
CASE STUDY

AT A GLANCE

CHALLENGES

• Work process overhead created 
unnecessary interruptions in creative time

• Lack of visibility into current projects made 
it difficult to assess team bandwidth to take 
on new assignments

• Ad hoc project requests increased 
likelihood of tasks getting overlooked 

BENEFITS

• Increased average number of tasks per 
week by 55%

• Greater focus on strategic and planned work 

• Able to effectively meet the needs of 
more than twice as many requesters with 
little increase in staff
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Workfront Enables 
Creative Team to 
Complete 55% More 
Tasks per Week 
from Twice as Many 
Requesters 

Workfront team reclaims creative process time 
and energy by adopting Agile development 
concepts and using Agile functionality in the 
Workfront Work Cloud solution. By prioritizing 
and tracking work sprints each week, the team 
has significantly increased its productivity without 
adding staff members.

Creative work takes time and energy. There are no shortcuts to 
developing amazing designs and programs. Unfortunately, many 
creative teams become so mired in internal production-related 
processes—logging time, attending status meetings, engaging in 
back-and-forth communications with clients, and searching for missing 
assets—that they can’t deliver their best work. Freeing its creative 
team from too many broken processes was exactly what Workfront set 
out to do when it began using Agile functionalities in its own marketing 
work management solution. Through better tools, prioritization and 
project cadence, the team has been able to apply the right amount of 
process and reclaim valuable creative time and energy.

Headquartered on the Silicon Slopes of Utah, Workfront is a 
software-as-a-service leader in project management solutions 
and the only provider of enterprise work management. Workfront 
enterprise solutions are trusted by leading agencies and in-house 
creative and agency teams around the world to improve team 
productivity and executive visibility. Because Workfront solutions 
help knowledge workers improve the way they manage, organize, 
and deliver work, the Workfront creative services team was 
confident the Workfront Work Cloud solution with built-in Agile work 
methodologies would deliver the flexibility the team needed to 
create better relationships with its internal clients. 
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THE CHALLENGE 
Lack of Process, Communication, Project Visibility

The Workfront creative services team has been using the Workfront solution 
for project management since the company’s founding in 2001. However, 
the system wasn’t always the only way requests for new projects came into 
the team’s queue, making it difficult for everyone to know exactly what the 
creative team was working on at any given time.

“Tasks were in the system, but not approvals,” remembers Raechel Duplain, 
go-to-market manager at Workfront who regularly requests projects 
from the creative services team. “Priorities also seemed to be shifting 
fairly regularly, and sometimes we’d hear that our project got pushed out 
because a management request had to be fast-tracked. It was hard to 
assess the true workload of the team.”

The opportunity for change came when the team appointed a new 
creative director in 2012. Instead of every project being an ad-hoc 
request—where someone would ask for a graphic or a website change 
through email or a hallway conversation—the team transitioned to an Agile 
creative approach and began using the Agile functionality available in 
Workfront Work Cloud. The creative team could then base assignments 
on priority, while focusing on rapid delivery, continuous improvement, and 
fast and flexible response to change. 

“Agile introduces more reality into everyone’s life,” explains David Lesue, creative director at Workfront. “It 
enables us to be better at setting expectations, and it prevents us from continually missing deadlines. By setting 
up the right processes, I was confident we could introduce good organizational habits that would free the minds 
of our creative team members to focus on the important work they do.” 
 

“WORKFRONT HAS GIVEN 
US A HIGHER DEGREE 
OF VISIBILITY AND 
CONFIDENCE. WE ARE 
NARROWING DOWN THE 
VARIABLES PREVENTING 
US FROM MEETING 
COMMITMENTS. THERE’S 
LESS GUESSWORK, AND 
PROJECTS AREN’T BLACK 
BOXES ANYMORE.”

–David Lesue, 
Director of Creative 
Services, Workfront

http://workfront.com
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THE WORKFRONT SOLUTION 
Facilitating Agile Marketing Work Processes

The changeover began with the creative services team cataloging the types of jobs it received from across the 
business. From structured eBooks and white papers to tradeshow assignments to any other request, the team 
would now require an electronic design brief—set up to generate automatically through Workfront Work Cloud 
request queues—to accompany every request. Although each request had different requirements, all request 
types were automated in Workfront with customized, accompanying creative briefs.

“We refused to manage people working around the process,” says Lesue. “So project owners still making 
informal requests were asked to enter them in Workfront.”

SIMPLE TASK ASSIGNMENT, PRIORITIZATION, AND REPORTING 
Once requests were in the system, the creative services team had to set and post priorities for the team and all 
requesters to see them. Because the team had begun its transition to an Agile approach, it determined a week-
long sprint would be the best cadence for project delivery. For longer projects, two-week sprints were approved. 
Every project had an assigned time estimate.

To ensure the process went smoothly, Lesue and the creative services team held a sprint planning meeting at 
the beginning of each week. During this time, the team would review the backlog, define and commit to the 
week’s sprint work, and make assignments.

“We built a backlog in Workfront, then we began to prioritize tasks for team members to ensure critical work got 
done,” Lesue remembers. “Once that was done, we aggregated real-time statistics from Workfront and projected 
them on a large-screen monitor in our department and online to show what we’d prioritized. Of course, it’s not 
100% complete because we have to account for ad hoc items, but it’s fairly full and we use this dashboard to 
explain why we have to say ‘no’ or at least ‘not yet’ to other projects.”

