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Lunch & Learn - February 23, 2021 - Client Experience 2.0 - LiscioCX 

Kirstin: Hey, everyone. It's Kirstin with the Digital Bookkeeper Association, and welcome 
to Lunch and Learn. Can everybody hear me okay? Make sure that... Yay, can 
hear and see. Awesome. Yay. Oh, that's great. Okay, good, good, good. 

Kirstin: Well, I am super excited to kick this off. This is our new Lunch and Learn Series, 
and every month, we're going to be having either a vendor or some other person 
in the accounting world, technology world, come on every month and talk to us 
about different... an assortment of things, really. We, at this point, don't really 
have a set agenda as far as what we're going to be talking about every month, 
and so we'll be talking about different things every month. 

Kirstin: This month in February, we have Liscio, and we've got Alison Ball, Chris Farrell, 
and Lindsay, I am afraid I won't be able to pronounce your last name. All from 
Liscio, and they are here to talk to us about Client Experience 2.0, and I'm super 
excited to introduce them. I believe Alison is going to be speaking to you first 
today. So, welcome, Alison. 

Alison: Thank you so much, Kirstin. We are super excited. This is a topic that we are 
absolutely passionate about and my goal today in the slides that I have is to just 
get you thinking about the way that your clients experience working with you. 

Alison: So, I find it's very helpful to have a... Oops, sorry, everybody. I want to first do an 
icebreaker. If you can, if you could just close your eyes, imagine your happy 
place, and imagine a day where you literally had everything you need in order to 
do your work. You have your client documents here in your hand, they're all on 
your desk, they're ready for you to use. It all came in securely on a timely basis. 
You didn't have to do any chasing. If you're more than a one-person shop, your 
colleagues can see the status of all your clients at a glance, so no data silos. 

Alison: And then the last point is your firm is growing, and I want to pause just for a 
second about growth because it can mean different things to different people. 
So, it might mean you're actually adding clients and you're physically growing 
your client list. But it also could mean you're providing higher-level services for 
your clients or you're getting more done in your normal day so that you can 
spend more time with your family. So, growth really can mean a different thing. 
But I want you to have in your mind what that kind of day would look like. If 
you're like most people, you just kind of took a big, deep breath. So, that's the 
picture I'm going to paint for you today. 

Alison: So, Client Experience 2.0 is good for your clients but it's also very, very good for 
your firm as well. The basic idea is if you make it easy, they will respond quickly 



© 2021 Digital Bookkeeper Association 

 

to your request. So, all boats rise when you give your clients an easy way to work 
with your firm. 

Alison: Now, when we think about working with your firm and the work that you do, 
there's a couple of key concepts we want to cover first. So, in order to 
understand where our solution, where Liscio fits, and what we're talking about 
with Client Experience 2.0, we need to make a clear differentiation between 
front office and back office. 

Alison: So, front office is where all the interactions happen with your clients. If you really 
think about the interactions that you have with your clients, they really break 
down into three categories of interactions. So, you're either asking them a 
question or they're asking you a question, and I kind of bucket that as ask and 
answer. Or you're sending them a document or a report that they need or 
they're sending you a document. That's kind of what I'm thinking of send and 
receive. Then, e-signature is in there as well because you need them to sign 
things. Now, everything else you're probably going to use your voice. 

Alison: So, for example, you're advising them. You're probably not going to advise them 
over email or sending them a report that advises them. You typically walk them 
through that. You might have a live meeting, it might be in person, it might be on 
Zoom, whatever, but the idea is you're using your voice. 

Alison: Now, everything else is back office. That's where you actually physically do the 
work for your client and I kind of think of it as a restaurant. Your diners are in 
front, they have this wonderful experience, they're eating the meal, being 
served, getting their needs met, but in the back, there's a kitchen with a lot of 
things going on. So, back office is not what we're talking about today. 

Alison: Now, as you think about your Client Experience, let's first talk about them and 
what their day looks like. What are they doing? Are they at their desk? Are they 
out and about? In a perfect world, they'd see a request come in and answer 
immediately. But what actually really happens? Well, they're busy, right? They're 
out and about. They only have their phone in hand. So, they actually can't 
respond to requests that come in unless you actually give them a tool that works 
with their busy lives. And a proof pointer that you might find that happens in 
your firm is they'll actually send you pictures of documents because the only tool 
they have in their hand is their phone. This means that your clients want to... 
they want to send you the documents you need, but they don't have a way to do 
it. 

Alison: So, Client Experience 2.0 starts with a premise that it's really important to match 
your ask to what they can actually do. Now, I personally love this picture because 
this is a bakery that... they're in Alaska, and they actually are clients of a firm that 
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use Liscio but they actually also use Liscio as well themselves because they really 
like the experience. 

Alison: So, if you need your client to send you a document, you actually have a couple of 
choices. You can ask by email and then know that it's going to take them a while 
to get back. Now, why is that? Well, it's very difficult for them to respond. 
They're not at their desk. So, when email isn't something that they can really 
easily respond from their phone and they might actually miss it altogether 
because your email box is full of things. So, they have to step out of their day, 
they have to go find a scanner, they have to send it via their computer, so it's 
actually a really difficult ask when you're asking them to send a document via 
email. 

