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V ' Expert insights in this guide are shaped by Joanne Reid, whose experience brings real-world
perspective to every recommendation. Learn more about her background below.

As a results-driven agency leader with over 15 years of experience building and scaling delivery operations
within the creative and digital space, Reid’s background spans roles from Project Manager and Head of PMO
to Managing Partner at Cactus. There, she led global delivery transformation initiatives and helped agencies
drive measurable commercial outcomes.

Now, as Founder of The Reid Collective, Reid partners with organizations to elevate their delivery performance
and operational maturity. From improving team utilization and delivery reporting to aligning delivery with
commercial models and optimizing toolsets like Forecast, she brings a strategic yet practical approach—
grounded in what works day-to-day.

Over her career, Reid has led teams of up to 70 across multiple countries, managed project portfolios
exceeding £4M, and improved delivery operations for agencies in branding, digital, content, performance, and
healthcare. She has also been recognized as a BIMA 100 Winner for her contributions to operational
excellence in the industry.



Executive Summary

In today’s professional services ecosystem, leaders across delivery, finance, operations, and client services
face constant pressure to deliver more with less. Less time. Less margin. Less room for error. Yet many still
make critical decisions based on disconnected data, manual processes, and tools built to manage the flow of
work, not the performance of the business.

Forecasting feels like guesswork. Resource planning is reactive. Admin eats into billable hours and while Al
holds enormous potential, most businesses lack the operational clarity and data integrity needed to adopt it
meaningfully.

All Timeline

This guide introduces Professional
Services Automation (PSA) as more
than a tool, it’s a strategic response
to a deeper challenge:

The disconnect between how work
,,,,,,, gets done and how the business of
””””””””” work is managed.

Bl Utizstion

Where traditional project management tools stop at tasks and timelines, PSA platforms go further. They align
delivery execution with commercial strategy by bringing together project, resource, and financial data in one
unified system. The result is reduced manual effort, better decision-making, and real-time visibility that
supports scalable, sustainable growth.

Yes, specialized systems in Finance, Human Resource, Client Relationship Management, or Design /
Development still play an important role, especially in businesses of 25 people or more. Therefore you won't be
moving away completely from more than one tool set within your business, however as complexity increases,
so does the need for a central operational core. That’s where PSA delivers its greatest value.
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In this guide, we’ll unpack five universal challenges that PSA platforms are purpose-built to solve — persistent
hurdles that often limit growth for agencies, consultancies, and IT service firms. By reducing non-billable
admin, increasing visibility into project profitability and resource utilization, and strengthening forecasting
capabilities, PSAs help teams operate with greater precision and control. Together, these improvements
create business-wide visibility that empowers smarter, faster decisions — driven by data, not gut feel.

You’'ll also find a practical framework to help you build a compelling business case — because choosing a PSA
isn’t just about features or price, it’s about outcomes. How will this investment unlock margin, free up your
team’s time, and bring greater clarity across the business? And just as importantly, how will you prove its
value?

While traditional Project Management tools help you manage tasks, a PSA platform helps you manage the
business of work, and in today’s landscape that distinction is the difference between just surviving and
scalable growth.

Introduction: The Service Business Paradox

"Businesses rarely fail from a lack of creativity. They fail because of a lack
of visibility."

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Professional Services based businesses sell time, experience, and expertise. Whether you are in an agency, a
consultancy, or an IT services firm, your product is the talent you put behind every hour or day logged to a
project, every milestone hit and every outcome delivered.

Each delivery decision — who works on what, for how long, and at what rate ripples through the organization,
impacting profitability, resourcing, client experience, and long term growth potential.

And yet, many of these decisions are made in the dark!
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% The Challenge A scenario encountered all too often is one where forecasting is inconsistent —
driven more by gut feel than by data. Resource planning lives in scattered
spreadsheets, usually owned by a single person, creating a risky single point of
failure when they’re unavailable. Financial insights arrive too late to drive action,
often only surfacing retrospectively at month-end. The result? Margins take a hit.
And when margins shrink, the ability to hire at the right time, price future projects
accurately, and address underperformance within the team becomes severely
compromised — leaving the business in a constant state of firefighting.

