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Introduction
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Unprecedented measures to limit the spread of the coronavirus are having a massive
economic impact and will likely be in place for many months.
Everyone has had to adapt quickly. Many of our members are helping business owners
navigate these difficult times, while keeping their own business running.
As millions of people now work from home in Australia and New Zealand, core concerns
include business continuity, engaging clients, technology, cyber security and resilience.
Underpinning all of this is the need to focus on leadership.
We know that now, more than ever, it’s important for our members to be equipped with
the relevant information they need as they navigate every stage from peak uncertainty to
a period of stabilised abnormality and then the recovery ahead. As you continue to have a
significant impact and make a difference within communities, businesses and the wider
economy, we’re with you every step of the way.

With you every step of the way

Before COVID-19, the profession was already undergoing rapid change. The impact of
this pandemic will likely accelerate innovation. Agile firms will create new opportunities.
It’s even more vital for CAs to keep pace with new solutions, technologies and insights to
shape the services they offer.
This playbook includes references to many different brands, businesses and technology
solutions. These are examples, not endorsements. Like many industries, accounting
software is a hotbed of competition. We remain neutral.
The full consequences of the coronavirus may not be apparent for months or years to
come. Working at home needs to be safe, secure and productive. We may have to learn
new software and collaboration tools, adapt processes and leadership styles, manage
cyber security and productivity, and deal differently with clients. Frequent and open
communication is essential.

Resilience is key

This document by CA Catalyst pulls together recommendations, guidelines, tips,
tools and checklists from a range of organisations and academic sources, as well as
interviews with some of our members. It also includes links to more resources to keep
you up to date.

The most vital role we all have is to support the people for whom we’re responsible:
family, employees, friends, clients, neighbours and communities. Follow the advice of
the authorities and accept government support where relevant. And, of course, look after
ourselves, too.

charteredaccountantsanz.com
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CA ANZ has created a COVID-19 resource hub to help members respond to challenges
in their own businesses and advise clients.

CA Catalyst is a strategic program to help Chartered Accountants build capabilities,
explore new markets, and provide greater value for themselves, their clients and
communities.
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It’s also important to revise policies, procedures and systems without sacrificing
best practice, security and confidentiality. Junior employees working at home need
supervision. New risks need managing.

Accelerating change
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CASE STUDY:
Liza Campbell CA, Energi Design

Introduction
Case Study: Energi Design
Leading in uncertain times
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Energi Design is a packaging design company
based in Surry Hills, NSW. The management
team of four are joint business owners, and
includes Finance Director Liza Campbell, a
CA with experience in a mid-tier accounting
firm. She looks after non-client business
administration.

other employees to take half of their week as
annual leave.

With 12 permanent employees and a few
freelance contractors, most of their business
comes from the FMCG sector.

Campbell forecast cash flow out to June 30
assuming a worst case scenario. “There’s
no point yet forecasting beyond that. We’ve
locked in what we’ve billed for March, which is
considerably lower than what we would have
ordinarily done. The pain isn’t really going to
hit us for another month or two.”

Even before the official lockdown, three
employees began working from home to
avoid long commutes on public transport.
The company called in IT support to move a
Mac to one employee’s home and also set
up everyone on Microsoft Teams. (Energi
uses enterprise software customised for their
workflows accessible over a virtual private
network).
When the lockdown came, the owners took
a “fairly considerable” pay cut and asked
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“Our aim is to try and keep all of our people
employed if we possibly can,” says Campbell.
“It means that they’ll continue to get paid
their full salary. So far, the team has been
incredibly open to everything we’ve asked.”

Staying connected was a major concern. The
managing director made a point of phoning
people every day, or every other day, to check
in and have a chat. They also set up a lighthearted group chat so “we could all have a bit
of a laugh”.
Energi’s account managers talk to
clients regularly and use social media
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such as LinkedIn and Instagram “to remind
everybody we’re still open and here to help.”

Campbell was quick to
engage with suppliers, including:
• the company’s accountants who
provided information on government
subsidies
• the landlord with whom she
negotiated a 50% rent reduction
• insurance brokers about a travel
claim and to defer potentially costly
premiums
• contractors to put on hold a maintenance
contract and park other costs
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Leading in
uncertain times
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Working from home
Communication priorities
Mental health vigilance
Flexibility, inclusivity, respect

›
›
›
›
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Leading in
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During a time of uncertainty, people whose livelihoods are
at risk want to know someone is taking charge - even if that
person may not have all the answers. Leaders need to be both
empathetic and confident, while supporting people to adapt
and respond to the challenges.
Guiding businesses through this pandemic is the main
priority. Leaders need to identify opportunities a crisis
presents - transformative potential that will accelerate new
ways of working, alter priorities and deliver a long-term vision.

Leading remote working
Working from home during COVID-19 is not just about
working in a different location but adapting your business
culture. Employers and managers need to inspire and
empower employees and reassure clients.

Work space obligations
Employers have a duty of care to provide a safe working
environment for their employees. This includes protecting
them from new risks, even when at home. Here’s an example
of one employer’s working from home checklist,
the Australian Government’s Department of Finance.
Provide guidelines to staff and follow them yourself so you
comply with health and safety requirements. Don’t expect

charteredaccountantsanz.com

Ethics and integrity

people to work from a tablet on a coffee table in their lounge
room for months. They need a secure work space where they
can make confidential calls. Consider providing equipment or
reimbursing them if they purchase their own.
A work environment should have adequate lighting, good
ventilation and temperature control and not excessive
noise or hazards such as electrical cords - and include a fire
extinguisher and first aid kit.
Employers are liable for employees working from home, and
should have a clear policy and reimburse costs.

‘We need moments of brightness, of levity,
to connect more deeply with each other
and to unlock our creativity. This is a simple
concept, but one that requires us to take
the time to work it into our days of virtual
connection. Can your team create a music
playlist to kick off each team meeting?
How about sharing a meme or a joke to
start a call? Or committing to closing each
Zoom meeting with a positive story? These
sound like small acts, but they make a big
difference.’
— Kotter (see article in Forbes.com)

Business Continuity Planning
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TRUST
‘One common thread runs
deep across every method of
managing a remote team: trust.
Employees need to trust that
their managers are looking
out for their best interest.
Managers need to trust that their
employees are engaged and
motivated at work.’
— Jeremey DuVall, Support Engineer at
Wordpress(VIP)

‘One of the best things an
employer can say to their
employees right now is ‘we trust
you’.
— Steven Leaney, Senior Account Manager,
Xero
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Leading in uncertain
times (continued)
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Communication priorities
Hold open conversations with staff and contractors so
they can voice concerns and ask questions of team leaders
and coworkers.
Ensure everyone is clear about expectations, productivity,
task allocation and timelines. Studies demonstrate that
leaders play an important role in reducing employee
anxiety, whether through email, phone calls or social
media.
Take extra care with written communication. “We need
to talk” might make someone feel they’ve done something
wrong. It’s better to say: “We need to talk about a new
client and I’d appreciate your input.”
Open communication empowers people to take charge of
their work and encourages commitment and motivation.
Check in daily - using whatever communications and
collaboration tools you decide - to make sure the new
culture is working and everyone is successfully navigating
technology and processes. Adjust expectations of
productivity.
Watch out for “platform overload” where people are
expected to be across too many types of software at once.
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Encourage connections between employees and consider
pairing senior and junior employees as “workmates”,
especially those new to the firm. They can schedule
virtual catch ups to discuss whatever’s on their mind.

Mental health vigilance
Some people may require mental health support.
Employers are required to arrange that extra assistance
where possible.

During the pandemic,
CA ANZ members can access
the Employee Assistance Program,
which provides you and your family
three free counselling sessions.

Encourage everyone to share experiences to help others
deal with the new way of working and no one feels alone
or isolated. Make room for fun social interaction and
light-hearted exchanges. Keep everyone updated about
the business and work team activities, training and other
opportunities. Having goals improves motivation.