Alison: You actually can give your client a tool that goes with them and becomes a 
seamless part of their day. That's what Liscio is. When you're working where 
your client is, in other words, out and about, they've just got their phone, they're 
walking around doing their thing, serving their clients. It means you're actually 
meeting them where they are and you're a seamless part of their day instead of 
giving them an errand to go and find a scanner and upload it. 

Alison: Here's just a couple of examples of how your clients are actually already 
experiencing Client Experience 2.0 in their daily lives. If you look at the left, this 
is the Bank of America app. If you think about banking, it's been one of the most 
quietest revolutions ever. The banking industry basically just quietly rolled out 
these apps that are just amazing. It's a dedicated space, you know what you 
need to do when you're in there, and you can pretty much get everything done. 
Very rarely do you actually have to go to the bank anymore or call them. It's 
really the exception. In the middle, this is the New York Times. So, you can still 
get a newspaper delivered to your front door if you want, but you can also walk 
around with New York Times and it's so searchable. I love my New York Times. 
Then, the right-hand one was one that Chris turned up, which was just amazing. 
You actually can text The Home Depot and you can ask them if they have this 
particular thing available before you even go, or you can ask them about, "How 
would I solve this?" Or whatever and they'll give you recommendations. It's just 
amazing. 

Alison: Then, another example of Client Experience 2.0 is Intuit's QuickBooks Online. 
Now, I know some of you may use QBO, some of you may use QuickBooks 
Desktop, some of you may use other products altogether, but the point is 
quietest that it is a dedicated space and it is done with the client's need in mind. 
So, that is an example. There's nothing else going on in an app. It's not 
competing with anything. 
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Alison: So, let's now focus on you. You've got a good idea basically what Client 
Experience 2.0 is about for your clients. Now, let's talk about your firm. So, the 
first question I want you to think about is, is the software easy for them to use? 
The software that you use. Do you have to spend time troubleshooting or 
helping them log in? How many of your clients just ignore it altogether and email 
the document? So, maybe they just won't use your portal. Or they take a picture 
and they text it to you. So, that's the first question you have to ask is, is the 
software that you ask your clients to use in dealing with the firm, is it easy for 
them? I'm guessing for a lot of you, it isn't. This presentation is not meant to 
make you feel bad at all, this is a state of the technology, basically until Chris 
basically said, "There's just got to be a better way." And he and his team focused 
on this big important problem. I guess this slide is just kind of like, what face are 
you currently presenting to your clients when you ask them for things? An email 
is anything but a dedicated space, so you're competing with all sorts of things 
and you're making it difficult. 

Alison: So, the second question is, it's very closely related to the first one. How many of 
your clients actually met your deadlines? How many clients did you have to 
repeatedly chase for documents? So, if you're like most people, you're either 
groaning or rolling your eyes or thinking, "Oh boy, most of my clients." The 
interesting thing is that clients actually want to meet your deadlines but you 
really just have to make it super easy. 

Alison: A personal story for me right now is I am completely frozen. I am in the middle of 
a mortgage refinance and I am absolutely frozen because my broker hit me with 
a long list of documents and I have to upload it to his portal and I'm just like, 
"Oh, my goodness." So, I'm kind of frozen. 

Alison: These are a few things that you might have heard from your clients, which are... 
you can use this slide, just kind of glance over all of these things here. Use it as a 
litmus test for how good of an experience you're giving your clients. If you hear 
these regularly, it's indicative that you really should be thinking about giving your 
clients an easier way to work with you in these different areas. 

Alison: This is another question. This one is super interesting because the next slide, and 
I'll try to get through this one really quickly because I want to show you the next 
slide. It's a really awesome slide. But how many options do you have? How many 
different ways do clients communicate with you? If you're like most firms, your 
tech-forward and I know you are actually, all of you, because you're a member of 
the Digital Bookkeeper Association. So, you're definitely tech-forward. But what 
happens is that most tech-forward firms have added a lot of solutions to try to 
solve the friction points with securely sending sensitive information back and 
forth with clients, but this actually has had that knock-on effect of giving your 
clients too many ways to send information to you. This has this crazy-making 
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effect of making your staff have to check multiple places to see if a client has 
sent a document. 

Alison: Too little? Too many? Just right? So, if you think about Client Experience 1.0, 
those are the traditional firms that you probably came out of. You started your 
firm or you're in a firm now that has moved into the middle which is, I'm calling 
it Client Experience 1.5, not to be offensive to anybody, but just to indicate that 
there is too many ways now for clients to communicate with you. 

Alison: So, what are the best firms offering in terms of communication experiences for 
their clients? We firmly believe at Liscio that Client Experience 2.0 really requires 
a dedicated space, where you're not competing with... staff don't have to look in 
a bunch of different places, staff can see across email. Like, for example, if I 
email Kirstin or I email Lindsay or I email Chris and I'm the client, they can't see 
inside each other's inboxes. So, having it all in one place is a really, really good 
idea and just making it very, very easy for your clients. As I said, there's this 
knock-on effect of making it much easier for staff. You'll just save a ton of time. 

