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A teacher of mine once told 
me that change is the only 

constant in life. That’s certainly 
true for the entire editorial team 
here, which has spent the better 
part of a year working tirelessly 
to change VA Professional for 
the better. You saw evidence of 
that for yourself earlier in the the 
year, when we relaunched VA Pro 
network and the VA Pro website. 

Now it’s the magazine’s turn: With 
our April issue, we’re unveiling a 
new look for VA Pro Magazine. 
We hope you like what you see. 
Sam Hudson, our design director 
has worked hard to develop and 
implement a design that’s elegant, 
eye-catching and easy to navigate.

Once of the most obvious changes, 
as you’ve probably already noted, 
is our new format, the first in 
ten years. We’ve listened to your 
feedback, and created something 

more relevant, more interactive and 
easier to reference when life and 
work gets busy. You’ll find articles 
in all sorts of formats, from written 
pages to blogs, videos, trainings 
and more. 

Whether you read us or watch us 
online, you represent a following 
that loves technology and business 
and shares a deep, abiding curiosity 
about how we can support other 
people in business to live their best 
life. With every story we post here, 
with every issue, with every day, 
we’re committed to satisfying that 
curiosity

NOTES FROM 
THE ED...

STEPH MIDDLETON-FOSTER
EDITOR
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GOT SOMETHING TO SAY?

Do you have a skill or expertise that would 

be useful for other VAs?

Have you got ideas that would help promote 

our industry or highlight an issue?

Or maybe you’ve got a few years of being in 

business under your belt and have helpful 

ideas that will help others in growing and 

running their VA businesses?

We’re always on the lookout for Guest 

articles for VA Pro Magazine and would love 

your contribution.

For more info check out...

www.vapromag.co.uk/writeforus

GOOD TO KNOW...
We are committed to keeping VA Pro Magazine a FREE resource for everybody. This means that we do sometimes have sponsored content and may receive payment for some of the links in our articles. This helps generate the revenue needed to keep VA Pro free for you. One thing is for sure, we only ever recommend services and software that we have tried, tested and would recommend.

DID YOU KNOW?
You can get the latest editions delivered straight to your inbox. If you’re not already signed up simply go to:

vapro.membersonly.online/relaunch

http://www.vapromag.co.uk/writeforus
https://vapro.members-only.online/relaunch
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W hen I set up my business 
back in 2014 I didn’t 

necessarily expect that seven 
years later I’d be working with 
a team of sixteen associates. I 
thought that I might eventually 
have enough work that I’d need 
one. This definitely wasn’t the 
business model I’d planned. But 
then so much of freelance life 
hasn’t turned out as expected so 
that shouldn’t be a surprise!

If you are at the point of taking on an 
associate, or even thinking about it 
in the future, I hope this article is 
helpful. This is my experience and 
by no means the right or only way 
to do things. There are many other 
VAs out there with teams bigger 
than mine and many more years in 
business and they almost certainly 
do it differently. This is just my 
take and will not be the same for 
everyone. As always, there was a 
lot I didn’t know. There still is. I just 
feel I’ve got to grips with one aspect 
and another will soon be along to 
cause me sleepless nights. The 
ever expanding comfort zone is 
a big theme in freelance life, I’ve 
found. 

THE INSIDE
TRUTH ABOUT
WORKING WITH
ASSOCIATES

KATHY SOULSBY

WHEN DO 
YOU NEED AN 
ASSOCIATE? 

