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Lockdown 3.0 COVID Care 
the steps required to help your clients 
to survive and thrive

v1 January 2021

Triage your client base 
Quick check-in with all clients 
Follow-up with agreed actions or to those 
who don’t respond 
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You’ve been here before. 
Throughout the var ious 
lockdowns, accountants all 
over the world have stepped 
up and been the unsung 
superheroes of the business 
world. It’s possibly been 
completely overwhelming at 
Ames. But here we are again. 
Lockdown 3.0. Nothing has 
changed, you can do this just 
as you did before. This guide is 
here to help you make it as 
easy as possible for you. 

As accountants, we have the 
inherent abiliAes and all the 
necessary skills and training to 
support small businesses in 
their Ame of need. It is 
important to contact all of 
your clients once more. It 
would be easy to assume that 
they’ve got through this 
before and can get through it 
again. But the majority will be 
feeling uncertain, fed up and 
i n n e e d o f a t l e a s t a 
co nve r s aA o n w i t h t h e i r 
trusted advisers. 

However, to ensure that we 
can contact ALL our clients 
effecAvely and efficiently, 
whilst offering valuable advice 
and support, we need the right 
c o m b i n a A o n o f p e o p l e , 
process and technology. 

You have the people and we 
have built the processes and 
technology for you.  

Now, we really don’t mind 
what technology you actually 
use, what I do care about is 
that you provide support to all 
the small business out there 
that need your help! 

Ou r s o l u t i o n ( l eve ra g i n g 
technology together with the 
n e c e s s a r y s y s t e m s a n d 
processes) and our combined 
experience of the worlds of 
small business and accounting, 
enable your firm to protect and 
engage with every cl ient, 
supporting them through the 
challenges of today and into the 
growth of tomorrow. 

Please feel free to use this 
guide together with the 
detailed implementaAon plan 
and adapt as you see fit - you 
can of course subsAtute 
s c r i p t s , p r o c e s s e s a n d 
technology! 

But, If you want to roll it out-
of-the-box, then we are 
confident that this easy to use 
step-by-step plan will make a 
difference. Be sure to get all 
your team involved and this 
guide will help you do that.   
  
B u s i n e s s i s n ’ t o n e 
dimensional. Obviously your 
advice shouldn’t be either. 
W h i l s t c a s h i s v i t a l l y 
important, there are so many 
other elements to consider. 

We hope that you, your family 
team and loved ones are safe 
and well. And remember to 
look aUer all of them too and, 
of course, make sure you take 
Ame out for yourself! 

Team Clarity
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We have created a 3 step process for you so 
that you can quickly deal with all your clients, 
using a systemised approach, and can provide 
further help and support to those who will 
undoubtedly need it. We have also wriXen this 
so that you can get all you team can involved.  

All clients, who have the potenAal to 
conAnue operaAons, to whatever extent, 
should be put through this simple 3 step 
process. 

The detailed implementaAon plan and system 
notes for your firm (including example emails 
and agendas) are set out in the accompanying 
notes and these notes also provide details on 
an alternaAve process for those businesses who 
are completely shut down by the coronavirus.  

1 what you can do today 
You need to treat your porYolio in the same 
way a paramedic would deal with carnage 
following a mulAple car accident on the 
motorway. It is essenAal that you TRIAGE, that 
is idenAfy which of your clients are in criAcal 
condiAon, those that are serious, and those 
there are stable (for now). This process is not 
about size of business or importance of client 
to your firm. Every client needs you to help 
them and to do that you need prioriAse those 
who are most criAcal.  

Establish these facts immediately. It is the most 
important thing you can do for them but also 
for your business. During this economic 
environment, there is no such thing as business 
as usual, you are likely doing this already, but if 
not, put non urgent compliance/admin to the 
boXom of the list. ProtecAng your clients is vital 
for your business and theirs.  

This is what we suggest you do immediately:  

Get in contact with every client 
To be done at scale and, to quickly connect 
with every one of your clients, we suggest that 
you  use email. Most people are working from 
home and so trying to track them down via 
office phones/mobiles will be much harder and 
you have no Ame to waste. However, they need 
to hear from you. Many of your smaller clients 
will be on their own and even those with teams 
are now isolated at home.  