Alison: Then, this last one, just as super important as well. It cannot be underestimated. 
Has your firm ever had a scary cybersecurity moment? I'll just leave that with 
you. You're either nodding or you're... if you're nodding, you're in the bulk of the 
people. If you're shaking your head, then you've been really lucky. It's generally 
not a sense of it, it's a sense of when because the spammers and the fishers are 
just getting so good. But this is something that we're really proud of at Liscio. 
Liscio firms, members of our family, can actually claim a 20% discount from 
McGowanPRO Insurance on their cyber insurance. So, McGowan looked at our 
situation and said, "This is really secure. And we're going to offer your members, 
your accountants, your bookkeepers, we're going to offer your firms a 20% 
discount." 

Alison: So, Liscio is not only easy, but it's super secure as well. There's four different 
ways to sign in. They're all really easy and they're all secure. So, this is the 
screenshot of the iPhone and you can actually use your face. I mean, everybody 
has a face, right? Or you can sign in with Google or you can log in with Office 365 
or you can just do your regular username and password so there's four ways to 
sign in. 

Alison: Then, I'm getting really, really close to the end of my presentation here. I think 
I'm almost about on time. I encourage any questions before we turn it over to 
Chris for the demo. But the last question I want to leave you with is, how much 
time do you spend looking for documents? When a client calls, do you have that 
answer at your fingertips? This issue actually stems from clients having too many 
ways to contact you. It creates a poor client experience because you can't give 
them an answer immediately but it's also really frustrating for staff. So, it's 
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important to look at productivity in a way that are we optimizing it for ease of 
use for our clients so they'll send them what we need but then also for the staff, 
can we see everything we need to see? Can we all work on it together? The 
solutions that are out there, really, we haven't found one that rivals how well 
Liscio does all of these things. 

Alison: Here's a quote from Jemel who basically has used our system for a couple of 
years now. He just loves that he doesn't have to look across all of these different 
platforms. So, systems should simplify your business, not complicate it. Here's 
another quote from... these are all on our website. You can take a look. Here's 
one from Katelynn Senn who's actually been using Liscio since 2017. She just... 
the customers really love it. 

Alison: So, this is my last slide here. If you are not sure about where you stack up, where 
your firm stacks up, take our quiz. It's on our home page, if you just go to 
Liscio.me. The quiz is at the bottom of every page, so just scroll down. It's going 
to give you a frank assessment of your strengths and your weaknesses, so any 
hotspots that you have, you'll be able to see where you should focus your 
attention. Then, once you do that, as I said, you'll get a score and then you're 
given a resource page for things that you can explore on your own. 

Alison: So, I went pretty fast there. That is my last slide. Should I just stop sharing, 
Kirstin, or how do we want to do this? 

Kirstin: Sure, if you want. Or Chris, do you have slides that you're going to be sharing or 
should I- 

Chris: I'll be sharing my screen. Yeah, I'll be sharing my screen, Kirstin. 

Alison: Okay. 

Kirstin: Over to you, then. 

Chris: Wonderful, thank you. 

Alison: The handover. 

Kirstin: Yeah, thanks, Alison. I personally know exactly what you're talking about when it 
comes to not being able to find documents or my clients not being able to find 
documents. They're like, "Did I send it to you in email, or did I send it to you 
through the portal? Where did I?" 

Alison: "Where did it go? Where is the document?" 
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Chris: All right. Give me one second here. I'm sharing the wrong screen. I've got the 
right screen here. How's that look? 

Alison: Looks good. 

Kirstin: Yeah. 

Chris: Looks good, okay. Great. Hello, everybody. My name is Chris. I'm one of the 
founders here. Just by way of brief introduction, I spent probably the first 12 or 
15 years, something there, in finance and accounting, so ended up starting Liscio 
a number of years ago because we really have a very strong vision around 
bringing, really, I would say, the best tools possible to accountants of any size, 
any scale, any budget. We believe that everybody should have access to great 
technology, including you and your clients. So, we've been on this journey for 
several years now, as Alison was alluding to, and I'm very, very excited today to 
be able to show you a little bit more about what we do and how far along our 
mission we are. 

Chris: So, with that, I'd like to walk you through a demo for the next 15, 20 minutes, 
and of course, feel free to ask questions and so forth as we go. Be happy to 
respond, okay? 

Chris: So, really, I think if we think about everything else, we've been talking about, it's 
about ask and answer. It's about send and receive. It's about electronic 
signatures. It's about easy. It's about easy for your clients and easy for you and 
the hope is that we can save both ends of the line a lot of time. 

Chris: So, to get you oriented here, what I'd like to do is move my mouse around a little 
bit. This is Liscio for the firm and this is my phone. This is my phone in real time 
and what I'd like to do is to maybe just start with some basic back and forth. So, 
what I'll do is we'll ask from Liscio here and we'll respond on the phone as a 
client. 

Chris: So, let's start with ask and answer. The question, what we're looking for is, can 
we fit our clients' lives a little bit better? Can we be a little more seamless in 
their day? To do so, we really kind of think of things in two different categories. 
There's messaging and then there's things we want to assign as tasks and tasks 
have deadlines and so forth. They're two distinctly different things. If you're 
using email or text messaging or social media, et cetera, to ask and communicate 
with clients, we know they're not very deadline-driven and so forth. So, we can 
add a little more structure. 

Kirstin: Chris, hold on one second. I've got a couple of people saying they can't see your 
screen all of a sudden. Sorry to interrupt because that- 
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Chris: No problem. I can stop sharing it and share it again if that's helpful? 

Kirstin: Okay, cool. We've got some people who can and some people who can't. 