There might be any number of 
reasons why you decide to take 

on your first subcontractor. The 
most obvious is when you are at 
capacity and another lead comes 
in. Your options are: say ‘no’, get an 
associate or pass the referral on 
elsewhere. 
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Let’s just talk about option three 
for a moment; the referral. I do 
this a lot with work that is totally 
not my thing. Usually social media 
management. Generally, I do it 
early on in the conversation and 
I just suggest someone I know 
who is good. Typically, these are 
small pieces of work and I simply 
send them on to a VA I know that 
is good out of the goodness of 
my heart. I realise that because 
I’m VAT registered it makes me 
super expensive for non-registered 
microbusinesses and social media 
management isn’t something I 
offer. But there is a reasonable 
argument for asking for some 
kind of commission for doing 
this. What that looks like is down 
to you to agree with the person 
you are referring on to, but I have 
several substantial clients that 
have been referred to me and I 
pay a commission on those for 
around 6 months to the VA that 
made the introduction. If you’re a 
great networker and you don’t have 
the time or inclination to manage 
a team or a large stable of clients, 
this isn’t a bad model. You get 
some income; the client gets the 
right resource, and everyone is 
happy. 

If you decide that you want to 
keep the client in-house and 
have an associate manage it, 
the first challenge is having that 
conversation with the client who 
has come to you. It can be tricky 
those first few times saying “we 
can absolutely do that; I’ll check 
availability across the team and 
come back to you” or however you 
word it. It does get easier after the 
first, ten or so! I had to practise 
saying “we” instead of “I” for a 
good six months before every call. 

Another excellent reason to use 
an associate is because your 
skillset or experience aren’t a great 
match for the client. I have some 
limits on this, I am a very hands-
off manager, but I worry if people 

are doing something I really don’t 
have the first clue about so I tend 
only to stretch it so far. Also, my 
insurance doesn’t cover me for 
some things, and I don’t want to 
extend it. I know some VAs who 
run the most amazing one-stop-
shop for businesses and across 
the team they can build websites, 
do marketing and bookkeeping 
as well as more general VA tasks. 
This is a great model if it works for 
you because it saves clients

having to make more decisions 
when they need something extra, 
they will always call you! 

AD HOC OR 
ONGOING? 

Most of my associates are 
ongoing, they work with me and the 
client for the long haul (hopefully!). 
But there are occasions when I just 
hand out odd tasks. 

This is a great way to test the waters 
with an associate and get a feel for 
how you work best. I liken this to an 
accountancy model. I’m sure I’ve 
made that up, but in my head, you 
have “your accountant” and that’s 
who you speak to and email. That’s 
you, lead VA. But beavering away 
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in a dusty accountancy office are 
the worker bees who are the ones 
who are the ones pulling in the 
data, running reports and giving 
your accountant what they need. 
These are your associates. So, the 
client only “sees” you but the work 
gets done elsewhere. You check it 
and send it on yourself. For many 
lead VAs this is their entire model. 
It’s fantastic when you are a little 
overloaded and have something 
that’s easy for someone else to pick 
up without a lot of background or 
access to software. Tasks that are 
great to outsource in this way are 
things like research, copy or audio 
typing, data entry and formatting 
documents. In this way you have 
more control of the quality of work 
and you don’t need the associate 
to talk to your client. 

A more ongoing associate model 
would usually involve the associate 
having the day  to-day connection 
with the end client. They would 
have a lot more responsibility for 
managing that relationship (and 
need to be paid accordingly) and 
you can be more hands off. This is 
largely how I work. My associates 
are brilliant, they do not need me 
breathing down their necks. They 
run their own businesses and are 
able to manage the how of what 
they are doing. I focus only on the 
results of what they do to make 
sure the end client is delighted. 

HOW DO YOU 
FIND THE RIGHT 
ONE?
This is the million-dollar question 
and one that I fret about often. I’ve 
recruited from within my network 
and placed ads to get the right 
resource and each has its place. 

I have now got an entire recruitment 
process to ensure as best I can 
that the people joining my team are 
the right fit. That’s not necessarily 
just their skills and experience, 
although that’s where I start. I want 
them to have the same values as 
me and the same commitment to 
client satisfaction. They also need 
to be a fit with the existing team if 
there is one in that client. 

I have to be able to work with them!

Ideally, I like them to know 
someone I know so I can get a 
reference from a trusted source. I 
always take references and follow 
them up.

