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There is no doubt that when Single Touch Payroll (phase 1) was
introduced in 2018 there were a multitude of benefits that were
associated with it for all stakeholders (Government, Employers
and Employees alike). An employee could view their payslips
online via their MyGov account in real time and query any
anomalies more quickly. The ATO could data match information
on an employers superannuation liability with payments made
into an employees superannuation account and follow up if there
was a shortfall (a huge benefit). Whilst the employer benefited by
a reduction in annual reporting of payment summaries and some
other administrative burdens. So, no matter whose shoes you
were standing in or which perspective you were taking it was a
Win, Win, Win.
Much of the pain associated with the introduction of Single
Touch Payroll and a transition to a real time payroll system was
borne by the software companies that offered payroll solutions.
This was because the underlying payroll fundamentals hadn’t
changed, gross was gross, PAYGW was PAYGW and due dates
and other obligations ‘kinda’ didn’t change. It was just working
out which buttons to push, how to finalise and lodge the new
reports and what to do if an error needed to be fixed. So, in
essence, taking a manual process and digitizing it…….Simple
Right?
Fast forward to 2022 and Single Touch Payroll (Phase 2) is on the
doorstep. So are all stakeholders still
sharing the love and the benefits?
Well you can make your own mind
up if you do some reading, but
my view is that this time around,
STP2 benefits may be a little more
weighted in Government’s favour.
Sure, the employer gets a taste
(they don’t have to lodge a TFN
Declaration… although they still
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have to maintain one….. and there are some benefits around
Lump Sum back payments and reporting as well as separation
certificate reporting for employees who cease employment)…..
so there’s certainly a taste for the employer.
The employee, well, there is a list of benefits that I have read,
but as I read them I was thinking the benefit (even if I squinted
and read it again) was not really a direct one to them, it assisted
other stakeholders with employee information rather than the
employee directly.
The STP2 feast however is being had by government agencies,
particularly Services Australia but also giving the ATO a much
greater understanding of income types and a very detailed view
of what makes up an employee’s income.
So why am I up on my soap box and what has this got to do
with bookkeepers? Now don’t get me wrong, I believe all of
this is ultimately beneficial to the underlying fairness of our tax
and social security system. However, with the disaggregation
of gross income (fancy word for pulling Gross Income apart
into smaller pre-identified components), reporting of income
types and the collection of other data such as Study Loans or
Child Support information means there is a very large burden
now shifting to the payroll process performed by bookkeepers
and away from that information otherwise being collected by
government agencies directly with an employee.
There are some significant changes in the way data is to be
reported under STP2 and it can (and will) have consequences for
employees and employers alike if it is done poorly and in turn,
raises the risk profile for bookkeepers operating in the payroll
sector.
There is a lot to like about STP2 but please, please ensure you
bring yourself up to speed on the new reporting regime, consider
your implementation strategy with your clients and understand
the increased risks of providing such a service.
Kelvin Deer
ABN Director
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WHAT HAVE
YOU DONE
FOR ME

lately?

ABN HAS BEEN WORKING AWAY FOR ITS MEMBERS
HERE IS WHAT WE HAVE BEEN UP TO OF LATE!.

Bookkeeper Radio

Are you a Bookkeeper Radio regular? If
you’ve missed an episode or just need
to get caught-up check-out the latest
episodes here!
STP2 is coming! We’ve been told that
this is a minor tweak to an existing
regime and that software will do most
of the heavy lifting, but nothing could
be further from the truth! There is
significant work for bookkeepers, and it
is critical to get your head in the game.
While this, initially at least can sound
intimidating this new regime offers
bookkeepers a number of opportunities
as well.
Join ABN/ABA Directors Peter Thorp
and Kelvin Deer as they walk you
through what is involved in the new
regime, what the role of the bookkeeper
will be and most importantly, what
opportunities there will be in the coming
months for bookkeepers to capitalise
and build their portfolios!

Networking - Coffee
Clubs

Nothing quite compares to networking
and socialising with your peers! We
haven’t let a pesky little thing like a
Global Pandemic stop us from getting
out and about hosting Coffee Clubs!
While our staff have been desperate to
get out to visit you all personally, current
restrictions have made this impossible.
Thankfully our amazing Network Leaders
have been flying the ABN flag and going
to all the places we haven’t been able to!
If you’ve never been to one of our Coffee
Clubs, click here and find one that’s
happening near you!

