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Confidentiality  
This document and any files included with it are confidential and intended solely for the 
use of the individual or entity to whom they are addressed. If you have received this 
document in error, please notify us on the email address below.  

If you are not the named addressee you should not disseminate, distribute or copy this 
document. Please notify the sender immediately by e-mail if you have received this 
document by mistake and delete this document from your system.  

If you are not the intended recipient you are notified that disclosing, copying, 
distributing or taking any action in reliance on the contents of this information is strictly 
prohibited. 
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Pre-Sales 

Definition: Pre-sales refers to the set of activities and processes conducted before a 
customer signs a contract or makes a purchase. These activities are designed to 
engage potential customers, understand their needs, demonstrate the value of 
products or services, and ultimately drive sales. Pre-sales functions bridge the gap 
between marketing and sales, ensuring that prospects are well-informed and 
convinced of the value proposition before they make a buying decision. 

Key Components: 

1. Customer Engagement: Building relationships with potential customers 
through meetings, calls, emails, and presentations. Understanding their needs, 
challenges, and objectives is critical. 

2. Needs Assessment: Conducting thorough assessments to understand the 
specific requirements and pain points of the prospect. This involves gathering 
detailed information about their current situation and desired outcomes. 

3. Solution Design: Tailoring products or services to meet the specific needs of the 
prospect. This may involve creating custom solutions or configuring existing 
offerings to address the identified requirements. 

4. Demonstrations and Presentations: Providing detailed product demos, 
presentations, and technical overviews to showcase how the solution meets the 
prospect's needs. This includes highlighting features, benefits, and competitive 
advantages. 

5. Proposal Development: Creating detailed proposals and quotes that outline 
the solution, implementation plan, costs, and timelines. Proposals should align 
closely with the prospect’s needs and expectations. 

6. Proof of Concept (PoC): Sometimes, a PoC or pilot project is conducted to 
demonstrate the feasibility and effectiveness of the solution in the prospect’s 
environment. 

7. Objection Handling: Addressing any concerns or objections raised by the 
prospect. This involves providing additional information, clarifications, and 
reassurances to mitigate any doubts. 

8. Collaboration with Sales: Working closely with the sales team to ensure a 
smooth transition from pre-sales to the actual sale. This includes providing all 
necessary information and support to close the deal. 

When to Use Pre-Sales: 

• Complex Sales: In situations where the products or services are complex and 
require detailed explanation and customization. 

• High-Value Deals: For large contracts or high-value deals where the decision-
making process is lengthy and involves multiple stakeholders. 

• New Markets: When entering new markets or segments where potential 
customers may be unfamiliar with the offerings. 

Advantages: 



• Better Understanding of Customer Needs: Pre-sales activities help in gaining a 
deep understanding of the prospect’s needs, leading to more tailored and 
effective solutions. 

• Increased Sales Efficiency: By qualifying leads and addressing concerns 
upfront, pre-sales activities increase the likelihood of closing deals and reduce 
the sales cycle. 

• Improved Customer Relationships: Engaging with customers early and 
providing valuable insights and solutions builds trust and strengthens 
relationships. 

• Competitive Advantage: Demonstrating expertise and value during the pre-
sales phase can differentiate a company from its competitors. 

Disadvantages: 

• Resource Intensive: Pre-sales activities can be time-consuming and require 
significant effort and resources. 

• Costly: The resources and time invested in pre-sales activities can be 
substantial, especially if the deal does not close. 

• Potential for Misalignment: If not managed properly, there can be a 
misalignment between pre-sales promises and the actual delivery by the post-
sales team. 

Example Usage: A technology company might engage in pre-sales activities when 
selling a new software solution to a large enterprise. The pre-sales team would meet 
with the client to understand their IT challenges, provide a detailed demonstration of 
the software’s capabilities, develop a customized proposal, and conduct a pilot project 
to show how the software can improve their operations. 

  



Discovery Call 

Definition: A discovery call is an initial conversation between a service provider and a 
potential client aimed at understanding the client's needs, challenges, and objectives. 
This call serves as an opportunity to gather detailed information that will help in 
tailoring a solution that meets the client's specific requirements. It is a crucial step in 
the sales process, enabling the service provider to assess whether their offerings are a 
good fit for the client's needs and to determine the scope of a potential project. 

Key Components: 

1. Introductions: Begin with brief introductions to establish rapport and set a 
positive tone for the conversation. 

2. Purpose of the Call: Clearly state the purpose of the call and outline the 
agenda. This helps manage expectations and ensures that the conversation 
stays focused. 

3. Client Background: Ask questions to understand the client's business, industry, 
and current situation. This includes learning about their products or services, 
target market, and competitive landscape. 

4. Challenges and Pain Points: Identify the specific challenges and pain points 
the client is facing. This involves probing questions to uncover underlying issues 
and their impact on the business. 

5. Objectives and Goals: Discuss the client's objectives and goals for addressing 
the identified challenges. This helps in understanding what success looks like 
for the client. 

6. Current Solutions: Inquire about any current solutions or approaches the client 
is using to address their challenges. This provides insight into what is working, 
what isn’t, and potential areas for improvement. 

7. Timeline and Budget: Discuss the client’s timeline for implementing a solution 
and their budget constraints. This helps in assessing the feasibility of the project 
and aligning expectations. 

8. Decision-Making Process: Understand the client's decision-making process, 
including who the key decision-makers are and the criteria they will use to 
evaluate potential solutions. 

9. Next Steps: Outline the next steps following the discovery call. This may include 
scheduling a follow-up meeting, developing a proposal, or conducting further 
research. 

When to Use a Discovery Call: 

• Initial Contact: When first engaging with a potential client to understand their 
needs and determine if there is a good fit. 

• Pre-Project Phase: Before starting a project to gather detailed information that 
will inform the project scope and approach. 

• Qualification: To qualify leads and ensure that the client’s needs align with the 
service provider’s offerings. 



