onboarding is the process of setting 
good boundaries so you never have a 
bad client again.



11

Onboarding is the process of setting 
and communicating good boundaries 
so you never have a bad client again.
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Values boundaries
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Show transparency

Have an opinion

Stay positive

Take responsibility

Be gracious

Collaborate 

PF internal values
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Cornerstone content: Values
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Behaviour boundaries
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Communication - when and where? 

Fees - how much and for what? 

Fee changes - when and why? 

People - who do they deal with for what? 

Systems - which ones do you/they use & not use? How do 
they use them? 

Meetings - when & how often & how much? 

Responsibilities - what do you do, what do they do? 

Behaviour boundaries
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Onboarding is the process of setting 
and communicating good boundaries 
and being clear about the 
consequences if those boundaries are 
not kept so you never have a bad client 
again.
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Jonathan’s story
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Before day one: Payment

Month 1: Setup & admin (payroll, systems)

Month 2: Catchup & conversion (training, expense apps)

Month 3: Apps (including payment apps)

Month 4: Reporting (analytics, goals)

Month 5: Decisions & check in

Month 6: Health check (review goals)

Initial onboarding (6 months)
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• Onboarding page
• Video
• Fact find form
• Thank you page 
• Video
• Email reminders 
• …continue!

The onboarding basics



26#QBConnect @karenlreyburn



27#QBConnect @karenlreyburn

Both machine and human together
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Software progression
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QuickBooks onboarding
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Client progression
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wearepf.com/onboarding
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Onboarding is the process of setting 
and communicating good boundaries 
and being clear about the 
consequences if those boundaries are 
not kept so you never have a bad client 
again.
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Rate this Session on the QuickBooks Mobile App

1.  Select Sessions 2.  Select Session Title 3.  Select Survey

Provide feedback to help us design content for future events

4.  Add Ratings
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Material Download

1) Find the session on the agenda

2) Select + for more information

3) Download PDF of slides

https://uk.quickbooksconnect.com/agenda/

Session slides can be found on the QuickBooks Connect agenda page

https://uk.quickbooksconnect.com/agenda/
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Questions?