Too often, businesses respond by upgrading their project management tools,
assuming that organizing work more efficiently will solve the problem. But that’s
only part of the equation. True transformation doesn’t come from managing the
work better — it comes from managing the business of work, with connected
visibility, data, and process to bridge the gap between delivery and commercial
performance.

@ The Solution A PSA platform acts as a system of record, breaking down silos across delivery,
client services, finance, and operations — all the departments that make up a
professional services business, no matter the product or niche. It replaces
spreadsheet patchwork and reactive firefighting with real-time data and connected
workflows, giving leaders a single source of operational truth to plan with
confidence, act with clarity, and scale with control.

As your team grows and your business matures, alignment becomes even more
critical. Complexity increases with headcount, while manual coordination and
constant internal meetings slow progress. Burnout and absence can ripple through
the organization, and bottlenecks often appear when only a few individuals know
the day-to-day details.

PSA tools remove this friction, freeing your team to focus on what matters most —
delivering great work and growing a resilient, profitable business. In a market
defined by tighter budgets, shorter timelines, and rising expectations, visibility isn’t
optional; it’s the foundation of your future readiness.
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MHlilIdoi W Operational Visibility & Control

“You can’t fix what you can’t see.”
Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Every service business reaches a point where gut feel is no longer enough. Leaders are making daily decisions
about project capacity, hiring, client health, and financial performance — often without access to real time
data or shared visibility across teams.

Instead, they’re piecing together insights from spreadsheets, emails, meetings, and disconnected tools. The
result? Overlapping bookings, missed revenue opportunities and delivery bottlenecks that only show up after
the damage is done.

? D o o WD e This is where a PSA platform begins to show

: its value. It provides a single operational lens
o across delivery, resourcing, and financial

70% performance. Everyone from project managers

. o to CFOs can work from the same data, in real-

time. No more guessing at capacity or

reacting to financial fire drills after the fact.

- . = = " . With centralized visibility, your business can

vvvvvvv . move from reactive troubleshooting to

proactive planning.

Beo0oH

Because PSA tools integrate forecasting, budget tracking, and resource allocation into one platform,
leadership teams can finally link day-to-day delivery decisions with broader commercial outcomes.

This is not just better reporting. It’s actionable operational clarity that separates growing businesses from
those stuck in the continuous cycle of firefighting.
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Key PSA capabilities for visibility & control

Business Outcomes

Real time resource planning

Easily see who'’s at capacity, who’s available, and where
project timelines are at risk, without relying on weekly
check-ins or spreadsheet gymnastics.

@ Fewer surprises

Spot delivery risks and budget
overruns before they happen.

Live financial snapshots

Track budget burn, profitability, and revenue impact as
work is delivered. Make in-flight adjustments before
issues affect margin.

=

Better margin control

Catch over-servicing, under-
utilization, and unbilled hours
in real time.

Forecasting you can trust

Combine pipeline data with delivery schedules to create
realistic revenue, resource, and hiring forecasts. Move

from reactive guesswork to confident scenario planning.

D .
OO Smarter resourcing

Plan work and hiring based on
actual availability, not intuition.

Cross functional dashboards

Empower delivery, finance, and client services teams
with tailored views into shared data. Break down silos
and unify decision-making.

g Faster decision-making

Replace capacity meetings and
spreadsheet audits with
dashboards that do the talking.

Audit trail of project performance

View historical delivery and commercial performance by
client, project type, or team allowing for better scoping
and accurate future planning.

¢  Improved accountability

Clear visibility means shared
ownership. No blame, just data-
driven decisions.
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“When | step into an organization to review and optimize operational
visibility, one issue shows up time and time again: disconnected teams.
Project Management tracks hours, Finance tracks costs, yet rarely do
the two functions work in tandem — even though they are fundamentally
linked. You can’t manage hours effectively if every hour is valued and
sold differently.”

Here’s the reality: when Project Management lacks full visibility of how time is being used, or how those
hours map to revenue, inefficiencies creep in. A 20% rise in non-billable time? That likely means more
freelancers are being brought in to plug gaps, driving up your operating costs. High use of freelancers cut
into your gross profit and yet many businesses aren’t catching this in time.

So, what does good look like within a Digital Agency?

