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AT A GLANCE

CHALLENGES

•  Inefficiencies created by manual process 
and disconnected systems 

• Low client satisfaction survey scores 

• Lack of insight into increasing work queue

BENEFITS

•  Significant improvement in the client 
satisfaction key performance indicator (KPI) 

•  Saved an average of 10 hours per week by 
improving chains of communication

•  Eliminated 25% of the back and forth for 
copy editing

• Reduced project planning by 30 minutes 

•  Eliminated 15 hours of meeting time per 
week for designers

• Increased accountability 

• Improved flow of projects 

• Gained a more empowered team

Cars.com In-House 
Creative Agency 
Empowered by Workfront 
to Become a More 
Strategic Partner to the 
Business

The Cars.com internal agency, Team IDEA, seizes 
opportunity to improve the sophistication of 
its operations—evolving processes, improving 
communications, and enhancing project visibility 
using Workfront.

An excellent reputation is critical to the success of an in-house agency. 
Internal clients must be confident that their colleagues can deliver the work 
they promise, when they promise it. Yet no one at Cars.com was certain 
how successful a unified, standalone creative services and events team 
would be when Team IDEA was introduced in July 2011. Within 18 months, 
the growing team had evolved its intake and delivery processes but the 
in-house agency still lacked a consistent work management solution that 
would enable team members to stop reacting to assignments and start 
driving strategy. Today, empowered by Workfron, Team IDEA is a better 
partner to the business because of the improved communication, time 
management, and project visibility capabilities that Workfront delivers to 
the organization.

Cars.com is the leading destination for online car shoppers, offering 
credible and easy-to-understand information from consumers and experts 
to help buyers formulate opinions on what to buy, where to buy, and how 
much to pay for a car. Team IDEA is the internal creative services and 
events team for Cars.com. The team—which includes a copywriter, project 
manager, designers, and events professionals—creates experiences for 
audiences to engage, interact, and strengthen relationships with the 
Cars.com brand. Team IDEA collaborates with internal stakeholders, 
developing and managing traditional and digital projects from 
advertisements, sales collateral, emails, event signage, invitations, and 
microsites to brochures, infographics, identity packages, logos, and more.
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THE CHALLENGE

DISCONNECTED TEAMS AND PROCESSES 
Before the summer of 2011, professionals working on Cars.com design, writing, and 
events initiatives were distributed across departments and responsible only for their 
organizations’ activities. When Team IDEA was established, its mission was to oversee 
the company’s creative execution, writing, best practices, brand standards, as well as 
events strategy, planning, and execution. The team’s experts would be responsible 
for translating complex business information, metrics, and data into compelling stories 
and visuals in support of Cars.com marketing efforts. Yet the new in-house agency had 
no operational blueprint, which required employees to figure out how best to manage 
work as a team. 

According to Angie Trigilio, manager of creative services at Cars.com who helped 
launch Team IDEA, everyone on the team was using Microsoft Excel spreadsheets and 
email to track tasks and deliverables, which was time consuming and inefficient. Efforts 
to analyze team needs and streamline processes led to the creation of a make-shift 
solution in Microsoft Outlook using tasks with attached Microsoft Word documents. 
However, that solution also failed to deliver the transparency and standardization that 
the team needed to increase accountability and credibility with internal clients. 

Between July 2011 and January 2013, Cars.com was expanding. Its marketing 
department had more sophisticated operations and the volume of work was increasing 
at a very rapid pace. Maureen Boyle, the director of creative services and events who 
had been hired by Cars.com in 2011 to lead the in-house agency and had focused on 
evolving Team IDEA’s processes, now believed the increased exposure and growing 
number of project requests warranted investment in a workflow management system.

Boyle explains, “The team had come far, but we knew it could go further and that we 
had to go further because we were getting a seat at many more tables. We needed 
a solution that would help our team be more efficient and also help us communicate 
better with clients, especially when it came to setting expectations.”

