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For Kregel & Company, it’s all about the customer…all the time.
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Scott Kregel, CPA, MST, and owner of Kregel & Company CPA is a �rm believer that
the customer always comes �rst. In fact, he and his staff are so dedicated to providing
a rich customer experience (every time) that he even puts customer work�ow above
internal �rm processes.

“It’s all about the experience our customers have working with our �rm. I believe
that it’s our role to help the customer keep things as simple as possible, which is why
we are always focused on how we can improve the customer process…even before
enhancing staff work�ow.”

A few years ago, Kregel noticed that customers were having an issue using the �rm’s
portal solution. He explained that the solution worked �ne for his staff, but it caused
problems among customers who required a fair amount of training to use the portal
platform.

“Customers shouldn’t have to spend more than a few minutes uploading and
retrieving their documents. But with our old solution, staff had to do a lot of
coaching and explaining, and for some customers it was still too cumbersome,” said
Kregel.

With a customer-�rst attitude, Kregel set out to identify a new system—one that
would support his vision of simplifying customer work�ow. After some research, he
identi�ed several Cloud-based applications to support a convenient and simple
solution. “The solutions we choose support an ef�cient, paperless work�ow across
the board, including Thomson Reuter’s SaaS-based software and Bill.com. But it was
SmartVault that helped to meet my main objective—a highly intuitive document
management and portal system that was simple for our customers to use.”

Kregel further explained that because his customer base is made up of entrepreneurs
and small businesses that run the gamut on tech-savviness, it was critical that he
offered a document delivery system that was easy for everyone.

Kregel knows all too well that you can’t force all customers into one category. “We
have very tech-smart customers and those who struggle. We had to have one system
that worked for everyone. We now offer an exceptionally easy to use customer
delivery platform thanks to SmartVault. Customers need little to no explanation on
how to access their Vaults and upload or exchange documents. It’s just so simple for
all users—and that includes my staff.”
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Kregel explained that the �rm’s original document management system is no longer
used for sharing �les. SmartVault is the main solution for handling all document
exchange and sharing within the �rm and with customers.

“It’s just so simple to get users up and running. Our customers absolutely love it,”
Kregel added.

Other Reasons to Love the Cloud

Other factors in Kregel’s decision to adopt a new document management and �le
sharing solution included built-in tech support and elevated security. In fact, the
�rm is 100% cloud-based, supporting a broad system that is made up of best-of-breed
applications to deliver great results for customers.

Kregel loves the fact that technical support is not an issue. “Our full solution lives in
the Cloud, meaning the folks at SmartVault, Bill.com, and Thomson are on top of
enhancements and updates. We have immediate access to new system versions
without having to lift a �nger. There is no reason for onsite technical staff, and that’s
a big relief.”

Kregel stated that it’s nice not dealing with servers, IT personnel, and everything else
that goes along with maintaining software onsite.

In relation to security, Kregel is well aware of the issues surrounding sharing
customer documents via email, and �nds the process of password protecting PDFs a
big hassle.

“Email is not the safest way to deliver customer documents, and there’s also the issue
of version control. With portals, our customers are always accessing current
versions, and we know their data is safe,” Kregel explained.

Kregel has a number of IT customers who are clearly technology smart and
understand the issues with data security. One customer even tested the �rm’s security
measures. “One of our IT customers made it his personal mission to try and hack into
a password-protected PDF of a tax return. He broke the code in less than 10 minutes
and made sure I knew about it. With SmartVault, we know data is secure in the Cloud
and sharing data via Vaults is the safest method. And this particular IT customer is
thrilled with the system’s strong security features.”

Overall, Kregel is very pleased with his document management solution choice. “We
started with a focus on enhancing the customer experience…and that’s what we were
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able to do.”

The ‘Small Stuff’ Makes a Big Difference

Beyond setting up an easy-to-use and secure work�ow for his customers, Kregel also
maintains a focus on the small stuff.

“Never underestimate the impact that small gestures have on customers,” Kregel said.

According to Kregel, the ‘extras’ are what really make a difference with customers—
the things they will remember—like a birthday card. The �rm sends every customer
a birthday message each year either by text, e-mail, or a paper card through the mail.

“It’s a small thing, but just remembering their birthday and sending a quick note
makes our customers feel special.”

Kregel and his staff also throw a Tax Return Signing Party every year for their longest
standing customer—complete with streamers, balloons, coffee, and treats. “The
customer that’s been with us the longest is a multi-state corporation, which
traditionally meant a lot of paper being mailed. Now, we bring them in to our of�ce,
shower them with attention, and present them with a few e-�le documents for
signature.”

The focus at Kregel & Company CPA is always on the customer. “For us the key is
staying true to our ‘why’ [the �rm’s mission or why they exist]. We are in business to
identify opportunities and offer peace of mind and inspiration to our small business
and entrepreneur customer base. We �rst look to understand the customer and then,
working in partnership with them, capture and present the �nancial data that will
help them make sound �nancial decisions. It’s a great feeling when our customers
remark how working with us is such a positive and different experience.”

Back to the Basics

Leading �rms like Kregel & Company are applying advanced technologies and tested
work�ow practices to improve �rm operations and customer service. And while
these are necessary elements in today’s progressive �rms, Kregel maintains a focus on
the basics.

“Some things don’t change, and quality customer service is one of them. The
customer experience will always be our main concern,” Kregel stated.
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While Kregel’s �rm does stay ahead of change in terms of technology, the focus is and
has always been on the customer. It’s refreshing to know that while the world
changes rapidly, some �rms still stay true to the basics and maintain the customer as
King…or Queen, as the case may be.

Stats at a Glance: Kregel & Company CPA 

Year founded: July 2009
Total employees: 3 F/T, 2 P/T
Home base: Philadelphia, PA
Firm description: Full-service accounting and tax strategy services �rm
Technology of Choice: SmartVault, Google Mail, GruntWorx, UltraTax CS,
FileCabinet CS, QuickBooks, Bill.com
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