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Abstract

This capstone project analyzes how Kosovo's audit and accounting industry is being
affected by digital transformation. Its aim is to explore how digitalization affects skills gaps, job
accuracy, company costs, and productivity in different sectors at a time when technological
breakthroughs are drastically changing industry. Professionals from Big 10 accounting and audit
firms as well as a local Kosovo accounting business were interviewed to gather insights on the

potential and difficulties brought about by digital tools and technologies.

Research findings show that digital transformation is considerably bridging the skills gap
in the industry, imposing constant professional development and adjustment to new
technological standards. Task accuracy has been significantly improved by digital tools,
predominantly through automation and Al, leading to higher efficiency and reduced error rates.
Additionally, while initial investments in digital technologies may be extensive, they eventually
contribute to long-term cost savings and improved business efficiency. The ultimate effect of

these changes is a considerable increase in overall productivity.

This project offers recommendations for effectively navigating the digital transformation
in the accounting and audit sectors in Kosovo. These include constant investment in training,
strategic employment of digital tools, emphasis on soft skills development, nurturing a culture of
innovation within companies, and increased cooperation between IT and accounting
professionals for streamlining the digital transformation. The paper highlights the need of
implementing a strategic approach to digital transformation, ensuring that businesses in Kosovo
can fully reap the benefits of technological advancements while overcoming the obstacles

associated with said change.
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1. Introduction

Nearly all industries are being affected by recent dynamics following digital
transformation through artificial intelligence and robotic process automation. The financial
services industry, particularly the accounting and audit sectors are no exception to this
phenomenon (Higgins, 2022). COVID-19 has been a significant contributor to this change,
where the industry was faced with the emergency of developing remote opportunities for
accountants, such as e-accounting and even automating some of the repetitive tasks (Matta et al.,
2022). These circumstances contributed to the digital transformation of the financial services
industry.

Ribiere and Gong (2021) define digital transformation as “A fundamental change process
enabled by digital technologies that aims to bring radical improvement and innovation to an
entity [e.g., an organization, a business network, an industry, or society] to create value for its
stakeholders by strategically leveraging its key resources and capabilities”. In other words,
digital transformation brings about upgrades in an industry, which serve the goal of reaching
targets more efficiently and easily. One way to do this is through business or intelligent process
automation. McKinsey (2022) defines this process as “a collection of business-process
improvements and modern technologies that combines fundamental process redesign with
robotic process automation (RPA), artificial intelligence (Al), machine learning (ML), and
cognitive technologies like optical character recognition (OCR) and natural language processing
(NLP)” (qtd. in Harvard Business Review). Thus, the mechanical processes in specific industries
are coupled with artificial intelligence and they allow for new opportunities, including the
accounting and audit sectors. The accounting and audit industries in Kosovo have already started
their journey toward digital transformation, and thus it is important to explore the arguments that
arise on its potentials as well as the challenges that it entails. The focus of this research is on how

digital transformation affects the accounting and audit industries in terms of skill gaps, task



accuracy and its costs. This research targets the Big4! and Big152 financial services companies

operating in Kosovo, as well as the local accounting and audit companies.

This research explores the impact and feasibility of digital transformation in Kosovo's
accounting and audit sectors, emphasizing its significance for local and international companies
operating in Kosovo. The research topic has been selected since there are no other related studies
to digital transformation of this industry in Kosovo. Findings indicate that digital transformation
improves productivity through professional development and automation, despite initial
investment challenges. The study recommends strategies for effective digitalization, including
ongoing employee training, strategic investment in digital tools, and fostering collaboration

between IT and financial professionals.

2. Background Information

The ultimate outcome of the three spheres this research explores is how will they affect
the productivity of accounting and audit companies. Digital tools such as automation may make
for “higher production rates and increased productivity” (Britannica, 2023), by reducing work
hours in manual tasks. However, a disadvantage of automation may be that it will “subjugate
rather than serve humankind” as a result of high dependency of humans on automation
(Britannica, 2023). Similarly in the accounting and audit sectors while digital transformation
may increase productivity, it risks serving the opposite. Bavaresco et al. (2023) note that digital
transformation may reduce the hours that an accountant works. By incorporating digital tools
such as RPA, repetitive tasks that accountants have to deal with can be automated, allowing for
more time to complete tasks that require human capital. Matta et al. (2022) studied the behavior
of accountants following digitalization as a result of COVID-19 and they state that “the positive
or negative behavior appears to be a matter of subjectivity. What is favorably appreciated by one

is not necessarily appreciated by the other” (Matta et al., 2022). Thus, there are risks when