For me there’s a real balance in 
getting someone who is a new 
VA versus a longstanding VA. In 
theory, a new VA is likely to have 
more capacity and therefore be 
around longer if they like the client 
and the work. On the downside, 
they often need more handholding 

if they are new to the VA world. 
That’s not a strength of mine and 
I honestly don’t have time for it. 
Newer VAs are also more likely 
to go back to a full time job if one 
comes up as they aren’t as far 
down the line with existing clients.

Established VAs are ideal and 
it’s so much easier working with 
people who are used to managing 
clients – they just get on with 
it. However, they usually attract 
higher rates, if they are good, they 
often won’t have the capacity for 
much if any associate work as 
they can fill their books without 
it and earn more with their direct 
rate. I consider myself remarkably 
lucky to have my team of very 
experienced VAs.

They stick around because the 
end clients are delightful and they 
really enjoy the work. It would be 
much harder to keep them if the 
work wasn’t fun as they could all 
easily find direct work if they chose 
to.

BEING A LEAD VA
Previously, I’ve managed teams 
but being a lead VA is somewhat 
different. (I used to manage 
restaurants so chefs throwing 
hissy fits, bar staff nicking bottles 
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KATHY SOULSBY
is a virtual assistant and author of Virtually Painless, a humorous and 
slightly bonkers book about moving from employed PA to freelance 
VA. Working mainly with consultants, coaches and trainers, she takes 
on a broad spectrum of work. She now has a team of 16 associates 
and works with businesses from 1 – 200 employees. 

personallyvirtual.co.uk

TIME TO FIND AN ASSOCIATE?

You’ll find hundreds of associate VAs over at the VA Pro Network. If you’re 

not already a member, come and join our friendly group for VA business 

related chat & networking.

Facebook.com/groups/vapromag

of booze and waiters spilling soup 
on customers were the biggest 
day to day challenges!) Every day 
is a school day on this and for 
2021 this is certainly an area I am 
focused on. 

Managing a team takes time. It’s 
not passive income. As my team 
has expanded, I’ve had to take on 
less client work so I can do this. 

I want my team to love working with 
me. In practical terms that means 
I pay them fairly, I let them get on 
with it without micromanaging 
them to death, I do the scary bits 
with the end client and support 
them if there is an issue. Hopefully, 
I create a team that supports one 
another and has some fun. Being 
a VA can be lonely, being part of 
a team is a massive bonus for 
some of us more sociable folk. 
That is by a long way my favourite 
bit about working with associates, 
creating a team that is more than 
the sum of its parts. A client that 

we support as a team of seven, in 
December 2020, mid pandemic, 
described us in their yearly review 
to the whole company as “a team 
of champions” - that certainly 
made my year!

FINAL THOUGHTS 
ON TRUST 

One of the biggest blocks I see 
to people taking on associates is 
trust. You have to trust someone 
to let them loose on your client. 
And that is not always easy. 

I joined a webinar yesterday with 
a group of highly experienced 
business owners and 
entrepreneurs. All of them said 
that they trusted their instincts in 
business. A group of people who 
are driven by growth and numbers 
(in the millions) all talked about 
how invaluable their gut feeling 
has been in getting them where 
they are today. 

Certainly, when you’re talking 
about people, listening to your gut 
is vital. A really amazing associate 
relationship is made up of more 
than just skills and experience. 
You have to have shared values, 
a similar work ethic, standards 
of client work and huge amounts 
of trust for it to be successful. 
Usually there isn’t a way of testing 
those things until they are on the 
job. So, take a tip from some much 
brighter folk and go with your 
intuition.

http://personallyvirtual.co.uk
http://Facebook.com/groups/vapromag
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I came to Dubsado via a 
reasonably twisted route. 

When I began my VA business, it 
was my first foray into the world of 
freelancing, and I’d barely heard of 
a CRM, let alone used one (I was a 
teacher for a decade before taking 
this role up). As my business grew, 
I knew that I wanted a way of taking 
on clients that was smoother than 
writing out a proposal in Word and 
sending an invoice using Excel 
(seriously, that’s what I was doing 

– I knew nothing), so I started to 
look into CRM’s. 