Alison: Yeah, I can see it. I wonder why we're getting the iffy, spotty thing. 

Kirstin: Yeah, okay. Now, people are able to see it. Okay, see it now. 

Alison: Excellent. 

Kirstin: One of the people who was not able to see it, they refreshed and now they can 
see it, so okay, I guess we're good then. 

Chris: Okay, maybe worth sharing a refresh tip on the chat if anybody else can't see. 

Kirstin: Yeah, yeah. 

Chris: Interesting. Okay. 

Kirstin: Okay, we're good. Sorry to interrupt. Once they started coming in, I was like, 
"Uh-oh. We'd better figure it out now." Okay. 

Chris: Good idea. No trouble at all. 

Kirstin: Thank you. 

Chris: Okay, great. So, let's start with an ask and answer. So, I'm going to go ahead and 
create a message here. What you're going to see is very friendly. It's going to 
have a lot of the same patterns as email. So, I want to send something to 
Christine Client, there she is. Christine Client, we do a clean-up project for her, 
we do a 1044, and we also do her books, her City Lights Bookstore. So, I'll pick 
that. What's nice about this is we're going to be able to categorize these 
conversations with regard to the job we're doing for them. So, if you have a 
client with multiple businesses, everything's going to stay much more organized. 

Chris: I'm going to say here, let's see, "Did you receive the payroll addendum? If so, 
please shoot a copy back to me." What's nice about it is looks and feels a lot like 
email. You can format. You can attach things. No surprises here. It's just more 
organized, right? 

Chris: Where the magic comes in is when I send that out, couple things will happen. 
We'll send an email to Christine. We'll also show my phone here. My phone has a 
little bit of a reminder, mobile notification here, and you're also going to see 
here, go ahead, and if I tap on that, it's going to take us to the Liscio app. Alison 
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was mentioning earlier, four ways in. This client prefers Face ID, so I just tap the 
face, it's going to look at me, and think about it. If it likes it, it's just going to log 
me in. Okay, good. I look the same today. 

Chris: So, here we are. First thing you're going to notice, no clutter. It's not inbox 2,000, 
it's not inbox 500. I don't know about you all, but if you've ever been... certainly 
happens to me all the time. I'm frequently distracted when I go to my email box 
because I'll be looking for something and then I'll see something on top and it'll 
pull me from the reason I went there and I'll respond to whatever it is that's 
sitting that looked overly attractive in my email. That might be happening to 
some of your email requests if you're not always getting answers as quickly as 
you might like. But this is focused. This is just you and them. It's a quiet space. 

Chris: So, inbox two. So, we have a request for the payroll addendum so she can go 
ahead and open it up. She can use her thumbs or her voice. "I received it. I'll 
send it to you now." So, really, really easy. If you have clients who are text 
messaging you, if you're texting your clients or they want to text or asking you, 
et cetera, raise your hand. It's happening all over the place. Clients want easy 
and texting is what we do with our friends, it's what we do with our families, so 
why wouldn't they want to text you too? Pretty reasonable. 

Chris: So, this is as easy as texting but it has a lot of advantages too because you have 
more power tools in their hands. So, I'm going to hit add attachments, right 
there on the bottom, and I'll use the scan document feature. What's great about 
this is I'm just going to use one hand, I'm going to hold it above my desk, there it 
is. So, if you've ever gotten a picture of a document on somebody's phone and it 
looks like that and it's hard to read, you're going to love this. It's going to go 
ahead; we're going to correct the document for you. Correct contrast, crop it, 
rotate it, and so forth, and we're going to turn it into a PDF and they can do 20 
pages like this if they want to. They'll just keep on hitting the plus button on the 
bottom right, keep on adding pages. But super, super easy. Just upload that to 
you and you're going to have a beautiful copy right in your hands. So, it's not 
exactly magic but your clients might think it is, right? So that's how quickly we 
can go ahead and get documents back from them. Nice and seamless. 

Chris: What'll happen on our side is we'll get an alert. It'll come in in notification and if 
we want to go take a look at that document, guess what? Here it is. I'll take a 
look at it. That's what it looks like and you can see it's a PDF. Super, super easy. 
So, that's kind of the quick back and forth. 

Chris: Now, we can also do tasks, so why don't we take a look at that? So, if you have 
something that's a little more structured, you want to make sure that you have a 
deadline and so forth, use a task. I'll put City Lights Bookstore on it. I'll pick 
Christine. She's a primary there. "Need your QBD backup file." So, I think many of 
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you have experience and probably have some clients who are using QuickBooks 
Desktop, right? So, if you think about that, if you want to get a QBB or QBW file 
back and forth, it's usually pretty big. Too big for email. "Can you attach it here?" 
We can see where we're going with this. Give them a due date, I'll say, "This is 
due tomorrow." You can have recurring tasks and so forth here too. If you want 
to attach something, you can. I'll create this task. 

Chris: So, what'll happen is on her phone, she'll get the notification again and see it. 
She's also going to get the same thing on her browser. So, I'm going to pull my 
browser experience over. This is the phone UI. I'll drag this over here. This is her 
UI when she's on the web. You're going to see how similar these experiences are. 
This is what it looks like on the phone. This is what it looks like online. Pretty 
much exactly the same. So, it's a nice easy pattern for your clients to recognize, 
no matter what form factor they're using. 