1 Top 4 accounting & audit companies globally, measured in terms of annual revenues:
https://bigdaccountingfirms.org/

2 Top 15 accounting & audit companies globally, measured in terms of annual revenues:
https://finance.yahoo.com/news/top-15-accounting-firms-world-
161236509.html?guccounter=1&guce_referrer=aHROcHM6Ly93d3cuz29vZ2xILmNvbS8&guce_referrer_sig=AQAAA
ltgUQ1w2MIObbkHz82z0N5EzLOfYDor99GIR95ZKIrOcLAgnl_folIW0Q7imgZQREP-
mrURIrdisgl6AeQxQt8wsxanrqb10MO0esglZycT50lyZ1U20YA6INnN6ECYW8VvYINTzVh36LIrFPG2 _eSsffyJygKmhBIUAwL
L4NuudYOE



https://big4accountingfirms.org/
https://finance.yahoo.com/news/top-15-accounting-firms-world-161236509.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAItgUQ1w2MlObbkHz8zoN5EzLOfYDor99GIR95ZKlr0cLAqnI_foJlW0Q7jmgZQREP-mrURlrdisql6AeQxQt8wsxqnrqb1OM0esglZycT50lyZ1U2oYA6jnN6ECYW8vYInTzVh36LIrFPG2_eSsffyJygKmhBIUAwLL4NuudY0E
https://finance.yahoo.com/news/top-15-accounting-firms-world-161236509.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAItgUQ1w2MlObbkHz8zoN5EzLOfYDor99GIR95ZKlr0cLAqnI_foJlW0Q7jmgZQREP-mrURlrdisql6AeQxQt8wsxqnrqb1OM0esglZycT50lyZ1U2oYA6jnN6ECYW8vYInTzVh36LIrFPG2_eSsffyJygKmhBIUAwLL4NuudY0E
https://finance.yahoo.com/news/top-15-accounting-firms-world-161236509.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAItgUQ1w2MlObbkHz8zoN5EzLOfYDor99GIR95ZKlr0cLAqnI_foJlW0Q7jmgZQREP-mrURlrdisql6AeQxQt8wsxqnrqb1OM0esglZycT50lyZ1U2oYA6jnN6ECYW8vYInTzVh36LIrFPG2_eSsffyJygKmhBIUAwLL4NuudY0E
https://finance.yahoo.com/news/top-15-accounting-firms-world-161236509.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAItgUQ1w2MlObbkHz8zoN5EzLOfYDor99GIR95ZKlr0cLAqnI_foJlW0Q7jmgZQREP-mrURlrdisql6AeQxQt8wsxqnrqb1OM0esglZycT50lyZ1U2oYA6jnN6ECYW8vYInTzVh36LIrFPG2_eSsffyJygKmhBIUAwLL4NuudY0E
https://finance.yahoo.com/news/top-15-accounting-firms-world-161236509.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAItgUQ1w2MlObbkHz8zoN5EzLOfYDor99GIR95ZKlr0cLAqnI_foJlW0Q7jmgZQREP-mrURlrdisql6AeQxQt8wsxqnrqb1OM0esglZycT50lyZ1U2oYA6jnN6ECYW8vYInTzVh36LIrFPG2_eSsffyJygKmhBIUAwLL4NuudY0E

undergoing digital transformation, and that is why companies must implement it strategically.
Bughin et al. state that managers are even postponing the implementation of digital tools such as
Al and ML, because of the uncertainty of how will they help their businesses (qtd. in Clear,

Canhoto, 2020). Thus, while there is great potential for this sector to undertake digital
transformation, there are also challenges and risks posed to it.

