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At a Glance

Challenges

•  Managing high workloads during a 
rebranding campaign

• Lack of standard project management 
process

• Inflexible and manual intake solution 

Benefits

• Increased collaboration satisfaction by 50%

• Cut meeting time in half

• Reduced review cycle time and cost 40%

• Improved communications
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CASE STUDY 

Ameritas Creative 
Services Team 
Attributes 50 percent 
Increase in Collaboration 
Effectiveness to 
Workfront
Workfront Marketing Work Management solution 

significantly reduces surprises by improving 

communications and speeding review cycles.

In 2012, Ameritas embarked on a comprehensive company 
rebranding initiative. The undertaking placed tremendous pressure 
on the creative services team charged with managing all of the 
design and content changes—ranging from logos and videos to 
web pages and print collateral. In 2013, it became apparent the 
existing task management tool was insufficient for the initiative. 
The creative services team prioritized requirements, evaluated 
alternate tools, and deployed the Workfront solution to efficiently 
manage their work. The hosted application enabled real-time 
collaboration and project updates. It also helped team members 
manage increased workload volumes and resource capacity 
during the corporate rebrand. Today, Workfront is still improving 
communication and visibility for colleagues interacting with 
creative services.

http://www.ameritas.com
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Ameritas has a proud and rich heritage dating back to 
the late 1880s. Ameritas and its affiliated companies 
offer a wide range of insurance and financial 
products and services to individuals, families, and 
businesses. These products and services include 
life insurance, annuities, individual disability income 
insurance, group dental, vision and hearing care 
insurance, retirement plans, investments, mutual 
funds, asset management, and public finance. 
Ameritas has approximately 430,000 policyholders 
and $32.3 billion assets under management.

The Challenge

Manual Request Management Processes

Prior to the rebranding initiative, the 10 members of 
the creative services team in the Ameritas marketing 
communications group relied on FileMaker Pro 
(FMPro), a cross-platform relational database 
solution, to share information, manage projects, and 
track assets. Requestors without the FMPro license 
had to complete a form on the company’s intranet 
and email it to a member of the creative services 
group. When a request was approved, the project 
information was entered into FMPro manually for 
those without an FMPro license. There was no 
easy way for a line-of-business manager to submit 
requests directly into the database. The information 
would pass into the request for services form for 
those with the thick client.

Inability to Accurately Estimate Timelines

Although the team had configured FMPro as a fully 
loaded chargeback environment, processes were ad 
hoc and the desktop solution—which was limited to 
certain individuals—lacked critical real-time project 
management capabilities. Among the specific 
challenges the creative services team members 
faced was an inability to accurately convey timelines 
to stakeholders. Management quickly recognized 
the need for the team to have a more robust work 
management solution with real-time visibility to 
successfully manage the brand transition.

“Our creative services department had a tremendous 
amount of work to do and it was difficult to manage 
the volume,” remembers Jami Fristo, second 
vice president, Business Services at Ameritas. 

“We needed accurate data to be able to explain 
realistic timelines to requestors when they asked 
if they could have a brochure completed in a 
week. We were in dire need of an effective way 
to manage our capacity and have data that clearly 
communicated how we managed the work coming 
into our department.”

Ameritas’ primary requirements for a new work 
management product were clear. The solution 
would need to deliver real-time production 
statistics, improve collaboration by reducing 
reliance on email, and be accessible from 
anywhere. Workfront fulfilled all of Ameritas’ 
requirements and more.

Time-Consuming Revision Rounds and Approvals

Communicating feedback and changes to 
projects, particularly suggestions for images 
and digital assets, used to be difficult for the 
creative team. Requestors would often hand-write 
comments on a printed out proof before scanning 
and attaching the changes to an email that they 
would send back to the designer. The process 
created significant back-and-forth and rework, 
especially when hand-written edits were difficult 
to decipher.

“With Workfront, we can 
proactively reassign work. 
There are fewer surprises 
all around.”

– Jami Fristo, Second Vice President, 
Business Services, Ameritas

http://workfront.com
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The Workfront Solution

Templates Standardize Processes

Prior to deploying Workfront, creative services 
project managers were responsible for capturing 
details from line-of-business requestors and 
manually entering new projects into the database 
for those without the FMPro license. But because 
project managers had different processes, there 
was inconsistency in the way requests were 
made, projects were tasked, and progress was 
communicated. The deployment of Workfront 
templates significantly improved the intake 
process—streamlining and standardizing requests. 
Creative services is able to begin work much 
sooner with the information available in the 
Workfront environment.

“Now the ownership lies in a more appropriate 
place, with the project owners,” explains Denise 
Moore, traffic production manager at Ameritas. 

“They create projects and then the tasks to 
accomplish those projects are cascaded to our 
team for completion. It’s a much better solution 
for everyone.”

The templates, which are flexible enough for the 
team to adjust when needed, include key fields 
that requestors must complete for a project 

to move forward. Each request template also 
incorporates a key first step—the discovery phase. 
According to Moore, building discovery time 
into each project has increased communication 
at the beginning of a project while reducing 
miscommunication once a project is underway.

