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Q1. Please Include a specific example(s) of deploying (and redeploying) people, 
resources, and money to support clearly defined business outcomes. 
 

In October 2019 after the amalgamation of two different business units within BT (BT 
Business & Public Sector and Wholesale and Ventures) to form Enterprise, the 
appointment of a new Digital Director, and an internal reorganisation – we undertook 
a project to change our operating model to support the changing and growing needs 
of the new business. The enabler for this change was Workfront. 
  
The purpose of the change was to achieve the following: 
 
Adopting an agile/squad model approach to facilitate each sector having its own ring 
fenced squad for optimising the digital experience to achieve our digital objectives. 
Workfront has enabled us to move people around, out with their functional teams, and 
to enable workflows within squads.  
 
Furthermore, we sought clarity around ROI for our team, and the ability to demonstrate 
the business value added by the team.  

 
Q2. Include an example(s) of defined (and, where possible, automated) business 
processes that support people, teams, and objectives. 
 

In order for Workfront to support this new way of working, we spent significant time 
with the newly formed teams, in order to design an approach that would best support 
the squads and create the most friction free experience. We were also focused on 
providing a level of governance around procedure and hand offs between teams that 
had previously been lacking.  

 
Q.3. Describe your effective work execution and business accomplishments as a 
result of operational designs and planning. 
 

We were keen to recognise the differing needs of the teams in order to make sure the 
training and workfront roll out was bespoke to our colleagues needs. To achieve this 
we created multiple personas versus the user types, dashboards and process flow for 
those people. We were then able to create a training plan.  
 
We filmed a video a month before launch in order to warm people up to the change 
and set the expectation about what they could expect and gave confidence that they 
would be fully trained and briefed ahead of launch.  

  



 
To support the launch we ran a series of face to face training sessions which we pre 
tested with our persona representative to make sure it made sense ahead of go live. 
The sessions were interactive, informal, with a range of media to support the 
explanations with live show and tells and detailed guides to take away and reference 
and support.  

 
Post launch we held weekly feedback calls with the various teams and squads, drop in 
clinics for people who needed support on more bespoke asks. As we gathered 
feedback from the clinics and weekly feedback calls we turned this into hints, tips and 
reminders which we used our social media channels to socialise round the digital 
team. We also gathered all feedback, questions and answers in a workfront project 
which has now become a wiki of rich workfront know how. We provided additional 
refresher training sessions as well as producing a video for our stakeholders external 
to the digital team here we collaborated with the digital product team to give a guide 
to requesters to highlight the importance of good briefs.  

 

Q.4 Please include examples of measurement, such as utilization, service level 
agreements, cost savings, on-time delivery, and performance. 
 

We are now able to understand the total number of projects by level of complexity and 
form a view of the various squads backlogs. This has highlighted the imbalance in 
demand vs service, particularly in the SME sales area which has given the delivery 
manager the data to present back to the DLT in a pitch to create a new squad to allow 
SME Sales to increase the velocity of their backlog.  
 

For less complex demand we were able to produce a dashboard for the production 
team manager to show the influx of demand versus the amount of resources in that 
team. This showed that the backlog was disproportionate to the number of people in 
the team and therefore they had an ever growing backlog and increasingly 
disgruntled stakeholders. This is in the process of being addressed. 

 

  