The Human Factor — How Will Digital Transformation Affect the Low Skilled
Labor

Digital tools like RPA and Al are automating repetitive tasks, potentially displacing low-
skilled workers involved in data entry and other routine jobs. According to Frey and Osborne
(2016), a significant percentage of jobs in sectors with high levels of routine tasks are at risk of
automation within the next two decades, with bookkeeping, accounting, and auditing clerks
having a 0.98 probability of being “computerised”. This suggests that such roles are highly
susceptible to automation, leading to job displacement in these areas. While digital
transformation threatens low-skilled labor, it underscores the need for training and upskilling,
with ICAEW noting that 35% of the skills needed in accounting will change (ICAEW, n.d.).
Leaders such as Cliff Justice of KPMG emphasize that digital tools currently support human
workers (qgtd. in Steinhardt, 2023). All Big4 firms agree that momentarily Artificial Intelligence
cannot replace the profession (qtd. in Steinhardt, 2023).



3. Literature Review

This section reviews the current literature related to digital transformation in the
accounting and auditing sector. The review is structured into four parts: the change digital
transformation brings about to the sectors, digital transformation’s implications on the skills gap,

its impacts on task accuracy, and the cost implications of adopting new technologies.
3.1 How Will Digital Transformation Change the Accounting and Audit Sectors?

Digital transformation holds the potential to significantly alter the accounting and audit
sectors. Raewf (2020) et al. explain, “the use of information technologies to simplify accounting
processes and reduce the effort of the accountant started more than 140 years ago”. According to
them, technological tools automate complex accounting tasks, increasing accuracy and efficiency
by reducing the time spent on both data entry and analytical tasks (Raewf et al., 2020). The
authors suggest that digital tools enhance informed decision-making through real-time data
processing and accessibility (Raewf et al., 2020). They also highlight that cloud-based
accounting systems improve collaboration and data sharing, and incorporating Al in accounting
software leads to predictive analysis and accurate risk assessments (Raewf et al., 2020). Raewf et
al. (2020) note that while digital tools can identify unnoticed patterns in manual audits, achieving
this change requires training professionals to adapt to these technologies. In other words, such a
transition also requires technological proficiency.

A strand of literature states that digital transformation will significantly change the
accounting profession. Green et al. (2022) explore this evolving role, identifying three themes for
the profession's development: “The Strategic Advisor with Extensive Human Capital, The
Advisor with Extensive External and Internal Social Capital, and The Advisor with Extensive
Digital Human Capital Resources”. Findings on the first theme suggest that accountants are
transitioning from compliance-focused roles to advisory roles, using accounting knowledge to
provide strategic insights. This role requires skills in “understanding client needs, Strategy,
change management” (Green et al., 2022). The second theme emphasizes the importance of
strong professional networks, people skills and the “knowledge and skills to work in diverse

teams (Green et al., 2022). The third theme involves advisors integrating IT skills with “social



capital” to implement digital tools. Necessary skills for this role include IT proficiency in areas

like cloud computing and data analytics (Green et al., 2022).
3.2 Skills Gap Implications

Digitalization requires a skillful workforce to operate the digital tools, and one of the
challenges in this journey are the possible skills gap that workers have when using the tools. To
benefit from Al, businesses must understand the digital tools involved, as risks and potential
“value destruction” can arise it (Clear & Canhoto, 2020). In Roy’s et al. (2019) research, it was
shown that participants preferred tasks with more “manual control rather than automation,
despite much slower performance and regardless of very poor controllability”. A European
Central Bank Report (2018) revealed that one-fifth of surveyed Eurozone companies expect
employment to increase due to digital transformation, primarily because of the retraining and
upskilling required post-digitalization, while one-third expect employment to decrease. Thus,
digital transformation may give rise to challenges if there is a mismatch between the skills
required and the skills possessed by employees. A research conducted by Bavaresco et al. (2023)
surveyed accountants whose “statutory reconciliation” task was automated for the study, and
found that all the interviewees agreed — with 63% strongly agreeing that the system was easy to
use (2023). In this way, Bavaresco et al. derive the “lessons learned” from the research (2023)
and as per the “Training and Awareness”, the lessons are that employees need to understand the
contribution of the automation on their routine, there need to be programs in place which
reassures employees that they are not going to be “surpassed” by these technologies, and that IT
personnel needs to be trained on implementing the digital tool — Machine Learning (Bavaresco et
al., 2023).

