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HOW TO USE

What you will get from this guide: 

In this guide, you’ll uncover the secret to keeping pace  
with real, long-term professional services delivery. 

What’s in it for you? We’ll break down what to focus 
on for a best-fit Professional Services Solution, while 
also helping you discover key features to maximize 
your output and achieve three fundamental objectives: 
Centralizing Key Processes and Optimizing the 
Services End-to-End Lifecycle Profitability, Supporting 
Engagement Confidence by Successfully Delivering 
Business Outcomes for Customers, and Establishing 
Full, Comprehensive Visibility that Drives Decision-
Making. This buyer’s guide will allow you to directly 
combat the challenges services organizations face and 
transform these problems into profits. 

Read on to find out more and what the Next Steps are  
to realize this potential for your organization. 
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WHO WE ARE

Planview has one mission: 

to build the future of connected work. Our PSA solutions enable all organizations, whether embedded, managed, 
or stand-alone professional services – to accelerate services success from delivery confidence to financial growth. 
We empower services leaders with real-time data and visibility to guide project initiatives, track financial KPIs, 
and drive continuous improvements across all key services delivery workstreams – ultimately so they can optimize 
utilization and enhance visibility, making engagements more predictable and profitable.
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THE PROFESSIONAL SERVICES MARKET

Keeping up with digital transformation in  
the 21st century is no easy feat. 

Technology is developing at breakneck speeds and customer demands must keep 
pace with real, long-term value delivery. Whether you are in professional, managed, 
or embedded services, leveraging technology to establish and evolve strong, loyal 
relationships with customers is the foundation for reduced costs, higher profits, and 
successful engagements.

Yet despite the pivotal importance of advanced and integrated tools, many services 
organizations still heavily depend on manual spreadsheets and disconnected systems to 
plan, manage, and execute complex, customer-focused, service-based relationships. While 
it can be tempting to adopt a “if it is not broken, do not fix it” mindset, disconnected 
systems and spreadsheets hinder success in today’s fast-paced, global economy. In other 
words: it is indeed broken, and fixing it in the big picture and long-term, is an organizational 
necessity. As advised by Service Performance Insight, a global research, consulting and 
training organization dedicated to helping professional service organizations: “In a business 
climate driven by technology, disruption and skilled talent shortages, professional services 
organizations must themselves become technology-enabled.”
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“ In a business climate 

driven by technology, 

disruption and skilled talent 

shortages, professional 

services organizations 

must themselves become 

technology-enabled.” 

–Service Performance Insight

https://spiresearch.com/spi-research/reports/2021psmb.html
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The list of essential priorities that service organizations must achieve on a ongoing basis includes guaranteeing healthy billable resource 
utilization across all engagements, evolving services packages, delivering on all commitments, and increasing margins. On top of this, 
service organizations must embrace innovative, technology-led ways of helping their workforce remain energized and avoid exhaustion. 
According to consulting adversity website Consulting.us: “Professional services workers [face] higher rates of burnout than most other 
jobs, owing to heavy workloads often in excess of 80 hours per week, tight deadlines, and hefty travel schedules.” And while no cohort 
on the professional services landscape is immune from burnout, in recent months awareness is growing that junior staff are particularly 
vulnerable and many are being forced out of the professional services sector altogether.

Considering these threats, risks, and pressures as well as opportunities to elevate performance and profitability, the critical question for 
services organizations is: “how do we position and enable ourselves to thrive instead of struggle, and win in the future instead of worrying 
about it?” The answer is rooted in streamlining, simplifying, and standardizing complex service delivery, but in a manner that enhances 
performance rather than compromises it. This is the fundamental purpose and promise of professional services automation (PSA).

THE PROFESSIONAL SERVICES MARKET

https://www.consulting.us/news/5774/pandemic-driving-junior-staff-burnout-in-professional-services
https://www.ft.com/content/f037991e-4481-4641-8186-0862f1f07c97
https://www.ft.com/content/f037991e-4481-4641-8186-0862f1f07c97
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THE BUSINESS VALUE OF PROFESSIONAL SERVICES AUTOMATION (PSA)

A recent survey found that the top three challenges that today’s services organizations face include optimizing 
client experience, addressing skill shortages, and managing capacity planning. The right PSA solution significantly 
helps solve these challenges and enables services organizations to transform problems into profits. Conversely, the 
wrong PSA solution makes an already difficult scenario even worse on every level this is strongly due to runaway 
costs, customer churn, and change fatigue. 