We’d like to thank all our Network
Leaders for the tireless efforts especially
over the past two years! If you interested
in becoming a Network Leader drop us a
line or contact Leanne Lewis to discuss
how you can join the team!

Online Coffee Club

Can’t make our face-to-face Coffee
Clubs? Don’t worry we’ve got you
covered! Our Online Coffee Clubs are
FREE for all Members and are run on
the second Monday of each month at
1pm (Brisbane Time). Hosted by ABN &
ABA Director Kellie Powell and Member
Services Manager Leanne Lewis, the
girls love creating a relaxed atmosphere
while covering some of the “hot topics”
specific to bookkeepers!
The most recent webinar covered the
accounting treatment for companies
and discussed many of the questions
we regularly get through ABN Helpline,
such as:
•

Director private expenses – wages
or loan account?

•

When is a payment a dividend?

•

Working with the companies
Accountant

•

Importantly, where is the
line between Bookkeeper
responsibilities and Accountant
responsibilities

•

Things to consider when dealing
with cars owned by a company and
entertainment expenses

•

Are there any special considerations
in dealing with the Chart of
Accounts?

If you missed the episode, not to worry,

click here and check out the recording!
We’ve got a few of our other episodes
available for members to watch at any
time as well!

Save The Date - The
Bookkeeper Event
We’re not sure about you but we’re
in desperate need of some face-toface contact with our bookkeepers!
The last two years have served to
remind us of how important those
human connections are. Zoom, Teams,
Facebook and the myriad of other virtual
platforms have served their purposes
and kept the world spinning when it
could have ground to a halt, but it’s time
to cast off the shackles placed on us by
COVID-19 and move forward!
We’re looking forward to seeing you all
at our 2022 conference, The Bookkeeper
Event! For those that have never been,
it’s an experience not to be missed, for
those that have been you know how
amazing our conference is! This is a
public service announcement that we are
back and better then ever in 2022. Open
your calendar and mark off October 6th –
8th as we head to beautiful Cairns! Keep
an eye on your inbox as more details will
come soon.

STP2 Winners

Congratulations to our winners of our
STP2 Intenstive Workshop Competition!
Your $250 Gift Card is on the way!
M Willaims
S Allan
H Childs
A Fowler
V Sherman
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SUPER GUARANTEE -

PROTECTING CLIENTS &
PROTECTING YOU -

10 VALUABLE TIPS
We have no doubt all have seen some heightened press of recent
date about the extent of unpaid Superannuation Guarantee (SG)
in the Australian economy. Audit activity will be in overdrive in the
months ahead and many of our members are already starting to
report an uptick in activity and perhaps rightfully so. SG belongs
to employees - it is not a discretionary expense of a business so
should be treated accordingly. The Super Amnesty and a perceived
hands-off policy of the ATO during the depths of the pandemic will
shortly be a thing of the past and unpaid SG is expected to be
pursued with all due endeavour. There will be many employers
out there who will have unmet Superannuation Guarantee Charge
(SGC) obligations. You may know some of them.
Here are our top 10 tips to protect both you and your clients in a
heightened SG audit environment.
Up To Date SG/SGC Knowledge: There is going to be an increase
in ATO activity around SG/SGC. The onus is on you as a BAS
Agent to keep up to date with both SG and SGC obligations so
that you can properly oversee client obligations and advise them
appropriately. We suggest:
1.

Understanding the SG/SGC rules and timelines: An
excellent place to start if you are looking to refresh is three of
ABN’s Bookkeepers Knowledge Base publications. We would
suggest reviewing BKBs 31, 66 and 71. They have been
updated for recent changes to legislation and they provide an
excellent resource in understanding and dealing with SG and
SGC obligations.

2.