Ideally, total salary costs should sit at no more than 68% of your Gross Profit annually. Spend more
than that and you're likely over-invested in permanent headcount without the utilization and billable
contribution to match.

This isn’t just a finance issue... or just a delivery issue it’s an everyone issue! Fixing it starts by bringing
your teams together around a single view of performance.

N

“When all departments
work from the same data,
operational alignment
becomes second nature -
not a daily crisis.”
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M@l Scalable Delivery Frameworks

“If your team tripled in size tomorrow, would your current delivery
framework scale — or break?”

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Most service businesses start with hustle: a few skilled people, some flexible processes, and just enough
oversight to keep things moving. But as headcount grows and projects multiply, the cracks begin to show.

Scope creep becomes the norm, teams duplicate work, and account managers and project managers
operate on parallel tracks. Without consistent workflows, even great delivery teams struggle to scale.

The right PSA platform helps a business move from ad hoc processes to structured, repeatable delivery.
It creates a foundation for sustainable growth — not just for more projects, but for better-managed ones
that protect margin, ensure consistency, and strengthen client trust.
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Key PSA capabilities for scalable delivery

Business Outcomes

Standardized delivery models

Build repeatable workflows for fixed-price, T&M,
retainer, and agile-hybrid models — all within a
single platform.

o)

Repeatable excellence

Deliver to a high standard every
time, regardless of who'’s on the
team.

Project templates & milestones

Use pre-built project plans and delivery frameworks
to reduce setup time and ensure consistency across
teams and clients.

Process driven margin protection

Minimize over-servicing and scope
creep with built in controls and
visibility.

Project and Account Management Alignment

Bring account and project leads together with shared
visibility into health, scope, and performance —
reducing friction and finger-pointing.

Faster onboarding & handover

Standardized delivery structures
reduce ramp up time for new team
members or new clients.

Pod structuring & role clarity

Assign resources by pod, squad, team, business unit,
capability, skill, or project type — providing clarity,

ownership, and accountability at every phase of delivery.

Healthier client relationships

Better transparency, clearer
communication, and on time
delivery lead to increased trust
and retention.

Adaptive Capacity & Resource Planning

Balance workloads and redistribute capacity in real
time as project demand shifts. Maintain delivery
speed and quality without overextending your team.

Operational agility at scale

Whether you’re managing 10
projects or 100, consistent delivery
practices help you scale without
burning out your team or eroding
profitability.
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“When | work with an organization to audit and improve delivery
frameworks, the foundation of any meaningful transformation is always
the same: a fit for purpose toolset. Without it, you're not fixing problems,
you're papering over cracks and those cracks cost the business time,
money, and credibility.”

Yes, some tools come with a higher price tag, however the real issue isn’t cost, it's excuses. Data is either up
to date or it’s not. “I haven’t updated it yet” doesn’t hold up when client trust and profitability are on the line.

A strong PSA tool doesn’t just improve visibility, it builds accountability into every layer of your organization.
No more missed updates, ambiguous status reports or constant chasing. When everyone has real-time
access to the same information, “I didn’t have time” stops being a valid excuse.

But what does good look like?

Ideally, you have visibility into every team member’s utilization at least three months in advance, keeping it
aligned with your business’s cash flow runway. It also means consistently hitting 80% billable utilization for
each role across all departments.

Better delivery starts with the right foundation — your PSA tool isn’t just a platform; it’s the backbone that
connects every step of your delivery process.

@ “Scalable delivery isn’t about adding
more people. It’s about designing
smarter systems that grow with you.”
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Ml I-I-8 Revenue Intelligence

“You can’t improve what you can’t measure and you can’t protect a margin
if you can’t see where it’s leaking.”

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

For many professional services teams, revenue is a lagging indicator. By the time financial reports surface
a margin issue, the project’s over, the hours are logged, and the budget’s already blown. Delivery teams focus
on timelines. Client Services (CS) focus on keeping clients happy and retaining them. Finance focuses on
invoicing. It's here — at the intersection of these three functions — that commercial blind spots emerge.

This is where PSA tools bring delivery, client services, and finance into the same conversation. A PSA
platform doesn’t just track time — it translates time into predictable revenue. It helps teams see not just what
work is being done, but what that work is worth. From tracking billable hours and rate card compliance to

recognizing revenue as it’s earned, PSA tools create a real-time view of commercial performance.