Societal and cultural norms seem to also have a role in the challenges raised by digital
transformation. Schwertner (2017) states that the greatest challenges that digitization faces are
not technological in nature, but rather “human factors” such as “lack of relevant knowledge,
cultural traditions, and the employees’ resistance to change”. Schwertner (2017) also adds that
not having the adequate resources is also a “human factor” which hinders digitization, along with
lacking the motivation and the risk-taking nature. In this way, literature shows that sometimes

the biggest challenges are not financial or technological in nature, but rather cultural factors



which hinder digital transformation. Chen et al., (2021) recommend that governments need to put

policies in place that would both enhance digital transformation, which will result in “a far-

reaching impact on the economy and society”.
3.3 Task Accuracy Implications

Studies reveal that digital transformation improves accuracy by reducing human errors.
Zhang (2019) states that task automation may minimize errors made by humans (qgtd. in
Bavaresco et al., 2023). Bavaresco et al. (2023) add that this may also decrease the “chances of
financial loss due to errors in tax reports”. Furthermore, in the capital market, digital tools may
increase accuracy in “information disclosure, reduce information asymmetry, and improve
analysts’ interpretation ability” (Chen et al., 2021). Chen et al. (2021) suggest that businesses
with healthy “financial status” should apply digital tools to “improve the efficiency of their
internal operations”. In the audit process, Huang and Vasarhelyi (2019) found that information
collected via Robotic Process Automation matched the process of manual collection. Blanchette

and Kokina (2019) observed that one of the reasons companies of their study implemented RPA
was to reduce errors.

At the same time, a risk that comes with digital tools and automation is that accuracy
might decline, due to incorrect input or improper maintenance. Blanchette and Kokina (2019)
emphasize that automation's impact on accuracy relies on the standardization of the process, one
of their participants cautioning that "If you automate a bad process, you'll just be automating
errors” and another participant stating that they implemented a “test, learn and adjust” mode

whereby they monitored their new “digital worker” and adjusted the process accordingly
(Blanchette, Kokina, 2019).

3.4 Cost Implications

When undergoing digital transformation, costs may vary depending on the degree of the
investments, and whether unexpected costs arise along the way. Clear and Canhoto (2020) hold
that acquiring and maintaining Al tools can be costly. Besides the initial investment and
maintenance costs, businesses may face expenses for training as well (Clear, Canhoto, 2020).

Another cost which Clear and Canhoto state that businesses might face is the “reputational



damage” in case using digital tools brings “value destruction” to the company (2020). Like so,
besides the initial investment in Al, additional expenses can arise and the risks might actually
cost the business more than anticipated. Yet, Schwertner suggests that digital tools such as cloud
computing makes costs more predictable and decreases total costs, while another part of digital
transformation, mobile technology, offers “greater productivity, 26% more profitable than
normal” (2017).

Not all companies undergoing digitalization prioritize reducing costs, instead seeking
other benefits, even if costs remain unchanged. The results from Kokina and Blanchette’s study
in 2019 show that accounting and finance departments want to keep their costs the same. These
companies hold that giving their employees more time to “higher level work” is what they are
after, and that has increased the workload of these departments (Kokina, Blanchette 2019). A
European Central Bank report shows that companies are expecting other benefits from digital
transformation, such as increased sales and increased productivity of workers (2018). Thus,
reducing employee headcount and consequently costs are not what every company undergoing
digitalization is targeting.

Productivity Task Accuracy  Skills Gap Operational Costs

Figure 1 - Theoretical Framework

This project aims to look at how will productivity be affected as a result of task accuracy,
skills gap and operational costs. This makes productivity the ‘dependent’ variable of the three

independent variables.



4. Methods Used

The primary data collection was conducted by interviewing financial professionals —
namely accountants and auditors operating in Kosovo. The target subjects were managers and
employers in the financial services sector. The interviews explored how has digital
transformation affected the sector and its workers on their daily tasks and activities, such as
whether their attitude and productivity changed, whether they prefer the traditional or the modern
way of working, is the software helping improve the quality of their work and how hard they find
it to adopt to the new way of working. Furthermore, the interviews investigate the impacts that
such a transformation has had on management level, the quality of work, and the costs that the
financial services firms incur. The subjects of the interviews were part of the Big4d companies,
Big10 companies, and local Kosovo companies of the financial services industry.