Work-life balance
Emphasise that you don’t expect people to be available
for work all day, every day and respect everyone’s need
for time for themselves and family. Working from home
should not mean increased working hours. Encourage
people to have definitive starting and finish times and to
take regular breaks.
One of the biggest problems remote workers have is not
being able to unplug and burning out. It can be easy when
you home is your work to keep working and find yourself
putting in a 70+ hour week.

Flexibility, inclusivity, respect
Some co-workers or employees have school-age children
at home or other caring responsibilities. They may need
to work varied hours but still should be able to complete
required tasks and meet deadlines.
Respect that some people are more productive in the
evening than early morning, so give them the freedom to
work when and how they choose, within reason.
Employees don’t want to be micromanaged. As a leader
your role is to measure output and not to closely monitor
the hours spent doing it.
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Introduction

ADJUSTING TO CHANGE
People may feel overwhelmed, focused on news and
information shared online; concerned with immediate
considerations (money, health, food, family, job security).
Many are uncertain, anxious and emotional. They have
little capacity to consider anything other than basic work
functions and spending downtime adjusting.

BUSINESS UNUSUAL
With clear communications and systems in place, people
begin to settle into a stable, though abnormal, routine.
They are more rational and still thinking about short-term
concerns. They want to take their focus off COVID-19
and concentrate on other aspects of their lives, including
work, hobbies and helping the community.

RECOVERY AND RESILIENCE
Behaviours and expectations change towards acceptance
of the ‘new normal’. People become more optimistic and
engaged in working towards a post-pandemic future.
They are keen to work towards a full recovery, even if
some threats remain. Confidence begins to return to
most sectors, with more certainty for the future.

Blueprint for leaders
Ethics and integrity
Business Continuity Planning
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›› Accept reality. Prepare for the worst. Coach
leaders on crisis response and communications.
Follow the advice of the authorities.

›› Talk to people across your organisation and
ecosystem in which you operate to break down
barriers. Create a cross-functional team.

›› Be vigilant, and act with purpose. Show empathy
and communicate frequently as you work through
your crisis response checklist (see below for an
example.)

›› Reassess risks and exposures and plan to keep
the business functioning as fully as possible.

›› Share your own vulnerability so people know
they’re not alone.

Leading in uncertain times

Case Study: Frank HQ

LEADERSHIP: CRISIS RESPONSE AND RECOVERY IN UNCERTAIN TIMES

›› Be honest about the impact on your business.
Inspire confidence by seeking input and advice
from all.

Case Study: Energi Design

›› Pause, reflect and reassess. Adopt an
expansive mindset. Identify longer-term
opportunities.
›› Look to new insights and ways of working
ahead of the recovery phase.

›› Reach out to experts to help with specific
questions or challenges.

›› Consider activating any projects on the
backburner if work has slowed to position
you for a stronger recovery: eg automating
workflows.

›› Reiterate the values of your business to everyone
to help guide actions as they move through this.

›› Engage with financiers and discuss a business
recovery plan.

›› Leading in recovery involves striving to get the
balance right between conflicting demands.
Get together with your trusted advisers in
and outside your business to review strategy.
Consult with top clients too.
›› Investigate the opportunities in a postpandemic environment where the scale of the
threat is contained.
›› Communicate a ‘noble purpose’ e.g. saving
livelihoods, rebuilding the economy.
›› Double down on a plan to improve digital ways
of working .
›› Consider bold steps with workflow automation,
outsourcing, offshoring - what kind of
technology and systems would support your
business for the future?
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EMPLOYEES: SAFETY, REMOTE WORKING, ENGAGEMENT AND MOTIVATION
›› Look after employees. Health, income and job
security are top anxieties.

›› Organise training on any new digital tools to
improve remote working capabilities.

›› Develop a staged plan to manage costs. Consider
reduced hours, bring forward leave or offer
unpaid leave.

›› Establish regular routines. Adapt and clarify
processes. Communicate expectations frequently.

›› Understand employees need to juggle personal
responsibilities.
›› Get everyone set up where they can, working
safely and securely.
›› Maintain operating capacity if possible in case
demand returns to normal sooner than expected.

›› Trust and empower your people and support
those who need help.

Introduction
Case Study: Energi Design

›› Reassess capabilities: is there a need for new
training, reskilling or recruitment so you have
a top-performing team to strengthen your
ability to bounce back in the recovery phase?

Leading in uncertain times

›› Create opportunities to enable people to learn
new skills to succeed in the ‘new normal’.

Ethics and integrity

›› Keep asking employees what’s working well
and what could be improved.

Blueprint for leaders
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›› Resist the urge to shed talent. Keep in
mind you’ll need capacity to pursue new
opportunities later.

Technology and Cybersecurity
Collaboration

CLIENTS: UNDERSTAND THEIR NEEDS, FOCUS ON HELPING THEM NAVIGATE THIS CRISIS

Case Study: RSM Australia

›› Be the trusted adviser to clients. Listen to their
anxieties and offer to help. Show empathy,
compassion and kindness. Avoid ‘selling’ to clients.

›› Develop and implement a communication
strategy that conveys your restart plans and
how you’ll help them as they too recover.

›› Hone your communications strategy to explain
your recovery progress to existing clients and
create pathways for prospective clients.

›› Help clients make difficult decisions - and prepare
for difficult conversations.

›› Streamline your communications strategy to
keep employees, clients and others informed of
developments with the way you’re working.

›› Help clients develop a strategy for a recovery
phase. Advise them on how to move to more
resilient business models and stimulate growth
in their business.

›› Be a consistent, reliable and relevant source of
information for them and their business.
›› Listen and respond to their needs now and for
the future.
›› Review how you charge for advice or service.
Should some be free? How much, and when do
you charge? Communicate clearly with clients.
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›› Initiate and join forums for sharing ideas and
accessing resources.

›› Help steer business decisions with scenario
planning, for example. Analyse the current
position and factors that enable the business
to survive. See ethics and integrity
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COMMUNICATE: CONNECT AND COLLABORATE
›› Establish immediate communications with staff,
teams and leaders. Use and share trusted
sources.
›› Get everyone onto a robust popular app that
allows them to connect, communicate and
collaborate.

Ethics and integrity

›› Keep employees and leaders connected so
everyone makes informed decisions.
›› Talk to experts: accountants, lawyers, IT
specialists and any specific to your industry for
help at COVID-19 MY CA

›› Use surveys and polls of employees and clients
to keep people engaged and learn more about
what’s working.

Business Continuity Planning
Case Study: Frank HQ
Technology and Cybersecurity
Collaboration
Case Study: RSM Australia

OPERATIONS: BUSINESS CONTINUITY, SYSTEMS, FINANCE, TAX

Client Engagement

›› Work on getting your business technology
systems up and running remotely and securely.

›› Cut or postpone discretionary costs so that
important costs such as salaries can be paid.

›› Check the safety and security of critical assets:
data and documents, trading stock, equipment,
buildings.

›› Review or create your own business continuity
plan.

›› Keep records of costs for insurance, government
assistance and tax purposes.
›› Review supply chain and purchase agreements to
cancel or renegotiate deliveries and terms.
›› Revise cashflow forecasts. Be realistic and
conservative.

charteredaccountantsanz.com

›› Check insurance for coverage, collate details of
losses and engage with insurers.
›› Investigate alternative services and suppliers
where you identify supply chain vulnerabilities.
›› Make sure you have the IT, cloud and
cybersecurity systems you need.

›› Identify blockages and iterate towards
solutions. Avoid getting stuck on the ideal.
Continually improve.
›› Quantify any additional financing needed and
explore options to fund your recovery plan.
›› Document what has been learned from
this crisis and review and refine checklists,
policies and procedures. Prepare a more
comprehensive business continuity plan.