Chris: So, of course, need your QB backup file. You can come in here. Has that due 
date. We will automatically remind her the week it's due, and if she doesn't get 
back to us, we'll automatically remind her each Monday that it's overdue. So, it's 
going to reduce the amount of chasing you have to do. 

Chris: Also, if you've ever had a client say, "Hey, you never asked me for that." Well, 
those days are over. It's going to be very, very clear what's outstanding. It'll even 
show when it was created so there's a nice audit trail and if she asks questions 
about it, "Okay, we'll do now." Or if you guys are talking about it, all that 
conversation gets bundled in the same place. So, I create the task, she just 
responded, that goes in the audit trail. Both sides can see the audit trail. If she 
wants to attach a file, I just happen to have here a QuickBooks QBM file. I'll drag 
that over. We bring it right up. Now, this file, we accommodate files up to five 
gigabytes, not megabytes, five gigabytes per file. So, we've never seen a QB file 
greater than even two. So, plenty of headroom, you don't need to buy or don't 
need to ask your clients to log in somewhere else. The solution will handle it all 
for you. 

Chris: So, all she has to do is upload it and there it is. She marks it complete. What'll 
happen now is it's going to come off of her list and you're going to get a task on 
your side, so I'll get rid of the client here, move her over. On our side of the 
house, we see on our task list that she's sent us a file, there's new comments 
there. We get a chance to go and review it to make sure that we got what we 
want. So, there's the history. There's the file we asked for. If she did everything, 
this is exactly what we wanted, we just mark it as complete and we're done. So, 
I'll do that. That task comes off of her list. It's off of her list and off of our list 
now. So, that's send and receive. Hope that makes sense to everybody. 
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Chris: We also want to be able to send files over to our clients. If you think about how 
that's happening today, a lot of times we're printing something, let's say out of 
QuickBooks, for example, or downloading a statement from somewhere, and 
then we're attaching it to email and sending it. We can make that a lot easier. 
We have something we call Liscio Dispatch. 

Chris: So, what I've prepared for you today is I have a QBO account here. Okay. It's 
logged me out so I'm going to go ahead and pause my screen for a second while I 
log in. What I'm going to show you is... here we go. So, this is QuickBooks. I can 
go to the company overview for example, and what you're going to like about 
this and what I want you to know about this is, this is actually... I'm going to 
show you something that works with any software you're using. So, you can be 
in QuickBooks Desktop, you can be in a browser, you can be in a browser in QBO, 
you can be using any application you have. As long as you have the little print 
icon, which almost certainly do, and you save as PDF, I'm going to go ahead and 
print page one here. I'm going to save that as, let's say, balance sheet 012021. 
So, I'm sure you have a standard naming convention for a lot of the files you 
send. 

Chris: I'm going to print it to Liscio Dispatch. It's a folder on your computer. When I do 
that, it's going to launch Liscio. So, we have a nice little widget here that's firing 
up. It's bringing in the file that we're sending up and when we do that, it's going 
to give us an opportunity to compose a message. Now, there's balance sheet 
012021. We read the file. We can tell it's 2021 February. And balance sheet is, 
we use tags, it's a financial statement. So, we have machine learning that will 
learn how to help you automatically categorize files. Save you a bunch of clicks. 

Chris: Then, we can send message. So, "Here are your Feb financials. Have a look." In 
one smooth motion... One sec, I'll send to Christine, of course. In one smooth 
motion, we can go ahead and send directly from any software, straight to her. 
Here we go. So, off that goes. She gets a mobile notification. There it is. She goes 
right into her account and she's going to see inbox three, there are the financials. 
Tap and tap. That's how quickly you can deliver. 

Chris: So, I would say, relative to where we are in our journey, we've made good 
progress, but we're constantly thinking about ways that we're going to be able to 
take more and more clicks out of your day, save you time, whether it's collecting 
from your clients, whether it's sending items to your clients, whether it's juggling 
a bunch of different software solutions and so forth. So, I think our project at this 
point is really nailing all the little details. 

Chris: Two other quick things I wanted to show you. I think we have plenty of time 
here. If you're paying for an additional electronic signature solution, or if you're 
finding yourselves having to juggle a bunch of ones where you get a couple of 
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free docs a month, that kind of thing, I'm confident we can save you a lot of time 
and money there too. If you want to send an e-doc through us, we have 
electronic signatures. 

Chris: So, same thing. I'll send something to Christine. You see how the patterns 
happen over and over where I just pick her and her account, agreement title 
might be ACH Auth. In fact, I just want to use a template for that, so I have a 
template here for ACH Authorizations. So, add whatever templates you want. 
"Need this for auto pay." So, you want to get auto pay so you don't have to 
chase anybody. Prepare doc for signing. Et voila. Template. Bank name. Your firm 
logo. And all this is modifiable. I can make fields bigger, smaller. I can add 
signature fields. I can delete them. I can put initial fields, et cetera, required 
fields and so forth. I'll send that out. That's an e-doc. Client can literally sign with 
their finger right from the phone. Super easy. Obviously, it follows the same 
pattern as before where it's a task. Tap. See the due date. Add comments, et 
cetera. I'm going to go ahead and open the e-doc so y'all can see that. Here it 
comes. Firm logo, added all in here, when we're done, sign just like that. So, e-
docs, baked right in. 