This level of visibility empowers Project Managers, Account Managers, and CFOs to make faster, smarter
decisions that protect profitability — before it’s too late to act.

| Financials
Overview
Time manual revenue recognition ~
| Revenue Recognition
Breakdown Manual revenue recognition
Rates & Internal Costs
Expenses Monthly % complete
Invoices
Suggested time revenue recognition AN
Client
Files : e
Suggested monthly time revenue recognition

Settings

Suggested monthly & complete
Estimated Profit

Estimated Profit (%)
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MARCH

$3774.25

26%

$37,742.50

26%

$16,317.50

43%

APRIL

$3235.5

22%

$32,352.50

22%

$15,667.50

48%

MAY

$ 363725

25%

$ 36,37250

25%

$16,938.50

47%

JUNE

$ 32305

22%

$ 32,305.00

22%

$14,120.00

44%

JuLy

$ 5400

4%

$5,400.00

4%

$2,530.00

47%

TOTALS

$144,172.50

100%

$144172.50

100%

$65,573.50

45%
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Key PSA capabilities for revenue intelligence

Business Outcomes

Live profitability tracking

See gross margin by project, client, or service line in
real time — no more waiting until month-end to find
out what went wrong.

O,

Proactive margin protection

Identify and resolve profitability
risks in flight — not after the fact.

Rate card compliance

Automatically track whether work is billed at the
agreed rate — and spot when teams are over-servicing
or undercharging.

Smarter pricing & scoping

Use historical data to scope
accurately, price confidently, and
avoid underestimating effort.

Revenue recognition aligned with Delivery

Recognize revenue as work is completed — not just
when invoices are sent — for more accurate forecasts
and cleaner financials.

Better commercial forecasts

Connect invoicing, delivery, and
revenue recognition for precise
cash flow visibility and
confident runway planning.

Time & cost controls

Monitor billable vs. non-billable hours, budget
consumption, and project overages — without digging
through spreadsheets.

Commercially-aware teams

Empower project and account
teams to understand and influence
profitability — not just delivery
milestones.

Delivery Insights for commercial decisions

Give operations and finance leaders shared visibility
into performance — empowering smarter decisions
on pricing, hiring, and service mix.

Stronger Finance, Ops / Delivery
and CS Collaboration

Everyone works from a shared
understanding of performance in
real time.

12 — Future Ready Operations
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“PSA platforms show you exactly how delivery drives revenue —
empowering you to protect margin, forecast with confidence, and scale
with control. It’s important to remember, a tool isn’t a silver bullet... It's an
enabler. Long-term impact comes from how you embed it: through process,
training, and clear accountability.”

Many businesses instinctively shield financial data like internal costs and profit margins from their teams.
That’s understandable, especially when commercial acumen is limited.

However, if you're expecting your leadership team, directors or managers to actively contribute to growth
targets or manage departmental KPIs such as reducing spend to maintain cash flow, then access to
revenue and real-time data becomes essential.

So what does good actually look like?

Billable hours
Team member ° 80%

Contractor ° 100%

Ideally, every billable team member should be operating at 80 percent billability based on their available
hours. Freelancers and contractors should be tracked at 100 percent. If you’re not capturing this
consistently and reporting on it, you’re operating without visibility and draining cash.

Without this data, how can you confidently decide when to hire or assess whether your current team is
delivering to expectations? Data drives decisions. Without it, you're guessing.

13 — Future Ready Operations www.forecast.app


https://www.forecast.app

MLIAIIEM Al Readiness & Automation

“You can’t automate chaos. Al only works when your data does.”
Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Al promises faster decisions, fewer manual tasks, and smarter forecasting — but most service businesses
simply aren’t ready. Disconnected tools, incomplete data, and reactive processes make it impossible to
automate with confidence, let alone use Al for prediction or optimization.

PSA platforms change that. By serving as a system of record across sales, delivery, resourcing, and
financials, a PSA platform creates the clean, consistent data foundation needed to power automation and Al.
It replaces guesswork with real-time inputs — enabling systems to anticipate risk, surface insights, and
recommend actions before small issues become big problems.