Understand the new penalty regime: BKB Edition 71 talks
about the penalties that may apply. Potentially the largest
component of the SGC is the Part 7 penalty. Previously there
was much discretion afforded to Tax Office auditors when
applying a Part 7 penalty based on their perception of the
employer’s culpability. Much of this discretion disappears
in a new directive to ATO auditors. PSLA 2020/4 indicates
that penalties start at 200% of the SGC and may only be
reduced to 100% in certain circumstances. Extracts from
that Practice Statement read “The Part 7 penalty imposed
is equal to double the SGC payable by the employer for the
quarter (that is, 200% of the SGC)”. Can the part 7 penalty
be reduced? “Where a historical quarter is assessed for SGC
after 7 September 2020, you cannot remit the Part 7 penalty
below 100% of the SGC unless the employer voluntarily came
forward to lodge an SG statement prior to being notified of
any ATO compliance action”.

3.

Understand the SGC process: The SGC process is important
to be familiar with. You will likely have need of this process
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when rectifying client errors or in response to ATO audits.
Become familiar with the forms to be lodged and the process
involved. There is an automated version in the Online Services
for Business (OSB) platform which you may be able to access
if your client uses OSB and both you and your client are
comfortable with you having access. Otherwise the process
is more manual involving completion of a spreadsheet and
lodgement of an SGC Statement and payment of the SGC.
The process is well detailed on the ATO website - link
Clients on Board with SG Obligations: Unfortunately, SG
compliance has not been consistently policed over the last 20
years with activity seemingly reactive to employee complaints. This
has led to client complacency around lodgement and payment of
SG and their SGC obligations. In this environment it is tough for
the bookkeeper to play “bad cop” because the client may have
gotten away with loose attempts to comply over a long period
of time. Late payment of SG and ignoring SGC obligations often
went unpunished. Recent changes to the ATO's approach have
the potential to sting clients quite severely but the unfortunate
thing is that those recent changes do not seem to have been well
communicated to small business.
4.

Raise client awareness of heightened risk: The ATO now
has stronger data matching capabilities using data from both
STP and employee’s super funds to identify employers who
have not met their
SG obligations. The
penalty regime has
also stepped up
dramatically
with
the application of
PSLA 2020/4. How
do you get your
client’s
attention
when the ATO has
been a bit shy in
communicating?
We have produced
a document that
should help raise
their awareness of
their SG obligations.
We are happy for
you to distribute
to your clients. It
represents the voice
of an external party
(an industry body)

Super Guarantee 10 Valuable Tips

PROTECTING CLIENTS & PROTECTING YOU -

explaining the risks and proffering some solutions for you to discuss with your clients. Small Business Super Guarantee Obligations.
5.

Help clients with provisioning: Clients that pay quarterly in arrears are at most risk. There are a number of processes you could
implement such as: more regular payment of SG (some pay monthly or on each pay day), separate bank account provisioning of
SG, regular client communication of the SG balance as it builds across a quarter and strong internal budgetary attention such that
a lumped quarterly payment will not disrupt the business’s cash position.

6.

Careful with clearing houses: Processing delays by super clearing houses (typically around five days but can be a lot longer)
expose your employer to SGC for not paying SG on time. Sections 23B and 78A(3) of the SGAA 1992 combine to deny a
contribution to a clearing house as having met an employer’s SG obligation; with one exception (the SBSCH administered by
the ATO). If your client is using a clearing house, and most do because they are integrated into payroll software, then they need
to allow sufficient time for the contribution to pass from clearing house into the employee’s members account otherwise they
risk imposition of the SGC. This needs to be clearly communicated to the client, leaving SG payments to the last few days
when passing them through a clearing house is risky. We raised this issue in our Small Business Super Guarantee Obligations
document.

Protection For You and Your Staff: With heightened audit activity and penalties you never want to find yourself becoming your client’s
scapegoat should they run foul of their SG/SGC requirements. In an audit situation especially with severe penalties ‘finger pointing’
does happen. We suggest:
7.

Review your Engagement Letter: make sure it clearly spells out who is responsible for what functions. If it is not contemporary,
amend and get it re-signed. It may become part of your protection one day should you encounter a vexatious client.

8.

Always point out SGC obligations: Where your client has an obligation to deal with an SGC lodgement (late lodgement/payment
or errors), make sure you point it out to them and ideally in writing and seek their direction. That trail eliminates the “you did not tell
me” argument and any finger pointing.

9.