Advantages: 

• In-Depth Understanding: Provides a deep understanding of the client's needs, 
challenges, and objectives, which is essential for tailoring a suitable solution. 

• Building Rapport: Establishes a positive relationship with the client through 
meaningful conversation and active listening. 

• Effective Proposal Development: Helps in developing a more accurate and 
compelling proposal based on a thorough understanding of the client’s 
requirements. 

• Client Trust: Demonstrates the service provider's interest in the client's 
business and their commitment to finding the best solution. 

Disadvantages: 

• Time-Consuming: Can be time-consuming, especially if multiple calls are 
needed to gather all necessary information. 

• Potential Misalignment: If not conducted thoroughly, there is a risk of 
misalignment between the client’s expectations and the proposed solution. 

• Information Overload: Clients may feel overwhelmed by too many questions or 
too much information being discussed in a single call. 

Example Usage: A technical services might conduct a discovery call with a prospective 
client looking to upgrade their firewall servers. During the call, the agency would ask 
about the client’s current set-up, target outcome, specific challenges (e.g., features not 
performing), and goals (e.g., increased speed awareness, lower reset rates). They 
would also discuss the client’s timeline and budget to ensure alignment. 

  



Qualification Call 

Definition: A qualification call is an initial conversation between a company 
representative and a potential customer (prospect) aimed at determining the 
prospect's fit and readiness for the product or service being offered. This call is a 
crucial step in the sales process, as it helps identify high-quality leads and ensures that 
sales efforts are focused on prospects who are most likely to convert into customers. 

Key Components: 

1. Introduction: Brief introduction of the company representative and the purpose 
of the call. This sets the stage for a professional and focused conversation. 

2. Needs Assessment: Asking open-ended questions to understand the 
prospect's needs, challenges, and objectives. This helps gauge whether the 
product or service can effectively address the prospect's issues. 

3. Budget: Discussing the prospect’s budget to ensure that there is financial 
alignment. Understanding the budget helps in proposing solutions that the 
prospect can afford. 

4. Decision-Making Process: Identifying the decision-makers and understanding 
the timeline and criteria for making purchasing decisions. This includes finding 
out who else needs to be involved in the process. 

5. Current Solutions: Inquiring about any existing solutions or vendors the 
prospect is currently using. This provides insight into potential competition and 
areas where the offering can provide added value. 

6. Pain Points and Goals: Uncovering specific pain points and goals of the 
prospect to tailor the conversation towards how the product or service can 
address these issues. 

7. Qualification Criteria: Assessing the prospect against predefined qualification 
criteria such as the BANT framework (Budget, Authority, Need, Timeline) or other 
relevant metrics. 

8. Next Steps: Concluding the call with clear next steps, which may include 
scheduling a follow-up meeting, providing additional information, or moving 
forward with a product demonstration. 

When to Use Qualification Calls: 

• Lead Generation: When new leads are generated from marketing campaigns, 
referrals, or other sources, and need to be assessed for quality. 

• Initial Contact: When first contacting a prospect to determine if they are a good 
fit for the product or service. 

• Sales Pipeline Management: To ensure that only qualified prospects move 
forward in the sales pipeline, improving sales efficiency and effectiveness. 

Advantages: 

• Efficient Use of Resources: Helps focus sales efforts on high-potential 
prospects, saving time and resources. 



• Better Understanding of Prospects: Provides valuable insights into the 
prospect’s needs and readiness, enabling more tailored and effective sales 
approaches. 

• Improved Sales Forecasting: Qualifying leads accurately helps in making more 
reliable sales forecasts and managing the sales pipeline. 

• Higher Conversion Rates: By ensuring that only qualified leads proceed, the 
chances of closing deals increase. 

Disadvantages: 

• Initial Time Investment: Requires time and effort to conduct thorough 
qualification calls, which may not always lead to immediate sales. 

• Potential for Disqualification: Some leads may be disqualified early, which 
could lead to missing out on potential opportunities if not assessed carefully. 

• Dependence on Sales Skills: The effectiveness of qualification calls heavily 
depends on the skills and experience of the sales representative conducting 
them. 

Example Usage: A SaaS company might conduct a qualification call with a new lead 
who has shown interest in their project management tool. The sales representative 
would ask questions to understand the prospect’s current project management 
challenges, budget, decision-making process, and timeline. Based on the responses, 
the sales representative can determine if the prospect is a good fit for the tool and plan 
the next steps accordingly. 

  



Scoping Call 

Definition: A scoping call is a detailed conversation between a service provider and a 
potential client aimed at defining the scope, objectives, and requirements of a 
prospective project. This call helps both parties gain a clear understanding of what the 
project entails, including deliverables, timelines, resources, and constraints. It is a 
critical step in the pre-project phase to ensure alignment and set realistic expectations. 

Key Components: 

1. Project Overview: An initial discussion to understand the broad goals and 
context of the project. This includes learning about the client’s business, current 
challenges, and what they aim to achieve. 

2. Requirements Gathering: Detailed questions to identify specific needs and 
requirements of the client. This involves understanding the functionalities, 
features, and outcomes expected from the project. 

3. Deliverables: Clarifying the tangible outputs that will be produced during the 
project. This may include reports, software, designs, or any other products or 
services to be delivered. 

4. Timeline: Discussing the desired timeline for the project, including start dates, 
key milestones, and final delivery dates. This helps in planning and resource 
allocation. 

5. Budget: Understanding the client’s budget for the project. This ensures that 
proposed solutions are financially feasible and helps avoid any future 
misunderstandings. 

6. Roles and Responsibilities: Defining who will be involved from both the client 
and service provider sides. This includes identifying key stakeholders, decision-
makers, and project managers. 

7. Scope Boundaries: Establishing the boundaries of the project scope to prevent 
scope creep. This includes what is in-scope and out-of-scope for the project. 

8. Risks and Assumptions: Identifying any potential risks, constraints, and 
assumptions that could impact the project. This helps in proactive risk 
management and setting realistic expectations. 