This isn’t about replacing people — it’s about augmenting decision-making and freeing up your smartest
minds from repetitive admin. With structured workflows and integrated data, a PSA platform makes
intelligent automation not just possible, but practical.

Predicted project end ®

The project is predicted to finish 3 days early.

Deadline 12 Dec 3000n pr —=-0
Plan 3h ‘/=/ g '_,,.,.»"

td -
Remaining 1h e e

2250n Pl e

1500n D“ezag[ine
Task Performance 90% e
Team Focus 90%
750n

Optimistic prediction 21Nov
Predicted end 9 Dec 15 Oct 5 Nov 25 Nov 15 Dec 5Jan
Conservative prediction 11 Dec

@ Completed @ Planned work
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Key PSA capabilities for Al readiness

& automation

Business Outcomes

Predictive project insights

Forecast’s Nova Insights surfaces early warnings on
project delays, resource strain, and budget overruns —
powered by historical patterns and real-time data.

C)

Time reclaimed from admin

Reduce non-billable hours spent
on coordination, reporting, and
planning.

Automated task & resource suggestions

Reduce planning overhead with Al-powered
recommendations for task assignments, workload

balance, and delivery optimization.

Faster, data driven decisions

Give teams predictive insights and
recommendations without waiting
for manual analysis.

Scenario planning & what-if analysis

Model hiring, pricing, and delivery scenarios using
current data to support smarter strategic decisions.

Increased delivery resilience

Catch and course-correct risks
earlier with intelligent alerts
and balanced workloads.

Low-code automation

Streamline manual workflows — from status updates
and approvals to alerts and time logging — with

automation built into the platform.

Foundational Al readiness

Build the infrastructure and
maintain the data integrity required
to adopt evolving Al capabilities.

Data foundation for agentic Al

Build the operational clarity and structured datasets
needed to power advanced automation and future Al

integrations.

Higher value work for humans

Let automation handle the
busywork, freeing your people to
focus on strategy, creativity, and
client experience.

15 — Future Ready Operations
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"Al isn’t a future ambition - it’s a current opportunity. But without clean
data, connected systems, and consistent processes, it’s just noise. No tool,
Al or otherwise, can deliver value if the foundation is fragmented. If you're
thinking about Al transformation, this is where you start."

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Many businesses aim to drive efficiency without first establishing a solid operational foundation. Too often,
processes and workflows vary between departments, and roles and responsibilities lack clarity and
documentation. The result? Inconsistent approaches across teams and clients, with decisions driven by gut
feel or outdated experience — neither of which is reliable.

So what does good look like?

Implementing a PSA platform compels a business to define
and mature its processes. It provides the structure and
visibility needed to scale effectively and lays the foundation
for leveraging Al and automation with real impact.

If your team has downtime or hours not allocated to client
work, redirect that energy toward strengthening the
operational foundation. Encourage them to focus on tasks
aligned with their role, department, and expertise — rather
than unstructured activities.
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Team Empowerment

Pillar Five & Accountability

“Accountability doesn’t happen in isolation. It happens when everyone can
see the same picture.”

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Service businesses succeed or fail on the strength of their people. Even the most capable teams, however,
struggle when they operate without clarity. Unclear priorities, disconnected goals, and excessive admin can
quickly derail productivity and morale.

PSA platforms change that dynamic by fostering a culture of ownership. By giving every role access to
the data they need, when they need it, a PSA platform removes ambiguity and brings transparency to day-
to-day delivery. Project managers gain visibility into timelines and budgets. Account managers can see how
scope and margin are tracking. Leadership receives real-time insight into team capacity and performance.
This is where individuals understand how their work contributes to commercial success.

Clear data drives confident decisions. When everyone shares a single source of truth, accountability
becomes a team-wide norm rather than a top-down directive.