Chris: It's a large file transfer. It's electronic signatures. It's task management. It's 
mobile notifications. It's a smooth app with Face ID. All that kind of stuff coming 
together. In theory, or in practice, I should say, it's going to get you responses 
really fast. But sometimes, you need something even more urgently. We have 
you covered even there too. 

Chris: So, this is something worth paying attention to if you have clients who 
sometimes don't hit important deadlines for you. I'm going to create a message 
to Christine Client. There we go. Payroll approval required ASAP. Deadline in an 
hour. So, your client might be busy. Might be running around, right? But if you 
have payroll clients or anything like that that's very time-sensitive, we give you a 
notify via text message. This is also really, really good. This is really, really good if 
you have clients who are texting your personal phones right now. If you have 
clients who are texting your personal phones and you'd rather take your phone 
back, this is a really nice way to do it. Notify via text, hit the button. What'll 
happen is, if I go back to my phone here... Where'd it go? Here it is. Okay. 
Payroll, dah-dah-dah. Approval required right now ASAP. Okay. Please sign ACH 
Auth. Oops, picked the wrong one. Pardon me. Do-do-do. Deadline in an hour. 
There it is. Okay. Went right to the client and you'll see we also sent a text 
message. 

Chris: So, Chris Farrell from Sage Advisors sent a secure message. We give the subject, 
but then we help them get the app. They don't have the app; they tap on it. We 
jump them straight to our app store. Apple App Store or the Android Store. Get 
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the app, will be right there. They've got it on their phone. Once they have it on 
their phone, you win. 

Chris: So, SMS, text. It's all there. What's happening then is you're juggling and if your 
clients are juggling, you have one place, you have one source of truth. So, your 
clients know exactly what to do, just like they do with their online bank, and you, 
on your side, if you ever have questions about, "Hey, where are we with the City 
Lights Books account?" I can come out here, I can click on tasks, and I can see 
everything outstanding with regard to this account. There is the ACH 
Authorization request, and the old request I had in there which was a recurring 
task. So, all that visibility is there. If you have any questions about, "Hey, 
message-wise, what did we talk about?" The team can come out here and see 
what's happening. Did we send something via FedEx? Well, you can search 
across all the messages right there instead of having a bunch of information 
siloed in inboxes. 

Chris: That's ask and answer. That's send and receive. That's e-sign. That's all within 
Liscio. So, that's what we do. I think we have plenty of time here. We might just 
want to open it up for questions. 

Kirstin: Yeah. We do have some questions already, so awesome. Let's see. Is there an 
accountant version for the phone app? On your phone app, you were looking at 
it from the client side. What does the accountant's side look like? 

Chris: Absolutely. Absolutely. Liscio, this is what your clients will get. FirmDash, this is 
what you'll get. My FirmDash, this is actually my corporate account. So, we use 
this internally. So, I have the same thing. In FirmDash, I tap that, log in with my 
face. There we go. When we pop in here, we're going to see... we're going to 
have a lot of power here and I'll give you a sense for how much power's in here. 
But I can pop in here and I want to go here. I can see home, inbox, tasks, 
accounts, contacts, files, e-docs, et cetera. If I want to see anything under an 
account or anything under a task, if I wanted to go search for a file, I can do all 
that from my phone. 

Chris: So, we have some really great stories about how this works but one of our clients 
was literally on vacation, at a gas station. Client needed something right away. 
He said while he was pumping gas, he was able to get the message, attach the 
file, send it back to the client, and be on his way. The client had no idea he was in 
a totally different state, literally at a gas station. 

Kirstin: Awesome. Then, I guess, the backwards version of that same question. Is there a 
desktop version for clients or do communications only go to the mobile app on 
the client side? 
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Chris: Oh, sure. Certainly. There's a web version as well. So, the client can choose. 
Client's choice. So, let me go back out here. Dragging this over. This is the client 
version on the web. So, this is Christine, this is her account. This is what she sees 
there. It parallels exactly what she sees on the phone. So, this is her version on 
the phone, this is her version on the web. Just like the web version, if I actually 
tap the menu item here, she will see here exactly what she sees on the web. So, 
it's going to look very, very comfortable and almost exactly the same, regardless 
of which device she chooses to work on. 

Kirstin: Awesome. That's what I've experienced with myself because I am both a client 
and an accountant user and they look very... it's almost like, "Which one am I 
on?" Because they look so similar and they're both so easy to use. Awesome. 

Kirstin: Okay, let's see. So, how do it work when you have a multiple points of contact 
with one client? So, there might be the CEO, the CIO, the office manager, et 
cetera. How do all those different people come into play when you've got one 
client? 

Chris: Yeah, let's take a look at that. So, that's a great question. The good news is we 
are built for the professions. So, bookkeeping is in our blood. Accounting is in our 
blood. So, if we think about, for example, City Lights Bookstore, we've been 
using as a demo, I've got that as an account. So, we have an account concept, 
which is the job, if you will. This is client accounting services for City Lights 
Bookstore, then we have contacts. Contacts are the people that are related to 
jobs. So, I go to the accounts, I can see under- 

Kirstin: I don't know about everybody else, but I'm not seeing all of the- 

Alison: Yeah, it didn't catch up. Okay, there we go. 