Visibly put the ball back in the client’s court: If your engagement provides for you to prepare SG for payment make sure you
do so, right up to the point that the next obligation is the client’s (normally payment). Make it clear that you have completed your
assignment and that it is now in their court even if you suspect that it may not be paid promptly.

10. Leave a communication trail: The higher Part 7 penalties that can accrue under the SGC and the ATO’s better matching regime
means that your risk is also increased where you have a client who is not meeting their SG obligations. In these situations, always
leave a strong written trail. Send emails that confirm verbal advice or instructions received for the sake of clarity. As a final word: If
you believe your client is habitually leaving you exposed then you should consider whether you want to act for them into the future.
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NUTS & bolts

Kell's CORNER

professional association. This means that you can elect
to have your CPE period based on a financial year or a
calendar year.

New year – new regular additional to our Bookies Bulletin.
It may not be groundbreaking but it could be if I share
something you don’t know. Our members area is so
full of technical support and resources that even our
longest serving members sometimes don’t know we have
something available. So here it is – Kellie will go behind
the scenes (code for will listen to our members when they
ring in and ask questions) and share something in our
members area that perhaps you haven’t taken a look at
for sometime, or didn’t know it existed.
This editions highlight – CPE Register!!! The CPE
Register is located in your Members Center and this is
where you can log all of your CPE hours! Many of the
CPE activities you access from your Members Centre
are also prefilled for your convenience. It will track your
progress towards your required hours and will also allow
you to export a copy of the register should you wish. If
you aren’t already using this (and yes a lot of you are and
are loving it) you really should take a look!

Following a consultation period, the Tax Practitioner’s Board
have announced new CPE requirements which will commence
1 July 2022. The table shows the current requirements (in
effect to 30 June 2022) compared with the new requirements
(commencing 1 July 2022).

Hours per
triennium

•

•

•

•

Minimum
per year

The new policy will allow you to complete health and wellbeing activities up to a maximum of 10% of the required
CPE hours. This may include activities such as attending
webinars about how to manage stress and self-care.

•

Reduction in the CPE record-keeping requirement from six
to five years, aligning with the Australian Taxation Office
and several professional associations requirements.

•

Inclusion of family and/or caring commitments (such as
parental leave) as exceptional circumstances for not being
able to complete the minimum CPE hours.

It is important to note that CPE activities are not limited to
those activities that only improve your technical knowledge.
Other areas, such as practice management and ethics, are
also relevant and important to ensure you provide a competent
service to your clients.

Cyber Scams

New CPE Requirements Looming

Current

•

From 1 July 2022
Hours per Minimum
triennium per year

BAS Agent

45

5

90

20

Tax Agent

90

10

120

20

BAS agents should complete a minimum of 90 hours of
CPE over a 3-year period – an increase from 45 hours over
a 3-year period.
Tax agents should complete a minimum of 120 hours of
CPE over a 3-year period – an increase from 90 hours over
a 3-year period.
Both tax and BAS agents should complete a minimum of
20 hours of CPE each year. This has been increased from
10 hours per year for tax agents and 5 hours per year for
BAS agents.

In its small business newsroom recently, the ATO published tips
on cyber security.
The ATO advises that cybercriminals are targeting small
businesses with business email compromise scams. They send
fraudulent emails posing as a legitimate business contact or
staff member.
They typically request a change in bank account details for
a deposit, wage payment or invoice payment. Victims then
unknowingly send money to the cybercriminal.
These fraudulent emails may come from hacked email accounts,
or cybercriminals might register domain names that are similar
to legitimate companies.
According to the ATO, you can protect yourself, and the
reputation of your business, by taking a few simple steps:
•

Verify payment details. If you hold sensitive financial
records, ensure you confirm the identity of anyone who
requests changes to their information.

•

Alert your staff. Train your employees to identify suspicious
requests or emails that may link to fake websites built to
capture passwords.

•

Secure your email account. Use multi-factor authentication
or, if this is not possible, a strong unique passphrase that
would be difficult to hack

If you are a member of a recognised association such
as Australian Bookkeepers Association, you will be able
to align your CPE period with the CPE period of your
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NUTS & bolts

Do Your Employee's Travel for Work?
If you have employees who travel for work, the ATO has issued new guidance available to help
you determine whether to pay them a travel or a living-away-from-home allowance (LAFHA).
There are some key differences between the treatment of the two types of payments:
•

A travel allowance will generally need to be included as an amount in your employee’s assessable income (although exemptions do
apply) and may need to have tax withheld from it. It covers accommodation, food, drink or incidental expenses an employee incurs
when they stay away from their home overnight to carry out their duties.