9. Next Steps: Outlining the immediate next steps following the scoping call, 
which may include further meetings, proposal development, or a formal kickoff. 

When to Use Scoping Calls: 

• New Projects: When initiating a new project to gather detailed information and 
ensure alignment between the client and service provider. 

• Complex Projects: For projects with multiple phases, stakeholders, and 
intricate requirements, a scoping call is essential to clarify all details. 

• Custom Solutions: When tailoring services or products to meet specific client 
needs, a scoping call helps in understanding those needs comprehensively. 

Advantages: 



• Clear Understanding: Provides a thorough understanding of the project’s 
scope, requirements, and expectations, reducing ambiguity. 

• Improved Planning: Helps in accurate project planning and resource allocation, 
leading to better project execution. 

• Enhanced Communication: Establishes a solid communication foundation 
between the client and service provider, fostering collaboration and trust. 

• Risk Mitigation: Identifying potential risks and constraints early on allows for 
proactive mitigation strategies. 

Disadvantages: 

• Time-Consuming: Scoping calls can be lengthy and require significant 
preparation and follow-up, especially for complex projects. 

• Potential Misalignment: If not conducted thoroughly, there can be a risk of 
misalignment on scope and expectations, leading to issues later in the project. 

• Dependency on Client Input: The success of a scoping call heavily depends on 
the client’s ability to provide clear and detailed information. 

Example Usage: A technical organisation might conduct a scoping call with a new 
client who wants to install a new technology solution. During the call, they would 
discuss the client’s goals, targets, preferred platforms, content types, budget, and 
timeline. This information would then be used to develop a tailored strategy and 
proposal. 

  



Request for Information (RFI) 

Definition: A Request for Information (RFI) is a formal process used by organizations to 
gather information from potential suppliers or service providers about their capabilities, 
products, or services. An RFI is typically issued before a Request for Proposal (RFP) or 
Request for Quotation (RFQ) and is used to understand the market landscape, identify 
potential solutions, and gather preliminary data that will help in shaping the 
subsequent procurement process. 

Key Components: 

1. Purpose Statement: A clear explanation of why the RFI is being issued and what 
the organization hopes to achieve. This helps respondents understand the 
context and importance of their responses. 

2. Background Information: Detailed information about the organization issuing 
the RFI, including its mission, goals, and relevant project or initiative details. This 
provides context for the suppliers. 

3. Information Requested: A list of specific information the organization seeks 
from potential suppliers. This can include company background, product 
details, service offerings, technical capabilities, and past performance. 

4. Questions: A series of structured questions that respondents need to answer. 
These questions are designed to gather detailed and relevant information that 
will help in decision-making. 

5. Submission Guidelines: Instructions on how to respond to the RFI, including 
the format, submission method, and deadline. This ensures that responses are 
consistent and easy to evaluate. 

6. Evaluation Criteria: The criteria that will be used to evaluate the responses. 
While this is more detailed in an RFP, an RFI may outline general areas of 
interest to guide respondents. 

7. Confidentiality Statement: Information about how the responses will be used 
and assurances regarding the confidentiality of proprietary information provided 
by respondents. 

When to Use an RFI: 

• Market Research: When an organization needs to understand the capabilities 
and offerings available in the market before committing to a specific solution or 
vendor. 

• Pre-Procurement: As a preliminary step before issuing an RFP or RFQ to gather 
information that will help shape the requirements and scope of the 
procurement. 

• Solution Exploration: When exploring new technologies, methodologies, or 
approaches and needing input from industry experts and suppliers. 

Advantages: 



• Information Gathering: Provides valuable insights and data from multiple 
suppliers, helping organizations make informed decisions. 

• Broad Reach: Enables organizations to reach a wide range of potential suppliers 
and discover new or innovative solutions. 

• Preparation: Helps in refining requirements and preparing a more targeted and 
effective RFP or RFQ. 

• Risk Mitigation: Reduces the risk of issuing an RFP or RFQ that is poorly defined 
or misaligned with market capabilities. 

Disadvantages: 

• Resource Intensive: Requires time and effort to prepare the RFI, review 
responses, and analyze the information gathered. 

• No Commitments: Suppliers may be less motivated to provide detailed 
information since an RFI does not guarantee a subsequent business opportunity. 

• Overwhelming Responses: Can result in a large volume of information that may 
be challenging to sift through and evaluate. 

Example Usage: A healthcare organization might issue an RFI to gather information 
about electronic health record (EHR) systems available in the market. The RFI would 
include questions about the features, interoperability, security, and support services of 
various EHR systems. By reviewing the responses, the organization can identify the 
most suitable solutions and potential vendors to invite for the next stage of the 
procurement process, which would involve an RFP. 

  



Request for Proposal (RFP) 

Definition: A Request for Proposal (RFP) is a formal document issued by an 
organization inviting suppliers to submit detailed proposals for providing a product, 
service, or solution. The RFP outlines the project’s requirements, objectives, and 
evaluation criteria, and it seeks to gather comprehensive proposals that demonstrate 
how each supplier plans to meet those needs. The RFP process is designed to promote 
competition and identify the best-suited vendor based on a thorough evaluation of 
proposals. 

Key Components: 

1. Introduction and Background: Provides an overview of the issuing organization, 
the context for the RFP, and any relevant background information about the 
project or initiative. 

2. Project Objectives: Clearly defines the goals and objectives of the project. This 
helps suppliers understand what the organization aims to achieve. 

3. Scope of Work: Details the specific requirements, tasks, deliverables, and 
expected outcomes. This section defines what is in scope and often includes 
timelines and milestones. 

4. Technical Specifications: Outlines any technical requirements or standards 
that must be met, including specifications for products, technologies, or 
methodologies to be used. 

5. Proposal Requirements: Specifies what the suppliers need to include in their 
proposals. This may include company background, experience, approach and 
methodology, team qualifications, case studies, and references. 