Case Study:
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Working from Home
Case Study: HLB Mann Judd
Future Proof: agile,
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Blueprint for leaders
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DOWNLOAD THIS CHECKLIST
AS A SEPARATE DOCUMENT

Introduction
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CRISIS RESPONSE CHECKLIST
Rapid assessment and evaluation of risks to people and organisation

Blueprint for leaders
Ethics and integrity

Check safety and security of critical assets: data and documents, trading stock, equipment, buildings
Check insurance for coverage, collate details of losses and engage with insurers
Keep records of costs for insurance, government assistance and tax purposes
Engage with landlord on rent relief or financial institution on mortgage repayments
Review supply chain and purchase agreements to cancel or renegotiate deliveries and terms

Business Continuity Planning
Case Study: Frank HQ
Technology and Cybersecurity
Collaboration

Investigate alternative suppliers and reconsider relevance of product and service mix

Case Study: RSM Australia

Quantify any additional financing needed and explore financing options

Client Engagement

Seek a temporary break on interest repayments if necessary

Case Study:
Healthy Business Finances

Revise cash flow forecasts out to three months. Be realistic and conservative
Contact debtors and if necessary, arrange deferral of payments or payment in installments
Check entitlements (business and personal) and collate information for government grants
Engage with tax authorities. Seek deferred tax payment plans, waivers or other arrangements
See if favourable tax adjustments can improve your next tax return
Tax write-offs for replacement equipment
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Be guided by ethical principles
When people are anxious, or even desperate, they face
pressure to compromise ethical decision-making
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Ethics and
integrity

Introduction
Case Study: Energi Design
Leading in uncertain times
Blueprint for leaders

The fundamental principles included in the Code of Ethics should
be your reference point now more than ever. Continuing to apply the
principles during this time of crisis will ensure that you retain the trust
and respect of your clients and your community, and potentially help
you avoid future claims or disciplinary action if you inadvertently let
your standards down.
›› Acting with integrity when faced with pressure from your
employer, your employees or your clients can mean making tough
and unpopular decisions.

Ethics and integrity

What if you’re not sure?
What if the pressure is just too intense?
What if you just want to help someone?
What if you just need a second opinion?
There is plenty of help available:

›› Ensure that in trying to help or quickly develop new service
offerings, you only do what you have the professional competence
to do.

• Chartered Accountants Advisory Group

›› Take the same level of care you did last year, even if it is from your
kitchen table.

Case Study: Frank HQ
Technology and Cybersecurity
Collaboration

›› Assessing all situations with objectivity and avoiding conflicts of
interests remains important.

›› Check that your insurance covers you for the services you are
providing.

Business Continuity Planning

• The CA ANZ Professional Standards team
• The St James Ethics Centre
• Seek legal advice by contacting the law society in your location

Case Study: RSM Australia
Client Engagement
Case Study:
Healthy Business Finances
Working from Home
Case Study: HLB Mann Judd

›› Take the time to ensure you have kept your client’s data secure
and confidential.

Future Proof: agile,
resilient, compassionate

›› Ensure that your professional behaviour continues to comply with
the law and doesn’t discredit you or the profession.

Stay Informed
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Reality check: future implications ›
Assess new and emerging risks ›
Create a Business Continuity Plan ›
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‘Do the right thing. Some actions may
help in the short-term but have poor
outcomes in the longer term. This is
particularly important when it involves
your organisation’s reputation, either
internally among staff or externally
with customers and suppliers. If you
are perceived as acting selfishly or
against the interests of those you
depend on, it will negatively impact on
goodwill and willingness to support your
organisation’s recovery.’

Outright closure may be the only sensible option for some
businesses - a few may face a rapid surge in demand.
Many will need to make major changes to how they work,
move online or revamp the mix of products and services
they deliver. Others may bunker down until they can
restart operations.
All options will affect accountants, employees, systems,
processes, finances and clients. They’ll require sound
decision making. Larger businesses, some of which are
more likely to have a Business Continuity Plan (BCP),
will need to review their plan. Other businesses will wait
until the initial crisis response phase is over before they
tackle a comprehensive BCP.

- NZ Resilient Organisations

SMALL BUSINESS CONTINUITY
DOWNLOAD CHECKLIST

charteredaccountantsanz.com

During the pandemic, the BCP should help businesses
function as fully as possible and guide the recovery once
lockdown measures are lifted. If you or your clients don’t
already have such a plan, it’s not too late to put one in
place.
There are various methodologies to get the important
end result: a survival plan for your business, your clients’
businesses, to secure the livelihoods of employees and
those who depend on them.

Ethics and integrity

Reality check
For some business owners - including
some of our members’ firms - the
prospect of continuing to operate
through this crisis may be daunting.
COVID-19 may indeed be the catalyst
to exit the business. So take a reality
check and have the conversation
with clients. How does this affect
your business? What could it look
like in six months, a year? Are you
committed to seeing this through?
Did your business’s performance
meet your expectations before the
pandemic? Did you enjoy it? Do you
have the resources to keep going for
at least six months? Do you have the
energy, commitment and finances
to reestablish the business, given
how things might change post this
pandemic?
Follow this link on whether to press
pause or exit a business entirely.
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Risk assessment and business
continuity planning
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Prevention (minimising further disruption)
and risk assessment:
Identify ongoing and potential future risks by asking yourself
and your team:
›› What (else) could go wrong?
›› What could cause an impact?
›› How serious would that impact be?
›› What is the likelihood of this occurring?
Can it be reduced or eliminated?
Australian accounting practices are required to establish and maintain
a risk management framework through APES 325 Risk Management
for Firms. In New Zealand, the requirements for establishing a quality
control system are set out in PES 3 for assurance practices, and PS 1 for
all practices.

Potential new or enhanced risk
Staff not available when needed
Key staff unavailable, for example key client contacts,
or to deal with system failure
Critical information for effective operations not accessible,
e.g. client, employee and supplier agreements and arrangements

Business Continuity Planning
Case Study: Frank HQ
Technology and Cybersecurity
Collaboration

Insurance does not cover amended working arrangements

Case Study: RSM Australia

Staff training on critical issues not conducted, including technology risks

Client Engagement

Policies and procedures are not adapted for new working
arrangements eg staff supervision and review of engagement work

Case Study:
Healthy Business Finances

IT backups are not performed at all or incorrectly
MANAGING YOUR ACCOUNTING PRACTICE IN TOUGH TIMES
DOWNLOAD THIS DETAILED CHECKLIST OF SUGGESTIONS

Ethics and integrity

Cybersecurity defences for new devices or networks not installed
or configured correctly
Procurement protocols are not applied or overlooked

Working from Home
Case Study: HLB Mann Judd
Future Proof: agile,
resilient, compassionate
Stay Informed

Physical controls are not implemented over the firm’s hardware
Confidentiality and privacy of client and firm data compromised
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Risk assessment and business
continuity planning (continued)
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DOWNLOAD THIS CHECKLIST
AS A SEPARATE DOCUMENT

Make a plan for recovery

Case Study: Energi Design
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Business Impact Analysis
Focus on specific risks to critical business functions
that must continue to support your organisation
and the steps you’ll take to mitigate that impact and
recover. You need to identify:
›› your critical business activities

It prepares key people to provide an effective
response to minimise disruption.

Recovery plan
This is your plan to reinstate critical activities.
The recovery process includes:

›› the pandemic’s impact on your business

›› developing strategies to recover your business
activities in the quickest possible time

›› how long your business can survive without
performing these activities

›› identifying resources required to recover your
operations

From this analysis you can:
›› assign Recovery Time Objectives (RTO) to each
critical business function. The RTO is the time
from which you declare a disaster to the time
that the critical business function must be
fully operational to avoid serious financial loss
›› prioritise on a scale of 1 to 5 (1 being the most
important, 5 being the least important)

Incident response plan
Create an action list to prepare you for a timely and
appropriate response to any (additional) ‘critical
incidents’ and how you can reduce their impact on
previously identified operations. Such incidents
may include additional outbreaks and restrictions
due to COVID-19, and new government rules and
regulations that may be industry or activity-specific.
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›› documenting your previously identified RTO’s
›› listing those who have responsibility for each
task and the expected completion date.
Members of CA ANZ’s Public Practice Advisory
Committee created these checklists based on their
firm’s business continuity planning in response to
the COVID-19 pandemic. Members should adapt
them to their own circumstances.