The first one I signed up for was 
Hubspot. It was free, what more 
did I need? As it turns out, rather 
a lot more. For a start, it was a 
behemoth. I couldn’t work out 
where any of the features were, 
and it seemed more suited for 
sales than what I was doing. I think 
I lasted for about a week with it. 

THE THING YOU 
NEVER KNEW YOU
WERE MISSING 
IN YOUR 
BUSINESS

Hubspot was a failure, but at least 
I came away from it with a better 
idea of what I needed. I knew I 
wanted something ‘small’ enough 
to suit the number of leads, and 
clients, that I’d be getting. I wanted 
something which allowed me 
a smooth onboarding process 
(trying to work out how the bloody 
hell to onboard anyone in Hubspot 
had taught me the value of 
simplicity there). I wanted to have 
the ability to invoice, and I wanted 

KATIE STONE

DUBSADO!
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to be able to use a scheduler both 
for discovery calls and for regular 
client calls. Most of all, I wanted a 
system that was customisable on 
a client-toclient basis. 

And then, in VA groups on 
Facebook, I started to hear 
whispers about Dubsado, and 
its incredibly strong onboarding 
process. The fact you could sign 
contracts within it. The holy trinity 
of ‘proposal, contract, invoice’. The 
limitless forms, questionnaires, 
and contracts. 

I’ll admit it, I was sold more or 
less before I’d even looked at their 
webpage, let alone tried it, and it’s 
probably a good job because it 
turns out that although Dubsado is 
a true godsend for service-related 
businesses, it is an absolute ball-
ache to set up. That’s the pay 
off. You don’t get high levels of 
customisation without a steep 
learning curve.

Dubsado has many parts, and 
some work better than others. I’m 
going to share with you the bits of 
it that I’ve found work really well 
for my VA business. 

LEAD CAPTURE 
FORMS 
What I love most about the lead 
capture form is not just how 
many of them I can make (I have 
three at present), but how much 
information you can collect with 
them. The big fat bonus is that 
as soon as someone fills it out, 
not only does Dubsado shoot 
you an email to let you know that 
someone’s interested, but it will 
also begin a project for that new 
lead and all the newly captured 
– so you don’t have to. You can 
collect the usual data such as 
company name, address etc, but 
if you need specific data, you can 
create a custom mapped field then 
have a question map to it. BLISS. 

SCHEDULER 

So, once the lead capture form 
has been sent, it’s time to let the 
customer choose a time for a 
discovery call. In the olden days 
I used Calendly, but Dubsado has 
one built in, which you can sync 
with your work calendar, so no 
sneaky double bookings. AND 
you can integrate Zoom, or Meet, 
whichever conferencing tool works 
best for you. 

All of this means that the client can 
only book when you aren’t busy, 
and when they book, Dubsado will 
autogenerate a Zoom link for the 
meeting too, and give that to the 
client, as well as popping it into 
your diary for you. 

Sweet as a nut. 

THE HOLY TRINITY 
That’s right – this is one of 
Dubsado’s strongest features, and 
the one about which I get the most 
compliments from clients. 

Back in the DBD (Days Before 
Dubsado) the process of 
onboarding a client took bloody 

ages and involved a lot of to-ing 
and fro-ing. 

So, I’d send my proposal. A few 
days later the client would get back 
to me to say yes, at which point I’d 
use Hello Sign or similar to send 
the contract. That would take a 
day or so to get sorted, and then I 
would have to create an invoice in 
my god-awful Excel spreadsheet, 
send it off and THEN try to work 
out how to get them to sign my 
GDPR sub-contract with only three 
free signatures a month from good 
old Hello Sign. The whole process 
could take over a week, and I think 
I probably lost one in three clients 
along the way as they dropped out 
or had second thoughts. 

