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• Tangible advice to make sure you are making the most of 
your agency partners, and steps to take to overcome any 
challenges

• An understanding of what it really takes to build a 
partnership on Mutual Success

According to the 2020 CMO survey, more than 34% of marketers 
are currently 'not satisfied' with their agency partners.

Like any relationship really, brand-agency partnerships are easy to 
start but hard to perfect. A real agency partner should feel like part of 
your team and should be assessed as such. Still, in an over-saturated 
industry, information overload can make it hard to get a view on who 
is actually the right fit.

In this paper, we're talking to some of our network members and their 
clients about how they've maintained a strong, trusting, effective 
relationship over time. 

From overcoming roadblocks (like entirely virtual pitch sessions) to 
celebrating shared success (of which there are many), I hope this 
paper provides you with two things:

P.S We've included our Agency Evaluation Checklist at the end of 
this paper - it's a really helpful starting point for assessing any 
partner.

Enjoy!
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The brand-agency relationships featured in this paper are a 
testament to what successful partnerships really look like. 

OUR USE CASES
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The Agency: 
Tangent

The Brand:
UK Power Networks

The Brand: 
Meglio

The Agency: 
Velstar

The Agency: 
Lesniak Swann

The Brand: 
Nuaire
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Almost 40% of marketers are currently dissatisfied with their

agency partners performance. 

COMMON CHALLENGES
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Communication style - for example, if in-house teams are 
constantly messaging on slack and the agency are operating on a 
'need-to-know' approach.

Physical/Virtual distance - even the timezone can impact the 
ability to get hold of one another, a larger challenge when driven 
by deadlines with multiple reviews on a project

Capacity & resource - a smaller boutique agency will have a 
different amount of availability to a larger network agency.

Transparency - one of the largest causes of tension between 
brands and agencies, lacking visibility on fees and costing can 
lead to reservations, leaving room for disagreements on 
performance if the pricing is not made clear from the start.

A brand-agency relationship, when working well, should feel no 
different from the relationship you have with your in-house colleagues. 

Though the phrase 'extension of the team' can feel a little tired 
sometimes, it's a fair reflection of the standard you should be holding 
agency partners to. 

There are a few common blockers to this that can come by nature of 
the relationship:

In short, you need to trust your partner. So how can we do this?
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VELSTAR & MEGLIO
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Velstar is Shopify plus partner agency that works with brands to 
achieve ecommerce excellence. Their client, Meglio is an online 
physio equipment and fitness store.

How did the brand-agency relationship start? 

Velstar: When Meglio approached us, they were growing quickly and 
about to receive additional funding to drive their next phase of growth. 
They wanted to allocate some of this budget to their digital channels, 
focusing on improving the performance and ROAS of their PPC 
campaigns. 

Meglio: Velstar helped double our web sales in just over a year through 
PPC. When we wanted a new website, it made sense to build on the 
strong relationship we had with the team, so having repositioned the 
Meglio brand from B2B to B2C, we engaged Velstar to develop a 
completely new site and tech stack. 

We did look at other agencies, but we felt Velstar could most 
effectively meet our brief. We now also use Velstar for SEO and paid 
social. 

What was the brief? 

Velstar: The initial brief was to improve the ROAS and double Meglio’s 
sales through PPC, but as our brand-agency relationship developed, 
Meglio appointed us to design and build their new Shopify Plus store, 
as well as help manage their SEO and paid social media to help drive 
conversions and increase revenue. 

Meglio: We wanted to move the brand towards B2C but without 
alienating our B2B customers and wanted a sharp, modern, easy to 
navigate site. We had a heuristic evaluation on our previous site and we 
wanted all the areas highlighted in that built into the new site. 
Ultimately, we wanted to increase conversions and sales. 
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VELSTAR & MEGLIO

“They gave us clear insight into what makes them
tick and what they do that benefits their own

customers. We were left feeling as if we were an
extension of the Meglio team.”

What have been some key challenges you have faced together 
and how did you overcome them?  

Velstar: The key challenge was delivering on what we had promised, 
quicker than we told the client that we could deliver it in. This was only 
possible through initial discovery sessions, where we asked all the 
right questions to gather the information required to structure the 
project. 

Meglio was very open to this approach, visiting our office and arriving 
with a carload of Meglio merchandise, which they meticulously walked 
us through the ins and outs of. 

From this, we had a clear picture not only of what Meglio wanted to 
achieve in terms of sales but also of what made Meglio, Meglio. 

They gave us clear insight into what makes them tick and what they 
do that benefits their own customers. We were left feeling as if we 
were an extension of the Meglio team. This gave us a genuine sense 
of ambition to help them achieve goals in any way we could. 

Meglio: Yes, some of the integrations between the website and tech 
stack were quite tricky. Velstar researched these and put together 
solutions for us. 
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VELSTAR & MEGLIO

What do you think is the key to success in a brand-agency 
relationship? 

