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A ut om at i on  h a s  l on g  b e e n 
a r g u e d  a s  on e  of  t h e  b e s t 
things to ever happen to the 
world of  financial manage-
ment. Between streamlining 

pro c e s s e s , s t a n d a rd i z i n g  i nput s , s av i n g 
t i m e , a n d  i mprov i n g  t h e  a c c u r a c y  of 
results, it is easily understood why the con-
cept  ha s  b e en  appl ied  i n  t he  a ccou nt i ng 
context. 

The draw of  automation is duplication. 
It is rare in any sector of  business, or life for 
that matter, that accurac y or success can be 

guaranteeably duplicatable. Although there 
are plent y of  instances where automation 
tools have failed, the technolog y was created 
w ith the intention to ease financers from 
tedious tasks and allow them to focus their 
efforts on optimizing the business as a whole. 

But automat ion results  in duplicat ion, 
and duplicat ion doesn’t  leave much room 
for innovation, collaboration, and positive 
change. 

Experts will say that the second a business 
stops adapting, as soon as it  stops pursuing 
innovat ion and grow th, it  is  guaranteed to 

 

     THE ROI OF 
     KINDNESS: 
     STIMULATING 
     INNOVATION VIA 
     ACCOUNTING 
     MANAGEMENT 

N I N A  H A M B L E T O N  A N D  L I N D A  C O H E N  

N I NA  H A M B L E T O N  i s  a n  e x p e r i e n c e d  b u s i n e s s - t o - b u s i n e s s  m a r k e t i n g  c o n s u l t a n t  w h o  s p e c i a l i z e s  i n  e m e r g i n g  m a r k e t s 
a n d  n e w  b u s i n e s s  d e v e l o p m e n t .  In  r e c e n t  y e a r s ,  Ni n a  h a s  w o r k e d  w i t h  c l i e n t s  f r o m  a  v a r i e t y  o f  i n d u s t r i e s  t o  d e v e l o p  l o n g -
t e r m  s t r a t e g i c  p l a n s  t o  l e v e r a g e  d i g i t a l  m a r k e t i n g  t o o l s  t o  r e a c h  t h e  o r g a n i z a t i o n s’ g o a l s .  H a v i n g  s t a r t e d  h e r  c a r e e r  i n 
c o n s u l t i n g ,  Ni n a  k n o w s  w h a t  i t  t a k e s  t o  d e v e l o p  a  l a s t i n g ,  s u c c e s s f u l  r e l a t i o n s h i p  w i t h  h e r  c l i e n t s .  Ni n a  g r a d u a t e d  f r o m 
Po r t l a n d  S t a t e  Un i v e r s i t y  s c h o o l  o f  b u s i n e s s  w i t h  a  B . A . i n  m a r k e t i n g  a n d  m i n o r s  i n  e c o n o m i c s  a n d  i n t e r n a t i o n a l  b u s i n e s s . 
T h e  c o m b i n a t i o n  o f  s t u d i e s  p r o v i d e s  a  u n i q u e  a b i l i t y  t o  t h i n k  c r i t i c a l l y  a b o u t  n e w  m a r k e t  d e v e l o p m e n t , l o n g - t e r m  e c o n o m i c 
s t r a t e g y,  a n d  c u l t u r a l  f a c t o r s  i m p a c t i n g  c r o s s - b o r d e r  e x p a n s i o n . 

L I N DA  C O H E N , a l s o  k n o w n  t h e  “ k i n d n e s s  c a t a l y s t ,” h a s  b e e n  a  p r o f e s s i o n a l  k e y n o t e  s p e a k e r  a n d  c o n s u l t a n t  f o r  m o r e  t h a n 
a  d e c a d e .  S h e  w o r k s  w i t h  b u s i n e s s e s  a n d  a s s o c i a t i o n s  o n  t h e  RO I  o f  K i n d n e s s .  He r  f i r s t  b o o k  w a s  1 , 0 0 0  M i t z v a h s :  Ho w 
S m a l l  Ac t s  o f  K i n d n e s s  C a n  He a l ,  I n s p i r e  a n d  C h a n g e  Yo u r  L i f e ,  p u b l i s h e d  b y  S e a l  P r e s s ,  a n d  h e r  s e c o n d  b o o k ,  T h e 
E c o n o m y  o f  K i n d n e s s :  Ho w  K i n d n e s s  Tr a n s f o r m s  Yo u r  B o t t o m  L i n e  w a s  p u b l i s h e d  i n  O c t o b e r  2 0 2 1 . L i n d a  e a r n e d  a  B . A . 
f ro m  Am e r i c a n  Je w i s h  Uni v e r s i t y  a n d  a n  M . A . f ro m  B ra n d e i s  Uni v e r s i t y. S h e  i s  a  m e mb e r  of  t h e  Nat i o n a l  Sp e a k e r s  A s s o c i at i o n 
a n d  s e r v e d  a s  t h e  p r e s i d e n t  o f  t h e  O r e g o n  c h a p t e r  f r o m  2 0 1 8 – 2 0 1 9 . 