With Dubsado, I send my proposal 
immediately after the call (I’m 
talking within 10 minutes, because 
I have a template which I quickly 
customise for the client). So, 
the client, high with excitement 
from our AMAZING call (I may 
be overselling myself here) gets 
the proposal and, like Meg Ryan 
across a table from Billy Crystal, 
yells “YES” and checks the box. 

And then, something incredible 
happens. Instead of a back and 

PEOPLE WHO 
HIRE VAS ARE 
BUSY. THEY DON’T 
GOT TIME FOR 
A LONG, DRAWN 
OUT ONBOARDING 
PROCESS 

“
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NEED TO 
GET YOUR 

DUCKS IN A 
ROW?

Running a VA business 
can be stressful. There’s 
a lot that you’re expected 

to know, from GDPR 
and NDAs to IR35 and 

tax. You want to comply 
with the law, but the 

constant changes can 
make you feel completely 

overwhelmed.

KoffeeKlatch have a 
range of contracts for the 
online way that VAs work 

today.

VA Pro Members get a 
10% discount 

for yourself or for your 
clients.

 Simply use code 

VAPRO 
at checkout.

FIND OUT MORE

forth ‘sign this, ok that’ email 
exchange, Dubsado IMMEDIATELY 
shows them the contract, which 
they can sign. So, within half an 
hour of our discovery call, the 
contract is usually signed. But it 
gets better. 

Once the contract has been signed, 
if you so choose, Dubsado will 
then present them with, wonder 
of all wonders, the invoice. 35 
minutes have passed since you 
put the phone down and they have 
not only okayed the proposal and 
signed the contract, but they’ve 
only paid the flipping invoice too. 

Seriously – this revolutionised my 
onboarding process. I think my 
rate of clients dropping out since I 
set this up has dropped to perhaps 
1 in 10. I also get a huge number 
of compliments on how smooth 
the process it. People who hire 
VA’s are busy. They don’t got time 
for a long, drawn out onboarding 
process. 

WORKFLOWS 
Workflows are where the real 
power of Dubsado lies, because by 
using them you can automate the 
parts of the client journey that need 
to be automated, while keeping 
the bits you need to customise as 
manual. 

My initial workflow is very simple 
indeed and automates sending 
a lead to the scheduler. When 
the lead capture form is filled 
out it triggers a workflow which 
sends them a canned email with 
the link to my scheduler. It also 
sends a reminder just before the 
call, and a thank you just after it. 
I do the proposal/contract/invoice 
manually and then tick it off on the 
workflow. A timer then kicks in, 
so that if the contract hasn’t been 
signed in 24 hours it sends a little 
reminder. It does the same again in 
48hrs, and then sends me a to-do 
email reminding me to follow up 
with them personally. When they 
DO sign the contract, the workflow 
opens up their client portal (which 

https://www.koffeeklatch.co.uk/virtual-assistants/?ref=VAPro&campaign=VAPro-VAContracts
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stores all their forms and invoices) 
and sends them a welcome pack. 

Automated where it can be, but 
personalised where it’s important. 
It’s huge. 

SETTING IT UP 

There is no doubt about it, setting 
up Dubsado from scratch is 
tough. If you don’t have a good 
understanding of the different 
forms, how they could work, as 
well as how the workflow might aid 
you then it will never run well. Add 
to that the time it takes to create 
all your images in Canva for the 
different forms, testing workflows, 
learning CSS if you want your 
forms to look a bit posher…it all 
adds up. 

There are a few ways you can get 
set up. 

Do what I did and learn by trial 
and error. I wouldn’t recommend 
it; it took me ages. 

2. Use Dubsado’s new education 
program, Dubsado 101. It’s 
free, and I reckon you could get 
through it in a week or so if you 
concentrate (allowing time for 
learning by doing). That will give 
you the basics. 