Cars.com senior copywriter, Emily Sandberg, recalls that nothing was standardized 
and there was no way to quickly review requests or find completed projects. “I 
wasted time searching through Outlook and the individual folders that I’d created; 
time that would have been better spent developing content.” Because Sandberg both 
maintains her own project queue and works on larger Team IDEA initiatives providing 
new copy, editing, and proofreading services, she was excited about the prospect 
of a work management solution that would improve processes, communications, 
visibility, and accountability.

“WE WERE TRYING TO KEEP TRACK OF TASKS IN SPREADSHEETS AND THEN 
OUTLOOK, AND EMAILING DETAILS—IT WAS MADNESS,” REMEMBERS TRIGILIO. “AS 
OUR TEAM GREW AND WE WERE ASSIGNED MORE PROJECTS, WE KNEW IT WOULDN’T 
SCALE. THERE WAS NO TRANSPARENCY INTO WHAT ANYONE ON THE TEAM WAS 
DOING DAY TO DAY, WHICH FRUSTRATED EVERYONE. CLIENTS WOULD SUBMIT A 
PROJECT, FOR EXAMPLE, THEN RECEIVE THE DELIVERABLE. THEY DIDN’T SEE ANY OF 
THE MIDDLE STEPS.”
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LESS THAN IDEAL SURVEY SCORES AND LACK OF INSIGHT INTO WORK QUEUE 
Team IDEA was working hard, yet poor communication sometimes led to missed 
deadlines and there was no transparency into the in-house agency’s project queue. 
How Cars.com creative services team members’ time was being spent was also 
difficult to assess. Because Team IDEA’s success was dependent on internal clients, 
it began to formally survey them.  

Cars.com used the online In-House Agency Forum (IHAF) Performance Evaluator to 
survey and rate Team IDEA in areas such as ease of working with the team, quality 
of copywriting, and creative work. There was also an open-text section encouraging 
respondents to describe what it was like to be a Team IDEA client. The results of its 
first formal customer satisfaction survey resulted in scores averaging in the low-3s 
for project, workflow, and process management categories, below the KPI of 4.0 or 
higher that the team had hoped to achieve.

Because Team IDEA gave clients an opportunity to share their degrees of 
satisfaction, it was able to gather candid, specific feedback about was working and 
what wasn’t. Survey results that were lower than desired led the in-house agency 
to make substantial changes that benefited both its team and its clients, including 
implementing the Workfront solution. 

THE WORKFRONT SOLUTION

Team IDEA now supports the writing, creative services, and events needs of all of the 
organizational functions at Cars.com, including all sales channels, product, technology, 
operations, and human resources teams, as well as the nearly 100 employees in 
marketing. With standard work processes and Workfront, Team IDEA more effectively 
and efficiently collaborates with requestors and manages the 50-60 projects it is 
responsible for completing every month.

PROJECT TEMPLATES STANDARDIZE WORK REQUESTS 
During the implementation of the Workfront platform, Team IDEA engaged with a 
Workfront consultant to review its project intake process and forms. That exercise 
revealed duplicate effort in some places, which the team was quickly able to remedy. 

Consulting services also helped Team IDEA explain to clients more precisely what they 
should be asking of the creative team before submitting a request. 

“The traditional request process was clunky and inefficient compared to what we do 
now, which is capture everything in one template and individual projects in Workfront,” 
according to Trigilio. “Workfront templates save a ton of time.”

Boyle adds that templates improve collaboration: “We are better communicators 
because within each project, we can build out timelines with delivery dates that show 
exactly what we need to complete a project on time.”

Today every Team IDEA client is expected to choose from a set of standard Workfront 
templates that were developed based on common request types (for example, a social 
post or a campaign). Within each template, there are different form fields with questions 
that requestors must complete before a submission is accepted. 

“OUR TEAM MEMBERS CAN BE 
MORE STRATEGIC BECAUSE OF 
WORKFRONT. IT’S INCREASED 
OUR LEVEL OF PARTNERSHIP 
WITH THE BUSINESS.” 