Velstar:  From the get-go, agencies have to be transparent about 
what they can and can’t do for a brand and set clear goals. This avoids 
any disappointment further down the line, and the client will value 
your honesty and trust you more. 

All too often, we hear about agencies who promise the world, but 
deliver very little. This can be avoided if you realistically manage 
expectations and are truthful about what you can achieve. 

Equally though, a brand needs to be open and honest with an agency, 
too, regarding business updates, feedback and any changes that they 
might need to know about. The agency is working hard to help the 
client achieve the results they want, but to do this they need honesty 
and the most-up-to-date business information. 

Meglio: Yes, honesty and regular interaction are definitely key– we 
talk at least once a week! 

How do you measure success in your brand-agency relationship? 

Velstar: The easiest and most effective way we measure the success 
of our client relationships is through KPIs. We define these at the 
beginning of our brand-agency relationship and continually monitor 
and adjust them to reflect the brand’s business objectives and long-
term goals. 

Meglio: The bottom line is definitely profitable sales and growth. 
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"ALL TOO OFTEN, WE HEAR ABOUT

AGENCIES WHO PROMISE THE

WORLD, BUT DELIVER VERY LITTLE.

THIS CAN BE AVOIDED IF YOU

REALISTICALLY MANAGE

EXPECTATIONS AND ARE

TRUTHFUL ABOUT WHAT YOU CAN

ACHIEVE. "



Focus on the numbers - wider business targets or KPIs will 
allow for expectation-setting with the agency

Understand your goal - if you're after brand activation and 
reputation over any kind of direct lead generation, make sure 
to state that from the start, and stick to it.

Find the gaps - if it's a new relationships, make sure to lay 
out what you've already tried in the past, what worked, and 
what has been less effective.

A strong relationship needs transparency and, crucially, clear 
expectations. When working on a project brief for your agency 
partners, try to provide as little wiggle room as possible on the 
results you're working towards.

While the strategy itself should largely be defined by the agency, 
ensure your own goals are as clear as possible:

If you want to be sure that you've given your partners the 
information they need to get started, the brief template can be a 
great place to start.

BUILDING YOUR BRIEF

DOWNLOAD: THE ULTIMATE
GUIDE TO THE DIGITAL BRIEF
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CLICK HERE
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TANGENT & UK POWER

NETWORKS
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Tangent is a digital product agency that works with brands to solve 
digital challenges and craft memorable customer experiences 
through design, engineering and conversion rate optimisation. 

Their client, UK Power Networks own and maintain the electricity 
cables in South East England, the East of England and London.

How did the brand-agency relationship start and what was the 
brief?

Tangent: The partnership started in 2016 and has gone from strength 
to strength ever since. Initial work included reviewing the website 
customer support model but since then projects have now moved on 
to look at modernising the underlying tech stack supporting the entire 
UK Power Networks digital estate.

UK Power Networks: Before our recent larger projects, Tangent had 
already previously been in our existing network of suppliers. So, when 
we needed real talent, we didn’t need to look necessarily that far to 
find some pearls and unearth them. Tangent has been this for us and 
it’s been a very positive last six to nine months.

We gave Tangent permission to challenge us and not just take orders. 
We needed some more open-mindedness and Tangent brought that 
refreshing external perspective that we couldn’t have got with some 
of our more traditional suppliers.
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"TO BE ABLE TO KNOW THAT I

CAN SPEAK TO ANYONE AT ANY

TIME OF THE DAY OR NIGHT IS

PRICELESS.

I REALLY FEEL THAT TANGENT

DOES SOMETHING THAT WE

DON’T SEE VERY OFTEN IN THAT

THEY GO ABOVE AND BEYOND.

WHEN I NEED SOMETHING

DONE, I DON’T HAVE TO

WORRY. "



What moments stand out as being the most memorable 
during the brand-agency relationship?

UK Power Networks: The main one was when we went live with 
our new website on the 31st October, and on the very first day, 
there was Storm Aiden. 

Historically, storms translate to potential website issues as 
customer traffic goes up and our infrastructure had challenges to 
support the volume of people contacting us. With this first storm, 
everyone was perhaps apprehensive but I was particularly nervous 
since I have attached myself to Tangent –Tangent’s success is 
really my personal success. 

Even with this baptism of fire, there was nothing to worry about 
since everything passed with flying colours.

It showed me that Tangent really understood the importance of a 
storm scenario for our critical national infrastructure and were 
completely on it with frequency reporting and being completely 
visible and accountable.

TANGENT & UK POWER

NETWORKS
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The GO! Network works cost-free with brands to 
connect them to agencies that fit more than just the 
filters. To have an initial confidential chat with the 
team, click below.

GET IN TOUCH
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What have been some key challenges you have faced 
together and how did you overcome them?

Tangent: Initially, our latest project together has been somewhat 
of a new landscape for us to get our heads around, so we needed 
to find some people with very specific experience and knowledge. 

We’re really pleased to have been able to pull that off and make 
that handover and transition really smooth.