YOUR RECOVERY PLAN SHOULD ACHIEVE/
INCLUDE THE FOLLOWING:
Re-focus your efforts
towards recovery
Include actions to
gather information as it
affects you
Assess your current
financial position
Steps to contact
insurance broker/
company

Establish a recovery
team with clear
responsibilities from
the plan
Consider ways to support
team members working
off-site
Assess resources needed
(staff, finances, etc) to
recover full operations

Revised financial goals
and timeframes for
recovery

Calculate costs
associated with your
recovery plan. Can you
afford it?

Measures to keep
staff, clients and other
stakeholders informed

Outline a marketing
strategy for the business
in recovery

Identify information
requirements and where
to source information

Review existing debt
financing arrangements

Set priorities and
recovery options

Investigate lines of credit
to recover operations.
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CASE STUDY:
Lee Maddox CA, Frank HQ, Auckland
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With the paperless firm already running
entirely on laptops and all software in the
cloud, the Frank team was on the front foot
when it came to a COVID-19 response.
A few days before the lockdown when they
knew what was coming, the Frank team
trialled working from home for the day to
iron out any kinks. Using Cradle, a voice-overphone system that works over the internet,
they redirected office phones to mobiles to
receive client calls. This data was also fed into
HubSpot, their client management software.
Now that everyone’s working remotely,
business continuity is seamless. They use
SharePoint and Xero, adding Zoom for daily
staff meetings. “To keep the office banter
going we’re also using What’sApp and trying
to keep that channel light and fun,”
says Lee Maddox, one of the partners.

Maddox and Greg Byers, the firm’s other
partner, were also holding one-on-one chats
with staff members regularly to make sure
they’re OK, and showing understanding when
they don’t work regular hours or take time out
in the middle of the day to de-stress or deal
with family issues.
The firm also has a more hands-on approach
to clients. “At the beginning of the lockdown,
we divided up all our clients between us and
talked to everyone individually, to gauge
how they were going. Many said that now
more than ever was when they need an
accountant,” says Maddox.
To continue to give clients the most targeted
and relevant information, they’ve sent out
emails and held webinars. “It’s been a bit
of a pain point for us in New Zealand with
the lack of consistency and gaps in the

Case Study: Frank HQ
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information, so we are trying to compensate
for that.”
Maddox says a lot of clients’ face situations
“the government hasn’t even thought of yet
- so mostly we’re getting faced with a lot of
questions.”
There’s also been moments of comic relief.
“I was running a webinar with 280 people
attending when my neighbour started up his
old lawnmower. It was so loud that my wife
had to shout over the noise and the garden
fence, to ask him if he could please wait until
I was off the call. Luckily he was happy to
do that!”
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Technology and
cyber security
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Make your data secure
Accelerate cloud adoption
Maintain confidentiality
Cyber security strategies for remote working

›
›
›
›
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Technology and cyber
security
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Remote working can present real challenges for those
who aren’t prepared. Putting in place robust systems and
protocols ensures everyone can access the information
they need to work efficiently and securely. It ensures
business continuity and stability of IT systems.
Now is the time for a thorough review of how you’re
working, because COVID-19 has dramatically increased
organisations’ vulnerability to cyber attacks.
Keeping information accessible, organised and backedup properly is one thing - making sure it’s safe is another.
Even if you’re confident about security - test, and test
again. Cyber criminals can and will target organisations of
all sizes. Make basic cyber security part of your first-stage
crisis response, and review and strengthen as operations
stabilise.
Dealing with an attack can be crippling. If you’re not
100% confident - check with an IT consultant and work
through all possibilities using advice from an authoritative
source, such as the government cyber security agencies
in New Zealand and Australia (see below). It’s also worth
checking with your insurance broker about insurance
policies for cyber security.

Accelerate cloud adoption
Cloud-based applications make documents and data
accessible by multiple users in real time, from any
location, on any device. It’s more flexible and secure than
having data stored on hard drives or USBs, which can be
tampered with, lost or stolen.
There are thousands of cloud-based solutions for
accounting. Popular document management apps for
example, include iManage, fyiDocs, Nimbus, SuiteFiles,
Office365 Solutions. They all track, manage and store
documents, reducing paper and increasing efficiency and
collaboration. They also integrate with other applications.
If you need cloud solutions fast: consider a platform such
as Amazon Web Services, the world’s largest cloud-based
provider with more than 175 services and the biggest
global reach. Fast tracking into the cloud may not be easy
for those who are not tech savvy and there are pitfalls for
the unwary - so obtain external help if you need it.
Encourage your clients to also use cloud-based software
so business owners can see what the book keeper
enters while you, the accountant, also access it and
check it against bank feeds, invoices and other financial
information.
Any substantial initiatives to automate workflows are
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probably best undertaken when your operations have
stabilised from short-term disruption. Reach out to other
organisations for advice.
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It’s important to protect
sensitive work:
• Carry out your work on dedicated
work equipment using a secure
internet connection with passwordprotected WiFi to minimise cyber
security risks.
• Lock your computer screen when you
are not using it
• Minimise the use of physical
documents and when needed, make
sure they are stored securely and
don’t print them and then discard
them with general rubbish.
• Be aware of phishing attempts or
cyber attacks and don’t click on links
sent by people you don’t know.
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Technology and
cyber security (continued)
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Extra security vigilance
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Blueprint for leaders

Maintaining confidentiality
You and your employees must maintain confidentiality over client and personal
information. The Code of Ethics imposes a duty of confidentiality on all members (APES
110 and NZICA Codes S 114). CA ANZ Regulation CR3.7 Public Practice Regulations: “A
Member in Public Practice must provide an acceptable professional standard of facilities
to ensure that communication with, and records of, clients are kept confidential and
secure.”
Your team needs to know you’re upholding the Code’s fundamental principles of
integrity, objectivity, professional competence and due care, and professional behaviour.
So it’s your responsibility to remind them about what constitutes a data breach and how
they deal with one.
You should be aware of the provisions of the Notifiable Data Breach Act.
Now that your team has gone virtual, it is also an ideal time to review and update your
risk management framework and also quality control policies and procedures to assess
whether they still apply when you’re all at home and add any new or emerging risks. It’s
necessary to keep supervising, reviewing and documenting your team’s work.

Cyber security and remote working
CERT NZ is the New Zealand government agency that supports businesses, other
organisations and individuals affected by cyber security incidents, and also provides a
treasure trove of authoritative advice wherever in the world you might operate from. It’s
produced a number of advisories in response to COVID-19 threats.

Ethics and integrity

Advice on cyber security

Business Continuity Planning

• Are your staff using home computers? Investigate
enterprise identity management tools such as LastPass
or PracticeProtect. You can centrally manage access to
systems without the risk of those passwords being visible or
compromised on PCs you don’t control.
• If you use Microsoft, review policies around multi-factor
authentication, data loss prevention, phishing and spam. You
could also look at Cloud App Security for insights into how
your team are accessing information.
• Use a virtual private network (VPN) to securely connect to
workplace infrastructure.
• Tools such as Zero Trust Audit or Microsoft Secure Score can
help you assess the strength of your cyber security.
• Stress vigilance to the team on phishing and scam emails.
-- Andrew Erkins, co-founder of Digit Business
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Technology and
cyber security (continued)
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DOWNLOAD THIS CHECKLIST
AS A SEPARATE DOCUMENT

Checklist from the Australian Cyber Security Centre (ACSC):

Leading in uncertain times
Blueprint for leaders
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1
Review business continuity plans and procedures
and pay extra attention to cyber security with remote
working because criminals may attempt to take
advantage.

2
Ensure that your systems, including virtual private
networks and firewalls, are up to date with the most
recent security patches (see guidance for Windows
and Apple).

3
Increase and test your cyber security in anticipation
of higher demand on remote access technologies.
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4
If you use a remote desktop client, make sure you
are aware of the security risks and have implemented
appropriate mitigations.

5
Ensure there are risk management processes in place
for work devices, laptops and mobile phones.

7
Ensure you are protected against denial of service
threats.

Business Continuity Planning
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8

Collaboration
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Ensure that you, your staff and stakeholders are
informed and educated about good cyber security
practices, particularly in relation to common threats
such as detecting socially engineered messages.

