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			Foreword

			When I first read Jay Baer’s New York Times bestselling book Youtility,1 its central principle resonated deeply with me: “The difference between selling and helping is just two letters.”

			This observation is such a simple yet brilliant way of expressing how businesses can better serve their customers and market their products and services. As Jay wrote, “Sell something, and you make a customer. Help someone, and you make a customer for life.” And helping is what we as accounting professionals do on a daily basis.

			In fact, the concept of Youtility attracting lifelong customers by being irreplaceably useful should be very familiar to those of us in the accounting profession. It’s the foundation on which we build our firms: providing clients with the information and help they need to achieve their goals, whether that means completing a tax return on time or positioning a company for the next generation of leadership. After all, while a large majority of individuals are required to deal with tax and accounting issues, few people outside of our profession know—or care to know—as much as we do about tax and financial strategies, rules, and regulations.

			Accounting, by its nature, is a practice of Youtility. We don’t merely sell tax, accounting, payroll, and other services. Our firms gain and retain clients based on the quality of our expertise. We strive to operate as trusted advisers to clients who need our help, and we often earn their referrals to other clients in the process. As such, accounting professionals are in the perfect position to leverage Youtility to grow their businesses, which is why I am so excited that Jay and I have collaborated to write this e-book specifically for our profession. Accounting professionals can easily become useful to their clients by applying the principles in Youtility for Accountants.

			If our mission as accountants is to be an indispensable resource for our clients, then we need to adopt the tools that will help us achieve maximum Youtility. As you’ll learn, the Internet, mobile technology, and social media are integral in this endeavor.

			We still have work to do when it comes to implementing Web and mobile-friendly infrastructure in our firms. Despite the fact that most other industries have transitioned to using Internet and mobile-based tools as a central part of their business strategies, the accounting profession still lags behind. I call this delay a “professional disconnect”; though many of us utilize all of the benefits that the digitization of business provides for our own personal lives—such as online banking, shopping, travel, and research—the firms we own, manage, or work for do not offer the same convenient, 24/7 business model to their employees or their clients.

			As you read Youtility for Accountants, I hope you take to heart the lessons in this book and understand how crucial it is for accounting firms to adapt to the shifting market demand for self-service Web and mobile information and service delivery.

			Instead of thinking like accountants, Youtility encourages us to think like clients when it comes to deciding how we will provide access to our expertise and services. It is my belief that those who do not embrace the reality of the technological revolution will face an uncertain future as clients and employees choose to work with firms that prioritize the creation and maintenance of a next generation operation.

			Of course, technology for technology’s sake is not what Youtility is really about. Technology is the means to an end, to the ultimate goal of meeting or exceeding client expectations and profiting from the efficiencies created. Technology is what leverages the inbound marketing muscle that Youtility creates. As Jay writes in Youtility,2 the traditional methods of marketing your business have grown less and less effective over time due in large part to the fact that consumers now use the Internet to bypass the carefully constructed marketing messages that companies create in traditional media channels.

			This change in buyer-vs.-seller dynamics is not unique to the retail consumer sector. It is also part of the business-to-business (B2B) universe where accountants operate. The vast majority of customers in the B2B world are now making their purchasing decisions using information they find online—including their decision to engage a particular accounting firm. If your firm does not have a strong Web presence, you are missing an opportunity to be useful to these decision makers. We urge you to provide prospects with the information they need to know about your business and how you might help them solve their problems and satisfy their needs.

			In Youtility for Accountants, we highlight accountants who have embraced the concept of Youtility. Creating my firm RootWorks3—a consultancy that helps accounting firms improve their processes and marketing using technology—was a complete exercise in Youtility. Firms join RootWorks because we provide the help they need to get from where they are to where they want to be. That’s help, not hype.

			While the shift in business operations to Web and mobile platforms is paramount to the success of our profession, an equally important takeaway from Youtility for Accountants is that marketing also continues to shift rapidly to the Web. Online access to financial information and accounting services is the ultimate form of Youtility for many clients, keeping them satisfied and differentiating your firm from others that are still behind the curve.

			From a marketing perspective, we identify three important drivers of Youtility: self-serve information, radical transparency, and real-time relevancy. I believe that with the right plan and infrastructure, accountants and accountancies can quite easily capitalize on these concepts and improve their return on marketing investments. You’ll find examples of firms doing just that in this book.

			One of the most obvious and compelling ways for accounting firms to create Youtility is to leverage the wealth of knowledge that resides within our walls to create and publish self-serve information for clients and prospective clients who are researching online. Ultimately, this content marketing will create the awareness and trust that will win us new business.

			Radical transparency is the second driver of Youtility—and one that is at the core of any legitimate accounting practice. As accountants, we seek to find the truth in numbers and to provide objective advice based on the facts of each client’s situation. We can use transparency as a marketing tool by providing answers to common accounting questions and perhaps even demystifying financial myths in the places where our clients and prospects are looking for them—namely, on the Web.

			The third driver, real-time relevancy, is an area where I believe many of us fall short. Real-time relevancy is about providing the right information about what your firm has to offer at the right place and at the right time. Today, the right place is online and the right time is all the time. If your firm is not visible to prospects or is not providing real-time, relevant services online, then it is highly likely that you will be missing out on significant business opportunities now and in the future.

			As you read Youtility for Accountants, remember that Youtility is a process, not a project. Youtility is a long-term commitment to establishing relationships with clients and prospects in new channels and in new ways. It requires listening to what your clients want to know and delivering that information to them using the means with which they are most comfortable.

			I hope that Youtility for Accountants will help you start the process of capitalizing on your greatest asset: the knowledge and expertise that you possess, which clients and prospects want and need now more than ever. Technology and fundamental shifts in consumer behavior have made helping more important than selling. This is the playbook for making it work for you.

			Yours in Youtility,
 M. Darren Root
 CPA, CITP
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