The dashboard is always up-to-date because it displays what is happening in the Workfront Work Cloud in real 
time, including goals and progress toward goals. The team sees this increased visibility as a way to demonstrate 
incremental project accomplishments, as well as motivation and accountability. Moreover, all creative team hours 
are logged within the Workfront system so time tracking reports are available by person, by team, and by project.

“NOW, WHEN I ENTER A REQUEST FOR SOMETHING MAJOR SUCH AS MULTIPLE ILLUSTRATIONS OR LAYOUT FOR A 10 
PAGE EBOOK, I CAN SEE THE DESIGN TEAM HAS BROKEN MY ONE REQUEST INTO TWO WEEKLY SPRINTS. I CAN VIEW 
WHAT IS BEING DONE THIS WEEK AND WHAT WILL BE COMPLETED NEXT WEEK. AND BETTER YET, I CAN TRUST THAT 
ITEMS IN A SPRINT WILL BE DELIVERED WHEN PROMISED. EVERY TEAM IS DIFFERENT SO IT’S IMPORTANT TO HAVE 
PROCESSES THAT WORK FOR YOUR TEAM. THIS WORKS FOR US."

–Raechel Duplain, GTM Manager, MSG, Workfront

http://workfront.com
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INTUITIVE INTERFACE FOR CONSISTENT COLLABORATION AND COMMUNICATION 
Because the team can see prioritized tasks in the Workfront Work Cloud, designers have more hours of 
uninterrupted work. Team collaboration and stakeholder communication also takes place within Workfront, 
rather than via emails or discussions, so everyone is always aware of project status. Team members see notes 
and feedback documented on project walls, which can be of tremendous value when someone is out of the 
office or sick. 

“As an events manager, I often have to make requests for upcoming events—tradeshows and webcasts—while 
I’m attending another event,” explains Cindy Hung, events manager at Workfront. “Within Workfront, I can easily 
make requests and track them remotely and I can make certain assumptions because I can see exactly where 
my requests are in the creative services queue.”

Lesue adds, “Using one system brings consistency. When our creative services team collaborates and delivers in 
the same way every time, our teams know what to do and our clients know what to expect.”

The weekly work completion cadence has compelled the Workfront creative team to create templates for what 
works. In sprint retrospectives, or post-mortems, the team gathers to review performance and identify ways to 
improve processes, including modifying its existing templates. 

According to Lesue, “Good templates can drive good organizational habits.”

BENEFITS

Utilizing Agile capabilities and tracking creative projects within Workfront Work Cloud has enabled the Workfront 
creative services team to:

•  Increase its average number of tasks by 55% per week – The average number of tasks completed by the 
creative services design team per week a year ago was 17.5. Now that same team averages 27.1 completed 
tasks per week.

Lesue says, “The benefits of moving to Agile include getting clients and stakeholders in the process sooner 
so you don’t lose time on costly rework. Using the Agile capabilities in Workfront has enabled us to reap these 
rewards by managing team workflow in one place.”

“AS AN EVENTS MANAGER, I OFTEN HAVE TO MAKE REQUESTS FOR UPCOMING EVENTS—TRADESHOWS AND 
WEBCASTS—WHILE I’M ATTENDING ANOTHER EVENT,” EXPLAINS CINDY HUNG, EVENTS MANAGER AT WORKFRONT. 
“WITHIN WORKFRONT, I CAN EASILY MAKE REQUESTS AND TRACK THEM REMOTELY AND I CAN MAKE CERTAIN 
ASSUMPTIONS BECAUSE I CAN SEE EXACTLY WHERE MY REQUESTS ARE IN THE CREATIVE SERVICES QUEUE”

–CINDY HUNG, Events Manager, Workfront

http://workfront.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 through social-style   
updates and dashboards 

• Reduce project failure with real-time views into project progress   
and resource workloads 

• Provide data-driven insights for constant improvement

•  Apply greater focus to more strategic and planned work – The average 
hours spent by the team on planned work items (not including ad hoc 
and fire-drill items) per week a year ago was 55.1. Today, the same team 
averages 94.9 average hours on planned work items.

“Using the Agile within Workfront Work Cloud gives us healthy amounts of 
visibility and that in turn helps us focus more on strategic, planned work,” 
believes Lesue.

•  Effectively meet the needs of more than twice as many requesters 
with little increase in staff – A year ago, the team received requests 
from approximately 20 people in various groups across the company 
in an average quarter. That requester number has more than doubled 
recently to 45 requesters.  

According to Lesue, “We’ve added one person since we started using the 
Agile approach and capabilities in Workfront, and we’ve still been able to 
get more done.”

What’s more, the Workfront Word Cloud supports mixed methodologies. 
Not all team members use an Agile approach, for example, the Workfront 
webinar and tradeshow teams still use a waterfall approach and Workfront 
Work Cloud effectively tracks the way each team gets work done. 
According to Hung, “Workfront is ideal for marketers like me who don’t like 
using IT tools.”

“THERE IS SIMPLY 
NO SHORTCUT TO 
INCREASING QUALITY 
OF WORK. YOU HAVE TO 
PROVIDE A SOLUTION 
LIKE WORKFRONT THAT 
REDUCES THE TIME 
DESIGN TEAMS SPEND 
ON WHAT I CALL ‘FAKE’ 
WORK—PROCESSES THAT 
PREVENT THEM FROM 
BEING CREATIVE.”

–David Lesue, 
Director of Creative 
Services, Workfront

http://workfront.com