Chris: Yeah, sorry about that. 

Alison: Start again, start again, Chris. 

Chris: Yep. So, we have two concepts. Accounts, which are the jobs, really. Then the 
contacts, those are people who are on or assigned to each account. So, what'll 
happen if I pick City Lights Bookstore as an account, which I have here, what 
you'll see is under this and let's say this is a client accounting services 
engagement. Underneath here, in the contacts area, I'll have all the contacts. So, 
Christine Client here, she's the primary person. And then, we have Jane, who's 
the banker. We've got Megan who does tax matters, we have referral source 
which is Alfie, et cetera. So, you can see everybody who's related. 
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Chris: Now, when we're messaging back and forth, what we can do is if I go to 
messages, for example, I'll create a message out. I can pick, let's say, it's for City 
Lights Bookstore, I can pick anybody to send it to. So, this is going to be 
everybody on that list plus everybody in our firm. So, we cut the list way down as 
a first cut. So, I can send it to Christine or I can send it to our attorney or Alfie or 
anybody like that. The only people who are going to see it from the client side 
are the people who are selected here. So, I can pick that person, I can also pick 
Christine, so on the client side, only these people will see it. On the firm side, 
anybody who is a firm employee or firm administrator will be able to see it. So, 
you don't have to BCC and CC everybody in the firm because they will have 
access. 

Chris: Now, if you have people who are, let's say, seasonal workers or you have an 
account that you don't want everybody to see, we have permissions that can 
restrict who can see this account. We also have permission that can restrict what 
we call specialist users to have a very, very narrow window into messages and 
files and so forth. So, you have ways of handling that, but in general, in general, 
it's going to work a lot like email from a visibility perspective for clients. They're 
only going to be able to see what they're specifically messaged on, whereas on 
the firm's side, we're actually able to share and see and have visibility into each 
account that we have access to. 

Kirstin: Awesome. We did have another question come in. If your clients still email your 
business, is there a way to get it from email into Liscio? Is there some sort of 
integration or anything like that? 

Chris: I'll show you our Outlook integration. So, we have a way, that's a great question. 
A big part of our strategy and a big part of our effort is really moving toward this 
whole notion of unification. There's a lot more under the hood here that we're 
either have it in product or are working on, but let's say you're using Outlook. So, 
I'm using Outlook 365, it also works with Exchange. I can pick an email here, 
there's my month in review. What you're going to see is the Liscio for Outlook 
extension boots up right away. Do-do-do. Chris plus... But when I'm logged in 
here, what'll happen is... I hope I got that. What'll happen is we give you options 
to take a look at the email and immediately create a message, a task, or an 
internal note. You can create a message, a task, or an internal note directly in 
Liscio from Outlook. That's a really powerful thing. We're adding Gmail, that'll 
come out shortly. 

Chris: We also have other ways of integrating with, for example, Outlook. So, I can 
show you over here in our integrations page. So, here's my account. I've got 
some third-party apps here. I can connect to OneDrive, I can connect to Google 
Drive to make it faster to get things, but you can see how we're starting to bring 
all the pieces together. I'm also obviously attached to Zoom so you can send 
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Zoom invitations directly to Liscio clients. We have a very, very robust 
integration roadmap in front of us where we'll be continuing to stitch all the 
pieces together. 

Kirstin: Awesome. What about templates for proposals, engagement letters, things like 
that? How can we use Liscio for that? 

Chris: Awesome, okay. So, templates. If you want new engagement letters, which are 
really quite frequent, add new, we have a task type for get a signature. You saw I 
did ACH templates before, but we also have specific ones, let's say, for 
engagement letters. So, for City Lights Bookstore, I can quickly get an 
engagement letter out by selecting a few things here. I'll do a bookkeeping fixed-
fee engagement letter. I'll be the partner on it. You've seen our logo start to 
populate. We'll charge $1,001 a month. I'll go ahead and take a look at it. But 
you can see we can pull the logo, we can actually pull today's date, her title, her 
business, business address, we can populate so much of it already for you. Much 
faster than using Word, right? We can edit as we go and we'll see, there's our 
standard engagement letter. Probably looks pretty familiar. Maybe what you're 
sending out right now, but there's our monthly fee of $1,001. Update and save. 
Attach our message. Send it out. The client can literally get an engagement letter 
and sign it that quickly. 

Chris: So, templates are a huge part of our strategy. We're continuing to add more 
templates. We'll have message templates. If you find yourself sending the same 
things over and over. Imagine using Liscio Dispatch, print from QuickBooks, file's 
there, it's categorized, ready to go. We're going to have a message template for 
you right there, you can choose from. Edit it, hit send, and you're done. 

Chris: We're also adding task templates this year. We're adding billing this year. We 
have a lot more pieces coming in. So, a lot under the hood already but we're 
very, very fast developers. 

Kirstin: Awesome. Speaking of different things coming, I don't believe you integrate with 
any task management software right now. Do you have that in the works? Like 
Asana or anything like that. 