6. Evaluation Criteria: Details the criteria and the weighting used to evaluate the 
proposals. This might include factors such as cost, technical capability, 
experience, approach, and past performance. 

7. Submission Guidelines: Provides instructions on how to prepare and submit 
proposals, including formatting requirements, submission deadlines, and 
contact information for queries. 

8. Terms and Conditions: Outlines the contractual terms and conditions that will 
govern the project, including legal and compliance requirements. 

9. Budget Information: May include the budget range or constraints for the 
project, giving suppliers an understanding of the financial expectations. 

10. Confidentiality and Compliance: Ensures that all information provided in the 
proposals will be kept confidential and outlines any compliance requirements 
related to the submission process. 

When to Use an RFP: 

• Complex Projects: For projects that require detailed proposals and a thorough 
evaluation process due to their complexity or high value. 

• Comparative Analysis: When an organization needs to compare multiple 
suppliers to select the best fit based on detailed proposals and evaluation 
criteria. 



• Competitive Bidding: To encourage competition and identify the most cost-
effective and suitable solution from multiple potential suppliers. 

•  

Advantages: 

• Detailed Proposals: Provides a comprehensive understanding of how each 
supplier plans to meet the project’s requirements, allowing for a thorough 
evaluation. 

• Competitive Process: Promotes competition among suppliers, which can lead 
to better pricing, quality, and innovation. 

• Clarity and Transparency: Clearly outlines the project’s requirements and 
evaluation criteria, ensuring transparency and fairness in the selection process. 

• Risk Mitigation: Helps to identify potential risks and mitigation strategies 
through detailed proposals and supplier evaluations. 

Disadvantages: 

• Time-Consuming: Preparing an RFP, reviewing proposals, and conducting 
evaluations can be time-consuming and resource-intensive. 

• Complexity: Managing the RFP process requires careful planning and 
coordination, particularly for large or complex projects. 

• Potential for Low Engagement: Some suppliers may be deterred by the effort 
required to respond to an RFP, potentially limiting the pool of respondents. 

Example Usage: A Local Authority might issue an RFP for the implementation of a new 
computer system at a public library. The RFP would include detailed requirements for 
the design, construction standards, timeline, budget, and sustainability features. 
Interested IT firms would submit their proposals, including their project approach, 
designs, past experience, team qualifications, cost estimates, and timelines. The 
Authority would evaluate the proposals based on criteria such as cost, design quality, 
experience, and project approach to select the best contractor for the project. 

  



Tender 

Definition: A tender is a formal invitation issued by an organization inviting suppliers to 
submit bids for the supply of goods, services, or the execution of work. The tender 
process is commonly used in both the public and private sectors to ensure 
transparency, competitiveness, and fairness in the procurement process. The 
organization that issues the tender evaluates the submitted bids based on predefined 
criteria to select the most suitable supplier. 

Key Components: 

1. Tender Notice: An official announcement or advertisement that invites 
suppliers to submit their bids. This notice includes essential details such as the 
scope of work, submission deadlines, and contact information. 

2. Request for Tender (RFT) or Request for Proposal (RFP): Detailed documents 
provided to potential suppliers outlining the requirements, specifications, 
evaluation criteria, and terms and conditions of the tender. 

3. Specifications and Requirements: A comprehensive description of the goods 
or services needed, including technical specifications, quality standards, and 
any special requirements. 

4. Submission Guidelines: Instructions for suppliers on how to prepare and 
submit their bids, including format, required documentation, and submission 
deadlines. 

5. Evaluation Criteria: The criteria and weightings used to assess and compare the 
bids, which may include price, quality, experience, delivery timelines, and 
compliance with specifications. 

6. Bid Submission: The process where suppliers submit their proposals or bids in 
response to the tender notice. This can include technical proposals, financial 
proposals, and any required supporting documents. 

7. Bid Opening and Evaluation: The organization reviews and evaluates the 
submitted bids based on the predefined criteria. This may involve a committee 
or evaluation team to ensure objectivity and fairness. 

8. Award of Contract: The selection of the winning bid and the formal awarding of 
the contract to the chosen supplier. This includes notifying all participants of the 
outcome and, in some cases, providing feedback on their bids. 

9. Contract Management: The ongoing management and monitoring of the 
contract to ensure that the supplier meets their obligations and delivers the 
goods or services as agreed. 

When to Use Tenders: 

• Large-Scale Projects: For significant projects or purchases where transparency 
and competition are essential. 

• Public Sector Procurement: Often required by government agencies and public 
sector organizations to ensure fair and open competition. 

• Complex Requirements: When the procurement involves complex 
specifications and multiple evaluation criteria. 



Advantages: 

• Transparency: Ensures a transparent process where all potential suppliers have 
an equal opportunity to compete. 

• Competition: Encourages competition, which can lead to better prices, quality, 
and innovation. 

• Fairness: Provides a structured and objective method for evaluating and 
selecting suppliers. 

• Accountability: Clear documentation and procedures increase accountability 
and reduce the risk of corruption or favoritism. 

Disadvantages: 

• Time-Consuming: The tender process can be lengthy and require significant 
time and resources to manage. 

• Complexity: Preparing a comprehensive tender document and evaluating bids 
can be complex, particularly for large or specialized projects. 

• Risk of Low Bids: There is a risk that suppliers may underbid to win the contract, 
potentially compromising quality or leading to disputes later. 

• Administrative Burden: Managing and monitoring the tender process and 
subsequent contract can be administratively burdensome. 

Example Usage: A government agency might issue a tender for a new IT System at a 
new public hospital. The tender notice would invite IT companies to submit their bids, 
including detailed plans, timelines, costs, and compliance with regulatory standards. 
After receiving the bids, the agency would evaluate them based on criteria such as cost, 
experience, proposed methods, and timeline, and award the contract to the company 
that offers the best overall value. 

  



Statement of Work (SoW) 

Definition: A Statement of Work (SoW) is a formal document that outlines the specific 
tasks, deliverables, timelines, and responsibilities associated with a project. It serves 
as a foundational agreement between the service provider and the client, detailing the 
work to be performed and the expectations of both parties. 

