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THE BIG READ 
AUTUMN 2021

UNITING THE WHOLE SMART/COMMUNITY

Welcome to the inaugural issue of The Big Read!
Autumn always feels to be a time for new
beginnings, so we thought this would be the
ideal time to launch our new publication. 

The Big Read aims to unite smart/tasking's entire
extended network: client partners, clients
themselves, and of course our vitally important
extended network of associates and contractors. 

In other words, the entire smart/community!

Each issue, we'll be featuring a selection of
articles including insights, opinion pieces, project
news, marketing updates, new joiner
introductions, and - for some fun and a bit of a
look into our daily lives - "A day in the life of"; a
sort of pictorial diary edited by the smart/tasking
team themselves. We hope you enjoy reading!   

Feedback and comments? Let us know!

Find us at www.smarttasking.com

Follow us on LinkedIn and on Twitter 

mailto:helengreenwood@smarttasking.com
http://www.smarttasking.com/
https://www.linkedin.com/company/smarttasking
https://twitter.com/SmartTaskingCom


TECH TALKS: COLLABORATION, COMMUNICATION –
AND THE POWER OF THE PERSONA

By Jonathan Harris
Chief Strategy Officer, Aura 

Aura (www.weareaura.com), a global managed
services provider, provides clients with multi-
platform communications support with the aim
of simplifying engagement and interaction.
Communications has been at the forefront of
everyone’s minds lately, and we’re not just
talking about the impacts of the pandemic. 
Even before Covid-19, we were seeing more and
more clients asking for communications
solutions that were intelligent and intuitive, and
which everyone – employees, suppliers, clients
and other stakeholders – could get behind.  

Aura uses ‘personas’ to develop communications
solutions that are more intuitively designed to
meet the needs of individuals. To Aura, a
persona is essentially an experience profile.
These profiles are like configuration buckets that
can be used to approach a UC deployment in a
consistent manner, ensuring that all users
receive a predictable and relevant experience
based on their usage requirements.

To Aura, a 'persona' is
an experience profile...
enabling consistent UC
deployment for a
predictable, relevant
experience based on
usage requirements. 

Some of the communications and collaboration
tools we use regularly – such as Microsoft Teams
– offer users far greater configuration options
than some other platforms. And, whilst this is
great from a personalisation point of view, it can
cause some serious problems when it comes to
large-scale implementations. A greater degree of
fluidity is needed – for instance, applying a
persona to a whole team, or indeed to several
teams. 

A recent client project tackled exactly this issue.
Deploying a ‘standard’ MS Teams package into
their business would bring about all of the
expected benefits: a centralised working hub;
Office 365 integration, shared editing on
documents, call/email/messaging, and much
more. Additionally, the enterprise-grade security
was another huge advantage. However, upon
deep-dive investigation, it became clear that a
one-size-fits-all implementation was not going to
work. 



Aura worked with this client to develop unique
personas for a range of role-holders, including
people leaders, executive teams, knowledge
workers, lone workers, manufacturing personnel,
and administrative staff. Some functionality was
common to all personas, but other aspects were  
going to have to be configured differently, in
alignment with user requirements. 

Crucially, the biggest area we examined was not
what these role-holders might typically work on,
but how they prefer working. For instance,
knowledge-holders might need a range of
devices from which to share information with
key personnel: tablet, smartphone, laptop,
desktop, or a combination; depending on their
whereabouts at any given time. This group of
people were not all based in the same country,
either – so an even greater degree of flexibility
was required. The same arrangement was true
of workers who travel frequently (executive
teams, for instance). Administrative teams,
meanwhile, might have greater certainty over
their location – but they still needed to be able to
communicate freely and easily with the teams
they support.

Whilst configuring collaboration tools in
alignment with user experiences might sound an
expensive exercise, it actually works out less
expensive in the long-run. When collaboration is
made easier, productivity increases, knowledge
transfer is enhanced, and projects tend to run
more smoothly. Employees feel valued and
respected: systems and ways of working have
been developed to make the working day more
effective and more enjoyable. Employee
retention becomes easier, and attrition drops.
The employer brand is enhanced, and
recruitment becomes easier.