–Maureen Boyle 
Director of Creative Services 
and Events, Cars.com
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“There was little standardization before Workfront,” says Trigilio. “We had a project 
request form but we didn’t always enforce the use of it. Someone would stop by our 
cubes or make a work request in email, attaching a Word document, and we’d estimate 
how long it would take to complete. With Workfront, we go through our four-step 
delivery process every time: identify the need, kickoff the project, execute, and deliver. 
Because of templates, we can now add many more details into each project.”

TAGGING, DIGITAL PROOFING, AND CENTRALIZED REPOSITORY IMPROVE COLLABORATION 
All members of Team IDEA are active in Workfront. Because effective communication 
is among the team’s top goals, users rely on the tagging feature in Workfront. While 
making updates or comments to work items, team members can include a person 
in the message and that person is directly notified of all updates, in addition to 
appearing in the message. 

“The tagging feature is really sticky because it’s so easy to use,” says Trigilio. “Team 
members also like the digital proofing feature in Workfront because they can mark up 
an image and collaborate in real time.”

Content expert Sandberg appreciates Workfront indexing because it’s easy to find 
information quickly, which is a huge win when something is urgent. She has also 
found Workfront tagging improves communication. 

“Workfront is a centralized hub where I can easily search by client, document name, 
project name, and more to instantly find what I need. It’s a tab in my browser that is 
never closed. Features like tagging in Workfront connect me to the team, making 
projects move more smoothly,” says Sandberg.

AUTOMATED DASHBOARDS, TIME TRACKING, AND REPORTS CREATE GREATER 
TRANSPARENCY 
Cars.com has also begun to use Workfront reporting and time-tracking features, as 
well as custom dashboards to better understand team priorities. Requestors rely on the 
Single Point of Accountability (“SPA”) dashboard that Team IDEA designed. It enables 
project owners to run real-time reports about their specific projects, so they have 
continuous visibility into project status and the Team IDEA work queue.  

According to Sandberg, “As Team IDEA’s projects have grown in scope and diversity, 
Workfront keeps everyone on the same page and accountable. Workfront is an ideal work 
management solution because it’s translatable across larger-scale and smaller-scale projects.”

Although logging hours in Workfront is relatively new for Team IDEA, Workfront has 
already helped management uncover a significant trend, according to Trigilio. “We 
discovered that challenges with a project or deadline are typically the result of our team 
getting caught up in revision cycles with a client. That transparency is very revealing, and 
everyone appreciates knowing where things are going awry.”

While members of the in-house agency team have shown Workfront reports during 
quarterly marketing meetings to provide more accurate status updates, Team IDEA’s 
director uses real-time Workfront reports to regularly update senior leaders, including 
the Cars.com CEO. 

“Our marketing leadership team has been very supportive, championing the unique 
talents of our employees and the collective capabilities of our in-house agency,” says 
Boyle. “Because of our success, we’ve been able to identify other areas of opportunity 

“EVERYONE WHO TOUCHES 
WORKFRONT FEELS MORE 
EMPOWERED TO DO THEIR 
JOB. WORKFRONT GIVES 
US THE CREDIBILITY TO 
POSITION TEAM IDEA AS 
AN AUTHORITY ON DESIGN 
AND THE BEST WAY TO 
TELL THE STORY.”

–Angie Trigilio 
Manager of Creative 
Services, Cars.com
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within Team IDEA. We’ve expanded the breadth of our Workfront solution to include 
our events functions. Outside of Team IDEA, the entire business-to-business (B2B) and 
communications teams within Cars.com marketing are now implementing Workfront to 
improve processes and procedures.”

BENEFITS

Workfront is improving visibility into Team IDEA’s work queue and the efficiency of 
Cars.com employees. The cloud-based solution has enabled Team IDEA to achieve 
the following benefits:

•  SIGNIFICANT IMPROVEMENT IN THE CLIENT SATISFACTION KPI – Before 
Workfront, Team IDEA’s IHAF Performance Evaluator score for project, 
workflow, and process management categories ranged in the low 3s. Now the 
in-house agency records an average of 4.0 or better on its semiannual surveys. 
According to Boyle, “The team is working smarter and more efficiently. Rather 
than reacting to requests, we now have time to share strategies within our own 
group and redefine projects with more creative solutions. Workfront has given 
us more freedom and made us a more strategic partner to the business.”