Key Components: 

1. Project Objectives: A clear description of the goals and objectives of the 
project. This section outlines what the project aims to achieve and the business 
needs it addresses. 

2. Scope of Work: Detailed information on the tasks and activities to be 
performed. This includes specific deliverables, milestones, and the criteria for 
their acceptance. 

3. Deliverables: A comprehensive list of the products, services, or results to be 
delivered to the client. Each deliverable should have a clear description, delivery 
date, and acceptance criteria. 

4. Timeline and Milestones: A schedule that includes key dates and milestones 
for the project. This section helps track progress and ensures that the project 
stays on schedule. 

5. Roles and Responsibilities: A definition of the roles and responsibilities of both 
the service provider and the client. This includes the project manager, team 
members, and any other stakeholders. 

6. Budget and Payment Terms: An outline of the project budget, including cost 
estimates and payment terms. This section may include details on how and 
when payments will be made. 

7. Performance Standards: Specific criteria and standards that the work must 
meet. This ensures that the deliverables are of acceptable quality and meet the 
client’s requirements. 

8. Assumptions and Constraints: Any assumptions made in the planning of the 
project and any constraints that may impact its execution. This helps manage 
expectations and prepare for potential challenges. 

9. Approval Process: The process for reviewing and approving deliverables. This 
includes who is responsible for approvals and the timeframe for review. 

10. Change Control: Procedures for handling changes to the project scope, 
deliverables, or schedule. This ensures that changes are managed 
systematically and do not disrupt the project. 

When to Use a SoW: 

• Complex Projects: When projects involve multiple tasks, phases, or 
stakeholders, a SoW provides clarity and structure. 

• Outsourcing Work: When engaging external vendors or contractors, a SoW 
ensures that both parties have a clear understanding of the work to be done. 

• Legal and Regulatory Requirements: In industries where compliance and 
documentation are critical, a SoW helps meet legal and regulatory standards. 



Advantages: 

• Clear understanding: Provides clear and detailed guidance on project 
expectations. 

• Enhanced communication: Facilitates communication and alignment between 
all stakeholders. 

• Improved planning: Serves as a reference point throughout the project lifecycle. 
• Time management: Helps manage project scope and avoid scope creep. 

Disadvantages: 

• Time-consuming: Statement of Works take time to create and may require 
significant detail. 

• Lack of flexibility: Can be rigid, making it challenging to accommodate changes 
if not managed properly. 

• Considering changes: Requires regular updates and reviews to remain relevant 
and accurate. 

Example Usage: A company outsourcing work might create a SoW for a client’s new 
product migration. The SoW would detail the engagement objectives, the specific 
activities to be performed (e.g., back-up configuration, saving rules), the deliverables 
(e.g., mail flow, rules applied), timelines for each phase, budget, and performance 
metrics. 

This explanation can be added to your glossary to help clients and team members 
understand the importance and components of a Statement of Work in professional 
services. 

  



Project Definition Workshop 

Definition: A project definition workshop is a collaborative session involving key 
stakeholders to define and outline the objectives, scope, deliverables, and overall 
vision for a project. This workshop serves as a foundation for project planning and 
execution, ensuring that all participants have a clear and shared understanding of what 
the project aims to achieve and how it will be carried out. 

Key Components: 

1. Stakeholder Identification: Identifying and inviting key stakeholders, including 
project sponsors, team members, subject matter experts, and any other 
relevant parties. These stakeholders provide diverse perspectives and essential 
input. 

2. Project Vision and Objectives: Establishing a clear vision for the project and 
defining its primary objectives. This involves discussing the business case, 
strategic goals, and expected outcomes. 

3. Scope Definition: Outlining the project’s scope, including what is included and 
excluded. This helps prevent scope creep and sets boundaries for the project. 

4. Deliverables and Milestones: Identifying the key deliverables and major 
milestones. This includes tangible outputs, critical success factors, and 
timelines for completion. 

5. Requirements Gathering: Collecting detailed requirements from stakeholders. 
This includes functional requirements, technical specifications, and any 
constraints or assumptions. 

6. Roles and Responsibilities: Defining the roles and responsibilities of each 
stakeholder and team member. This ensures accountability and clarifies who is 
responsible for various aspects of the project. 

7. Risk Identification: Identifying potential risks and discussing mitigation 
strategies. This proactive approach helps in anticipating and managing potential 
challenges. 

8. Success Criteria: Establishing the criteria for success and how it will be 
measured. This includes performance indicators, quality standards, and 
evaluation methods. 

9. Communication Plan: Developing a communication plan that outlines how 
information will be shared among stakeholders, including meeting schedules, 
reporting formats, and communication channels. 

10. Action Plan and Next Steps: Outlining the immediate next steps following the 
workshop. This includes assigning tasks, setting deadlines, and planning follow-
up meetings. 

When to Use a Project Definition Workshop: 

• Project Initiation: At the start of a new project to ensure all stakeholders have a 
common understanding and agreement on the project’s goals and scope. 

• Complex Projects: For projects with multiple phases, diverse stakeholders, or 
complex requirements to ensure thorough planning and alignment. 



• Revised Projects: When there are significant changes to an existing project’s 
scope or objectives, necessitating a realignment of stakeholder expectations 
and plans. 

Advantages: 

• Alignment: Ensures all stakeholders are aligned on the project’s vision, 
objectives, and scope, reducing misunderstandings and conflicts. 

• Comprehensive Planning: Facilitates detailed planning and identification of all 
necessary requirements, deliverables, and risks. 

• Stakeholder Engagement: Actively involves stakeholders in the planning 
process, increasing their commitment and buy-in. 

• Clarity: Provides clarity on roles, responsibilities, and success criteria, 
enhancing accountability and performance. 

Disadvantages: 

• Time-Consuming: Can be time-consuming to organize and conduct, especially 
for large projects with many stakeholders. 