Epic 1: Homepage 185h 10JUNE - 12JULY 100% 158p
© M Align requirements 10JUNE - 12JULY Project Manager v ‘ 'g Lisa Crosby v v 15p
© UXframework 10JUNE - 12JULY Designer v ' ! Rob Brown v v 10p
© Front end build 10JUNE - 12JULY ' Developer v ' Q) vl v 20p
Back-end build 10JUNE - 12JULY ' Developer ad ' Q@ v v 100p
@ ® Define brand board 10JUNE - 12JULY Designer v ) Rob Brown vl v 5p
© Home screen wireframes 10JUNE - 12JULY Developer v ’ ‘@‘ Ronald Hatchell v v 2p
© M QAbuild 10JUNE - 12JULY Developer v | a Magda Johnson Vv v 6p

17 — Future Ready Operations www.forecast.app


https://www.forecast.app

Key PSA capabilities for
empowerment & accountability

Business Outcomes

Role based Dashboards

Personalized views for project managers,
account managers, leadership, delivery teams,
finance, and everyone in between — putting the
most important data front and center.

2
fo353

Higher team engagement

Clarity breeds confidence. Teams are
more engaged when they understand
their role in delivering outcomes that
truly matter.

Real time workload visibility

Help team members manage their time effectively
and avoid burnout by giving them clear insight into
their capacity across all active projects.

Improved utilization

Spot underuse or overwork early, and
rebalance resources more effectively.

Time tracking built into workflows

Reduce friction by integrating time capture into
daily activities, increasing accuracy and
minimizing admin.

Cultural shift to ownership

Make accountability part of your culture,
not just a process — because everyone
sees the same data.

Shared metrics across teams

Align delivery, finance, and client services around
the same performance indicators, so everyone is
working toward the same goals.

Fewer internal meetings

Replace hours of reporting and
coordination with self-serve insights
and real-time updates.

Feedback loops through reporting

Use real-time performance data to drive coaching,
recognition, and continuous improvement.

=
g
=

Consistent performance across teams

Standardized expectations and
transparent metrics help raise the
bar across all functions.
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“Empowered teams aren’t built through more meetings. They’re built
through shared visibility, clear data, and a culture of accountability.”

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

One of the most common issues in every maturing business is a lack of visibility and shared accountability.
Why does it happen? Often, it comes down to two things: either people hold onto knowledge to retain
control, or the work isn’t being done — and hiding it avoids exposure.

When every role and department has clear, measurable success metrics, leadership becomes sharper and
more effective. This isn’t about power hoarding; it’s about creating a shared understanding of performance
and progress. When everyone sees the same data, performance naturally improves. Without that visibility,
no amount of talent or tooling can change outcomes.

So, what does good look like?

It’s when tools like your PSA platform become part of
everyday culture — not something tucked away that no
one ever references. In practice, this means showing the
PSA schedule during team stand-ups, using real-time
reporting to highlight missing timesheets, and reviewing
live dashboards in board meetings to interrogate
delivery and performance data.

When people see the tool being used consistently, they
start to mirror that behavior. It becomes the single
source of truth, not another forgotten platform. With
that shift comes better decisions, greater
accountability, and stronger performance.
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Building the Business Case

“A PSA platform isn’t just software - it’'s operational infrastructure that
pays for itself when implemented with intent.”

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

No investment decision happens in a vacuum — even when the pain is obvious: lost margin, over-servicing,
and reactive resourcing. Leaders still need to justify spending, and with so many tools already in the stack,
the question isn’t just “Do we need this?” but “What will it unlock?”

The answer lies in outcomes.

A PSA platform delivers value by driving alignment
across delivery, client services, finance, and operations.
It replaces inefficiency with insight, admin with
automation, and guesswork with control. Crucially, it
creates a connected operational core that enables scale
without requiring headcount to grow at the same pace.

The business case rests on reclaiming time, protecting
profit margins, and enabling confident decision-making.
To make it resonate, frame PSA as a lever for margin
growth and operational maturity — not just another
project tool.
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Key considerations when building your internal Business Case

0 Start with time already spent

Begin by evaluating how much internal time has been invested to date—and how much of that is
being wasted.

® How many hours are lost to ‘general admin’ each week?

® How much time does each role spend updating spreadsheets?

Then quantify the opportunity cost: What is their hourly rate to clients? Every wasted hour is
revenue you could have earned.

9 Quantify revenue leakage

@ How much revenue is lost through over-servicing that isn't invoiced?
® What's the cost of delayed forecasting or poor hiring decisions?

