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AT A GLANCE

CHALLENGES

•  Inefficient, manual, document-based 
processes 

• Low project visibility and poor prioritization

•  Inability to track individual time spent on 
tasks

BENEFITS

•  Saved marketing and creative team more 
than 80 hours a month

• Improved on-time task delivery rate by 48%

• Increased career development time

Royal Society of 
Chemistry Marketing and 
Creative Team Improves 
Productivity, Saves 80+ 
Hours a Month with 
Workfront  
Direct marketing specialists increase on-time task 
delivery rate by 48% with Workfront solution.  

The field of chemistry is thriving, and the Royal Society of Chemistry is 
committed to ensuring excellence in the chemical sciences. A not-for-profit 
organization with more than 51,000 members and an international publishing 
and knowledge business, the Royal Society of Chemistry must continually 
maximize operational efficiency and staff productivity. The reorganization 
of its marketing department and the deployment of the Workfront work 
management solution has standardized specialist workflows and given team 
members back more than 80 hours a month to complete work.

The UK’s professional body for chemical scientists, the Royal Society of 
Chemistry has been investing in education and maintaining standards for more 
than 170 years. It supports and represents members, partners with industry 
and academia, advises governments, and promotes the talent, information, 
and ideas that lead to great advances in science. 

 
THE CHALLENGE 
 
Royal Society of Chemistry marketing campaigns support the organization’s 
products (education, membership, events, academic journals, books and 
databases) and target a wide variety of constituents—from school children 
and Ph.D. students studying chemistry to researchers and practicing 
chemists to business-to-business clients, such as librarians and corporations. 

INEFFICIENT, MANUAL, DOCUMENT-BASED PROCESSES 
When product team stakeholders had marketing requests, they would meet 
individually with a campaign manager to discuss the potential project. During 
that meeting, the campaign manager would collect background information, 
including identifying project objectives, strategies, and expected results, 
then document everything in Microsoft Word. 
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If the project was approved, the campaign manager would then create an 
accompanying implementation plan. That detailed Word document described the 
specifics of how the campaign would be developed and rolled out—from imagery to 
URLs to email addresses. Both the background information and the implementation 
plan documents were housed in a shared drive, and team members involved in 
executing the project—designers, copywriters, and others—would receive emails 
containing links and instructions from either the stakeholder or campaign manager. 

“The process was inefficient,” remembers Carys Hayler, Direct Marketing Manager 
at the Royal Society of Chemistry. “Each background document contained a lot of 
information, and many of the background details then needed to be retyped into the 
implementation plan document. Then later in the process, that same background 
information had to be entered again, into another Word document for the design 
team to begin work.”

LOW PROJECT VISIBILITY AND POOR PRIORITIZATION 
Prior to 2015, the Royal Society of Chemistry estimates it completed approximately 
150 marketing campaigns annually using the manual, multistep process—with each 
assigned project including multiple tasks. Yet it was impossible for anyone to have 
complete visibility over all of the projects and tasks underway; and of all of the 
active projects, it was challenging to assess which should be high priority.

INABILITY TO TRACK INDIVIDUAL TIME SPENT ON TASKS 
Marketing team members were working hard but it was impossible to gain an 
accurate representation of the time that individuals spent or anticipated spending 
on specific tasks. Because not all tasks required the same time to complete, the 
number of tasks an employee had been assigned was not a valuable metric.  

Hayler says, “We needed a way to understand what employees were working on 
and how long it would take them to complete each task.”

A reorganization in the way the Royal Society of Chemistry managed requests 
and marketing projects—moving from one campaign manager and stakeholder 
per project to specialized teams focused on many projects—provided an ideal 
opportunity for the department to also evaluate its work management processes. 
At the same time, marketing leadership would be able to more closely map 
organizational strategic priorities to campaigns.  

THE WORKFRONT SOLUTION 
 
Because the Royal Society of Chemistry’s information technology (IT) organization had 
been evaluating Workfront in early 2015, the IT team was able to introduce the marketing 
team to the Workfront solution in May 2015. Shortly afterward, several marketing managers 
began working with rudimentary templates and workflows to determine if the solution could 
effectively support the new marketing structure. 