The profile of the participants was chosen so as to offer diverse views on the digital transition in

the accounting and auditing sector in Kosovo:
1. Participant A (Audit Manager, Big1l0 Company A):
2. Participant B (Tax Manager, Bigl0 Company A):
3. Participant C (Audit Manager, Bigl0 Company B)
4. Participant D (Tax Manager, Bigl0 Company C)
5. Participant E (IT Specialist in Task Automation, Big10 Company C)

6. Participant F (Managing Partner, Local Accounting Firm, Company D)

~

Participant G (Managing Partner, Local Accounting Firm, Company E)

The interviews, each approximately 30 minutes long, were conducted in a semi-structured
format to allow for depth and flexibility in responses. The interview questions were specifically
designed to explore the following key areas: Skills Gap, Task Accuracy, Business Costs, and the
byproduct of all of these spheres — productivity. Appendix A shows the overall questions asked

in the interviews.

The interviews were transcribed verbatim and subjected to thematic analysis. After

transcription, the scripts were coded in order to identify common themes among the interviews



which were then further analyzed and defined. This method offered an understanding of digital
transformation’s impact on the sector in Kosovo.

This methodology provided a comprehensive view of the effects of digital transformation on
accounting and auditing in Kosovo, reflecting the professional experiences and insights of those
at the forefront of this shift.

4.1 Ethical Considerations

Informed consent was obtained from all participants, and confidentiality was maintained
throughout the research. Training was held for this study in order for the ethical aspects to be
taken into consideration, whereby I also obtained Citi Certificates regarding ethics of research.
Thus, the study adhered to the highest ethical standards, ensuring participant anonymity and
responsible data handling. Appendix B shows the consent form which participants of the
research had to sign, whereby the ethical considerations are stated.



5. Results

The study was realized by conducting in-depth interviews with distinguished

professionals in the field of accounting and auditing in Kosovo. Their experience spanned from

globally recognized Big10 firms to local entities, which provided many views of digital

transformation in the sector. The diverse perspectives of the participants, whether in audit and

tax (accounting), task automation, or leadership in a local firm, supplement the understanding of

digital transformation in the field. The table below summarizes the main results of the research,

and each of the themes is discussed in detail in the sections that follow.

Company has
undergone "100%
digital transition". Use
of CaseWare audit
software.

Significant
implementation of
digital tools, working
on software for
automatic invoice
registration.
Digitalization of
accounting duties on a
"day-by-day" basis,
use of various
software for different
clients.

Use of Alteryxs, Macro
Excel, UIPath for
automation.

Investment in
automation tools,
seeking to invest in
Power Automate.

Beginning to digitalize
processes, challenges
in automation.

Developing in-house
MIS for audit task
automation.

Figure 2 - Summary of Key Findings

Significant
improvement in task
accuracy, potential for
errors with inaccurate
inputs. Lower overtime
work.

Skills gap in using the
CaseWare software,
short trainings were
required for staff
members.

Significant increase in
productivity,
digitalization made
work more "fun".

Highly cost-effective
despite initial costs.
Reduced staff costs.

Mismatch of skills
when implementing
digital tools, training

was a must.

Increases in accuracy
and efficiency, saving
time.

Faces unexpected
costs, especially with
software malfunctions.

Implied through tool
effectiveness.

Skills gap linked to
demographics, new
skill requirements.

Investment has been
cost-effective, reducing
staff needed for tasks.

Decreased mistakes,
increased customer
satisfaction.

Implied through
efficiency gains.

Cost-effective despite
initial costs, efficiency
in company
performance.

Employed new teams Automation helps
and software to bridge significantly, eager to
skills gaps. invest more.

Implied increase
through professional
development focus.

Increases when tasks
take minutes,
notification of errors.

Bridging skills gaps
with new teams,
careful data handling.

Implied through
automation benefits.

Implied through task
automation benefits.

Significant
improvements in
accuracy, hierarchical
review process.

Employed IT for
training, issues with
cybersecurity.

Very profitable Significant increase,
investments with quick enables development
returns. of judgment skills.

Necessary training for
software use, process
improvement
trainings.

Cost-effective, initial
costs bearable but
unexpected training
costs.

Productivity increases
with reliable
documentation and
client acquisition.

