Accounting Firms Get Serious
About Knowledge Management

CCH® KnowledgeConnect helps firms easily and efficiently
capture, route, convert and measure knowledge
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Trusted expertise is the currency of the accounting profession. Knowledge has
significant value to your clients — and to the future of your firm. Unfortunately,
many firms lack an organized system for capturing internal, tacit knowledge and best
practices. That's a threat to long-term success, because 75% of AICPA members will
be eligible to retire by 2020. Without careful planning and the right tools, critical

knowledge could leave with them.

CCH® KnowledgeConnect is a comprehensive, online knowledge management
solution delivered by CCH® — the most trusted information provider for accountants
and tax professionals. KnowledgeConnect protects and enhances firm knowledge by
helping employees locate and benefit from documented knowledge and by identifying

undocumented expertise that needs to be recorded.



You are required to know everything about
everything to sit for the CPA exam, but .

K n OWled ge iS a la rge Pa rt shortly after that you begin to specialize

in different areas. The benefit in our firm is

Of the Value that ﬂrmS we have that expertise in different people.
deliver to their ClientS To be able to access it — and access it

easily — is important to us.

Top accounting firms know that to be the best, you need to George Balhoff is a Partner in the Audit

division of Postlethwaite & Netterville, the

largest Louisiana-based accounting and

business advisory firm. Balhoff also manages

accurately and efficiently. the firm’s technology efforts, including the
° implementation of KnowledgeConnect.

deliver exceptional service to clients. The ability to access

and share knowledge is key to solving your clients’ challenges e

A tremendous amount of value we provide
‘ to our clients exists within our people.
Essentially, we try to structure our client
services so that the entire knowledge
within our world is delivered to our clients

in an efficient and effective manner.

John Henninger is a Manager of the
Business and Tax Services Department at
Meyners + Company in Albuquerque,

New Mexico. A champion for IT at his firm,
he has overseen the Meyners + Company’s
conversion to a paperless office.
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A single, central repository of knowledge
protects a fi most critical asset.

KnowledgeConnect provides tral reposit@ry €0 co and organize firm knowledge. It links

telliConnect®, and the CCH

its own knowledge with inforfna rom ProSystermgk” Docu

Support Knowledge Base sothat n easily find information, reg@illss of where it is located in

your firm. Future plans will ex KnowledgeConnect féderated searcf o most CCH products and

some third-party solutions. |
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who directs the inf

Mike Johnson is a Part ation techn@logy and consulting'@rea of O’Sullivan
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ida. When his firm began using CCH KngwledgeConpnect, he “ould

Creel in Pensacola, Fl

see the benefit of connecting different areas of his bhsi_ness into'®®ne knowledge reposi

: *
There are a lot of things about the solution that | really like: T nanage t
content to make sure that it is correct a?\d accurate. Second, | cal§join thesemmu
I need to join to serve my clients better. And third, from a firm wile perspective,

\ ( KnowledgeConnect offers a great way to g}\l;est practices out arfl standardize the

R approach that we use to serve our clients, in addition to helping ufimake sure that we

stay on the cutting edge of information to serve our clients prope




just once, at a convenient time, and have it

| doubt that we're any different from any
other accounting firm. We overburden our
e-mail system to begin with. We have too
many things that are asked in silos —a
single e-mail to a single person with a single
answer that never gets put in the client file
or shared with anyone else in the firm. It’s a
good answer. Why duplicate it? Why ask the

question again and reproduce the data?



Intuitive design and rapid deployment ¢
help capture knowledge right away.

KnowledgeConnect helps you start capturing critical firm knowledge right away with rapid »
deployment thanks to it being a web-based application. KnowledgeConnect is available anytime, .
anywhere via secure Internet access. Integration with Microsoft® Office even enables firm employees

to post and respond via email.

“I definitely like the browser interface,” Henninger states. “We are a big fan here of ASP [web hosted]
products. So, | did not think it was very difficult at all, especially once you got the hang of the

communities and how they worked, and the different settings and features.”

With KnowledgeConnect, remote employees and multiple offices share the same knowledge, so your
employees can benefit from expertise in every part of your firm. “One of the problems that we were
having before KnowledgeConnect was the housing of files within offices,” explains Balhoff. “You end
up walking down the halls to talk with somebody in your office and we have multiple offices, so you're

only as good as the people in your office. That’s not where we want to be.”



Powerful sea
quickly lead
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apabilities
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A typical knowledge worker sp of his or her time searching fo

\ information, according to IDCE ful search functionality in CCH

KnowledgeConnect easily co _ mployees with the knowledge they

need to make faster, bgter informed decisions and reduce pPfoject cycle time.

Federated search endbles employees to perform c;he_ search that'eéxa
resources in CCH KnowledgeConnect, as well as kn V\'/led{e;fro additional
e

, and more.
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CCH solutions like ProSystem fx® Document, Intelli

Henninger saw value in the federated search func;ion, adding, “What | like
bast about it is that you could almost create a “Google” for Meyners +
&y. A search engine just for our firm. As an example, right now, we \
have several databases that we pull from... with the proper implementation,‘
\.a you cou'w;earch eng%ﬁchat could exist for our firm where you can \
go to find informationswhether it be technical expertise, HR related, IT or \

‘\technology-related."

T Susan Feldman, Joshua Duhl, Julie Rahall Marobella, and Alison Crawford, The Hidden Costs
of Information Work, 2005. A subsidiary of IDG, IDC is a premier global provider of market
intelligence that helps IT professionals and business executives make fact-based decisions on
technology purchases and business strategy.