Client Engagement
Case Study:
Healthy Business Finances
Working from Home

6
Implement multi-factor authentication for remote
access systems and resources (including cloud
services). Multi-factor authentication can make it
significantly more difficult for criminals to steal
legitimate credentials to facilitate further malicious
activities on a network.

9
Ensure that staff working from home have physical
security measures in place. This minimises the risk
that information may be accessed, used, modified or
removed from without authorisation.
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Practice solutions from two
leading software providers
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At Xero, we’ve supported partners’ transition to our cloud based platform for
more than 10 years. We created Australia’s first cloud-based tax lodgement
platform, Xero Tax, in 2014.
Today, there are more than 5,000 partners in Australia that lodge all ATO
return types electronically from our “anywhere, any device platform.”

We have several options for transitioning to the cloud, depending on the
complexity of your practice. Some businesses will choose to self-implement
Xero Tax, while others will need to convert their data from their current
desktop solution.
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1
To get started, listen to our
“Transforming your tax
lodgement process while
working remotely” webinar.
A panel of Xero partners
share best practice and
tips on how to set up
Xero Tax so you can lodge
activity statements and tax
returns, manage workflow
and communicate with
clients and staff when
working remotely.

2
Then you can follow this
step-by-step guide to
set up Xero Tax remotely.
You don’t have to install
any software to access
the Xero Tax and the
Xero platform. It’s entirely
browser based, soyou and
your team members can
work remotely to support
your clients.

3
For connected cloud
tools to prepare specialpurpose financial reports
and manage workflow,
consult with your Xero
account manager or view
our other practice tool
solutions here.

Case Study: RSM Australia

4
Our Business Continuity
Hub also has a range
of resources to help you
transition to working
remotely. If you’re not yet
a Xero partner, click here
to find out more about the
benefits and to join the
partner program.
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Practice solutions from two leading
software providers (continued)
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MYOB’s powerful, fully-featured suites have been around for more than
25 years and providing access to use them remotely is nothing new.
While COVID-19 has created a unique set of challenges for the
accounting industry, with the online tools already available in your

software, and an abundance of people and resources here to support
you, MYOB knows staying on top of your compliance shouldn’t be one
of them.
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1

2

3

Maintain contact with your
clients

Get your clients’ ledgers
online

Add value to your client
relationships

Keeping physical distance
from your clients is no
excuse for allowing
collaboration with them to
slip. Online tools like client
portals and the dashboard
make it easy for you to
track the progress of jobs
and to exchange and sign
documents.

Moving your clients to STP
compliant, online solutions
like MYOB Essentials will
not only ensure they are
covered for things like the
JobKeeper allowance, it
gives you real time access
and visibility, improving
your efficiency and
effectiveness.

Your clients need all the
support you can offer.
Investigate mobile apps like
MYOB Capture and MYOB
Invoices to ease their
work load. Look at how
the advisory tab in MYOB
Practice can help you offer
the advice your clients
crave, at scale.

Case Study: RSM Australia

4
Reach out for support
As well as online support
resources like our
COVID-19 Support Hub
and Community Forum,
you have access to an
Account Manager and
teams of support people
ready to answer your
questions and help you
and your clients through
this.
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Collaboration
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Tips on video conferencing ›
The best online collaboration tools ›
How to communicate with clients ›
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Collaboration
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Collaborating online through video conferencing enables everyone to
see how people are engaged in the conversation and ongoing projects.
Not everyone loves it, but it’s the best tool we have for connecting with
employees and clients in as real a way as possible.
Leaders should lead by example and ‘arrive’ at meetings on time, be
prepared and be attentive throughout. This is an opportunity to
see how people are faring and determine if they need extra help. If
someone does seem a bit out of sorts, it’s best not to single them out
but to follow up afterwards.
Remember: most employees with school-aged children have them at
home and have to juggle working and caring for them.. Setting up for
a video conference call and then postponing or cancelling at the last
minute can be frustrating.
In the hierarchy of communication, face-to-face is way better than
audio only. We communicate a lot through expression. We’re more
able to see how someone is faring, better understand nuances and
determine whether something is a serious request or offhand remark.
Be aware that some video conferencing tools allow people on a larger
call to engage in what looks like a private chat - but when the organiser
downloads the call to send to everyone, your ‘private’ chat is included
in the data downloaded.

Blueprint for leaders
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Video conferencing etiquette:
• Sounds obvious, but talk one at a time and don’t cut people off
or talk over them
• Check the audio and video settings are working before the meeting
• A webcam ensures better lighting than a built-in laptop camera

Business Continuity Planning
Case Study: Frank HQ
Technology and Cybersecurity
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• Use a background such as a bookcase, blank wall or curtain

Case Study: RSM Australia

• Make eye contact with the other speakers - don’t just look at yourself

Client Engagement

• With video on, everyone can see your every action and reaction (nose
picking, yawning, eye rolling not recommended - plenty of fails have gone
viral on social media!)

Case Study:
Healthy Business Finances

• If you are having a lunch meeting mute the microphone when you’re
chewing
• Ensure your partner, child etc know you’re on a conference call and to
behave accordingly.
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Future Proof: agile,
resilient, compassionate
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Collaboration
(continued)
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Video protocols

Leading in uncertain times

Video meetings, like any meeting in
person, need to be structured and have
someone leading the discussion. To
maximise effective participation, don’t
invite people extraneous to the topic. It
also doesn’t just have to be chat, most apps
enable participants to share whiteboards,
files, graphs or other resources as talking
points.
Don’t stress if your dog barks or your
baby starts crying half way through.
Most people are in the same boat and
understand that life goes on.
While it’s important to reach agreement
and set goals for the next remote meetup, participants can also liven up the
meeting with a theme - wear a funny
hat, bring your pet or find an interesting
background. Adopt Formal Friday or
Wacky Wednesday - or whatever works for
your organisation’s culture.

Blueprint for leaders

CASE STUDY: STAY CONNECTED

Good noise cancelling
headsets are great for
clear communication - if
they’re in your budget.
There are many video
conferencing and webinar
apps to consider, including:
• Microsoft Teams
(an addon to 365)
• Zoom
• GoToMeeting
• Google Hangouts Meet
• Slack

Each morning they run a ‘huddle’, or quick ‘stand up’ meeting where
everyone can share what they are working on and request help.
With people working from home individually, it’s now run as a Zoom
huddle, and includes a physical exercise of the day facilitated by a
nominated ‘huddle master’ as a team builder and to get people
moving in the morning.
Leaders also hold weekly one-on-one meetings with each team
member over Zoom to create a safe space to talk about any
challenges they face. It’s a significant time investment (they run for
up to an hour per person) but allows leaders to identify and remove
blockages, and build trust.

• BlueJeans Meetings
• Webex
• Zoho Meeting and
• Workplace.
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The team behind Digit, a Perth-based accounting business, has
worked with people in Manila for over a decade, and has developed
insights into how to maintain culture across a geographic divide with
various rituals and habits developed over time to stay connected
with one another.

Explore how you can best leverage
technology to deepen the human connection,
and work together as a team.
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Collaboration
(continued)

Make remote teamwork easy
Online collaboration tools
When you can’t ambush a co-worker in your open plan office anymore,
to chat about progress on a new client’s project, or book a meeting
room for a quick chat with the team, online collaboration solutions are
now a must have (and probably even when you do get back to working
in the office).
These solutions should be easy to use with little training, help improve
efficiency through better communication, higher productivity,
flexibility, and more transparency and accountability. What you don’t
need is yet another complex system for everyone to work out how to
navigate.

Use a CRM solution
Office 365
The Office 365 cloud-based
suite is a popular, solid
platform for collaboration
that can be deployed across
all commonly-used operating
systems. Microsoft Teams is
often bundled with Office
365 so check it out before
diving headfirst into other
solutions.
G Suite

Many of these tools are set up for best-practice functionality - so look
at adjusting your workflows rather than customising it to your clunky
processes.