• Resource Intensive: Requires significant preparation and the involvement of key 
resources, which can be challenging to coordinate. 

• Potential for Disagreement: Different stakeholders may have conflicting 
priorities or perspectives, which can lead to disagreements and require 
additional time to resolve. 

Example Usage: A software development company might conduct a project definition 
workshop when starting a new project to develop a custom application for a client. The 
workshop would include the client’s representatives, project managers, developers, 
and designers. During the session, they would define the project’s objectives, scope, 
key features, and timelines, gather detailed requirements, identify potential risks, and 
establish a communication plan. This collaborative effort ensures that everyone 
involved has a clear understanding of the project and their respective roles. 

 

  



Kick-Off Call 

Definition: A kick-off call is the initial meeting between a service provider and the client 
at the start of a new project. This call sets the stage for the project by aligning both 
parties on the project’s objectives, scope, timelines, roles, responsibilities, and 
expectations. It is a critical step in ensuring a successful project launch and fostering a 
collaborative working relationship. 

Key Components: 

1. Introductions: Introduce key team members from both the client and the 
service provider. This helps in establishing communication lines and building 
rapport. 

2. Project Overview: A high-level summary of the project, including objectives, 
scope, key deliverables, and the overall approach. This ensures everyone is on 
the same page regarding the project goals. 

3. Roles and Responsibilities: Clearly define the roles and responsibilities of each 
team member involved in the project. This includes project managers, team 
leads, and other stakeholders. 

4. Timeline and Milestones: Discuss the project timeline, including key 
milestones and deadlines. This helps in setting expectations for deliverables and 
progress reviews. 

5. Communication Plan: Establish communication protocols, including preferred 
communication channels, meeting schedules, and reporting formats. This 
ensures effective and efficient communication throughout the project. 

6. Risk Management: Identify potential risks and discuss mitigation strategies. 
This helps in proactively addressing issues that could impact the project. 

7. Expectations and Deliverables: Clarify the client’s expectations and the 
deliverables that the service provider will produce. This ensures that both parties 
have a clear understanding of what will be delivered and when. 

8. Questions and Feedback: Provide an opportunity for both parties to ask 
questions, provide feedback, and address any concerns. This fosters an open 
and transparent dialogue. 

9. Next Steps: Outline the immediate next steps following the kick-off call, such as 
scheduling the next meeting, finalizing project plans, or starting specific tasks. 

When to Use a Kick-Off Call: 

• Project Initiation: At the beginning of a new project to ensure all stakeholders 
are aligned and ready to proceed. 

• New Phases: When starting a new phase within a larger project, especially if 
new team members or stakeholders are involved. 

• Client Onboarding: When onboarding a new client to establish a strong 
foundation and clear communication from the outset. 

Advantages: 



• Alignment: Ensures all stakeholders have a shared understanding of the project 
objectives, scope, and plan. 

• Relationship Building: Establishes a positive working relationship and builds 
trust between the client and service provider. 

• Clarity: Clarifies roles, responsibilities, and expectations, reducing the 
likelihood of misunderstandings or conflicts. 

• Proactive Risk Management: Identifies potential risks early and discusses 
mitigation strategies to prevent issues. 

Disadvantages: 

• Time-Consuming: Can be lengthy and require detailed preparation to cover all 
necessary aspects comprehensively. 

• Overload of Information: There is a risk of overwhelming participants with too 
much information in one meeting, which may require follow-up discussions for 
clarification. 

• Initial Effort: Requires significant initial effort to organize and prepare for, 
especially for complex projects with many stakeholders. 

Example Usage: A consulting firm might hold a kick-off call with a new client who has 
engaged them to implement a digital transformation strategy. During the call, the 
consulting team would introduce themselves, provide an overview of the project goals 
and scope, discuss key milestones and deliverables, outline the roles and 
responsibilities, and establish a communication plan. They would also address any 
questions or concerns the client has and outline the next steps to get the project 
started. 

  



Time and Materials (T&M) 

Definition: Time and Materials (T&M) is a type of contract often used in professional 
services and project management. In a T&M agreement, the client agrees to pay the 
service provider based on the actual time spent and materials used to complete the 
work. 

Key Components: 

1. Labor Costs: This includes hourly rates for the service provider's staff. These 
rates can vary depending on the level of expertise and role (e.g., junior 
developer, senior consultant). 

2. Materials Costs: These are the costs for any materials or supplies needed to 
complete the project. This can include software licenses, hardware, travel 
expenses, and other consumables. 

3. Flexibility: T&M contracts offer flexibility to adapt to changes in project scope or 
requirements. This is particularly useful in projects where the scope is not fully 
defined from the outset. 

4. Transparency: Clients have visibility into the time spent on tasks and the costs 
of materials, promoting transparency and trust between the service provider and 
the client. 

5. Risk Sharing: Both parties share the risk in a T&M contract. The client pays for 
actual work performed, while the service provider is incentivized to work 
efficiently. 

When to Use T&M Contracts: 

• Uncertain Scope: When the full scope of work cannot be clearly defined at the 
start of the project. 

• Complex Projects: In projects involving research, development, or innovation 
where requirements may evolve. 

• Client Involvement: When the client prefers to have ongoing involvement and 
oversight of the project. 

Advantages: 

• Flexibility: T&M engagements are flexible to accommodate changes. 
• Transparency: Engagements are transparent in costs and progress. 
• Speed and efficiency: Easier to start projects with evolving requirements. 

Disadvantages: 

• Risk: Potential for cost overruns if not managed properly. 
• Lack of communication: Requires careful monitoring and management to 

ensure efficiency. 
• Outcomes: Less predictable total project outcome compared to fixed-price 

contracts. 



Example Usage: A software development company might use a T&M contract when 
building a custom application for a client who is unsure of all the features they need. 
The client pays for the actual development hours and any additional costs for 
necessary software or hardware. 