Through kindness,  managers have a resource that can grow mentorship,  professional  
development,  and ef fec t ive  communicat ion,  thus also  growing the organizat ion.



die. Doing things ‘the way they have always 
b e e n  d o n e’ d o e s n’t  g u a r a nt e e  b u s i n e s s 
success. If  that’s  the case, some may find it 
ironic or even funny that accounting is cen-
tered around standards, practices, and doing 
things the way they should be done. 

While standards and practices may not 
see much innovation, financial managers are 
being presented with a unique opportunit y 
to be a catalyst for innovation. 

Organizations today: With many hats 
comes great responsibility and new 
opportunities 
Today, organizat ions are feel ing pressure 
to do more w ith less. Last year’s market was 
volat i le, and people are mak ing decisions 
with more caution. Executives are searching 
for possible opportunities to innovate while 
pushing to save on costs. Invest ments and 
purchases are down as a result of  the tension 
from rising interest rates. While unemploy-
ment rates have hit record lows, many com-
p a n ie s  a re  s t i l l  s t r ug g l i ng  to  s e e  cer t a i n 
posit ions fi l led. Especial ly in the world of 
finance, there is  an obv ious shor tage in the 
workforce. 

Whether as a result  of  staffing shor tages 
or another factor, the job of  management 
a ccou nt i ng  h a s  ch a nge d  s i g n i f ic a nt ly  i n 
recent years. Now, management accountants 
are not only v iewed as the administrator 
of  business  dat a but are also responsible 
for future planning and forecasting, making 
business decisions, reporting, and improving 
and maintaining organizational processes. 
They are responsible for aspects of  company 
culture, strategy leading, and risk mitigation. 
In other words, account ing managers are 
being asked to wear many hats. 

The change in the management accountant’s 
role has created a new opportunit y for their 
organizations. An expert will identif y pos-
sibilities for innovation, key drivers of growth, 
and sustainable competitive advantages by 
leveraging multiple areas of  business data. 
With these changes comes new information, 
new learning opportunities, and a chance for 
management accountants to impact business 
in ways they haven’t been able to before. 

Accounting managers have a lot of  roles 
to fi l l , but they are also one of  the few w ith 
a bird’s-eye v iew of  business happenings, 
giv ing them a unique point of  leverage. As 

they change from one hat to the other, they 
a re  c o l l e c t i n g  m o re  i n f o r m a t i o n  a b o u t 
business activities than many other managers 
within the organization may have access to. 

With their  k nowledge and perspec t ive 
on business operations, accounting mana- 
gers can prov ide the basis for innovation. If 
companies and businesses could suppor t 
these managers in v ital ways, then that in 
turn would be what supports their organi-
zat ions. More of ten than we may real ize, 
when we are under pressure to find new fixes 
and be inventive, there are many solutions 
already at our fingertips. We just haven’t been 
in the right env ironment to see them fully. 

Automat ion prov ides  account ing w ith 
many blessings, and st andardizat ion and 
routines continue to prove highly successful 
in the world of  f inance. In al l  the process-
perfecting, we may overlook chances to dis-
cover new ideas. So how does one create an 
env i ron m ent  t h at  s t i mu l ate s  i n n ov at i ve 
thinking and engagement while maintaining 
procedure and due process? With the right 
m a n agement  pro ce s s e s , ( w h ich  b e come s 
automatic if  practiced enough) you’ll create 
an env ironment that encourages innovative 
problem solv ing. 