Assignments Improve Communication

Instead of exchanging project information, 
timelines, and concepts in email, Ameritas users 
now rely on collaboration features in Workfront. 
This gives creative team members complete 
visibility into the tasks assigned to them as 
well as the schedules for expected completion. 
Yet the solution is able to accommodate changes 
when required.

“It was always a challenge for our teams to know 
what they had on their plates at any given time,” 
says Moore. “With Workfront, it’s all there, in front 
of them. It’s also great to be able to auto-adjust a 
schedule when necessary.”

Open communication within the context of each 
project and task also provides Ameritas employees 
with more transparency into creative services 
department processes. Fristo says more data 
has revealed where there are skillset or training 
opportunities. He also points out that Workfront 
helps establish accountability and ownership over 
what is required and that the solution enhances 
collaboration without teams even realizing it. Fristo 
believes there is an improved spirit of collaboration 
to complete projects since Workfront has 
been implemented.

Tagging and Tasks Organize Details

Ameritas creative services staff can now view 
tasks from anywhere and quickly discover projects 
stored in Workfront. The cloud-based solution 
makes it easy for authorized employees to access 
assignments in the office or remotely—on a PC, 

http://workfront.com
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Mac, or a mobile device. Using built-in Workfront 
search capabilities, team members can quickly 
jumpstart new projects by recalling them based on 
their tags.

The solution also offers a way for Ameritas 
Workfront administrators to provide appropriate 
levels of visibility to different team members—by 
groups and individuals. For example, requestors 
in a certain division may be able to see all of that 
division’s projects but not other division’s projects 
while members of the creative services department 
can see all projects underway.

Online Proofing Reduces Time

Now that the manual process for reviews and 
revisions is automated in the Workfront in-line 
digital proofing feature, clients and stakeholders 
can make changes in real time. Moreover, 
everyone who is authorized can see all of the 
changes so collaboration is seamless.

“We have dramatically reduced the number of 
proofs sent back and forth,” explains Moore. 

“We used to have an average of six rounds—some 
went up to 15 rounds. A great deal of the time 
savings has to do with the fact that we now 
have the custom data we need from the get-go. 
The proofing tool itself is giving us clearer, more 
precise feedback.”

Reporting Speeds Resolution

Ameritas uses the easy-to-create reports in 
Workfront to communicate the most important 
parts of tasks or projects to stakeholders and 
team members. This has reduced time in the daily 
stand-up meetings and led to discovering and 
solving issues faster. The creative team’s use of the 
reporting features in Workfront has also served as 
a model for the IT organization to understand how 
it can replace Microsoft Excel spreadsheets as it 
transitions to a Workfront implementation.

Benefits

The Ameritas team completes approximately 
3,000 creative services projects each year—with 
small and large requests coming from employees 
across the company. With Workfront, the team has 
achieved the following benefits:

• Increased collaboration satisfaction 
by 50 percent – In a recent customer 
satisfaction survey, the creative services 
department asked respondents to rank its 
team performance with correspondence 
and collaboration. More than 99 percent 
of respondents returned a “pretty good or 
totally awesome” response, a 50 percent 

“We often felt like details 
that should have been 
mandatory weren’t 
captured in FileMaker Pro, 
and that we had to do a 
lot of tracking down of 
information. With Workfront, 
when a job comes through, 
you have what you need 
and you know what to do. 
It’s significantly reduced 
busywork.”

– Denise Moore, Traffic Production 
Manager, Ameritas

http://workfront.com
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increase since the previous survey. “I attribute 
that to Workfront,” says Fristo. “No one has 
to pick up the phone now because everyone 
knows what to do and can easily help one 
another complete the project.”

• Cut meeting time in half – The team of 
10 creative services professionals used to 
attend a 30-minute daily stand-up meeting 
to receive project updates. Because all 
of the task information is now up to date 
in Workfront, the meeting lasts half the 
time and is more productive. According 
to Moore, “Teams now spend more time 
finding solutions.”

• Reduced review cycle time and cost 
40 percent – Prior to enforcing the discovery 
phase through Workfront, creative proofs 
for all projects averaged six rounds of 
approvals. Now out of the team’s 3,187 total 
projects annually, only 5 percent require six 
or more proofing rounds. With cycle times 
reduced and most proofs now generated 

and reviewed online, Ameritas is saving 
employees time and approximately $3,500 
in the reduction of hard-copy proofs every 
year. In addition, there is less load on the 
email system because reviews and feedback 
happen directly in the Workfront solution.

• Improved communications – The creative 
services team has begun to use Workfront 
to predict periods of higher workloads and 
proactively address them by reassigning 
tasks to different resources. Because 
expectations are now set more appropriately, 
there is reduced miscommunication and 
improved collaboration. “Surprises used to 
be more common. Now they rarely happen 
because project managers can pull up a 
workload, collaborate with the stakeholder, 
and come up with a plan that works for both 
of them. Workfront keeps all of our project 
managers in the loop,” explains Moore.

“Things are well organized in Workfront, which 
makes us more efficient overall,” concludes Fristo.

                              Devour Your Teamʼs 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
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