If you can use a search engine,
you can find what you're
looking for. It's very simple.
There are very few people in the
accounting profession today
that don’t use a search engine.
If they aren’t using a search
engine, they're out of business.
They just don’t know it. So, it’s
simple enough for an employee

yledg&Connect,

USe a typical search*engifie,

3 ill down to find
infof@tion they need. ’,
L)

. Mike Johnson

ner
C




itb ck to you, and then it will b

-

ublished,” explains Johnson. “If you can send an e-mail, which is
"‘sically what you're filling out when asking a question through KnowledgeConnect, the question and

the answer are going to get czi\Ptui:ed, and then it will be available to everybody.”



Web 2.0 technologies help firms
interact more efficiently. .

KnowledgeConnect enables firms to take advantage of Web 2.0 technologies, such as blogs, wikis, best
practices, and frequently asked questions (FAQs) that encourage interactive knowledge sharing among
team members. These intuitive tools are easy to learn and use and are embraced eagerly by incoming

generations of newer firm employees.

“KnowledgeConnect is pretty intuitive. Also, a lot of the younger folks really grab on to it easier than
some of us older folks because it’s similar to social networking sites with the pictures and the blogs,
and the back and forth. So the younger folks grab on to it from that perspective and probably learn it
quicker than us older fogies,” jokes Jeff Aucoin, who serves as the Associate Director of Consulting at

Postlethwaite & Netterville.
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processes t re.accuracy
and security,
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apturing, routing, ahd publishing knOWigdge.

KnowledgeConnect contains to establish yourewn busing

the system behave the way yo  for maximumfaccuracy and &

These rules dictate the proce
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KnowledgeConnect c ve you as much oras little controiover content as

your firm wishes. In s@ine areas, you may want t@ encourage dfree-flow of ideas
. k t. .
among members of your team. In other categories, it may be impefa

thoroughly reviewed answers get published for the group.
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“Initially, we defined the people who were the commun aders and left it fairly"

wide open,” Balhoff recalls. “We didn’twant a technical ansWgr being answered

y
ingorrectly, however, so we put more control over some of those!

He concludes: “What we found is that different areas of the firm are going to use
KnowledgeConnect in different yys. Consulting is more interested in getting alot
of knowhﬁer_e and ge'ﬁ people’s opinions. Audit is little bit more loc&l
down from that standpoi-nt, and tax maybe somewhere in between. You're going to

have some different uses of it. And fortunately, the solution has the ability to give

different rights within communities and setting the business rules.”

One advantage that a lot
of people found was the
ability to create business
rules. For example, you
can set a rule to forward
unanswered questions to
people that have expertise
in a particular area. So, if |
hadn’t looked at something
within a period of time,
Kng_wledeConnect would

gebodfaelse who

had the aut answer

or delegate thing at
2a, but not nece
)sS¥he board. .y
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\ ille




sensitive information about the firm or personhel remains private.

We tested different aspects of control. You
can hide a community and only allow certain
users to see that community. So there is
knowledge that you can post out there that
the whole firm cannot see. And you can
identify who can access that information...
if there’s certain communications that you
want associate directors and above to see,

you can do that.



Identify the "unsung” heroes at your firm.

KnowledgeConnect easily identifies top users based on the amount of published content and questions
answered. Users can also rate the accuracy, quality, and usefulness of content so that the best answers
to questions are promoted for firm-wide use. KnowledgeConnect makes it easier to identify individuals

in your firm who are natural team players, willing to mentor and teach others.

“Another area that | enjoyed is being able to identify who's contributing to the development of others,
and the people that are committed to assisting people within the department,” Henninger reveals.
“They’re the somewhat unsung heroes of our organization. KnowledgeConnect tracks how much people
are active. With this information, you can even create some reward structure within your firm for people

really collaborating and being committed to the development of others.” ®

Aucoin shares a similar observation: “From my perspective, we've identified some people who are more

willing to share and step up to the plate than we originally anticipated through this process.”

“It shows who really is interested in being a leader and stepping out there,” adds Balhoff.
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Capture finm leaders’ knowledge before

they leave t or retire.

With CCH KnowledgeConnect irm can coptinte to"D8metit from the knowledge of firm leaders

over can createlilconvenicl@@aps in your firm'’s expertise, but

after they leave the firm or refife.

ed, you can maintain client se e while you search for the

with important knowledge s \Y

perfect replacement. The abilit owledgeConneéct to capture ant knowledge before it

walks out the door proves to | elling reason to use the solution.
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“I think it’s tremendougy’seclares Henninger.%While tax lawiand other processes'fay change,

capturing the underst@nding not only of technicallexpertise bulalso of a process-re(ated internal
mechanism is tremen@ously valuable. You take an individual wh@ifnay have been pre
tax for 40 years and capture a third of his knowledge in KnowledgeConnect before he retir,

going to have dividends. The ability to dive back into thgit heads aft\er they’re gone is of tremene

high value.”

y lutely,” Balhoff agrees. “We want to make sure that we retaiha lot of that knowledge, becalise
ere 1§,a tremendous amount of knowledge that we have with the older peop\le, and we want to

keep it within the firm. Obviously, our firm’s biggest asset is the people, and wewant to make sure we

retain thweﬁ (* \

At the end of the day, all three firms agree that they see KnowledgeConnect as an oppertunity that

\>vill have a great impact on their firm.




Interested in learning more about
knowledge management and
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800-PFX-9998
CCHGroup.com
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