Mentorship: Leadership is not meant to 
be “one size fits all” 
Mentorship comes in many forms through- 
o ut  o u r  l i ve s . O u r  f i r s t  e x p e r i e n c e s  a re 
usually with a teacher or boss in our younger 
years. As  a  manager, you may not  be  the 
p e r fe c t  i n d i v i du a l  to  b e  a  m e ntor  to  a n 
employee. Maybe your schedules don’t align, 
or may be it’s  just  not the right f it . 

But  our job as  managers  is  to suppor t 
our employees so that  they can reach the 
goals we’ve set  for them, and there are 
al l  kinds of  ways you can help prov ide 
you r  te a m  w it h  s i m i l a r  mentorsh ip 
oppor tunit ies or connect ions. 

One potent ial  mentorship oppor-
t u n i t y  i s  w h e n  yo u  a re  l o o k i n g  a t 
i nter na l  adva ncement  to  leadership 
positions for your employees. Emerging 
leadership training ident ifies  candi- 
dates for management posit ions and 
then suppor ts them w ith professional 
development. This mentorship is  prov ided 
before they are promoted so that  when the 
right oppor tunit y opens up, they are ready 
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MORE OFTEN THAN WE 
MAY REALIZE, WHEN 
WE ARE UNDER 
PRESSURE TO FIND 
NEW FIXES AND BE 
INVENTIVE, THERE ARE 
MANY SOLUTIONS 
ALREADY AT OUR 
FINGERTIPS.
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and able to step into the new role. Since the 
employee is  gaining new sk i l ls  but st ay ing 
w ithin the organizat ion, they also become 
a  potent ial  trainer  or  mentor to  anot her 
employee. 

The financial  management and accoun- 
t ing indust r ies  need st reng t hening r ig ht 
now from the inside out. A shrinking breed 
of  businessperson, Wall Street repor ts over 
300,000 accounting professionals have lef t 
the industr y in the past  two years  w ith no 

expec t at ion to return. 1  Mentorship 
is  a  g reat  platform for bui lding that 
industr y culture back into something 
people  want to be par t  of. 

Encourage your employees to get 
involved in their  professional  asso-
ciat ion or create a  budget that  pays 
for them to attend some reg ional  or 
national conferences. Mentors can be 
fou nd  i n  a n  a s s o c i at ion  s e t t i ng . If 
your organizat ion has yet  to st ar t  a 
formal mentorship program, the as- 

s o c i at i o n  s e t t i n g  w i l l  l i ke l y  a l l ow  yo u r 
employees oppor tunities to meet someone 
who could ser ve as a mentor. Invest in your 
employees by sending them for further pro-
fessional  development outside your orga-
nizat ion. 

Professional development, and retention 
and recruitment: Two birds, one stone 
Professional development is no longer “nice 
to have” in a job but critical for the position 
to be attract ive enough to receive interest. 
While this may create challenges for hiring 
managers, the new focus on career grow th 
could create an env ironment of  continuous 
improvement within an organization’s labor 
force. As employees gain new sk i l ls, they 
also ser ve as teachers to other employees, 
streng then retention and engagement, and 
grow the potent ial  workforce. 

P r o f e s s i o n a l  d e ve l o p m e nt  d o e s  t w o 
things: (a) it  st imulates creat ive think ing 
by encouraging grow th, learning, and ski l l 
development, and (b) it reinforces company 
culture to benefit retention, job engagement 
and sat isfact ion, and product iv it y. 

Employees feel more inclined to commit 
to their  job responsibi l it ies when they are 
managed w ith k indness and suppor ted as 
indiv iduals. Empowering indiv iduals leads 
to  a  c u lt u re  of  col lab or at ion , autonomy, 

and resi l ience. By suppor t ing managers in 
vital ways, companies are in turn supporting 
their  organizat ions. 

Invest in your employees w ith resources 
f rom outside your organizat ion. Prov ide 
them w ith places to attend workshops or 
on line learning. Include network ing and 
training events in your team update mes- 
s age s , a nd  encou r age  you r  employe e s  to 
attend regional  or nat ional  conferences. 

When they return, expect them to share 
t he  conce pt s  t he y  he a rd  or  le a r ne d  t h at 
would benefit  their  col leagues and the or- 
ganizat ion. This  could t a ke many forms, 
but it  sets  up a continuous process for pro-
fessiona l  development and br ing ing new 
informat ion or ideas back to your organi-
zat ion. With a system for communicat ion 
and feedback in place, indiv idual  profes- 
siona l  development w i l l  gener ate g row th 
for the ent ire organizat ion. 

