CASE STUDY

Matt Hobbs, Managing Director of Advantage Services, set up the
company in 2005 selling Sage accounting training to businesses.
By 2008, he had started selling the
software and had taken on staff.
By 2018, his brother had joined him
in the business and they employed
twenty-five staff.
Today they have significantly expanded their activities
to selling other business packages such as “ACT” and
“EXACT” and more recently “Zoho”. They have also
developed apps and add-ons for existing business
packages. They provide training, sell maintenance
and support services, and software to update their
client’s existing working systems.
What really motivates Matt is “growing new things”.
He wants to keep improving and growing the business
not so much in terms of staff numbers as much as
innovating with new services and sales outlets and
trying to improve quality and the efficiency of his
operations.

Challenge
Zoho is a cloud-based customer relationship
management tool. In 2017, Matt had a problem that
he needed to tackle in relation to his Zoho software
maintenance activity. The problem was that Zoho is
not like accounts package Sage (which is standard
for all users). Zoho needs to be configured differently
for different users. This means that when updates
are sent through they cannot easily be fed to clients
because certain upgrades are only relevant to certain
types of configuration. Instead, his Zoho team were
forced to manually search through thousands of rows
of Sage, and other business package provider data,
until they found relevant updates that they could feed
to particular clients.
The company’s inability to easily update their Zoho
service offering was threatening their ability to provide
a credible and high-quality maintenance offer for
this package. Zoho was important to them because
it offered clients a bespoke solution to their needs
and as such this type of business support package
was growing in popularity. Finding a solution was
strategically important for the business.

The company’s inability
to easily update their
Zoho service offering was
threatening their ability to
provide a credible and highquality maintenance offer
for this package.”

When people are really busy, if a problem looks too big
then it puts people off doing anything about it.”

Innovation
Vo u c h e r
Solution
As the business grew more successful, time was
increasingly spent working for the clients generated
through existing services rather than innovating to
develop new ideas. Matt is clear that one option was
to get a loan from a bank. However, their perception
was that it was difficult to “sell” a software innovation
idea to a bank as they were more likely to loan funds
for capital items.
The problem would probably have remained
unresolved had Matt not attended an event at Aston
University where he first heard about Innovation
Vouchers. The availability of funding to help them
to solve the problem was critical in their decision to
engage a consultant.

It gave us that kick to
do something about it.”

Impact
The new system has reduced the time required by his
staff to service their maintenance contracts, so Matt
has improved his processes and systems and his staff
have more capacity to serve new clients as they are
more efficient and productive.
Longer term, Matt is conscious that as his team gets
busier and his business expands, external support
is a key enabler for innovation. Matt will be looking
for innovation grants in future and ideally would like
further information about the grants available. In
addition, he is keen to learn as much as possible
and would like to attend the Innovation Vouchers
workshops although he admits it would be difficult
to find the time to do this. Overall, his view of the
Innovation Vouchers scheme was very positive.

The scheme was a very
important thing for the
company and should be
encouraged. It’s doing
good work.”