There is another great advantage to this
approach. In an age where flexibility is key (along
with resilience), a communications platform that
caters for multiple user requirements is highly
scalable. It can grow with the business, personas
can be adapted to accommodate new user
types… the potential is highly adaptable. 

Aura continues to pioneer the usage of
personas in deploying communications and
collaboration platforms – please speak to
Jonathan Harris for more information. 

Aura is a new kind of managed services provider, supporting global communications across a wide
range of technologies to deliver its customers SIMPLICITY. Aura has more than 30 years’ experience in
the communications industry, thousands of happy customers, and works with the world’s best vendor
and technology providers to help global organisations achieve a perfect integrated environment that
enables productivity, empowers teams with great tools, and simplifies management. Aura brings
together technologies, systems and providers across multiple regions into one consolidated service.

ABOUT AURA

mailto:jonathan.harris@weareaura.com


IN FOCUS: WHY SCALING UP DELIVERY SOMETIMES MEANS
GOING BACK TO BASICS.
 

By Paul Bibby
Founding Partner, 
smart/tasking 

Scalability is always at the forefront of our
minds when we begin a new project. In fact, it
remains in our minds throughout, as quite
often a task-oriented piece of work develops
into a situation where we can actively help a
business to optimise its capacity to deliver. 

‘Capacity’ – interesting word! – is typically
thought of in terms of size, or depth. A
manufacturing plant, for example… or a
digital network. However, capacity can also
reference an entire operating model; from
skills and personnel through to process and
measurement. 

One of our clients recently experienced
precisely this. Their reputation and the
quality of their service was driving up
customer numbers, but it had become clear 
 that they’d reached a tipping point: they
couldn’t continue to grow at such pace  whilst
maintaining the excellent service they had
become famous for. Communications
between delivery teams had started to break
down, increasing the chances of human
error. Increasing headcount wasn’t an option
– and, really, it would only have been
throwing more personnel at a problem that
was much more fundamental. 

We needed to dig deep down into the inner
workings of the operation in order to fix the
root cause of the problem.

Increasing headcount
often isn't the best route
to increased project
delivery capacity 



Even with clients we think we know pretty
well, we often find that assuming a blank
page and doing a deep discovery exercise
uncovers 'surprise issues'. In this case, it
transpired that our client's project delivery
teams were regularly experiencing
bottlenecks which turned into major sticking
points when overlaid with complex service
requests and changing customer volumes. 

Once we understood the nub of the
problem, we were able to take action.
Smart/tasking developed a bespoke toolkit
to reduce and ultimately remove the
blockers – a step-by-step process to chip
away at the issue until it was no longer
there. Next, we examined the end-to-end
process chain to identify areas of weakness.
By reducing unnecessary manual
intervention and introducing ‘trigger’
sequencing, we simplified things even
further, reducing the potential for error.  

It’s been wonderful to watch this client go from strength to
strength. We're so glad to have played an important role in
their success!

And, because we’d also introduced greater clarity
around roles and responsibilities, our client's
project teams were able to operate much more
efficiently.

Finally, employees stopped feeling overloaded
and unempowered, as they were able to focus on
the important job of client engagement and
delivery.

The impacts were felt very quickly across the
business, and the improvements just kept on
coming! Overall delivery time on projects was
significantly reduced, and customer satisfaction
was demonstrably higher. Communications
improved by 30% (evidenced via an internal
survey), thanks to a more centralised approach to
inter-project dialogue. Meanwhile, automation in
strategic points along the delivery continuum
reduced human error by an impressive 65%!



If you follow us on LinkedIn, you’ll no doubt
have seen a slight change in our posts recently!
Our new social media campaign, “The
Optimisers”, launched in August 2021. Visually,
The Optimisers is a complete departure from
our previous marcomms activities. Taking
inspiration from the likes of Marvel comic
heroes/heroines, The Incredibles, and Warhol-
esque pop art, our new campaign brings to life
the capabilities and characters that make up
smart/tasking. 