•

A LAFHA payment you provide to your employee may be considered a LAFHA fringe benefit and will need to be reported in your
annual fringe benefits tax (FBT) return. LAFHA is paid to compensate an employee for additional living expenses they incur if they're
required to live away from home.

On the one hand, LAFHAs are paid where an employee has moved and taken up temporary residence away from their usual place of
residence so as to be able to carry out their job at the new but temporary workplace. The employee has a clear intention/expectation
of returning home on the cessation of work at the temporary location (in this sense, the employee is absent for a limited/finite period of
time).
On the other hand, a travel allowance is paid for specific trips because the employee is travelling in the course of performing their
employment duties but has not temporarily relocated as a LAFHA recipient would. The existing work location continues to be the
employee’s regular place of work. In travelling away from home, the employee simply takes travel items as opposed to residential
belongings, as may be the case for a LAFHA recipient. Employees receiving a travel allowance will also typically use temporary styles
of accommodation such as hotels.
Some of the key differences between the two types of payments are summarised in the following table:
TRAVEL ALLOWANCE

LAFHA

The existing work location continues to be the employee’s regular The employee has established a second or alternative work
place of work
location
The employee simply takes travel items with them (e.g. toiletries, The employee effectively takes up temporary residence away from
change of clothes)
what is considered their usual place of residence, and may take
residential belongings such as furniture
The employee (and their family) continues to reside near the The employee has temporarily relocated, and their family may also
existing work location
join them or visit them
The employee uses temporary styles of accommodation such as The employee uses longer-term accommodation while away from
a hotel
home such as a lease of residential premises
The employee is away on a specific trip for less than a month or The employee is staying away to work at an alternative work
so
location for a significant period, generally more than one month

Demystifying Annual and Personal Leave
Our two latest Bookkeepers Knowledge Bases (Editions 102 and 103) take a deep dive into the world of Annual and Personal Leave. Leave
can be a complicated area with various nuances at play.
One of the areas the can lead to issues if it is dealt with incorrectly, is the taking of personal leave while an employee is already on annual leave
or long service leave. If an employee falls sick or has to take care of an immediate family member or member of their household, while they
are taking annual leave or long service leave, they are entitled to use their personal/carers’ leave. If this happens, the employee must let their
employer know as soon as possible that they are unwell or need to take carer’s leave and plan to use that type of leave instead of their annual
leave or long service leave. Also where a public holiday falls during a period of annual leave or personal/carer’s leave, employees must be paid
for the public holiday. The public holiday will not deplete an employee’s leave balance.
Be sure to take a look at the two Bookkeeper Knowledge Bases on leave for further information!
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ESST

Update!
Article by Craig Gibson and Kathleen Jess from:

Electronic sales suppression tools (ESST) are back in the spotlight after the Australian Taxation Office (ATO) issued draft Practice
Statement Law Administration PS LA 2021/D2 (Practice Statement), setting out the ATO’s provisional guidance on the application and
remission of administrative penalties for ESST.
In October 2018, legislation commenced which made the production, supply, possession and use of an ESST illegal. Criminal and
administrative penalties were introduced to deter taxpayers and their advisors from engaging in conduct relating to an ESST. At the time,
the ATO granted an amnesty to taxpayers for the first six months following the introduction of the rules to allow taxpayers the time to
sort out their affairs. With the amnesty period now having ended, the ATO has ramped up its investigation around use and possession of
ESSTs.
With the introduction of the Practice Statement, it is an opportune time for bookkeepers to familiarise (or refamiliarise) themselves with
the relevant laws regarding ESSTs and tax administration impacts.

What is an ESST?

