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Question 2.3.3 - Weighting - 30% (Word Count 1500)  
 
Business Management - In order to meet the contract management requirements outlined in 
Schedule 1 and Schedule 1A of the Entire Agreement, the Contractor must have well established 
formal tracking tools and processes to deliver the service, ensuring business continuity at all times. 
These must be used as a formal monitoring mechanism within your organisation. Please provide a 
detailed breakdown of your processes for tracking and delivery, paying particular consideration to 
the following: 

 
 details of all tools and processes to track and report on progress of tasks and how you keep 

abreast of the latest tools and technologies in the sector; 
 details of the management reporting arrangements employed to monitor tasks; 
 details of how these outputs will contribute to the management of risk and inform future 

activities; 
 details of formal methods/process for identifying and addressing errors or under delivery 

including how and at what stage the client is informed. 
 provide examples of the management information and details of any additional management 

information that will be available, including frequency. Outline how all of this will be used to 
identify and manage activity across the framework. 

 details of any business continuity management standards applicable e.g. ISO 22301, and 
the processes and procedures in place to ensure the service is delivered in the event of an 
emergency situation occurring. 

 
 
2.3.3. BUSINESS MANAGEMENT 
 
TOOLS AND PROCESSES 
 
To track and report on the progress of tasks we have robust tools and processes. 
 
Our Synergist project tracking and reporting tool logs all tasks and assigns a unique reference. 
Staff time and production fees are allocated, generating a Timing Plan and Cost Estimate.  
 
The tool allows for information management, resource scheduling and finance integration, ensuring 
all tasks stay on time and budget. Specifically: 
 
 How a task is progressing against time and budget 
 Who has, is and will be working on a task 
 Which tasks are due to hit which department and when 
 The status of tasks. 
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Traffic Manager,  chairs weekly Production Meetings with Account Directors to 
assess progress of existing tasks/ensure resource. Daily meetings are held to ensure that new 
tasks are allocated resource. 
 
Head of Digital (HoD), chairs Monday morning Development Scheduling meetings to 
allocate projects and review resource. We use 

 
We keep abreast of the latest tracking and reporting tools and technologies.  
 
Member access to the IPA Advisory Service provides us with bi-annual information on market 
dynamics, including reporting tools. 
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Our IT Manager, monitors performance, providing monthly reports for the 
Board.  
 

 
MANAGEMENT REPORTING  
 
The Union has a number of management reporting arrangements in place. 
 
The Digital Account Director/Technical Director/Lead Digital Strategist report formally to HoD on 
project KPIs and client service/performance, based on statistical performance/client feedback. HoD 
also seeks direct feedback and disseminates this through internal meetings. 
 
We report/analyse on digital/web project to clients using 

which allows us to identify areas for 
improvement, and for performance issues to be rectified.  
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Board meetings have an agenda item, ‘Client Health’, based on our ‘Traffic Light’ report. Escalation 
procedures are enacted where appropriate.   
 
We review the performance of sub-contractors annually, identifying areas for improvement. 

 
On-going project metrics - response/click-through rates/competition entries  - provide ‘real time’ 
performance. For example, where a particular creative treatment/website might not be effective, 
we can respond immediately.  
 
ROI analysis is a key discipline, allowing comparisons with similar activity.  
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MANAGING RISK  

 
This process allows us to: 
 
 Identify potential risk through data or observation 
 Assess risk – seriousness/likelihood 
 Plan for specific scenarios 
 Implement actions to prevent occurrence/acting if it can’t be prevented 
 
At its heart is communication - to staff and sub-contractors. Senior Management take responsibility 
for client tasks, and disseminate to team members as appropriate. 
 
INFORMING FUTURE ACTIVITIES 
 
The information ensures Continuous Quality Improvement (CQI), allowing us to meet or exceed 
the expectations of clients. Our CQI follows a structured process: 
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We interweave CQI it into everyday work. Staff are encouraged to feedback their own views and 
empowered to develop processes to improve future tasks. Senior Managers then ensure that new 
processes are implemented. 
 
PROCESS FOR IDENTIFYING ERRORS/UNDER DELIVERY 
 
The Union’s formal process to identify errors or under-delivery is based on the measures through 
Synergist, Jira, management reporting, project data, and client interaction. For example: 

ADDRESSING ERRORS/UNDER DELIVERY 
 
To address errors or under-delivery we deploy our Escalation Process: 
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EXAMPLES OF MANAGEMENT INFORMATION  
 
The Union provides regular management information to clients throughout the course of a task. 
 
Timing plans are prepared and circulated to the client from the outset. This gives an at-a-glance 
view of project delivery and key milestones. It also facilitates easier transfer of projects between 
team members at the PSB when required.  
 
A Cost Estimate is provided to the client at the beginning of a task, based on the agreed 
Framework rate-card, proposed Media Plan if applicable, and any external production costs. We 
provide consistent estimates based on the amount of hours we expect a task to take and the 
production requirements. This provides complete transparency on all aspects of the project budget. 
 
We will provide weekly Status Reports to ensure all parties are aware of what stage the project is 
at and can highlight any delays that may arise. 
 



 

8 

These are referred to at Status Meetings, the regularity of which is agreed with the client. For short 
lead-time projects, meetings tend to be more frequent.  
 
Our ethos is that communication is key to a successful relationship, thus regular day-to-day 
contact will be maintained through telephone and email.  
 
Finally, a Contact Report will be provided following any detailed call or meeting that has clear 
actions, allowing all to be aware of and the timings associated.  
 

 
Reporting and management information templates. 
 
This gives both agency and client visibility of agreement and allocation of tasks, as well as 
providing on-going information to the project team. 
 
Ongoing data and metrics is also supplied and visible to the client through dashboards, Jira 
software and Google Analytics as described above. 
 
BUSINESS CONTINUITY MANAGEMENT  
 
We follow the principles set out in ISO 22301 when developing and maintaining our Business 
Continuity Plan (BCP), which lists all possible threats to the agency, potential losses incurred, and 
processes, procedures and standards to mitigate against causing disruption to business. 
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EMERGENCY SITUATION PROCESSES AND PROCEDURES 
 
Through the BCP The Union has a clear process in place to ensure service delivery in the event of 
an emergency situation. 
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We have a data backup structure – internal and external so we can access all task files as 
required. 

 
With no physical access to the office, all clients and suppliers are provided staff mobile numbers, 
stored on two external FTP servers.  
 
If an alternative office location is required, all telephone traffic is forwarded onto numbers at the 
temporary location. In the event that there is no access to servers/desktop machines, devices 
would be rented through Hamilton Rentals, with software pre-installed, allowing work within 24 
hours.  
 
We have alternative instant office availability across the UK with Clydesdale Bank, or our Leeds 
office. 
 
[1,456] 
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