3. Let someone else do it for 
you! 

I’ve recently started offering 
set up services specifically to 
VA’s. I’m good at it because I 
understand how the workflow 
is likely to work, so I know 
what sorts of forms and other 
sundries you’re likely to need. I 
use it to run my own VA business 
very successfully, and I can use 
that knowledge to get you set up 
and running – just the basics or 
a posh CSS-style set up. 

KATIE STONE
taught in primary schools for 10 years before becoming a VA. She 
lives in deepest darkest rural Shropshire with her husband, 2 small, 
feral children and a slightly less feral cat. When she’s not being a 
VA or a Mum (so about twice a year) she tries to indulge in gaming 
and the odd bit of profane cross stitch. She has recently begun to 
offer Dubsado setups for VAs.

FEELING INSPIRED?

Give Dubsado a whirl for FREE

FIND OUT MORE

Overall, I would highly recommend 
Dubsado to any VA. It has 
weaknesses, like any system (the 
tasks board plain sucks and the 
invoicing works, but leaves a lot to 
be desired), but that trinity sucker-
punch is worth it every time. My 
renewal is coming up again in 
a month and I won’t think twice 
about re-subscribing. 

If you’d like to ask questions or 
just hop on a call and have a peek 
into my system to see if it could 
work for you, you can find me on 
Facebook, or fill out my AMAZING 
lead capture form on the website 
and see how it feels from a client 
point of view to use the system! 

https://www.dubsado.com/?c=vapromag
https://www.facebook.com/katiestonepa
https://www.katiestonepa.com/dubsado-setup-for-va-s
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CATCH STEPH 
AT OIVAC!
VA PRO EDITOR, STEPH MIDDLETON-FOSTER 
WILL BE SPEAKING AT OIVAC 2021. 
WILL WE SEE YOU THERE?

SIGN UP NOW

https://oivac2021.heysummit.com/?sc=ylqFIfb3&ac=IgG7RSVL
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VA PRO
NETWORK
JOIN US!

https://www.facebook.com/groups/vapromag/
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SIMPLE &
EFFECTIVE CLIENT
ONBOARDING
THEY SAY FIRST 
IMPRESSIONS 
COUNT. 

A s a virtual assistant, the 
systems and processes you 

use for your business are a direct 
reflection of how clients will think 
about you. Onboarding is a crucial 
step in the operational processes 
for any business; putting your 
client at ease from day one can 
make all the difference to your 
working relationship. Many new 
virtual assistants aren’t sure what 
onboarding means and for those of 
you that have been doing it a little 
while, you may have never focused 
on you onboarding procedure. So, 
first things first… 

WHAT IS 
ONBOARDING? 

Onboarding is literally the process 
of moving a new client through 
your sales process; from being a 
new lead and perhaps taking part 
in an initial Discovery Call, through 
to actually working with you. All 
of the things that happen in that 
period of time, where you’re getting 
everything signed and sorted, is 
your Onboarding Process. 

Something that has a   
strategy behind it. 

Something designed with   
your company branding. 

Something that can really   
shine for you from the   
start of your working   
relationship and,    
most importantly, 

Something that gives   
a new client    
confidence in you. 

As it’s the very beginning of  
working with you, it needs   
to be something that’s   
thought out. 

WHY IS AN 
ONBOARDING 
PROCESS 
IMPORTANT? 
For Virtual Assistants, it is really 
important to manage your own 
clients well, because you’re the 
shopfront of your business. 
The processes you use are the 
example for how you will manage 
your clients’ businesses. If you’re 
not able to give a good service to 
your own client, how are you going 

PART ONE

KATIE KURDZIEJ

to help them with theirs? This is 
why it’s so important to have really 
slick, efficient processes and to 
focus your client experience. 

ONBOARDING 
FUNDAMENTALS
The onboarding process is unique 
for every business, and you might 
have forms or questionnaires that 
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PART ONE

type of business, but there are 
some fundamentals to cover. Let’s 
start at the very beginning... 