Broadly, an ESST is a device, software program or other thing that is capable or falsifying, manipulating, hiding, obfuscating, destroying
or preventing the creation of a tax record by an electronic point of sale (POS) system, where a reasonable person would conclude that
one of its principal functions is to falsify, manipulate, hide, obfuscate, destroy or prevent the creation of such records. In essence, ESSTs
are designed to interfere with electronic sales records to facilitate tax evasion.
The ATO’s view is that for the penalty provisions be applied there is no requirement that the ESST has actually been used to interfere with
a record – it is enough that the tool is capable of doing so. The ATO states in the Practice Statement that a tool can interfere with tax
records if it can do any of the following:
1.

manipulate, falsify or delete records of transactions;

2.

renumber or recharacterise transactions; or

3.

interfere with records without leaving an audit trail showing the changes.

While the definition of an ESST is broad, the ATO has said that a standard POS that allows users to modify transactions to correct
mistakes or to train staff is not considered to be an ESST where the POS keeps a history log to record all modifications made.

Administrative penalties relating to ESSTs

The ATO has the power to impose an administrative penalty of up to 60 penalty units (currently $10,904.40) per offence for the
production, supply, possession or use of an ESST. Further, an administrative penalty can also be imposed for the provision of a service to
an entity that involves the use of an ESST or for aiding, abetting, counselling or procuring any offence relating to an ESST.
The Practice Statement is silent on what it means to ‘provide a service to an entity that involves the use of an ESST’, however it is clear
that there is an evident risk in providing bookkeeping services to a client where that client’s POS contains an ESST.

Remission of penalties

ATO has the power to remit penalties in respect of ESSTs where it is just to do so. However, given that the principal purpose of
manufacturing, possessing and using an ESST is to facilitate tax evasion, the ATO generally considers it to be inappropriate to remit such
penalties, especially where the client has deliberately destroyed or omitted records.
It should be noted that a client is not able to object to the imposition of an ESST penalty, although it may be possible to object to the
ATO’s penalty remission decision.
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ESST

Update

Criminal offences relating to ESSTs
It is important to be aware that a client who produces, supplies or possesses an ESST (or uses an ESST to incorrectly keep tax records)
may face criminal prosecution. Penalties relating to production, supply and possession of an ESST range from 500 penalty units ($90,870)
to 5,000 penalty units ($908,700). Offences in relation to ESSTs are strict liability offences, meaning that the prosecution does not have to
prove intent to use an ESST to evade tax in order to secure a conviction.

Interaction with fraud or evasion
As the primary purpose of an ESST is usually to facilitate tax fraud or evasion, it is important to note that the Commissioner may make
a finding of fraud or evasion in respect of income tax returns and business activity statements (BAS). If the Commissioner makes
such a finding, he is not subject to the statutory period of review (usually either 2 years or 4 years) and is therefore entitled to amend a
taxpayer’s tax assessment in respect of any period of tax.
Significant penalties are also likely where a taxpayer has used an ESST
to under-report income. Typically in such a situation the Commissioner
will seek to impose a penalty of up to 75% of the tax shortfall for
intentionally disregarding the tax law. An additional 20% penalty may
also be payable in respect of second and subsequent breaches of the
tax law.

Help is available
If you suspect that a client’s POS may contain an ESST, it is important to seek advice as you may be exposed to penalties for your role in
assisting your client in the use of an ESST. If your client is concerned that they may possess or use an ESST, your client should also seek
advice to determine their exposure to administrative and criminal penalties and begin the process of rectification.
The team at Macpherson Kelley has experience in dealing with clients who have faced penalties for possession and use of an ESST and
can guide you and your client through the process of identifying breaches of the law, rectifying the situation and dealing with the ATO.

level 7, 600 bourke street, melbourne, victoria,
3000
t: +61 3 8615 9958| w: www.mk.com.au
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4 SIMPLE WAYS
TO ATTRACT
(AND KEEP)

The Right Clients!
Attracting the right clients can make all the difference in your
business success. However, usually that's easier said than done!
Standing out in a competitive market and attracting the right
customers can be tough, but you’ll be pleased to know, not
impossible.
As a successful bookkeeping business owner mentor, Pure
Bookkeeping’s CEO, Katrina Aarsman has put together the
following four ways to help you attract the best clients for your
growing bookkeeping business:
1.