Google’s G Suite is a
powerful platform offering
a huge range of solutions for
team collaboration including
instant messaging and
Hangouts for conference
calls.

Select with care

Slack

If you don’t already have anything like this set up, take a bit of time
to work out what you need, set up a small team of employees to
investigate options, explore functionality, integrations, costs and other
attributes. Trial a shortlist of say three options and use a weighted
scoring system to make a final selection.
Icehouse in New Zealand is another source of useful information
on strategies, including team collaboration. Check out this post on
choosing the right collaboration tool.
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Slack is a popular solution
for desktop and mobile. You
can run multiple channels
for different teams, instant
chat, video conferencing and
integrations with a whole
host of other solutions that
allow for sharing documents
and project progress.

Most progressive businesses these days consider a cloud-based
Customer Relationship Management (CRM) solution essential to
keep track of interactions with customers. A cloud solution allows
team members to update records in real time and collaborate
remotely. Solutions range from basic to highly sophisticated
and are priced accordingly. Many CRM solutions integrate with
other accounting software. You can customise most to suit your
workflows and client types. Examples include Hubspot, Capsule
CRM, Symphony CRM, Zoho. A well maintained CRM database
is a valuable asset for any business.
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Trello

Basecamp

Trello has a loyal following of
people who love its approach
to breaking down projects
into bite-sized cards and
to-do lists. (Trello is owned
by Sydney-based Atlassian a
digital collaboration unicorn
which also has some great
resources on the art and
science of teamwork.)

Basecamp has been around
for years and has a substantial
and loyal following.

Asana

Workplace

Asana is used by companies
and small groups as a way for
everyone to track progress
on projects and assign tasks.
Great dashboard for team
leaders to organise remote
workers.

Workplace (from Facebook)
has a familiar-looking user
experience and includes
video calling, instant
messaging, news feed,
groups, comments and
reactions.
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Monday.com

Case Study: RSM Australia

Monday.com allows project
collaboration with simple
drag-and-drop functionality.
Great for organising and
managing workflows.
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CASE STUDY:
Simon Brown CA, RSM Australia
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Simon Brown, RSM Australia’s Principal for
Business Advisory in Busselton WA, is heading
to a regular monthly office drinks catchup. Today,
though, it’s happening on Skype.
“The rules are that you must be fully-clothed,
have an interesting drink and beer snack in hand.
Everyone’s actually quite looking forward to that.
A real downside of the lockdown is missing out on
the social interaction and having events to look
forward to on your calendar.”
Brown would typically work between the
Busselton and Margaret River offices. He
sometimes worked from home located between
both offices. Now, the 11 staff members of the
two offices are working remotely. Brown also has
caring responsibilities for his two elderly parents.
With 33 offices nationally and more than 300
staff, RSM was already transitioning to Xero and
GreatSoft for practice management. Brown’s
team is using Microsoft Teams and Skype to keep
closely in touch.

Ethics and integrity

They’re also keeping in close contact with clients,
satiating a thirst for information with regular
emails, provided by the firm’s national marketing
department. Brown’s clients are predominantly in
tourism and hospitality.
“There’s a lot of emotion - I’ve regularly had
clients in tears,” he says. “Ironically, we have to be
closer to them now than we’ve ever been - and
yet we can’t get physically close to them because
of the lockdown. It’s a bizarre and strange
situation. So we as trusted advisers just do our
best to support them. For many people, it’s
unbelievably terrible.”
During the “shell shock” of the first days of the
crisis, Brown spent seven to eight hours on the
phone. He’s tried to cut that to three or four to
get work done. While putting on an optimistic
face to clients, he says it’s important to make
the effort and take care of your own well being
and regularly chat with colleagues and share
experiences.
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“At uni, accountants mostly learn
the technical stuff. What I’ve been
doing the last couple of days, the
human stuff, I never learned at
uni,” says Simon.
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Client
engagement
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MANAGING YOUR PRACTICE IN TOUGH TIMES
DOWNLOAD A CHECKLIST OF SUGGESTIONS

Leading in uncertain times

Future creativity

Reach out

Supply and demand chains

Now is the time to be a trusted adviser to your
clients. Listen to their anxieties about the current
state of their business and its future. Show empathy
and understanding. Try and supply them with
useful information and address their pain points
immediately. Have a clear communication strategy
to phone, email, hold video conferences or webinars
to become their most reliable and relevant source of
information for their business.

Encourage all clients that rely on a supply chain,
especially from overseas, to contact their suppliers
and ensure it will continue. Many workers overseas
could have their livelihood threatened by the
pandemic too. Work with your clients as best as
you can to find out whether they need to get new
suppliers and help investigate how they can do that.
Also assess their customer base to see how they are
also affected by the pandemic.

Next develop a strategy for the recovery phase although no one knows when and what that will
entail. You’ll need to consider how the economic
landscape has changed for them and what they’ve
learned from the experience. Then the discussion
will be about how you can advise them to move to a
new, more resilient business model not just return to
what they did before. How can they stimulate growth
in their business and contribute to the economy in
general? Think creatively. Even in the short term, a
caterer for example could sell pre-packaged takeaway
meals or a manufacturer could move their production
from stage sets to standing desks.
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Phased approach

Expenses

Raise your profile

Adopt a phased approach to help those clients
most in need as quickly as possible. First deal with
urgent issues: if they have to lay staff off, apply for
government support, or if they’re making decisions
to close sections or even all of their business. Develop
action plans about how their business will survive in
the moment and find the best solution for them to get
through the recovery and rebuild.

Discuss all of their business costs and see if some
discretionary ones can be delayed so that important
ones such as salaries can be paid. Also businesses
should contact their debtors and if necessary, arrange
deferral of payments or payment in installments.
At the same time, send your own invoices to clients
and arrange payment terms.

During this period, constant communication is good,
even a daily email with valuable tips to combat the
crisis addressed to all clients on your database. Also
use this as a platform to subtly raise your profile, to
be seen as an authority and also to attract new clients.
Spread these insights on social media. Talk to clients
you haven’t worked with for a while to see if now, in a
time of crisis, they need your help.
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Stacey Price, a Ballarat-based CA, says her
main challenge has been reassuring distressed
clients, some of whom have phoned her in
tears. She’s provided a virtual shoulder to
cry on and free financial counselling. Some,
including a gym owner, have ceased operating.
Price delivers financial coaching, accounting
and bookkeeping services and employs
two bookkeepers based in Wodonga and
Melbourne with an office manager in the
Philippines. Her team has worked remotely for
six years after she was made redundant from
a corporate role, which pushed her into setting
up her own practice.
“The other day I talked to a client for 71
minutes and we didn’t go through payroll, GST
or their accounts. Their questions were more
like: ‘how is our business going to survive. How
are we going to pay our bills?’” Her own billing
has taken a hit, too, because she can’t invoice

for the support, but sees it as an investment in
her clients.
She’s kept grounded herself, she says, by
debriefing online with another group of
businesswomen in a Zoom call. “The other
evening we all got a glass of wine in hand and
shared stories.” She also gets away from the
screen and phone “to reflect and pat the cat.”

• Prices uses: Slack to
interact with staff and
Zoom to communicate with
clients.
• She emails promptly updating
clients on government stimulus
announcements.
• She’s a frequent visitor to the
Treasury and CA ANZ websites.

• Xero is her clients’ top choice of
accounting software.

Business Continuity Planning
Case Study: Frank HQ
Technology and Cybersecurity

“With Zoom, we tell our clients if you
don’t wish to turn the camera on, you
don’t have to. But it’s the easiest tool
for us to speak to each other, share your
story and explain what your budget
or profit and loss means. We’re very
upfront and tell them that we don’t care
if you’ve got messy hair, you’re in active
wear, or the dog’s in the background that’s fine.”
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Workplace
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Employers should help all employees get set up properly to work from home
Work space:
Have a proper, designated
place to work if possible.
Avoid the laptop on the
lounge or bed - unless you
have to. Ideally, use a room
with a door to reduce
distractions.