LEAD ENTRY POINT 

How are clients finding you? Start 
by noting down your client entry 
points and then work out if you can 
make them easier for the client. 

Are they DM-ing you through
Instagram?

Are they finding you through 
your website?

Are they being referred to 
you?

Client experience and client 
journey should always make the 
client feel incredible and looked 
after and the most VIP person in 
the world BUT they also need to be 
functional for your business. It’s a 
constant juggle between the two. 
It’s good practice to always keep 
in the forefront of your mind the 
question “how easy am I making 
this for the client? Even when it’s 
functional for your business there 
will be ways of making it easy for 
the client too. 

For example, you need to get a 
Discovery Call booked. Are you 
using things like Calendly and 
Acuity? Or are you making them 
manually go back and forth, playing 
email ping pong to find availability 
that works for you both? 

At every stage, think about how 
you can make that better for the 
client and still serve your business 
needs. 

THE PROPOSAL 
So moving on from the Discovery 
Call, you’re (hopefully) going to 
have The Proposal. At this stage 
we’re still not actually “Onboarding” 
because the proposal is still your 
sales pitch. It is you saying to the 
client “this is what I can do for 
you”. It will detail things like how 
much it’s going to cost, what you 
will provide and asking the contact 
if they’d like to continue. 

We’re going to cover proposals in 
more detail in another article, but 
in brief, I would always recommend 
putting together an actual proposal 
template. A document with 
elements that can be personalised 
for each new client. This is your 
last chance to really sell yourself. 
It would be easier in many cases 

to simply put a few lines in an 
email but don’t forget this is about 
making the client feel important 
as well as being functional for 
your business. Put yourself in 
the client’s shoes; what’s more 
impressive? A couple of sentences 
in an email, or a professionally 
presented document, personalised 
with their details? 

THE SALES FOLLOW 
UP 
Following the proposal, this is 
where you can get clever with logic 
that determines smaller processes 
running off your main process. 

You should have a minimum of 
two branches here; did they accept 
or decline? IF they decline your 
proposal, what happens next? 

Do you get back to them in a 
month?

Do you send them a special 
offer later down the line?

Do you add them to your 
newsletter list?

IF they accept your proposal, then 
you’re moving on to Onboarding!
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THREE STEPS TO 
ONBOARDING 
A CLIENT
So they’ve accepted your proposal... 
Great! What next?!

SEND THE INVOICE
Always send the contract first. Then either along with it, or following that 
very quickly, the invoice. Never send the invoice first. They need to see 
what they’re agreeing to in the contract and then go on to pay. Don’t delay 
sending the invoice, though. You’re the service provider, remember? It’s 
good practice to put steps in place to ensure you’ll be paid in a timely 
manner.

SEND A WELCOME PACK
Again, this is something that we’ll cover in more detail in a future article, 
but if you do send a welcome pack, that would be the time to send it 
out, as well as a kickoff call scheduler or invite to book a call with you to 
discuss the plan of what’s going to happen next for them.

GET A CONTRACT TO THEM - FAST!
Contracts are another thing that we’re going to cover in a future article 
but it goes without saying, you should always have a contract.

There’s a common misconception with some clients that you wait for 
the client to send a contract to you. This is not the case. As the service 
provider you need to be serving them with the contract detailing your 
payment terms and specifics. Contracts are all about covering yourself 
and protecting yourself. So don’t be scared to send one. It’s a very normal 
thing to happen in business and most clients will be used to signing 
contracts with their service providers

1

2

3
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NO CONTRACT? ... NO PROBLEM!

The guys over at Koffee Klatch have got you covered. Whether you 

need client contracts or something more, their legal documents, 

designed especially for virtual assistants, are simple to deploy. 

www.koffeeklatch.co.uk/virtual-assistants

We’ll dive deeper into 
each of these areas in 
this series of articles, 

so watch this space!