And so, what does the right PSA solution look like? Simple, it achieves the following three fundamental objectives:

Centralize Key Processes and Optimize 
the Services End-to-End Lifecycle 
Profitability

The right PSA solution spans the full end-to-

end lifecycle of services engagements from 

quote-to-cash. Instead of juggling various 

ad hoc systems and disparate tools, services 

organizations can centralize everything that 

matters from pipeline management to financial 

management, utilizing project and resource 

management, as well as change requests, 

operational reporting, and business processes 

that provide a unified customer engagement.

Support Engagement Confidence 
by Successfully Delivering Business 
Outcomes for Customers

The right PSA solution brings together project 

and resource management, collaboration, 

process automation, and configurable 

workflow that enable teams to successfully 

deliver engagements whether project based, 

activity events or agile type methodologies. 

Additionally, teams can proactively resolve 

capacity and staffing issues that affect the 

ability to deliver.  

Establish Full, Comprehensive 
Visibility that Drives Decision-Making

The right PSA solution improves decision-

making and business outcomes with 

real-time transparency into engagements 

and the full quote-to-cash cycle. It also 

provides an authoritative system of record 

that centralizes and automates data and 

activities and leverages best-in-class 

analytics rooted in a single-source-of-truth 

to provide configurable dashboards and 

reports providing executives and teams 

visibility into engagement health and status, 

as well as operational performance metrics.

1 2 3

https://www.alithya.com/en/insights/reports-and-presentations/2020-professional-services-industry-trends-survey-results-and-analysis
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THE BUSINESS VALUE OF PROFESSIONAL SERVICES 
AUTOMATION (PSA)

Ultimately, these objectives empower services leaders to: 

•  Manage the quote-to-cash lifecycle of billable customer projects.

•  Successfully deliver business value to customers.

•  View projects across multiple portfolios such as practice, product, or customer.

•  Manage to target billable utilization rates. 

•  Adjust staffing levels to meet active and incoming demand.

•  Collaborate with all customer and project stakeholders. 

https://blog.planview.com/10-step-quote-to-cash-cycle-for-professional-services/
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WHAT TO LOOK FOR IN A PROFESSIONAL SERVICES SOLUTION?

The PSA software marketplace is enormous, and expected to reach USD 1.679 billion by 2026 – which represents a CAGR of 11.42% 
between 2021-2026. To help your organization focus on potential best-fit solutions and steer clear of offerings that over-promise and 
under-deliver, here are seven factors to consider during your research and evaluation phase: 

1 2

Your PSA solution should be cloud-based to enable real-
time collection and processing of time/expense data, 
support collaboration across project teams and customers, 
and improve support for remote workers. The importance 
of this latter aspect cannot be underestimated in the 
shadow of the pandemic, as the number of full-time and 
hybrid remote workers is projected to dramatically increase 
in the years ahead. 

Your PSA solution should offer robust project 
management capabilities out-of-the-box, so that teams 
can manage current and future engagements more 
efficiently, while increasing the accuracy of project metrics 
across all offerings. 

Remember: PSA is more than just a work-management 
tool. It is a single-source-of-truth for all project data 
monitoring each project’s financial health every step 
of the way ensures that delivery stays on track, within 
budget, and has a positive impact on margins.

Cloud-Based  Project Management  

https://www.mordorintelligence.com/industry-reports/professional-services-automation-market
https://www.mckinsey.com/featured-insights/future-of-work/the-future-of-work-after-covid-19
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Your PSA solution should make it easy to manage and view 
all resources across the organization. This helps ensure that 
resources are assigned to the right projects, at the right 
time.  Financial visibility embedded into your resources 
also enables the ability to resource your engagements by 
combining skill requirements along with highest potential 
margins from the resource pool.

The average business unit uses nearly 100 different 
cloud services. As such, it is important to choose a PSA 
solution that supports versatile integration capabilities, 
not restricted to a specific platform, so that teams can 
operate productively and efficiently. 

Your PSA solution should provide greater insight into your 
organization’s finances. Service leaders seeking better 
alignment of their financial management and revenue 
recognition capabilities should look to professional services 
automation as the solution As noted by SPI Research in its 
2021 Professional Services Maturity™ Benchmark: “In today’s 
economy, cash flow rules. Every organization must focus on 
cash flow to maintain a solid financial position and maximize 
profitability and liquidity. In service-oriented organizations 
this process begins with a client quote and ends once 
payment is received, and the money is in the bank. The 
power of modern business applications is that they provide 
workflow, rules, alerts, approvals and reporting that mimic 
best practices in business management.” Overall, your PSA 
solution should offer a streamlined process in organizing 
your workflow, while maintaining the best practices and 
expectations of your business – across financial management, 
revenue recognition, reporting, and more!

Your PSA platform should make it easy to manage all 
contract aspects – including people, expenses, and 
billing methods across every engagement.