Chair and desk:
Ensure your chair and
desk are at the right
height (see Worksafe
recommendations)
and that your chair is
ergonomic. Alternatively,
get a standing desk.

Internet:
Fast, unlimited internet
connection is preferable
and will reduce time on
sorting it out and increase
your productivity. Check
your plan and consider
upgrading.

Blueprint for leaders

Video conferencing:
Consider a speaker so you
don’t have to hold your
phone or wear a headset.
Consider buying a decent
webcam if you plan a lot of
meetings.

Mouse, monitor,
keyboard:
Invest in a mouse,
keyboard and screen they’re more ergonomically
beneficial than working on
a laptop only.

Light and ventilation:
Work in a well-lit space
to protect your eyes from
strain and deter headaches.
Ensure there’s enough
ventilation so you won’t
nod off in a stuffy room.
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Resilience in isolation
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• Routine. Make and keep a routine. It’ll
help you get through the days and weeks
faster.

Client Engagement

• Standards. Stay organised and keep yourself,
your home and your office clean and tidy.
• Downtime. Don’t obsess about the uncertainty.
Step away from the news and rest.
• Conflict. De-escalate conflict as quickly as
possible at home and among co-workers.
• Communicate. Tell people what’s going on and
listen to what they have to say.
— Ryan Ramsey, former British Navy submarine captain
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Workplace
set up (continued)

“We’ve all dealt with challenging situations in our lives and, particularly when
it might feel like it’s all getting on top of us, we have to remind ourselves and
remind each other. People are already resilient, but this is a balancing point,
a reminder to take a deep breath, ground yourself and focus on what you
can control.”

- Professor Nick Titov, Executive Director, MindSpot, www.mindspot.org.au
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Productivity tips
Establish a schedule: Develop a routine of work
tasks, breaks and non-work needs so your day has a
definite structure. Plan your tasks the day before and
then execute them the next day.
Set boundaries: Establish boundaries between work
and the rest of your life and also have a definitive start
and finish times for work to stay more productive.
Exercise: Numerous studies have shown exercise
increases your energy, sharpens your focus, elevates
your mood and improves your productivity.
Work when you’re productive: It’s impossible to
race through the whole working day. Tackle the most
difficult tasks when you’re most alert.
Sign out of social: Limit social media distraction.
Consider signing out of all your social media platforms
every time you ‘go to work’. Instead, schedule in some
no-guilt social media time.
Chat with other people: Ensure your lockdown
experience is not solitary confinement. Find time to
talk to people you usually share your work day with including clients and friends. Connect with CA ANZ
and other CAs working through the same transition.

charteredaccountantsanz.com

Eat healthily: It’s easy to gain weight working at
home. Exercise self-control or portion out healthy
snacks the night before.
Sleep regular hours: Even though it’s tempting to
sleep in and binge late into the night on Netflix, getting
eight hours of sleep a night will enable you to have a
regular work routine.
Get dressed: Working in your pyjamas may seem
like fun but psychologically, it’s better to get showered
and dressed in fresh clothes to start your working day.
No Cinderella: Doing domestic chores during
working hours is procrastination and won’t help you
meet deadlines. Do the dishes, vacuum, and laundry
outside work time.
Productivity apps: Particular apps can track your
productivity, recording how much time you spend
on each task. They’ll also show you what time of day
you’re most productive. Try Harvest, RescueTime,
Toggl. Investigate others - there are plenty of them out
there depending on the kind of work you’re doing. See
what works for you and share your experience with
colleagues. Ask them what they’re using too.
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COVID-19 has changed how Josh Chye’s
team operates. “It’s accelerated a lot of things
we should have been doing earlier,” he says.
“It’s accelerated our ability to operate virtually
and to give clients valuable information
they need in real time.” He recently hosted
a webinar for the first time, with 177 clients
logging on to learn about government
subsidies for businesses.
HLB Mann Judd is a national Australian firm
with 15 partners and 120 staff. Chye is a
Melbourne-based partner overseeing a team
of nine people. The firm had the technology
to support people who chose to work flexibly.
Before the lockdown, Chye had half his team
work from home for one day and the other
half stayed in the office. Then they switched
and assessed the experience.

His team uses Slack and Zoom to
communicate. He has worked hard to ensure
no one feels isolated and every day they have
a morning face-to-face virtual team chat.
“I actually feel that productivity has gone
up,” he says. “People are trying hard to make
this new environment work. Now that they
can work when they want (I’ve seen people
signed in at 10 pm) they’re getting more done.
With workflow processes in place and agreed
priorities and deadlines, I just leave them to
it. Many of them had a long commute and
they value that they don’t have to do that
anymore. They seem to like this new normal
for now. ”
Balancing working from home and having
kids around is challenging. “My son came
in when we were chatting as a team the
other day and started tinkering with the

Business Continuity Planning
Case Study: Frank HQ
Technology and Cybersecurity

video camera but my team was very
understanding. It’s helped bond our team
because we’re all supportive of each other.
We’ve shared pictures of where we’re working
from and one team member was in her
backyard so her toddler could run around.”
Consultations with clients have also changed
dramatically. “For many of them, 2020 was
going to be a great year but now it’s turned
completely upside down. So the conversations
have gone from planning for growth to just
planning to survive and keep staff during this
period. It’s so difficult for everyone because
we’re in uncharted territory.”
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Tips to make
your practice more:
agile ›
resilient ›
compassionate ›
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The recovery from COVID-19 may take years. The pandemic has
created an opportunity for innovation and change in everything from
social and economic policy and the way organisations are managed and
business is carried out across the world. Successful organisations will
be those that build their future in such a way that embeds the idea of
rapid change and flexibility.
Heading into the recovery after the COVID-19 pandemic is an
opportunity for business to lead with kindness and compassion.
People want to know what employers are doing to protect employees,
customers, clients, suppliers, their community - and the planet.
“There is a growing view that responsible businesses—those which look
after all their stakeholders, not just their shareholders, and which strive
to serve a purpose bigger than profits—may be better placed already to
weather the immediate health crisis and economic downturn ahead,”
argues Paul Polman, former CEO of Unilever.
During the crisis and into recovery, employers who become more
intuitive, show more sensitivity and compassion, who communicate
well with their employees, value chains and the wider community will
have more opportunities than those just focused on financial returns.
These businesses need to forge alliances with competitors, civil society
and government bodies, so that in the recovery and beyond we can
work towards a more equitable and sustainable society.

charteredaccountantsanz.com

Ethics and integrity

Kindness and
compassion tips
• Realise that many
of your clients are
facing financial
strife. Make some
fees discretionary
or reduced.
Encourage them
to pass on the
kindness to their
customers.

Business Continuity Planning

Different economy
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‘We simply cannot return to where we were … Now is the time
to redouble our efforts to build more inclusive and sustainable
economies and societies that are more resilient in the face of
pandemics, climate change and other global challenges. The
recovery must lead to a different economy. Our roadmap remains
the 2030 agenda and sustainable development goals.’
- Antony Guterres,
Secretary General of the UN

Collaboration
Case Study: RSM Australia
Client Engagement
Case Study:
Healthy Business Finances
Working from Home

• Donate services
or products to
those who need it
most.
• Suggest to
clients to pivot
their business to
address what the
world needs now.

Technology and Cybersecurity
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New environmental priorities
“There is every reason to expect that the virus crisis will
strengthen and accelerate the imperative to transition to a lowcarbon world by mid-century.”
- Professor John Hewson, Chair, Australian National University
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Future proof
(continued)

After COVID-19, businesses can ensure their future
resilience by developing 13 areas.

1. Leadership

Envisage the future
8. Breaking silos
Minimising divisive social, cultural and behavioural
barriers to promote a more creative working environment.

Providing strong crisis leadership, management and
decision making, as well as continuous evaluation of
strategies and work programs against organisational goals.

9. Internal resources

2. Employee engagement

10. Unity of purpose

Empowering employees to understand the link between
their work, the business’ resilience and long term success.

3. Situation awareness
Encouraging employees to be aware about the business, its
performance and problems, and report them to superiors.