Increased accuracy in
operations, immediate
error correction.



5.1 High Implementation of Digital Tools

High implementation of digital tools in their companies was reported by all the
interviewees. Whether it was task automation, Al or even simpler digital tools such as attaining
digital copies of documents, all participants stated that they have already started implementing

digital tools in their work.

Indeed, participant A stated that compared to last year, digitalization had a “100%”
transition in their company. They stated that they no longer get physical copies of large audit
documents, but they are all received electronically. The audit process itself has also had a
significant digital transition, whereby companies have implemented a software which snips pdf
texts and pastes them as a plain text in excel, which tremendously helps reduce time scanning
through documents (Participant A). Furthermore, there is an automation software which matches
similar documents with one another. Company A has started using the CaseWare audit software,
which is used in 60% of the audits conducted by the company. This software is especially useful
in reducing time spent on audits where a lot of IFRS standards are applied (Participant A).
Participant A stated that they are constantly pushing the company toward investing in digital
tools. The tax department of Company A has also applied digital tools.

Also, in terms of impact in tax department, Participant B claimed that their department
has had significant tools implemented in their work during and post-COVID, by saying that
COVID was the very fuel to which digital transformation started in their company. The Tax
Manager said that their department has still not reached their digital objectives. At the same time,
company A’s tax department is working on a software whereby an invoice or bill need only be
scanned, and then it will automatically be registered in the bookkeeping software. This software
is also linked with payments, where once the invoice/bill has been paid, it will automatically be
paid for in the software as well (Participant B). Such a software would also offer greater security,
knowing that payments need to be approved by all stakeholders before going to the payment

system of the invoice/bill (Participant B).

Digital transformation in the field of accounting and audit is ultimately “inevitable”
(Participant C). Participant C claims that accounting duties are being digitalized “day-by-day”.

Companies (B) now use different software for different clients, so as to attend to their custom



needs. This may really help workers of companies to generate timely reports which saves
companies time which can be allocated elsewhere (Participant C). Another advantage that
companies (B) are experiencing from digitalization is getting electronic copies of documents

rather than physical ones. This undoubtably eases the process outstandingly, since access to
documents is way faster once this is implemented (Participant C).

Company C’s employees, namely Participant D and E have also shown that their
company has invested a lot in digital tools. They stated that they use tools such as Alteryxs,
Macro Excel and UlPath to automate their tasks. As such, a lot of the tasks are automated, and
this significantly eases a worker’s day-to-day tasks (Participant D). Some of the tasks which are
being automated are: payroll, financial statement preparation, VAT, reconciliation, controlling
financial statements, bank statement extraction, bank reconciliation, extraction of verdicts etc.,
(Participants D and E). Such automations tremendously help companies, since the time spent on
manual tasks decreases significantly, and companies are big companies are eager to invest in
even more software so as to automate even more tasks (Participants D and E). Participant E

claims that Company C is seeking to invest in Microsoft’s Power Automate.

The interview results indicate that Kosovo’s local accounting and audit companies (D
and E) are also forward-looking in investing in digital equipment (Participant F). While these
companies have not reached the point of task automation yet, they have already started to
digitalize a lot of processes (Participant F). Participant F mentions digitalized processes such as
enabling their employees to work remotely, getting electronic copies of documents, digitalized
accounting checklist and using bookkeeping software. Participant F also stated that they have
also tried to automate invoicing and bookkeeping processes by using a certain software, but that
is rather challenging to attain in Kosovo at this time. As is the case in local companies (D and E),
VAT reporting consumes less time knowing that all data on sales and purchases is now
automatically transferred from the bookkeeping software to the VAT template of the Tax
Administration of Kosovo (Participant F). Companies (E) have also created excel models in
order to automate some of their tasks, such as payroll calculation and financial modeling
(Participant G). Participant G states that their company is developing an in-house management
information system, called MIS. This software seeks to automate certain tasks in audit and the

software contains and updates information which concerns management, in other words, it



includes all information on business operations (Participant G). Local accounting service
companies (D and E) see a ton of benefits as a result of these processes, and they are interested in
digitalizing their work even further.