Their efforts resulted in mixed feedback because evaluators knew they hadn’t taken 
advantage of the advanced capabilities in Workfront. To ensure the Royal Society of 
Chemistry maximized the solution benefits, the marketing department engaged a Workfront 
consultant. The consultant worked with internal marketers for a week to convert a Microsoft 
Visio-based process map into Workfront templates that would standardize and streamline 
workflow processes across specialists and the entire department. 

“WORKFRONT GIVES OUR 
MANAGEMENT TEAM 
GREATER VISIBILITY INTO 
WHAT WE ARE WORKING 
ON AND ITS RELATIONSHIP 
TO OUR STRATEGIC 
PRIORITIES. I GENUINELY 
DON’T KNOW HOW WE 
WOULD UNDERSTAND TEAM 
WORKLOAD AND CAPACITY 
WITHOUT WORKFRONT.” 

–Carys Hayler, Direct 
Marketing Manager, Royal 
Society of Chemistry

http://workfront.com/marketing
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Today, every member of the Royal Society of Chemistry’s 30-person marketing and 
seven-member creative team relies on Workfront to support the design, copywriting, 
campaign development, and delivery needs of more than 150 internal stakeholders.

REQUEST QUEUE AND CUSTOM FORMS 
Now when stakeholders need marketing support, they connect with campaign 
managers who submit formal requests through the Workfront request queue. 
Each submission includes details such as the campaign’s objectives, budget and 
stakeholders. Every request then kicks off an automated approval cycle—involving 
consent from marketing managers and stakeholders—before campaign tactics are built 
out in a series of Workfront templates. Marketing channels have specific templates that 
are reviewed by marketing specialist teams and used to customize campaigns. The 
Royal Society of Chemistry has created custom forms for all marketing plans and project 
materials. From those, project managers can quickly assign tasks.

“We built custom forms in Workfront, and we’ve put them in the right places, which has 
removed project middlemen,” explains Hayler. “There’s no more cutting and pasting to 
repurpose Word documents in other places. All of the marketing and implementation 
plans are now visible as projects in Workfront, and tasks are assigned directly from them.”

The transparency and visibility that Workfront provides into work queues has eliminated 
a standing weekly meeting for copywriters. It has also freed Royal Society of Chemistry 
designers from meeting an hour each day to review and prioritize projects previously 
stored in Microsoft Outlook folders. Project managers are also having more productive 
and shorter meetings with stakeholders to kick off new work implementation plans.   

TIME TRACKING AGAINST TASKS 
As part of the transition, Hayler was assigned a new team of direct marketing 
specialists. Yet she was unsure about the amount of work each person could 
accomplish without becoming overwhelmed. After tracking time in Workfront for a few 
weeks, Hayler was able to calculate averages and map accurate numbers back into the 
templates to give stakeholders a sense of the time a particular task or project would 
take to complete. 

According to Hayler, “Workfront showed us exactly what individuals were doing. That 
helped us set limits on what each specialist team could realistically accomplish. It made 
us very aware of our capacity. I’m not sure what we would have done without it to help 
our new teams.”

ENHANCED COMMUNICATIONS 
The Royal Society of Chemistry now provides access—and project managers can assign 
work tasks—to all marketing employees and regular contractors through Workfront. 
This standard process has improved workload transparency and team camaraderie, 
particularly among freelance copywriters on extended teams. 

Through Workfront, the direct marketing specialty team—which includes three 
marketing assistants—can see all of the actions required for a particular campaign. 
Complete visibility has changed perceptions among employees who previously felt 
overwhelmed because projects seemed to be out of control. 

“Now that they can see everything in Workfront, they don’t feel as though their workloads 
are too much, and they have time to work on their own projects,” explains Hayler.

http://workfront.com/marketing
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For example, when the direct marketing team is developing a series of emails and 
missing key elements, employees now add a #delay and comment in Workfront, 
alerting colleagues that they are responsible for missing materials that are holding up 
tasks. As a result, Hayler and her colleagues have been able to identify the root causes 
of delays, address them, and improve task on-time delivery rates for the more than 300 
tasks the direct marketing specialty team completes each month.

