
CLOUD ERP CURES 
PROFESSIONAL SERVICES 
FIRMS OF “SWIVEL CHAIR 
WORKFLOW” SYNDROME
By bringing all of their applications onto a single enterprise 
resource planning platform, professional services firms can 
save valuable time, become more efficient and enhance 
profitability by project.  
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Providing outsourced accounting, financial, advertising, marketing, 
architectural, engineering, and consulting services, professional services firms 
are especially prone to “swivel chair workflow” syndrome. As their associates multitask 
and switch screens across multiple different software platforms, the amount of time 
wasted during those transitions—and the time it takes to refocus on the next step (up to 
23 minutes per distraction, by some industry estimates1)—can add up quickly. 

The stops and starts associated with swivel chair workflow not only create massive 
inefficiency and frustration for individual users but can also inhibit professional services 
organizations’ overall productivity and profitability. “A lot of professional service firms rely 
on best-of-breed software that they’ve accumulated as they’ve grown,” said Larry Woo, 
Senior NetSuite Consultant at Plative, a NetSuite Alliance Partner. 

“After years of adding new applications as needed,” Woo continued, “these organizations 
wind up with 5-10 different systems, each of which does its own thing without sharing 
data with the other solutions.” To fill in the gaps between those disparate systems, 
companies cling to spreadsheets, emails, manual processes, and the hope that associates 
will be able to make sense of the data that resides across the multiple systems. 

Source: 1https://www.inc.com/nicholas-mcgill/it-takes-23-minutes-to-recover-from-a-distraction-at-work-heres-how-to-minimize-.html
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By consolidating their business systems onto a single, 
cloud-based enterprise resource planning (ERP) 
platform that integrates easily with outside applications, 
companies can overcome these challenges, improve 
productivity and boost organizational profitability. This 
business guide also explores benefits like eliminating 
duplicate data entry, improving financial controls (e.g., 
by limiting the information that specific roles can view 
and amend), and removing the technology silos that go 
up when firms invest in new, disconnected software like 
customer relationship management (CRM) solutions or 
marketing automation tools.

LEVERAGING NEW OPPORTUNITIES 

The US professional services industry is made up of over 
900,000 companies that have combined annual revenues 
of about $1.8 trillion and provide a wide range of services 
and support for clients across most sectors.2 Globally, 
the industry is expanding at a compound annual growth 
rate (CAGR) of 7%, is currently valued at $5.43 trillion, 
and is expected to reach $7.06 trillion by 2026. Some 
of the current growth trends can be attributed to the 
rearranging of corporate operations and related impacts 
of COVID-19 (e.g., social distancing, remote working, and 
mandatory closures).3    

In the US, the 50 largest professional services firms 
account for less than 20% of the sectors’ revenue, 

leaving the door of opportunity wide open for growing 
and midsize companies to carve out successful 
niches for themselves. To run their operations, many 
of these organizations rely on a mix of different 
software systems ranging from Salesforce for 
CRM, Avalara for sales tax management, and Star 
for practice management. Other commonly-used 
applications include various types of professional 
services automation (PSA) tools, Mavenlink for project 
management, and basic accounting platforms like 
QuickBooks for managing their financials. 

It’s no surprise that swivel chair workflow is prevalent 
in this sector, where new opportunities can quickly 
become burdensome for the organization that 
doesn’t have the right systems in place to handle its 
expansion. Without a unified ERP system, for example, 
managers can’t accurately pinpoint profitability-per-
project, view overall operational performance, or 
leverage automation. 

Profitability-by-project is an important metric for all 
project-based organizations to track. It not only helps 
managers understand how much they’re making 
on a specific engagement but also helps track each 
resource’s bandwidth to allocate those resources 
accordingly. Attempting to replicate this across 
multiple different systems that don’t share data with 
one another is time-consuming and expensive. 

“A company may be able to use Star to view project 
profitability, but it would have to re-enter a lot of data 
to get to that number because their ERP and other 
systems aren’t integrated,” said Jeff St. Louis, Plative’s 
Senior Director, NetSuite Sales. “Using NetSuite, 
we give them that visibility plus access to accurate 
reporting and a much faster month-end close.” 

“We don’t just consider pieces 
and parts of a solution; we 
look at the project holistically 
and focus on overall business 
process improvements,” 

”

Sources: 2https://www.firstresearch.com/industry-research/Professional-Services-Sector.html 
3https://www.globenewswire.com/news-release/2021/05/06/2224788/0/en/Professional-Services-Industry-Overview-Market-Size-Opportunities-Trends-And-Strategies.html
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TYING ALL ACTIVITIES INTO ERP

With an average implementation time of 4-6 months, 
Plative helps professional services firms consolidate 
their activities onto a single platform and uses 
application programming interfaces (APIs) to easily 
integrate applications like Salesforce and Avalara 
with NetSuite. The latter is especially important for 
professional services organizations that have long 
used disparate applications for project management, 
marketing, and accounting, and don’t always 
understand how these activities tie back into their  
ERP system. 

“We help them unify marketing, sales, project 
management, and accounting in one place,” said St. 
Louis, “thus eliminating the hours spent switching 
from one application to the next in search of the 
right data points and reports.” Using NetSuite’s 
native planning and budgeting capabilities, Plative 
automates these labor-intensive processes so 

professional services firms can readily produce 
budgets and forecasts, model what-if scenarios, and 
generate reports—all within a single collaborative, 
scalable solution. 