•  SAVED AN AVERAGE OF 10 HOURS PER WEEK BY IMPROVING CHAINS OF 
COMMUNICATION – Team IDEA professionals no longer dig through emails to 
find project submissions or comments on content drafts or creative proofs; nor 
do they continually update project spreadsheets. All requests are captured 
in the easy-to-use work management solution. At the end of a project, team 
members also use the platform to summarize what happened and where things 
are archived on the network. “It’s all in Workfront,” says Trigilio. “Another great 
benefit of Workfront is when someone is out of the office another designer can 
immediately see where a project is and what needs to be done. No time is ever 
lost trying to get up to speed on the details.”

•  ELIMINATED 25% OF THE BACK AND FORTH FOR COPY EDITING – For Team 
IDEA’s copywriter, Workfront improves communication by increasing 
transparency, which reduces the number of feedback sessions required to 
complete a request. Sandberg says, “Workfront is a time saver. It’s similar to 
a virtual meeting room because clients can check in frequently, immediately 
understand the status of their project, and provide feedback as needed. It’s 
reduced back and forth on copy editing requests by a quarter.” 

•  REDUCED PROJECT PLANNING BY 30 MINUTES – Now Team IDEA leaders are 
smarter and more organized in the way that they plan projects. Templates have 
given everyone a better way to view what needs to be done, team progress 
against tasks, and the complete project queue. “As the volume of work coming 
into our team increases, client expectations also increase,” explains Trigilio. 
“Having a consistent work management system keeps everyone on track, 
which is critical to our success.”

“NO ONE IS SURPRISED 
ANYMORE. WITH 
WORKFRONT, THERE IS 
TRANSPARENCY ON BOTH 
THE CLIENT AND AGENCY 
SIDES. EXPECTATIONS ARE 
ADDRESSED UPFRONT AND 
THROUGHOUT PROJECTS.”

–Emily Sandberg, Senior 
Copywriter, Cars.com
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Devour Your Team's Work Chaos With Workfront

Meet the King of Work Management. With real-time work planning, tracking, 
collaboration, and reporting, Workfront enables enterprise teams to:

• Drive greater productivity by automating repetitive manual tasks 

•  Increase communication and transparency

•  Reduce project failure with real-time views into project progress 

• Provide data-driven insights for constant improvement

To learn how Workfront can help your team, view the demo at: www.workfront.com/demo

•  ELIMINATED 15 HOURS OF MEETING TIME PER WEEK FOR DESIGNERS – The 
detailed and accurate information in Workfront saves designers from wasting 
valuable work time in meetings. “Streamlined processes make us a better 
partner to the organization,” says Trigilio. “Because Workfront provides 
transparency, requestors now respect our team’s time more.”

•  INCREASED ACCOUNTABILITY – Every request now comes through Workfront. 
Clients must make requests appropriately and Team IDEA must deliver 
efficiently. Before, we were committing to deadlines without data. Now smaller 
tasks and larger projects have check-in points and accountability on both the 
team and client sides.”

•  IMPROVED FLOW OF PROJECTS AND A MORE EMPOWERED TEAM – Team 
IDEA’s copywriter, project manager, and designers now rely on Workfront to 
execute. When they don’t have the information they need from a client, they 
are empowered to ask more questions so they can do their jobs. “Members 
of our team no longer feel frustrated or out of the loop on projects, which 
has improved our flow of projects,” reports Trigilio. “We can now see and 
accommodate the whole picture better.”

At Cars.com, Workfront is enhancing client experiences. “Visible project tasks and 
delivery dates now make it possible for everyone on our team and our clients to see the 
impact on timing that any change makes, and that increases everyone’s accountability,” 
concludes Boyle.