This explanation can be included in your glossary to help clients and team members 
understand the nuances of Time and Materials contracts in professional services. 

  



Fixed Outcome 

Definition: A Fixed Outcome contract, also known as a Fixed-Price or Deliverable-
Based contract, is a type of agreement where the service provider commits to delivering 
a specific result or set of deliverables for a predetermined price. The payment is 
typically not dependent on the time or resources expended, but rather on the 
successful completion of the agreed-upon outcomes. 

Key Components: 

1. Clear Deliverables: The specific outcomes or results that the service provider 
must deliver are clearly defined. These can include reports, completed projects, 
products, or any other tangible results. 

2. Fixed Price: The total cost for the project is established upfront. This amount 
remains constant regardless of the actual time or resources required to 
complete the project. 

3. Acceptance Criteria: The criteria that the deliverables must meet for the project 
to be considered complete. This ensures that the client’s standards and 
expectations are clearly outlined. 

4. Timeline: A schedule that includes key dates and deadlines for the delivery of 
the outcomes. This helps ensure that the project stays on track and is 
completed in a timely manner. 

5. Scope of Work: Detailed information on the tasks and activities required to 
achieve the deliverables. This helps manage expectations and provides a 
roadmap for the service provider. 

6. Change Control: Procedures for managing changes to the scope, deliverables, 
or timelines. This ensures that any adjustments are systematically handled and 
agreed upon by both parties. 

When to Use Fixed Outcome Contracts: 

• Well-Defined Projects: When the scope and requirements of the project are 
clear and unlikely to change. 

• Limited Budget: When the client needs cost certainty and wants to avoid 
unexpected expenses. 

• Simple Deliverables: When the project involves straightforward tasks with 
clear, measurable outcomes. 

Advantages: 

• Cost Certainty: The client knows the total cost upfront, making budgeting easier 
and more predictable. 

• Incentive for Efficiency: The service provider is motivated to work efficiently to 
maximize profit within the fixed price. 

• Clear Expectations: Well-defined deliverables and acceptance criteria help 
ensure mutual understanding and alignment. 



Disadvantages: 

• Risk for Service Provider: If the project requires more time or resources than 
anticipated, the service provider bears the cost. 

• Potential for Reduced Quality: The service provider might cut corners to stay 
within budget, potentially impacting quality. 

• Limited Flexibility: Changes in scope or requirements can be difficult to 
manage and may require renegotiation. 

Example Usage: A website development company might enter into a Fixed Outcome 
contract to design and build a new e-commerce site for a client. The contract specifies 
the features and functionalities of the site, the total cost, the completion timeline, and 
the acceptance criteria (e.g., the site must be fully functional, user-friendly, and meet 
specified performance metrics). 

 

  



Residency 

Definition: Residency, in the context of professional services, refers to a long-term 
engagement where a service provider's expert(s) work on-site or remotely with a client's 
team for an extended period. The primary purpose of a residency is to provide ongoing 
support, knowledge transfer, and hands-on assistance to help the client achieve their 
strategic goals and operational objectives. This arrangement is particularly common in 
fields like IT, consulting, and engineering. 

Key Components: 

1. On-Site Presence or Off-Site Collaboration: Experts from the service provider 
work at the client's location, fostering close collaboration and providing 
immediate support. In some cases, residency can be remote, utilizing virtual 
communication tools. 

2. Long-Term Engagement: Residency engagements typically last several months 
to a few years, allowing for deep integration with the client’s team and 
processes. 

3. Ongoing Support: Providing continuous support, troubleshooting, and problem-
solving to address the client’s needs as they arise. 

4. Knowledge Transfer: Sharing expertise and best practices with the client’s 
team to enhance their skills and capabilities. This includes training sessions, 
documentation, and hands-on guidance. 

5. Project Management: Assisting with or leading project management tasks to 
ensure that projects are completed on time, within scope, and on budget. 

6. Customization and Optimization: Tailoring solutions to fit the client's specific 
environment and requirements, and continuously optimizing processes and 
systems for better performance. 

7. Strategic Advisory: Offering strategic advice and insights to help the client 
achieve long-term objectives, including planning for future initiatives and 
technology adoption. 

When to Use Residency: 

• Complex Projects: For projects that require deep expertise, hands-on support, 
and long-term commitment, such as large-scale IT deployments or engineering 
projects. 

• Skills Gap: When the client lacks specific skills or knowledge in-house and 
needs continuous support from external experts. 

• Ongoing Improvement: For ongoing optimization and improvement of systems, 
processes, or operations. 

• Strategic Initiatives: To support strategic initiatives that require sustained effort 
and expert guidance over an extended period. 

Advantages: 



• Deep Integration: Allows for a thorough understanding of the client’s 
environment and needs, leading to more effective and tailored solutions. 

• Proactive Support: Enables proactive identification and resolution of issues, 
reducing downtime and improving efficiency. 

• Skill Development: Facilitates knowledge transfer and skill development within 
the client’s team, building internal capabilities. 

• Consistency: Provides consistent support and expertise over the duration of the 
engagement, ensuring continuity and stability. 

Disadvantages: 

• Cost: Can be expensive due to the long-term commitment and the need for on-
site presence or dedicated resources. 

• Dependency: The client may become dependent on the external experts, 
potentially delaying the development of internal capabilities. 

• Integration Challenges: Integrating external experts into the client’s team and 
processes can be challenging and may require time to achieve effective 
collaboration. 

• Scope Creep: The extended engagement can lead to scope creep if objectives 
and deliverables are not clearly defined and managed. 

Example Usage: A financial services company might engage an IT consultancy for a 
residency to support the implementation and ongoing optimization of a new enterprise 
resource planning (ERP) system. The consultants would work on-site to ensure the 
system is tailored to the company’s needs, provide training to the internal IT staff, and 
offer continuous support to address any issues that arise during the transition period 
and beyond. 