Effective communication: An essential 
process to create an environment that 
stimulates innovation 
To create an env ironment that suppor ts in- 
novat ion, there must be a process in place 
for  op e n  com mu n i c at i on  a n d  fe e d b a c k . 
Without it, your information loop becomes 
a straight line, and managers lose perspective 
on act iv it ies. 

As a  technical  group, collaborat ion can 
sometimes be difficult  to achieve. You may 
have personalit ies  on your team that step 
natural ly to f i l l  leadership roles or answer 
quest ions. You may also have indiv iduals 
that  do not feel  so natural ly inclined to do 
so. Meet ings are a  per fect  oppor tunit y to 
help set  the tone of  your culture. Consider 
giving a shoutout at the beginning of  a team 
meet ing to ack nowledge a recent achieve- 
ment. Beginning your meet ings posit ively 
can help set the tone of  gratitude for al l  the 
work your employees do. 

Ac c o r d i n g  t o  re s e a rc h  b y  Ha r v a r d 
Bu s i ne s s  S cho ol  publ i she d  i n  a  Working 
Knowledge  ar t icle in 2019 , “More than 80 
percent of  American employees say they do 
not  feel  recog nized or  rewarded, despite 
the fact  that  U.S. companies are spending 
more than a fifth of  their budgets on wages.”2 
It  g o e s  o n  t o  s a y, “A m o n g  t h e  h a p p i e s t 
employees, 95 percent say that their manager 
is  good at  prov iding posit ive feedback.” 3 
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EMPLOYEES FEEL MORE 
INCLINED TO COMMIT 

TO THEIR JOB 
RESPONSIBILITIES 

WHEN THEY ARE 
MANAGED WITH 
KINDNESS AND 
SUPPORTED AS 

INDIVIDUALS.
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In fact, a simple, heartfelt “thank you” is 
often enough for employees to feel like their 
contributions are valued. To be most effec- 
t ive, the praise should be timely and spe- 
cific, highlighting the worker’s unique con-
tribution. Tell employees how they are val- 
ued before they announce they have a better 
offer from another company. Get creative to 
prov ide the recognition your team needs. 

As the pandemic t aught us al l , i f  we do 
not manage the stressors in our l ives, our 
wor k  w i l l  s u f fe r. D u r i n g  t h e  p a n d e m i c , 
concise communication helped employees 
feel  less over whelmed by the week ly, some-
times daily changes to procedures and pro-
tocols  they were expected to fol low. This 
communicat ion strateg y al lowed them to 
do their jobs better. Succinct communication 
was one way leaders showed grace and kind-
ness through an incredibly stressful  t ime 
a nd  wa s  h i g h ly  b enef ic i a l  for  employe e s 
and ult imately their  organizat ions. 

Conclusion: The cost of stress versus the 
return on kindness 
Workplace stress is  est imated to cost  the 
U.S. economy more than $500 billion dollars 
a  year, w ith lost  produc t iv it y amount ing 
to about $550 million in workdays, according 
to the Har vard Business  Re v iew. 4 It  is  clear 
burnout is  a  w idespread issue, but this  is 
not a problem of the employee; it is a problem 
of  the employer. Employers must ack now- 
ledge the  s ituat ion and engage w ith em- 
ployees to determine what to fix. 

Whi le  we cannot automate innovat ion 
quite yet, we do k now what is  required to 
create  an env ironment where innovat ion 
is  possible. In an env ironment w ith open 
c om mu n i c at i on  p ro c e s s e s  t h at  s u p p or t 
grow th and learning , being invent ive be- 
come s  s e cond  n at u re  for  employe e s  a nd 
t h e i r  m a n a g e r s . Ev a l u a t e  k i n d n e s s  a s  a 
s olut ion  or  re s ou rce  to  le ver age  c u r rent 
company assets and drive grow th. The ROI 
of  k indness = mentorship + professional 
development + effect ive communicat ion. 
With the added pressure f rom execut ives 
and market conditions to do more with less, 
it  is  crit ical  that  managers are suppor t ing 
employees and prov iding them with oppor-
tunit ies to improve. 

With the shor tage of  accountants, what 
better t ime than now to develop a process 
for creating a culture that encourages inno-
vation? Your initial investment in innovation 
could simply be time and intentional thought. 
Kindness has an immense ROI. n 
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