Attract the Right Business

As the voice of your product, you have the power to draw the
kind of customers you want, and that starts with your brand. If
you promote yourself as a full-service operation that holds the
customer’s hand from start to finish, you need to deliver on that
immediately to keep your clients around. If you’re more handsoff, you’ll be going after independent clients who are up for DIY.
Communicate who you are and stick to it. If people are coming
through the door with the wrong idea about you, you’re not being
loud enough.
2. Understand Your Clients
Once you gain someone’s business, the expectation game
really begins. You’ll get clients who love you (referrals, anyone?)
and clients who really… don’t. Treat them as case studies. Let
them vent. Learn what went wrong. These people will help you
grow more than your biggest fans, even if you end up losing
their business. Biting the bullet and asking honestly, “Where did
we go wrong?” will indulge them and enlighten you. To initiate
these conversations, you need a method of taking your clients’
temperature before they’re fuming.
Periodic check-ins, whether digital or in-person, give your
customers the sense they're being heard and provide you with
regular insight on how you’re faring.
3. Transform Your Relationship
Feedback in hand, you can tweak away. The next time you identify
a “difficult” client, you’ll know where they came from and what you
could have done to make them happier. Sometimes it just isn’t
meant to be—tough people will slip through the cracks regardless
of how accurately you build your brand around your business.
But more often than not, angry clients are open to changing their
minds if you give them the chance. Start by empathising and end
by advocating.
Hear them out, then tell them exactly what you’ll do to change
their mind. Don’t tack on higher expectations than they already
have; give realistic solutions that you’re confident you can see
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through. By taking control and forecasting your relationship,
you begin molding it into one you both want, and this is where
progress flourishes.
4. Rinse and Repeat
When you lose a customer, treat it as an opportunity to attract
a better one. Armed with new knowledge about who you do
and don’t want to work with, you can revisit your branding, up
proactive communication, set realistic pricing, and apply the
band-aid when necessary. We all dream of being comfortable
enough to turn down customers we know aren’t a good fit, but
for most businesses that’s not an option. Instead, you’ll better
yourself for next time, and the time after that.
Earn back their trust by asking questions, then propose a plan
and follow through. If you’re able to transform the relationship with
your client, they become one of your most powerful advocates—
because they know how much it means to you.
Overall, you know your business best. You know what will and
won't work, so that should also follow suit in regards to the clients
you take on. By being mindful of who you are as a business,
what your clients want and need, and how to make them happy,
you're well on your way to attracting better (and more profitable)
clients. It’ll be beneficial in the long run if you take each client as
an opportunity to learn from them and grow your bookkeeping
business further!
If you’re interested in learning more about how to sign the right
clients, value pricing and growing your bookkeeping business,
I would highly recommend attending the upcoming Convert to
Value Workshop hosted by The Successful Bookkeeper. To find
out more, head to. https://bit.ly/3BmLTMq
Registration is
free for all ABN members.
by Katrina Aaarsman
from Pure
Bookkeeping

by
Cassandra
Scott

ABA Director

SINCE OUR LAST NEWSLETTER, YOUR DIRECTORS HAVE
BEEN ACTIVE ON A NUMBER OF FRONTS
As an ABA Director, one of the functions we have
undertaken on behalf our membership base and the
bookkeeping and BAS Agent industry as a whole, is to
represent our industry in various forums with both the TPB
and the ATO.
Here is an update of the work that I am currently involved in
as an industry representative:

Tax Practitioner Governanace and
Standards Forum (GSF )

Established as an outcome of the Final Report of the
Review of the Tax Practitioners Board, with a view to
ensuring that any significant proposals affecting tax
practitioners, including changes to legislation and
regulations, including the Code of Professional Conduct,
and the creation and application of the Charter of Tax
Practitioner Governance are made with appropriate industry
consultation.
Our first meeting was in July 2021, where the inaugural
members began to meet and map out the role and actions
of the group and start to identify and define a proposed
work program. Click here to view. Key outcomes of this
session included:
•

Endorsement of the draft GSF Charter

•

Identification of legislation impacting the industry,
which is already underway, and commencing the
consultation process

•

Identify priority recommendations for GSF focus,
specifically around outcomes 4.3(b) (regarding the
relevant experience requirements for BAS Agents) and
6.1 (regarding the TPBs sanction powers)

•

Opening of dialogue with the TPB regarding
a preliminary draft Charter of Tax Practitioner
Governance

In our second meeting in October 2021, the focus and
discussion was held around:
•

Charter of Tax Practitioner Governance

•

Defining the roles of the TPB and the ATO, and the
TPBs independence

•

Defining the relationship between the TPB, the ATO
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and the professional associations within a regulatory
environment, with clarification regarding the sharing of
information, data and intelligence
•

The commitment to collaboration between the TPB,
the ATO and the recognised professional associations

•

Clarification of the relationship between the TPB and
tax practitioners, and the ATO and intermediaries.