  



Milestone (in Project Management) 

Definition: A milestone in project management is a significant point or event in the 
project timeline. Milestones are used to mark key stages of project progress, often 
signalling the completion of a major phase, deliverable, or a significant event. They are 
crucial for tracking project progress, ensuring timely delivery, and maintaining 
alignment with project goals. 

Key Components: 

1. Specific Events: Milestones represent specific, significant events or points in 
the project. These could include the completion of a critical task, the approval of 
a deliverable, or the achievement of a project phase. 

2. Fixed Dates: Each milestone is associated with a specific date by which it 
should be achieved. These dates are often set during the project planning phase 
and serve as checkpoints. 

3. Criteria for Completion: Clear criteria for what constitutes the achievement of 
each milestone. This ensures that there is a mutual understanding of what 
needs to be done to mark a milestone as complete. 

4. Progress Indicators: Milestones act as indicators of project progress. By 
tracking milestones, project managers and stakeholders can assess whether the 
project is on schedule and make necessary adjustments if there are delays. 

When to Use Milestones: 

• Project Planning: During the planning phase to establish key points for tracking 
progress and ensuring timely delivery. 

• Complex Projects: In projects with multiple phases, tasks, and deliverables, 
milestones help manage and monitor progress. 

• Client Reporting: To provide clients with clear, tangible points of progress 
throughout the project. 

Advantages: 

• Clear Progress Tracking: Milestones provide a straightforward way to track 
project progress against the schedule. 

• Motivation and Focus: They help keep the project team motivated and focused 
by providing short-term goals to achieve. 

• Risk Management: Identifying potential issues and delays at key points allows 
for timely interventions and adjustments. 

• Stakeholder Communication: Milestones facilitate clear and structured 
communication with stakeholders about project status and progress. 

Disadvantages: 

• Overemphasis on Dates: Focusing too much on milestone dates can lead to 
rushing and reduced quality. 



• Rigidity: Strict adherence to milestones may limit flexibility and adaptability in 
responding to changes or new information. 

• Misalignment: Poorly defined milestones can lead to misunderstandings and 
misaligned expectations between the project team and stakeholders. 

Example Usage: A large fixed outcome project might be broken into distinct 
components through the implementation. Each stage might have a timeline and 
contribute to the overall success/cost of the project. These might include kick-off, 
specifications/design, prototype or testing, release and roll-out.  Each of these 
milestones has specific criteria and dates, helping the team and stakeholders monitor 
progress and ensure the project stays on track. 

  



Ad-Hoc Support Tickets 

Definition: Ad-hoc support tickets are requests for assistance or problem resolution 
that are raised by clients or end-users on an as-needed basis. Unlike scheduled or 
routine support, ad-hoc tickets address immediate or unexpected issues that require 
prompt attention. These tickets are typically handled through a support system or 
helpdesk, ensuring that each issue is tracked, managed, and resolved efficiently. 

Key Components: 

1. Ticket Submission: Clients or end-users submit a support request through a 
designated system, which can be a web portal, email, or phone. The submission 
includes details of the issue, such as the problem description, urgency, and any 
relevant context. 

2. Issue Categorization: The support team categorizes the ticket based on the 
type of issue, its priority, and the affected service or system. This helps in routing 
the ticket to the appropriate support personnel. 

3. Acknowledgment and Assignment: Once submitted, the ticket is 
acknowledged, and an initial response is sent to the requester. The ticket is then 
assigned to a support agent or team with the relevant expertise. 

4. Investigation and Diagnosis: The assigned support personnel investigate the 
issue to diagnose the root cause. This may involve gathering more information 
from the requester, replicating the issue, or analyzing logs and system data. 

5. Resolution and Implementation: After diagnosing the problem, the support 
team implements a solution. This can involve applying a fix, providing guidance 
or workarounds, or escalating the issue to higher-level support or development 
teams if necessary. 

6. Communication: Throughout the process, the support team communicates 
with the requester, providing updates on the status of the ticket, expected 
resolution times, and any actions taken. 

7. Closure: Once the issue is resolved, the ticket is closed, and the requester is 
informed of the resolution. The solution and any relevant notes are documented 
in the ticket for future reference. 

8. Follow-Up: In some cases, a follow-up is conducted to ensure that the solution 
was effective and that the requester is satisfied with the support received. 

When to Use Ad-Hoc Support Tickets: 

• Unexpected Issues: For problems that arise suddenly and require immediate 
attention, such as system outages, software bugs, or user access issues. 

• Client Requests: When clients need help with specific tasks or questions that 
are not part of the regular support schedule. 

• One-Time Tasks: For unique, one-off tasks that do not fit into regular support or 
maintenance routines. 

Advantages: 



• Flexibility: Allows for quick response to unexpected issues, ensuring minimal 
disruption to client operations. 

• Efficiency: Provides a structured process for handling and resolving issues 
promptly and effectively. 

• Client Satisfaction: Enhances client satisfaction by addressing urgent needs 
and resolving problems quickly. 

• Tracking and Accountability: Ensures that all support requests are tracked, 
managed, and documented, providing accountability and insights into common 
issues. 

Disadvantages: 

• Resource Intensive: Handling ad-hoc requests can be resource-intensive, 
requiring immediate attention and potentially diverting resources from other 
planned activities. 

• Unpredictability: The unpredictable nature of ad-hoc tickets can make it 
challenging to manage workload and prioritize tasks effectively. 

• Potential for Overload: A high volume of ad-hoc requests can overwhelm the 
support team, leading to delays in resolution and decreased service quality. 

Example Usage: A software company might receive an ad-hoc support ticket from a 
client experiencing a critical error with their application that prevents users from 
logging in. The support team would categorize the ticket as high priority, investigate the 
issue, provide a workaround or fix, and communicate updates to the client until the 
problem is resolved and the ticket is closed. 

This explanation can be included in your glossary to help clients and team members 
understand the purpose and process of handling ad-hoc support tickets in professional 
services. 

  



Pricing matrix 

Contact us at consultancy@grillatech.com for information.  
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