@ How does inaccurate resource planning impact your margins?

a Assess your current toolset

@ Are you stretching outdated tools with plug-ins, workarounds, or manual processes?

@ What is the true cost of maintaining these tools versus investing in a fit-for-purpose PSA?

Often, piecemeal solutions end up costing more - both financially and operationally.

° Model the return on investment
Now that you’ve mapped the inefficiencies in financial terms, model the ROI:

@ Weekly, monthly, quarterly, and annually

@ Across teams, roles, and departments
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a Connect PSA investment to business outcomes
Frame the investment in terms of measurable impact:

@ Increase revenue per head by freeing up X hours of admin time per person, per quarter - translating
to $X in additional billable work per month

® Reduce operating costs by streamlining delivery and resource planning, cutting reliance on
spreadsheets and redundant tools

@ Justify PSA spend through rate optimization (e.g., increasing your average billable rate by $X/hour
to offset the platform cost while unlocking savings elsewhere in your stack)

e Plan for successful adoption

The tool is only part of the solution. Build confidence in your business case by outlining:

@ A training and onboarding plan
@ Process alignment across teams

@ Clear accountability for usage and adoption

Business outcomes to highlight with ROls

@ Toolset consolidation Decommission tools X, Y, and Z by the end of next quarter
to reduce software spend by $X per month or $X annually.

£y Time savings through automation Reduce time spent on manual reporting and resourcing by
X hours per week, freeing up valuable operational capacity.

Improved billable utilization Increase utilization within the project management team
by 10%, driving more revenue from existing headcount.
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ij Smarter resource forecasting Extend visibility of team utilization from one week to three
months, enabling proactive hiring decisions and reducing
last-minute resourcing gaps.

Reduced freelancer dependency Lower freelancer / contractor spend by X percent or X value
year on year, supported by more accurate capacity planning
and internal resource optimization.

“The strongest PSA business cases aren’t built around software features.
They’re built around strategic outcomes - efficiency, profitability, and
readiness for scale.”

Joanne Reid
Founder of The Reid Collective
Host of the Deliverology Podcast

Why business outcomes and ROl matter

Too often, tools are replaced every two to three years — not because they fail, but because ownership fades.
Without clear accountability, meaningful adoption, or visible impact, platforms become just another line
item in the tech stack.

That’s why defining and tracking business outcomes from day one is critical. When teams can see how a
PSA platform drives measurable ROI, it creates long-term engagement, not just short-term enthusiasm.

If you care about the tool, you'll invest in adapting, learning, and scaling it alongside your business. That
means choosing the right partners, embedding the right processes, and maintaining a long-term focus on
value creation — not just implementation.

A PSA platform isn’t just for today. It’s part of the foundation for where your business is going. Make the
case not just for the cost, but for the future it enables.
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Conclusion: Building Future-Ready
Operations

The service landscape is evolving — tighter margins, leaner teams, higher expectations. Businesses that
thrive aren’t those with the most tools; they’re the ones with the right foundation. Professional Services
Automation (PSA) has become that foundation — a central operational core that unites delivery, finance,
and client services around the same data, processes, and outcomes.

Visibility is no longer a luxury; it’s the difference between reacting and
leading. With the right PSA platform, your business can eliminate blind
spots, scale with confidence, and create space for strategic growth.
The future belongs to those who can see clearly, act decisively, and
adapt continuously.
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About Forecast

Forecast is the leading Al-powered Professional Services Automation (PSA) platform built to help service-
based businesses plan, execute, and scale with confidence.

By uniting project management, resource planning, time tracking, and financial performance into a single,
intelligent platform, Forecast replaces guesswork with clarity. Teams gain real-time visibility into capacity,
profitability, and delivery health — enabling smarter decisions and stronger margins.

Trusted by consultancies, IT service firms and agencies across the globe, Forecast empowers leaders to build
scalable operations, improve predictability, and unlock their team’s full profitability potential.

Req dy to See Transform how your business operates — not just how it manages

projects. Request a demo today and see how Forecast can help you:

Forecast in

Action? e Gain real-time visibility into delivery, resources, and profitability
¢ Eliminate admin bottlenecks through automation and Al insights
e Scale confidently without scaling your headcount

Explore what’s possible with Forecast.
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