Streamlining your business’s financial projection is a key 
factor in ensuring you are enabling time and expense 
management properly. Your PSA solution should enable 
your teams to access time and expense data via any 
device at any time. As a result, financial projection will be 
more accurate, and operations will be more efficient and 
profitable. 

Resource Planning Functionality Integration Capabilities   

Financial Management and Revenue 
Recognition

Contract Management

Time and Expense Management

https://chiefmartec.com/2017/06/average-enterprise-uses-91-marketing-cloud-services/
https://chiefmartec.com/2017/06/average-enterprise-uses-91-marketing-cloud-services/
https://spiresearch.com/spi-research/reports/2021psmb.html
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KEY PROFESSIONAL SERVICES  
AUTOMATION SOLUTION FEATURES

To further assist your research and evaluation process, here is a checklist of key PSA solution features. 
Be sure to consider your needs to determine which of these features you require in the PSA software 
and which you would rather continue to use through your integrated CRM and ERP systems.

Lifecycle Features

• Visibility into all key customer lifecycle information in a way where everything makes sense.

• Contact documentation tools, so that you never lose sight of who your key customer contacts are, 
so you can reach them when needed.

• Quote-to-cash project lifecycle management tools to discover every aspect of the customer lifecycle 
and capitalize on every financial opportunity.

• Project summaries to immediately know your customers’ lifecycle health based on the most 
important KPIs.

Contract Management Features

• Customizable contract definition tools to establish financial and billing rules, as well as rates that 
make up the contractual agreement to drive delivery success.

• Document sharing to attach proposals, contracts, NDAs, and other documents for greater 
knowledge sharing.

• Activity trackers to monitor actual performance against prospects, leads, and pipeline opportunities, 
and stay aligned with customer expectations.

“ In today’s economy, cash 

flow rules... In service-

oriented organizations 

this process begins with a 

client quote and ends once 

payment is received, and the 

money is in the bank.” 

– Service Performance Insight
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Opportunity and Delivery Features

Forecasting tools to gain detailed financial visibility into specific contractual expectations  
for visibility into future resource needs.

• Budgeting tools to build budgets and specify the services, products, and expenses 
anticipated on a project, as well as the ability to support multiple rates on the same 
resource on the same project.

• Configurable workflows to establish the structure and cadence required for consistent, 
profitable delivery.

Project Management Features

• Integrated task management tools to create, edit, and manage tasks and assignments  
with financial flexibility and greater control.

• Process workflows that leverage the power of intelligent automation to drive project 
consistency and governance.

• Project templates that allow you to you to hit the ground running – in little to no time.

• Collaboration tools that allow your teams to collaborate with each other and  
customers on their work whether remote or on-site.

Resource Management Features

• Skills and expertise-based views to align resources to the right work.

• Dynamic Gantt charts that provide a timeline distribution of all availability impacting  
your dedicated resources.

• Access control to restrict access to a subset of resources within a particular  
workgroup as needed.

• Quick search capacity to rapidly locate resources based on various parameters like 
assigned work, qualifications, and more.
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Financial Management Features:

• Financial visibility tools to gain real-time insights into forecasted 
and actual revenue and variances, to ensure overall financial 
health.

• Revenue recognition tools to accurately track recognition revenue 
based on project or milestone completion.

• Time and expense tracking tools that provide anytime, anywhere 
access to time and expense tracking and approvals for timely 
invoicing.

• Budgeting tools that ensure your projects are tasked and staged 
appropriately to meet your financial objectives.

• Multi-currency and taxation options to bill and recognize revenue 
in the appropriate currency for a project, while complying with tax 
standards.

Analytics Features: 

• Interactive dashboards that use out-of-the-box, preconfigured 
visualizations with actionable insights.

• Explorations that allow you to dive deep into relevant trends that 
the system automatically provides for you – all on its own.

• AI and natural language details that enable you to input 
questions about data and get contextual responses.



THE BOTTOM LINE

Professional services organizations need to deliver 
successful outcomes to customers while maintaining 
profitability.

The right PSA solution – which is one that delivers the objectives and provides the features 
described in this guide – fundamentally determines whether the road ahead will be 
profitable, or problematic.  

NEXT STEPS

•  Download the Planview PSA Software Solution Brief.

•   Download the Infographic “Solving Top Challenges for Services Organizations: Satisfy 
Customers and Improve Your Bottom Line”
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https://info.planview.com/rs/456-QCH-520/images/Planview_for_Professional_Services_Solution_Brief.pdf
https://info.planview.com/rs/456-QCH-520/images/solving-top-challenges-service-org_infographic.pdf
https://info.planview.com/rs/456-QCH-520/images/solving-top-challenges-service-org_infographic.pdf