Chris: Task management. Karbon. Karbon will be first. Then, we're going to get several 
this year. We'll have several this year, but our view is we're really interested in 
the front office. We're really interested in the client. There’re so many great 
choices that you all have in the back office. I don't know about how you all are 
with this, but we see a lot of people that there's a lot of revolving chairs, musical 
chairs, if you will, in the back office. So, we want you to have a choice. Pick 
whatever you want. 
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Chris: But we're starting with Karbon. They've got a wonderful API and I think many of 
you know Karbon is now powering the Intuit Practice Management solution. So, 
there's obviously an awful lot of great stuff happening there. So, we're starting 
there. We will be adding ClickUp and Asana this year, alongside a Zapier 
integration as well. But we have some other ones that are planned that we just 
haven't really been talking about too much. But you will see a lot of integrations 
from us this year in terms of back office. 

Chris: But the good news is, right now, what's happening is if you just think about 
what's happening on the client frontier, even without the back office, email plus 
document storage plus e-sign plus text messaging plus clients hitting you on 
social media and that kind of thing, that's not all typically integrated right now 
anyway. So, we're going to be able to condense all that, which has been our 
number one goal, make it super easy for the clients, give them that Client 
Experience 2.0 first and then as we get more and more feedback from you all, as 
a community, in terms of what you're wanting us to work with or what's going to 
streamline more time in your day, we're very, very interested and we're 
constantly listening to our customers so we can build better and better 
integrations and save you more and more clicks as the weeks go on. 

Kirstin: Super. I know I'm super excited about all the things that you have planned 
ahead. I don't know how you keep it all straight, to be honest. I'm just very 
excited about it all. 

Kirstin: Let's see. I think there's just one final question that we've got, and then, like I 
said, before we got started, I think we need to turn the room over to another 
group. How are backups handled? Do we need to manage backups? Do you back 
up the system? How does that all work? 

Chris: We manage all the backups. We've got a great team. One of our security 
advisors, he was the chief information security officer at LendingTree public 
company. He also held security positions at Uber and Netflix. So, we have a third-
party outside CISO firm, which help us with backups, recovery, security and so 
forth, to augment our existing great team. So, we take care of all that for you. 
You don't have to worry about any of that. That is a big part of our DNA. 

Kirstin: Awesome. To get a personalized demo, would they just go to... I guess we now 
have our own landing page, don't we? The Liscio.me? 

Alison: Yeah, this would be a good time to flash that landing page because there's a 
special start-up bundle for the members of the DBA. 

Kirstin: I hope I have it right. 
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Alison: Lindsay, do you have handy, or maybe Kirstin can put it in there. There we are. 

Kirstin: Is that the correct one? 

Alison: That is right, you got it. 

Kirstin: Woo, look at me. Yeah, I was excited to see that, so yeah. Why don't you explain 
what you have put together for DBA members? 

Alison: Do you want- 

Kirstin: Whomever. Whoever. 

Alison: Yeah, we should share the page. Chris, can you click on that link? 

Chris: I'm looking for the link right now. I've got it, here it is. 

Alison: It's in the chat there. Yeah, because you've got control of the... there we go. 

Chris: I found it. 

Alison: Yeah, so if we scroll down a little bit. So, this is a super easy place for you to, A, 
request a demo, but one of the things we're giving you is 50% off the set-up fee. 
Because we customize so much for you and we help you get your engagement 
letter started and your logos and all that good deal, all that stuff in there, 
depending on your size, you're going to save quite a bit of money starting up. 
You'll also get 25 free e-docs. E-docs aren't expensive but because we have to 
pay Adobe Sign for them, but it's all included. So, you get 25 free e-docs to start 
off, which is quite a lot for people. Then, of course, we do the free training for 
you. We also support your clients as well. That's something that I think people 
don't... that's a huge value for you because you don't have to take the tech 
support calls. You can say, "Oh, give Liscio a call, they'll help you." 

Alison: The pricing's super simple. It's just per accountant seat and per bookkeeper seat, 
and we don't charge for clients so you can have as many clients as you want. 
storage is included. Depending on how you're set up and what your specific pain 
points are, right now, if you do request a demo, you can set one up at a time that 
works for you and one of our consultants will answer all your questions. So yeah, 
we'd love to have you as part of the family. 

Kirstin: Awesome. Well, I guess that pretty much wraps it up. If you have any- 

Alison: We packed a lot of stuff in, didn't we? 
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Kirstin: I'm kind of excited about that, that send-a-text-message thing. I didn't know 
about that because I do have a client that I think she tends to ignore what I send 
her in Liscio. I'm like, "Ooh. Now, I know I can text you instead and say, 'Hey'. 
Stop ignoring-" 

Alison: Get her attention. 

Kirstin: Yeah. Stop ignoring me. So, yeah. Well, thank you so much, guys. We are so 
thrilled that you are here with us and we're just- 

Alison: We're excited about your in-person conference too. We'll be there. 

Alison: I didn't mention at the beginning but I have a super soft spot in my heart for the 
bookkeepers because prior to coming... many years ago, I'm not going to tell you 
how many because you'll think I'm 100 years old, I led the outsourced 
accounting division of a large firm, which is essentially I led all the bookkeepers. 
So, we had a lot of fun with that and I love bookkeepers because of the size of 
your hearts and also your senses of humor. So, thank you for your attention and 
joining us today. 

Kirstin: Yeah, thank you again. We will see everyone later. 

Alison: All right, thanks everybody. 

Chris: Thanks everybody, Kirstin. 

Kirstin: Thanks. Bye-bye. 

Chris: Okay. Bye-bye. 

 