•

A formal working group will be established to begin the
draft of the Charter of Tax Practitioner Governance

•

TPB and Professional Standards Council Memorandum
of Understanding

•

Consideration of the working relationship and overlap
in jurisdictions between the TPB and PSC

•

Draft Work Program

•

Start to map out the work program timelines and
activity and begin to assign members to specific
working groups.

Working Group First Meeting 22
Feb -Relevant Experience

One of the first Working Groups to be established relates
to “Relevant Experience”. This will be focussing on
formulating a position to present to the TPGSF and then
Treasury, including but not limited to the following:
•
What types of experience are relevant?
•
What period of experience are relevant (considering
individual circumstances such as maternity leave or
other absences from the profession?
•
Does the amount and nature of relevant experience
need to be amended in the TASR?
•
What barriers are in place around obtaining relevant
experience?
It is in its early days now, and as with everything linked to
Government, it can be a slow process, but the TPB, the
ATO and this group is committed to delivering positive
outcomes for our industry.
I look forward to updating you all further as things progress.

FIVE MINUTES WITH...

Stepanie Donaldson
PROFESSIONAL TITLE
OWNER
BUSINESS NAME
SDEE DEE BOOKEEPING
LOCATION
CABOOLTURE
PROUD ABN MEMBER SINCE
2014
FAVOURITE ABN SERVICE & WHY
BOOKKEEPER RADIO. INFORMATIVE AND
FUN
Let’s start with a personal introduction—tell us a bit about
yourself.
Married with two kids and a Grandchild, family is everything to
me, I love our times together.
I grew up on a farm and enjoy the space and community
events and support. We live on acreage with lots of fruit trees
and gardens and this is my out time.
How did you get started in the bookkeeping industry?
I have always been doing bookkeeping in some form since I
left school, and when GST was introduced, our accountant
suggested I should start my own bookkeeping business as
there is going to be a gap to fill. 22 years later I am still here.

Do you have any marketing tips or tricks you would like to
share?
No tip marketing, word of mouth.
Be honest and fair.
What have you gained from your ABN membership?
ABN's support has kept me going. I was about to put my hand
in the air and call it quits, when I decided to come to one of
the Coffee Club meetings. The support I received with the ABN
website and friendly colleagues knowledge made the transition
to the way we are today.
Tell us what Coffee Clubs are about for you. And, as a
network leader, how do you prepare for your meetings?

Tell us about your bookkeeping practice. What services do
you offer, what is the industry like in your area, etc?
My client base is mainly small business, service / retail. Helping
my clients to do their own set of books to give them a better
understanding of how their business is going, while I am in the
background doing the things that gives them time to grow. Our
role has changed so much over the years, and I am enjoying
the extended role I am part of.

Coffee Clubs are a nice monthly chat.

What is your opinion on the growth of the bookkeeping
profession? How has it changed since you first started
bookkeeping?
Well, a set of books was just that, large books that sat on
the office desk entered by a clerk. Now we can work from
anywhere, our job has changed from data entry to support in
many areas, working with accountants, tax office and a very
close working relationship with our clients.

I was attending the local monthly meeting which I found helped
me stay up to date as bookkeeping is a solitary business and
can make you feel alone.

What makes you passionate about bookkeeping?
The love of numbers, preparing reports which help our clients.
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We have an agenda, but this goes off into many discussions,
so preparation is easy.
What essential advice do you have for other bookkeepers?
Be organized, prioritize and share knowledge.
What made you become an ABN Network Leader and Why
would you recommend it to others?

The Network leader left and I am still enjoying a coffee chat
each month.
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