Taking a highly consultative approach to ERP 
implementation, Plative considers its customers’ 
end-to-end operational challenges and then finds 
the right software to solve those problems, optimize 
processes, and future-proof the overall organization. 

“We don’t just consider pieces and parts of a 
solution; we look at the project holistically and 
focus on overall business process improvements,” 
said Woo. “Our developers even look beyond 
the computer code and factor in things that are 
happening on the other side of the screen that they 
need to be aware of. For example, our developers 
are highly empathetic when it comes to their final 
solutions and create code for the people that will be 
using them in a day-to-day scenario, always thinking 
about the quality of life of the end-user.  That’s a 
rare, but extremely valuable, skill.” 

SCALING UP OPERATIONS WITH 
NETSUITE & PLATIVE

Recognized as one of the country’s top tax and 
accounting firms in Forbes’ 2022 list of America’s Best 
Tax and Accounting Firms, Philadelphia-based Cohen 
& Co., has been growing steadily over the last 10 years. 
In 2020, the company began examining its current 
technology setup, pinpointing its limitations in this 
area, and searching for a unified business system to 
run its growing operation. 

“We assembled a team and started diving into those 
issues,” said Gretchen Jancsura, Controller. One of the 
company’s primary requirements was that the new 

ERP platform integrates directly with its Salesforce CRM 
system. Cohen also wanted to connect its existing time 
and billing system into its new enterprise solution. 

“We did a lot of legwork in looking at what would be 
a good option for a company the size of ours,” said 
Jancsura, who considered FinancialForce, Sage Intacct, 
NetSuite, and other options before deciding.  “We 
focused on some of the higher-level things we wanted 
to be able to do and scored the solutions based on 
those criteria.”

For example, the growing company needed more 
visibility into what was going on at its various locations. 
This would not only provide better reporting across  
the enterprise, but it would also cut down on the 
amount of manual work needed to create, update and 
share reports. 

Once Plative put NetSuite in place in mid-2021, the 
growing accounting firm quickly began seeing the 
benefits of its decision. For example, Jancsura really 
likes the number of custom, real-time reports that she 
now has at her fingertips and how quickly the system 
was put in place and operational. 

“We were writing checks out of our new ERP within a 
couple of days of it going live,” said Jancsura, whose 
team leaned on Plative to help guide its decisions 
and support the overall process. “Our Plative rep 
understood our goals and asked us all of the right 
questions to help lead us down the right path. It’s 
really nice that you know Plative understood where 
we were coming from and helped us get to where we 
wanted to be.”
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HELPING FIRMS TRANSFORM TIME INTO MONEY

Time is money for most organizations, but professional 
services firms that sell their expertise and time must 
be particularly careful about how they allocate this vital 
commodity. Knowing this, Plative helps them leverage 
NetSuite as a tool for cutting month-end close times 
down to just a few minutes (versus hours or days), 
eliminating menial tasks to focus on what’s most 
important. It also allows companies to continue using 
their existing software applications, most of which can be 
tied directly into NetSuite. 

“The professional services sector uses Salesforce 
quite a bit as a tool for marketing, sales, and customer 
service,” St. Louis explained. “When we can give 
controllers that application within the context of 
a leading, multifaceted ERP, they get unparalleled 
visibility into incoming deals, accounting, invoicing, and 
revenue in one centralized location.” 

Previously, those controllers probably retrieved data 
from myriad spreadsheets and systems. “We help 
minimize the redundancy of multiple systems,” said St. 
Louis, “and put all of the CRM and other data right on the 
controller’s or finance manager’s dashboard.”

CONSOLIDATED, ACCESSIBLE, ACTIONABLE DATA

Now more than ever, professional services firms 
that want to grow and remain profitable have to 
understand their resource allocation capacities and 

put those capacities to good use. High demand 
for their services in the midst of an ongoing talent 
shortage, for example, is pushing more of these 
companies to rethink their business systems, 
automate more processes and consolidate activities 
on a single platform, effectively eliminating the swivel 
chair workflow mindset.

“Having people readily available to deliver work 
informs all business decisions for any consultancy,” 
said Drew Preiner, NetSuite Client Partner at Plative. 
“Only with the right technology platform in place 
and high level of confidence in their consolidated, 
accessible and actionable data can professional 
services firms continue to successfully grow their 
businesses, service their clients and win new deals.”

“Only with the right technology platform in place and high level of 
confidence in their consolidated, accessible and actionable data 
can professional services firms continue to successfully grow their 
businesses, service their clients and win new deals.”

”



At Plative, our mission is to make a global impact  
by improving our client’s performance. 

Plative is a digital-first management consulting firm with a global footprint that offers advisory, 
professional services, and project implementation to some of the world’s leading companies across 
Financial Services, Nonprofit, Technology, and Consumer industries. Plative has been recognized on the 
Inc-5000 list of fastest-growing companies, as well as Consulting Magazine’s list of fastest-growing firms. 

Plative is a Salesforce.com Summit partner, Salesforce.org Premium partner, Oracle 
NetSuite Alliance partner, and Amazon Web Services Consulting Network partner.