Whilst it packs a punch visually, The Optimisers
is actually rooted in very carefully-thought-
through messaging. Smart/tasking has always
been about optimising the good that is already
there within a business: bringing our team
members’ superpowers to a situation that
needs addressing. Our clients are generally
highly successful and have a great reputation
in their industry – but sometimes, a little
sprinkling of “magic know-how” is needed to
take them to the next level. 

LAUNCHPAD: THE OPTIMISERS ARE HERE!

Enter The Optimisers! Each team member
(superhero) has his or her own unique powers.
If you check out the team profiles on our
website, you’ll get a good idea of what these
are. For instance, October’s episode, “The Case
of the Perfect PMO”, features superhero Gary
Gamp – aka The Company Doctor (minus stripy
Colin Baker-style scarf!) – coming to the rescue
of a company which found it simply could not
cope with increasing project management
demands. It's a true client story - brought to life
in cartoon form.

As The Optimisers plays out, episode-by-episode,
you’ll see more case studies brought to life via
our team of superheroes. And there may well
be a surprise twist here and there, too – after
all, what is a superhero lifestyle without an
element of intrigue?!

If you have any comments, suggestions or
feedback on any of our marketing activities,
please let us know - we really value your
opinion.   

mailto:helengreenwood@smarttasking.com


LAUNCHPAD: ARMED FORCES COVENANT: BRONZE AWARD!

Promote that we are an Armed Forces-
friendly organisation, both internally and
externally 
Support the employment of veterans,
recognising their skills and qualifications
Work with the Career Transition Partnership
(CTP) to support the employment of Service
leavers
Support the employment of Service spouses
and partners
Partner with the Forces Families Jobs Forum 
Support employees who are members of
the Reserve Forces

Smart/tasking is proud to announce our
participation in the Armed Forces Covenant: a
unique promise to those incredible men and
women - and their families - who serve us via
their roles in the UK's military. 

The Covenant is actually a pledge: a promise
that, together, we acknowledge and understand
that those who serve or who have served in the
armed forces, and their families, should be
treated with fairness and respect in the
communities, the economy, and the society
they serve with their lives.

By undertaking this pledge as a business,
smart/tasking is promising to: 

Support  employees who are volunteer
leaders in military cadet organisations
Support Armed Forces Day, Reserves Day,
the Poppy Appeal Day and Remembrance
activities
Support Armed Forces charities with
fundraising and supporting staff who
volunteer to assist.

We are exceptionally proud to have been
awarded a 'bronze' status: this is the start of a
fantastic journey for us and for our support of
those talented people who work in the Armed
Forces, or who are leaving their military role
and are seeking new employment.

Smart/tasking already employs a number of ex-
military men and women, in various roles - so
this is a cause that is especially close to our
hearts! 

For more information about the Armed
Forces Covenant, and our commitment to
the pledge, please get in touch.  

https://www.forcesfamiliesjobs.co.uk/


A NIGHT ON THE RIVER!

On Wednesday 3rd November, smart/tasking took
to the water for an evening of networking,
socialising – and for the launch of something 
rather special.

The venue was The Pier at Bateaux London: a
stunning moored boat that has been converted into
a cocktail and dining hub, offering fabulous views
across the River Thames and London’s
Embankment. As well as fellow Optimisers, guests
included clients and our extended network of
associates and contractors. It’s not often we all have
the opportunity to get together (especially recently!)
and the atmosphere was lively and celebratory.

The evening also provided an opportunity to launch
something which has been under development for
some time: our smart/community. As Founding
Partners Niall Anderson, Gary Gamp and Paul Bibby
explained, this is our way of bringing together our
trusted, talented network into a collective ‘tribe’.
Enhanced learning opportunities, skills
development, networking coaching and business
development will be a key focus for the community
– as will sharing market insights and project
updates. With so many talented people out there ‘in
the field’, we figured it was high time we united
everyone together so that we can all feel part of a
wider community. The whole, as they say, is greater
than the sum of the parts! 



A DAY IN THE LIFE OF... SARAH CALLABY! 