Do not underesAmate the psychological trauma 
many of them will be experiencing and the 
relief you will provide by reaching out. If you 
use Calendly or similar, put a link to your 
calendar booking tool at the boXom of the 
email, if not encourage a response by reply. See 
the detailed systems notes for example emails. 

Accept that it is NOT business as usual  
This email might prompt an immediate 
response from many of your clients. Expect 
many of them to want to book in. However, if 
they do not, you may need to proacAvely chase 
them. ParAcularly those that you have 
idenAfied as criAcal. To manage this, you and 
your teams must clear your calendars for the 
foreseeable future. Your priority is to risk assess 
your porYolio of clients and protect as many of 
them as you can. Keep a record of those that 
have booked and have not. Follow up with 
those that haven't responded on the phone. Be 
persistent. Remember this is not business as 
usual and no one expects it to be, your clients 
need you to do this for them, so manage 
expectaAons of other work that has been 
scheduled, or being postponed.

clarity.
our 3 step guide
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NB. Many firms we work with do not have a 
database or CRM system in place. Now is not 
the Ame to tackle this but you will need to 
record the conversaAons that you are having.  
You can use Clarity’s PorYolio View as a 
subsAtute and use the firm data tags to idenAfy 
the levels of triage. 
AlternaAvely, a simple spreadsheet will do just 
fine for now. Download this template if you are 
not sure of where to start. Don't rely on your 
own memory or that of your client's at Ames 
like this. 

2 action planning call 
You will need to prepare for this call - see 
the implementaAon plan. This preparaAon 
should take no longer than 15mins. Skipping 
step 1 is not an opAon if you want to speak 
quickly with ALL your clients. 
The purpose of this 30min call is not 
necessarily about long term soluAons. It’s to 
ask quesAons, set acAons and gather 
enough data to assess where they need your 
support most. 
However, where appropriate offer help and 
support and answer their quesAons and allay 
their iniAal concerns. Remember, your clients 
may take the opportunity to offload/vent. 
Acknowledge but try not to indulge and bring 
the conversaAon back to the agenda.  

Make sure you document any agreed acAons - 
what the client will be doing and what you 
have agreed to do. Send out a simple who/
what/when summary aUer the meeAng 
together with the date and Ame if there is to be 
a follow up strategy meeAng. 

3 follow-up  
If some of your clients were unresponsive to 
your first contact, do not assume that it 
means they do not need your support. 
ParAcularly if you have highlighted them as 
‘criAcal’ based on their key numbers, be 
more specific about what more support they 
might need and why. 
Try a different way of engaging. Pick up the 
phone, record a video. Remember they may 
have their head down in their business or be 
worrying too much to respond. You could be 
just the support blanket they need. 
If they were responsive and you held your 
first acAon planning call then, all acAons 
agreed during the acAon planning call (and 
any meeAng going forward) must be shared. 
Note down all acAons during the meeAng so 
that they can be easily acted upon aUer the 
call. But also get in the habit of following up 
any meeAng with an email confirming 
outcomes ie a who/what/when list. It will 
reinforce you being in control and saves Ame 
meeAng to meeAng. This email should 
inc lude a l l acAons agreed, who is 
responsibility for them and the Amescales 
for them to be completed. 
NB how you charge for this a2er the ini4al 
free call is up to you. However, we do not 
advise charging for this service at this point. It 
is in your interest to make sure they get 
through this challenging period. 
Always schedule a follow up meeAng, things 
are moving too quickly for you to not stay in 
control. Monthly at the very least but more 
frequently for those clients in really tricky 
posiAons would be hugely valuable. These 
meeAngs will also get your client into the 
habit of talking to you about their business 
and this will conAnue once this current 
situaAon has passed. They can be 15 minute 
Zoom calls - be Ame efficient.  

clarity.

https://docs.google.com/spreadsheets/d/1dQt8Lopcw1fgwZYm1Rh4OXIg-Jm2ym3NFl0U-P3TEUQ/edit?usp=sharing
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our promise  
to you 
We will help you so that you can help 
your clients.  

Time is criAcal. We will make it very 
easy to get started. No cerAficaAon, 
no big training manuals, just simple 
focused support so that you will be 
able to acAon everything in this 
strategy, quickly and at scale.  

clarity.

Don’t forget the detailed implementation plan  
and system notes accompanying this guide!
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