KATE KURDZIEJ
is on a mission to up-skill women in business from processes to 
technology- she wants you to achieve a client journey to be proud of 
and seamless business operations built to scale. As an ex-practice 
manager of a wealth management company, Kate has spent years 
creating client management processes that work and can now share 
them with you!

Find Kate online @olivierconsultancy

YOUR 
ONBOARDING 
PROCESS OVERVIEW
1

2

3

4

5

ENQUIRY

DISCOVERY CALL

PROPOSAL

SALES FOLLOW UP

CONTRACT

INVOICE

WELCOME PACK

KICKOFF CALL

6

7

8

use code

VAPRO 
to get 
10% off

https://www.koffeeklatch.co.uk/virtual-assistants/?ref=VAPro&campaign=VAPro-VAContracts
https://www.olivier-consultancy.co.uk/
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A        fter what seems like a 
lifetime, the world has started 

turning again. Businesses appear 
optimistic, excited almost, at the 
thought of reopening their doors 
once more. However, there’s no 
denying that COVID-19 has had a 
dramatic impact on the way that 
the world does business, so how 
has this impacted the way in which 
you serve your clients?

For us as a virtual assistant 
industry, there are many positives 
to be taken. The world suddenly 
understands just how easy it 
is to work from home and how 
virtual support can genuinely 
help business – after we’ve been 
banging on about this for years! Of 
course, the flip side of this is that 
business owners now also realise 
that employees can work from 
home, as well as virtual assistants, 
creating a new breed of competitor 
for the VA Industry. 

For many companies, they’ve 
changed not only the way they’re 
working, but the services they’re 
delivering AND the way that they 
interact with their teams. It’s been 
a difficult learning curve for many. 
I am an enormous believer that 
the VA industry is a key player in 
helping Britain’s small businesses 
to grow. Given the current 
situation, we’re going to be key in 
helping clients to get back on their 
feet. In turn we will be playing a 
vital role in boosting the economy, 
encouraging job creation and 
building resilient businesses for 
the future. 

BACK TO BUSINESS  
NOW IS THE TIME TO RISE UP

NOW IS THE 
TIME FOR 
US TO STEP 
UP TO THAT 
CHALLENGE 
AS AN 
INDUSTRY
So how are you supporting your 
clients, their customers, and 
their staff as they ease back into 
business and the “new normal”?

It’s easy to throw yourself straight 
back into “doing the do” - but here 
are four easy ways you could 
support clients who are easing out 
of lockdown:

GET HOT ON 
CUSTOMER 
COMMUNICATION!
Top priority for any business 
reopening right now is going to 
be communicating clearly with 
their customers on what has 
changed. New opening hours, new 
processes or even new services. 
There’s likely to be increased 
enquiries from customers - how 
can you proactively support this? 
Create an FAQs list on their website 
or social media pages? Proactively 
suggest email broadcasts to their 
customers?

AUTOMATE STUFF! 
Increased need for collecting data 
= more time consuming forms 
to complete. Can you automate 
booking forms, health & safety 
forms or follow up information in a 
user friendly way? Bonus points if 
you make it mobile friendly! 

GET INVOLVED IN 
A “WE’RE BACK” 
CAMPAIGN 
Can you help with increased 
posting on social media or in local 
media to let customers know that 
your client is trading again? If they 
have a physical business, can you 
help with banners, boards or signs 
that may encourage footfall? Is 
there a local printer you could 
team up with to offer this? 

CHECK IN ON THEIR 
WELLBEING 
Being in business is a lonely 
game. As the boss, your client 
will likely have felt the strain 
on both personal and business 
relationships, worrying about 
families, finances and their own 
staff - but whoever asks how they 
are doing? A friendly checkin from 
an understanding ally could make 
the world of difference to their day.

THE FINAL WORD
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VA Pro is the #1 resource for virtual assistants in the UK with regular 
articles, how-tos, software reviews, coaching and information to 

support you and make your virtual assistance business one of the best.

Contact us: editor@vapromag.co.uk

VA Professional is a trading name of Outhouse-UK Ltd.
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