4. Decision making
Empowering employees to make decisions related to their
work to enable an effective crisis response.

5. Innovation and creativity

Mobilising the business’ resources to ensure it can operate
during business as usual and in a crisis.
Increasing awareness of your business’ priorities following
the crisis, clearly defined at the organisation level, as
well as an understanding of the organisation’s minimum
operating requirements.

Ethics and integrity
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- Resilient Organisations, NZ
Technology and Cybersecurity
Collaboration

Client Engagement

12. Planning strategies

13. Stress testing plans

charteredaccountantsanz.com
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Creating strategic and behavioural readiness to respond
to warning signals of change in the organisation’s internal
and external environment before they escalate into crisis.

6. Effective partnerships

Storing critical information in a number of formats and
locations and sharing employees’ access knowledge.

Leading in uncertain times

Case Study: RSM Australia

Developing and evaluating plans and strategies to manage
the vulnerabilities of the business environment and its
stakeholders.

7. Leveraging knowledge

Case Study: Energi Design

11. Proactive posture

Rewarding employees for using their knowledge in novel
ways to solve problems and develop solutions.
Building relationships with other organisations, even
competitors, professional associations and clients.

‘Look ahead for 1, 3, 6, 12, 18 months and start asking
“what if…” questions. What possible and diverse
scenarios exist for demand and revenue? Critical
supplies or costs? Retention and availability of staff?
Can you change the way you provide your product or
service? Are there trigger points at which you need
to make critical decisions? Consider what scenarios
may be relevant for your business and how you could
respond. Try and make decisions that leave you
positioned for a range of possible futures.’

Introduction

Involving employees in simulations or scenarios designed
to practice response arrangements and validate plans.
— Adapted from Resilient Organisations NZ

Uncertainty and stress
‘Businesses will need to act on broader resilience plans
as the shock begins to upturn established industry
structures, resetting competitive positions forever.
Much of the population will experience uncertainty
and personal financial stress. Public-, private-, and
social-sector leaders will need to make difficult
“through cycle” decisions that balance economic
and social sustainability, given that social cohesion
is already under severe pressure from populism and
other challenges that existed pre-coronavirus.’
Beyond coronavirus:
The path to the next normal (McKinsey & Company)
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informed
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Here are some
additional resources
you might find useful:
To stay up to date with the latest
developments, the Australian
government has partnered with
Atlassian to create a new app:
›› New app

COVID-19 Resources
Hub
Chartered Accountants ANZ’s
dedicated hub is regularly
updated with tools and resources
to ensure you are equipped
to navigate the economic and
business impacts to the recovery
ahead. This includes guides,
checklists, tools and resources to
assist you with:
›› Your practice
›› Your wellbeing and growth

Further CA ANZ
resources
›› CA ANZ Quality Control
manual (Australia)
›› CA ANZ Quality Control
Quality Control Manual
Template: small to medium
size firm with staff (New
Zealand)
Access the IFAC Practice
Management Guide for
more in depth guidance,
particularly Module 5: leveraging
technology and Module 7: Risk
management. CA members are
provided access through the CA
ANZ library
›› CA ANZ Client
Communication
›› Client Communication in NZ

Government

›› Government assistance

›› Department of Health

›› Supporting business

›› Australian Treasury

›› Visit the hub

›› New Zealand Treasury
›› Australian Taxation Office

charteredaccountantsanz.com

›› New Zealand Inland Revenue
›› Safe Work Australia
›› Employment New Zealand
›› Australian Information
Commissioner
›› New Zealand Privacy
Commissioner
›› Australian Bureau of
Statistics

Preparing a BCP
›› CA ANZ Risk Management
tool
›› Australian Government
Advice
›› NZ Government advice
›› IBM

Cyber security
›› CA ANZ Cyber security for
SMEs and practitioners
›› NZ government advice

Reliable news
analysis
›› The Conversation
›› The Economist
›› newsroom.

Technology partners

›› Your wellbeing and growth
Resources and support to help
you maintain your health,
wellbeing and guide your
learning and development.
›› Beyond Blue (Australia)

Blueprint for leaders
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›› MYOB

›› Mental Health Foundation
(New Zealand)

Technology and Cybersecurity

›› Zapier

›› Resilient Organisations

Collaboration

›› Xero

›› Worksafe New Zealand

Mental health
support
›› CA Wellbeing
During the COVID-19
pandemic, as a member of
Chartered Accountants ANZ,
you can access complimentary
counselling services for you
and your family. Visit our
CA Wellbeing page for more
information.

Popular chat groups

Case Study: RSM Australia

›› Practice group

Client Engagement

›› Catalyst group

Case Study:
Healthy Business Finances

›› AU Tax group
›› NZ Tax
›› AU COVID-19
›› NZ COVID-19

Working from Home
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Future Proof: agile,
resilient, compassionate
Stay Informed

Contacts
Acknowledgments

39

Contacts

Introduction
Case Study: Energi Design
Leading in uncertain times
Blueprint for leaders

Regional Managers
We know this is an extremely challenging
time for many of our members and
we’re here to support you in any way
we can. Please feel free to connect with
your regional contact. To find your
regional managers details, please visit our
COVID-19 hub contact page.

COVID-19 Hub
Chartered Accountants ANZ’s dedicated
hub is regularly updated to keep you
informed with the latest developments,
ensure you’re equipped with the tools and
resources to assist you with navigating the
pandemic and recovery, and support your
mental health and wellbeing.
Visit the hub here.

My CA
Gain the support of other CA’s with My
CA Groups.
With the impact of COVID-19
significantly changing our day to day
work life and business landscape, you’ve
probably got many questions to ask. It’s a
great time to gain the advice of your CA
network and experts in your community.
Explore ‘My Groups’ where you are able
to ask other CAs anything you like, as
well as share your knowledge and give
support to other members. There is even a
COVID-19 group specific to your needs.
Discover groups relevant to your interests
and skills, like local tax discussion groups,
or tech trends and innovation in the
Catalyst Community. Or find a group
of like minded colleagues experiencing
the same challenges as you, such as small
to medium practitioners in the Practice
group.

Visit My CA to join the discussion and
connect with other members.

CA Wellbeing
CA Wellbeing provides resources and
information to support mental health
and wellbeing for our members. During
the COVID-19 pandemic, as a member
of Chartered Accountants ANZ, you can
access complimentary counselling services
for you and your family.
Visit CA Wellbeing for more information.

Member Services Team
Australia
1300 137 322
+61 2 9290 5660 (outside of Australia)
6am-8pm (AEST)
Monday - Friday (excl. Public Holidays)
service@charteredaccountantsanz.com
New Zealand
0800 4 69422
+64 4 474 7840 (outside of New Zealand)
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8am-10pm (NZ time)
Monday - Friday (excl. Public Holidays)
service@charteredaccountantsanz.com
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Disclaimer
This information in this document is of a general nature only and is not, and is not intended to be advice. Before
making any decision or taking any action, you should consult with appropriate accounting, tax, legal or other
advisors. No warranty is given as to the correctness of the information contained in this publication, or of its
suitability for use by you. To the fullest extent permitted by law, Chartered Accountants Australia and New
Zealand (CA ANZ) its subsidiaries, affiliates and controlled entities, including the New Zealand Institute of
Chartered Accountants (together the CA ANZ Group) are not liable for any statement of opinion, or for any error
or omission contained in this publication and disclaims all warranties with regard to the information contained
in it, including, without limitation, all implied warranties of merchantability and fitness for a particular purpose.
The CA ANZ Group is not liable for any direct, indirect, special or consequential losses or damages of any kind,
or loss of profit, loss or corruption of data, business interruption or indirect costs, arising out of or in connection
with the use of this publication or the information contained in it, whether such loss or damage arises in contract,
negligence, tort, under statute, or otherwise. Where this document contains hyperlinks to websites operated by
third parties these linked websites are not under the control of CA ANZ Group and the CA ANZ Group is not
responsible for the contents of any linked website.
© 2020 Chartered Accountants Australia and New Zealand ABN 50 084 642 571
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