Monday morning, and although it’s the school
holidays, it's work as usual for me! Log into my
emails at 9am, then into MS Teams at 9:15am for a
weekly catch-up with the resourcing team. I combine
this with the first cuppa of the day - in my
smart/tasking mug of course!

Project Support,
smart/tasking
 

Presentation update for Niall in
time for 11am… I've got this! The
children are not at activity camp
today but they're well equipped
with snacks, and of course their big
brother to guide them... and by
that I’m not referring to the
electronics at this point! But let's
face it, an hour here or there isn’t
going to make me a bad parent,
right? Please say no!!!!

Tasks in hand, onboarding up
to date, events emails sent, and
a new project started with the
help of another team member.

Did someone mention lunch?
Oh, you’ve had yours and
forgot about me?! Maybe it’s
the solitary confinement, but I
find myself working through
lunch and not realising the
time!

Looking forward to catching up
with everyone at our virtual coffee
morning tomorrow. It's great for
the team, as we're spread all over
the country, and abroad too. It's
also a good chance for me to
practice my French!

3pm – I find myself planning for
tomorrow. New client meeting, and
joining me is the lovely Helen - she is
a great asset to have by my side. On
the plus side, at least I don't have to
partake in the rat race of the school
run - that's a relief!

Wow, that time again! I'd better get my chef's hat on and crack
on with dinner! Jokes aside, I wouldn’t have it any other way. I
love my job, and the people I work with have been amazing –
they are my new village!!!

9AM

10.15AM
12.30PM

1.30PM
3PM

5.45PM



WELCOME TO THE TEAM!

With 30+ years’ experience as a CTO and transformation
leader and an innate ability to inspire, influence and
challenge, Nigel has delivered phenomenal business
achievements and tech-driven transformations. With one
eye on the strategic journey and the other on data-driven
advancements in technology, it’s no surprise that Nigel is a
fantastic addition to our team. We look forward to working
with him at what promises to be an exciting time for
smart/tasking!

Amanda has extensive experience in supporting IT software
releases within financial services, the commodities market, and the
energy sector. She has a passion for driving projects through to
completion with efficiency and a high level of organisation. Outside
of work, Amanda's passions include fine dining (she's travelled the
world on culinary adventures!) and animals. She volunteers at a
local animal shelter, and enjoys watching the wildlife on long
country walks. After all that fresh air, Amanda can be found creating
delicious patisseries - she's quite the Bake-Off whizz!

This Autumn, we're delighted to welcome a number of new joiners to our
team. If you've not met them already - either virtually or in person - it won't be  
long before you do. Welcome onboard! 

Nigel Moulton
Client Partner
 

Paul Goundry
Client Partner
 

Paul - popularly known at smart/tasking as "The Architect" - has a
talent for optimising business performance by identifying the root

cause of organisations' issues, solving them first time and embedding
lasting change. Paul is an expert in Agile ways of working, meaning he

helps clients get the results they need with the least amount of time
and investment. In his spare time, Paul loves challenging himself with

CrossFit, then enjoying one of the mindfulness classes he runs through
his non-profit organisation, www.watchfulness.org.uk. 

Amanda Bhogal
Project Support Analyst
 

http://watchfulness.org.uk/


Gary Gamp
garygamp@smarttasking.com
+44 (0)7866 315210

CONTACT
We're always keen to hear comments, observations and
questions - so if you have any, please get in touch!

Niall Anderson
niallanderson@smarttasking.com
+44 (0)7920 276046

Paul Bibby
paulbibby@smarttasking.com
+44 (0)7977 038858

Isobel Dix
isobeldix@smarttasking.com
+44 (0)7977 230625

Emma Robinson
emmarobinson@smarttasking.com
+44 (0)7805 897164 

Helen Greenwood
helengreenwood@smarttasking.com
+44 (0)7780 998068

ENGAGEMENT & DIRECTORSHIP

PROJECT RESOURCING

MARKETING & COMMUNICATIONS

Kizzy Moalim
kizzymoalim@smarttasking.com
+44 (0)7546 607702 

https://twitter.com/SmartTaskingCom
https://www.linkedin.com/company/smarttasking
http://www.smarttasking.com/