This shows that Kosovo is already starting to acknowledge the importance of digital
transformation. Even though local companies find it harder to implement as many tools as the
globally operating firms, they still strive to implement at least some level of digital tools in their
companies. A quote worthy of noting is that of Participant A, whereby they claimed that “The
digitalization process began in our company not to hire less staff, but to reduce inefficiencies and
overtime”. That shows that digitalization may not have the purpose of hiring less staff and
cutting jobs, as the traditional way of thinking suggests, but rather help those already working in

the sector to increase efficiency of their work.
5.2 Training Requirements

When digital tools are implemented, it appears that a skills gap is usually the case
initially. All participants confirmed that the accountants/auditors initially do not have the
technological knowledge of newly implemented digital tools. Company A had witnessed skills
gaps in both the tax and audit department. The tools that were implemented in excel, for the audit
department, required short trainings, however, approximately 30% of employees had significant
skills gaps when it came to using the CaseWare audit software (Participant A). Additionally, it is
of the essence that trainings are balanced with accounting trainings as well, such as keeping up
with financial reporting standards, or taking part in Continuous Professional Education (CPE)
which is mandatory for certified accountants and auditors. Similarly in the tax department,
Company A has seen a mismatch of skills when implementing digital tools. For this department,
training was a “must” and there were certain trainings which lasted two months, depending on
the software (Participant B). However, now the tax department is able to employ people who are
not experts in accounting, since the software made the deep understanding of some parts of the

job unnecessary (Participant B).

Companies (B) that faced skills gap noticed that skill gaps are also linked based on
demographics. Usually, it is the senior workers who have not been exposed to working with a

software which experience the highest skills gap (Participant C). Also, workers who have entry



level jobs in the sector and who have not had the chance to work with the software and not very
experienced with the work itself experience a significant skills gap as well (Participant C). With
that, accounting services companies have also switched the skills requirement for attaining new
employees, whereby technological knowledge and fluency in English is one of the more
important skills that companies require (Participant C).

However, new workers are not expected to know how to use the software and they are
not tested on those skills in the interviews (Participant E). Companies (C) have faced skills gaps,
but have employed new teams and even software in order to bridge those skill gaps (Participants
D and E). These teams have the duty of automating accounting tasks, and then training the
accounting professionals so that they are up to date with the software implemented (Participants
D and E). Furthermore, companies attained licenses such as Microsoft Bing in order to use their
Al features for work purposes, however the employees have to be careful not to share
confidential data (Participant E). Employing monitoring systems for performance indicators is
crucial for identifying the skills gap and then investing toward bridging that gap (Participant D).

Local accounting companies also noticed skill gaps for their newly implemented digital
tools. Participant F stated that their company has recently employed an IT person in order to train
the staff on the usage of the digital tools. However, companies are prone to cybersecurity issues
and when digital tools are implemented data security must also be enhanced (Participant F).
Company D has had a similar experience, whereby their system was hacked and their data was
stolen, and now they are working on creating backups so as to secure their data (Participant F).
Companies are trying their hardest to make the software user-friendly, however further training
on using them is still necessary (Participant G). Company E requires its employees to have one-
week long trainings for each digital tool that the company has introduced so far, and besides that,
they also hold weekly process improvement trainings where they identify the areas which need
improvement and tackle them (Participant G). At the moment, the CEO along with the IT
professional of the company are conducting the training, however the owner stated that in the

future the company may need a specific team which only deals with training (Participant G).

While there is a prevalent skill gap in the industry once digital tools are implemented,
companies have already come up with ways to bridge these skill gaps. Training prior to using the

software is one of the precautions, however companies have also changed the skill requirements



for job openings in order to take measures for these gaps. Furthermore, the results have shown
that companies hold regular meetings and address the issues that employees might have with
using the software. Although some Big10 companies have already created new roles for training

and maintaining digital tools, local companies who are working toward that goal see that in the
future, they might have to create teams that deal with those specifics as well.

5.3 Higher Level of Accuracy and Efficiency

As a result of digital transformation, companies operating in Kosovo, both international
and local, see an increase in the accuracy of tasks, and the efficiency with which the work is

done.