Because all of the details are now in Workfront, stakeholders also have a greater 
appreciation for each of the tasks and time required by marketers to complete a project. 

“I don’t think requestors ever thought about what goes into an email—from 
the copywriting to the design to the segmentation and tags,” Hayler explains. 
“Workfront has opened their eyes with regard to the time it takes to produce 
effective marketing communications.” 

REAL-TIME VISIBILITY AND REPORTING 
Every day, Royal Society of Chemistry marketing specialists have a predictive view of 
work spanning two quarters into the future, and individuals can see their workloads 
week by week. Employees manage their own dashboards and can trade tasks if 
someone else is overloaded or will be out of the office for a period of time.

Managers use Workfront to see campaigns in the planning stages, as well as which 
resources have been committed to what projects for what period of time. Because of the 
work management solution, the Royal Society of Chemistry is finally able to map campaigns 
to organizational priorities. If a project is low in priority, resources may be scaled down.

“Our goal is to become more proactive. We want to plan more projects in advance,” 
says Hayler.

BENEFITS 
 
The cloud-based Workfront solution has improved the productivity and efficiency of the 
entire Royal Society of Chemistry marketing and creative team, enabling it to achieve 
the following benefits:

•  SAVED TEAM MEMBERS MORE THAN 80 HOURS A MONTH – All Royal Society 
of Chemistry marketing and creative team members now have visibility into 
requests, collaborate with stakeholders and track project details and time in 
Workfront. They no longer troll for information in shared drives or waste time 
repurposing content from background and implementation plan documents. By 
eliminating busywork and improving workflow processes, Workfront is saving the 
Royal Society of Chemistry’s specialty teams time.

o  Copywriting – The 22.5 hours spent submitting an average of 30 design 
forms per month has been eliminated because production services and design 
job requests are both now processed through Workfront.

o  Direct marketing – It now takes just 4.5 hours every month for employees 
to schedule campaigns, a significant reduction from the 22.5 hours it took 
previously. With production services and design job requests both now 
processed through Workfront, the team has eliminated the 2 hours each month 
it used to spend booking direct mailings.

http://workfront.com/marketing
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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

o  Audience marketing – Because stakeholders now have complete visibility 
into campaign plans in Workfront, audience marketing specialists are 
saving the 11.25 hours they used to spend walking stakeholders though 
implementation plans.

o  Production services – Daily meetings deciding which designers will work on 
what projects have been eliminated because stakeholders and production 
services now make that information available through Workfront, saving 
employees 22.5 hours a month in meeting time.

o  All specialty teams – With Workfront, employees have reduced the time they 
spend searching for information in campaign plans stored in campaign folders 
from 15 hours a month to just 3 hours a month.

•  IMPROVED ON-TIME TASK DELIVERY RATE BY 48% – The Royal Society of 
Chemistry’s direct marketing specialist team completes approximately 300 
tasks every month. When Workfront was first deployed, the team delivered 60% 
of its tasks on time. Today, the same team is completing 89% of its tasks on 
time. “Workfront helped us discover and fix root causes for many of the delays 
that our team was experiencing,” explains Hayler.

•  INCREASED CAREER DEVELOPMENT TIME – Prior to Workfront, marketing 
assistants on the direct marketing specialty team felt overwhelmed by the 
volume of tasks and the lack of visibility into what was coming next. Because 
they can now see all of their actions in Workfront, they have time for projects 
that develop their careers. Hayler says, “Our team’s assistants now set aside 
10% of their time to work on their own projects.” 

Looking ahead, the Royal Society of Chemistry plans to implement Workfront expense 
capabilities to monitor campaign spend. “In addition to team workload and individual 
capacity, Workfront will give us the data we need to understand whether campaigns are on 
time and budget,” concludes Hayler.