Company A has seen a significant improvement in task accuracy and efficiency. Ten days
prior to the interview there was a quality control for the international company operating in
Kosovo, and one of the most positive responses was the accuracy improvement (Participant A).
However, errors may occur whenever the input by employees is inaccurate (Participant A). The
tax department has also been faced with increases in accuracy and efficiency (Participant B),
which is leading to a lot of time being saved and accountants can now focus on higher-value
work (Participant B). But some processes which require human judgement are unable to be
automatized, and as such require manual input from the accountants, such as complying with tax

laws (Participant B).

Similarly, Company B has also associated a positive relationship with accuracy,
efficiency and digitalization. Participant C states that the probability of making mistakes has
significantly decreased as the company implemented digital tools. Furthermore, the quickly
accessible information and generating timely reports has also increased the quality of the
services being offered to the customers, which has led to increased customer satisfaction
(Participant C).

This increase in accuracy is motivating companies to invest even more in digital
transformation. Companies (C) which have these products pre-tested globally experience even
less errors, and as such they are eager to invest in even more digital tools, whereby task

automation is their main focus (Participant D). That comes as no surprise, knowing that



automation significantly reduces the time spent on manual tasks and allows employees to focus
on other tasks which require judgement (Participant D). Company C reports that their clients are
way more satisfied with their work post implementation of digital tools, seeing that the quality of
the work has increased significantly (Participant D). Accuracy and efficiency increase
tremendously when tasks that would usually take hours to complete now only take several
minutes (Participant E). Company C’s IT professional states that their team gets a notification
every time that a robot runs into errors, and then the team can work on the software so as to not
repeat the same error (Participant E). They state that some of the challenges of implementing
these digital tools however is when Captcha is enabled and then the team has to retire certain
robots (Participant E).

Similarly, local financial services companies have stated that increased accuracy and
efficiency is one of the benefits of digitalization. Company D has seen significant accuracy
improvements after implementing digital tools (Participant F). Implementing a hierarchy
whereby tasks are completed by an intern and then reviewed by a junior, senior and manager has
helped companies (D) to reduce the errors made (Participant F). Participant G stated that their
company has increased accuracy in most of their business operations, since they are developing a
software whereby all the business operations can be found in that software, and that eases the
work process for the management. When errors in such cases do happen, Participant G claimed
that they are usually corrected effective immediately, and they discuss those errors in their

weekly staff meetings, so that they are not repeated twice.

Ultimately, incorporating digital tools has brought about many advantages for accounting
and audit companies operating in Kosovo. Some of these advantages are accuracy, service
quality and reduced time spent on manual tasks. However, a concern of this is that wrong inputs
could lead to errors. To refute the disadvantage, as Participant G noted: “the more automated the
tasks are and the more digitalized the work process is, the more trails will the error leave behind
whenever it occurs”, thus the advantages outweigh the disadvantages.

5.4 Cost Effectiveness

Although implementing digital tools may have high initial costs, results show that

financial services companies operating in Kosovo believe that investing in digital tools is cost-



effective and in the long-term, it may even decrease costs. For this section, only those with

access to the company’s financial statements were interviewed.

Participant A claims that the investment was highly cost-effective. This is the case
whenever you implement something which gives you one of the most important assets — time
(Participant A). There were high initial costs, but in some companies (A) the hardware needed to
support the software costed more than the software itself (Participant A). Reduced staff costs
arise not because employees are fired, but because staff turnover is becoming easier when
software which requires less knowledge is implemented (Participant B). Participant B claims that
Company A do face unexpected costs when implementing digital tools, especially when the
software malfunctions and IT costs are required. Additionally, Participant C claims that
Company C’s investment has been cost-effective, since these investments reduce the number of
staff members required for certain tasks, the access to information is way faster and easier and
remote work allows for a lot of costs to be reduced. Developing new teams and taking new
employees was an initial cost for some companies (C) (Participant D). However, these
companies still believe that digital transformation is cost-effective, since the hours of
engagement in tasks reduces and that is translated to effectiveness in the company performance
(Participant D).

Even though local companies face much more uncertainty when investing in digital tools,
since they have not been tested globally for them, the owners are still very optimistic when it
comes to the cost-effectiveness which it brings about. Since the service industries do not require
a large capital investment as compared to production industries, investments such as these are
very profitable (Participant F). Participant F states that the investments in digital tools that they
incurred have had a quick return on their investment. Company E developed most of their digital
sof