UK Power Networks: Any challenges are quickly overcome by 
the two-way relationship we have. We give you the confidence to 
say it how it is, what you think and where you might be struggling. 
At one point, I remember we had a scenario in which you were 
being demanded on from a number of angles, which led to a 
difficult workload. 

Ultimately, the onus was on us to give you that single point of 
contact and more budget, which you brought to light in a very 
professional and straightforward way – which is a very difficult line 
to tread because you don’t want to be seen as being opportunistic 
or complaining to cover up failings. 

The mature way in which you approached that was really 
refreshing and the fact that it’s not a one-way customer-supplier 
relationship is something I always want to encourage, because 
we’re not always right and we need to deliver together.

TANGENT & UK POWER

NETWORKS
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To help maximise your own relationship with your agency 
partners, it should be regular practise to check in and ask 
questions of your in-house team around the state of the 
relationship. These 'pulse checks' can help to anticipate any 
challenges that are arising.

QUESTIONS TO ASK

WHAT ARE YOU ENJOYING ABOUT THE AGENCY
RELATIONSHIP?

MUTUAL SUCCESS THE BEST OF BRAND-AGENCY RELATIONSHIPS

ARE THERE ANY  'PAIN POINTS' ARISING?

ARE YOU MISSING ANY OPPORTUNITIES TO
EXPAND/IMPROVE ACTIVITY OR COMMUNICATION

WITH THE AGENCY TEAM?

DO YOU HAVE A CLEAR OVERVIEW OF DAY-TO-DAY
ACTIVITY FROM THE AGENCY (IF NEEDED?)

ARE THE INITIAL GOALS OF THE CURRENT PROJECT
BEING ACHIEVED AND REPORTED ON?

Remember, the core point of these questions is not to 'catch out' 
an agency - they're a starting point for opening a dialogue to 
resolve key challenges you might be facing.
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LESNIAK SWANN &

NUAIRE
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Lesniak Swann are a specialist B2B marketing agency that works 
with B2B brands to drive a competitive advantage in their markets. 
Their client, Nuaire, are a commercial ventilation systems provider.

How did the brand-agency relationship start?

Nuaire: We’d been working with another creative agency, and when 
the Account Manager moved to Lesniak Swann, we followed a few 
months later. We’ve been working with them for more than 10 years 
since then, and I’m pleased to say the relationship is stronger today 
than ever.

Lesniak Swann: The best client-agency relationships are typically 
built around the people, as much as they are around creativity and 
ability to deliver campaigns. 

We took on an experienced account manager and after a few months 
Nuaire, who had been a client of her's from a previous agency, got in 
touch and we’ve worked together ever since. It did, however, put us 
in the predicament of having to hire another account manager to 
take over the other accounts!
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LESNIAK SWANN &

NUAIRE
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What have been some key challenges you have faced together 
and how did you overcome them?

Nuaire: There’s been a few, but GDPR is the one that really stands out. 
Because we’re part of a larger group, we took a very belt and braces 
approach to ensure we did everything by the book. Another frequent 
challenge we face is down to the industry we’re in, where regulations are 
constantly changing, so we’ve had to learn to be adaptable (as has our 
agency)!

"The best client-agency relationships are typically
built around the people, as much as they are

around creativity and ability to deliver
campaigns."

Lesniak Swann: I agree, GDPR was a challenging time (not just for 
Nuaire but for all our clients and for us as an agency too). As a result, 
Nuaire’s contact list was reduced by a third – so fairly significant – but at 
the time everyone was very cautious. 

As for the regular regulatory changes in the HVAC sector, we’ve 
become used to reacting to changes in product/regulations and build in 
additional elements to keep campaigns alive and exciting, if changes or 
delays occur. 

This was the case with the Dave campaign, and more recently with the 
launch of Nuaire’s Haven indoor air ventilation system, so we built in 
teaser elements that enable us to keep interest and momentum until 
the product or system is ready for launch.
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"A FEW AGENCIES WE’VE

WORKED WILL JUST DO

WHAT WE ASK, THERE’S

NO DEBATE. LESNIAK

SWANN CONTINUOUSLY

CHALLENGE US AND ASK

US THE QUESTIONS THAT

SOMETIMES WE’RE TOO

AFRAID TO ASK

INTERNALLY."



What do you think is the key to success in a brand-agency 
relationship?

Nuaire: For us there are two important factors; understanding our 
business and the need for transparency throughout the process of 
delivering campaigns. Ventilation isn’t a sexy industry. So having an 
agency who completely understands us, our customers, the solutions 
we offer, and the market means half the battle is already done.

Transparency is also key. We work with agencies who sometimes, when 
we give a brief, it appears to go into a black-hole, and we don’t see 
anything until the end (at which point it could be way off point). We’re 
a complicated business and it helps that we have the confidence in 
Lesniak Swann in the way they conduct their creative process so we 
can feed in and adapt if needed.

A few agencies we’ve worked will also just do what we ask, there’s no 
debate. Lesniak Swann continuously challenge us and ask us the 
questions that sometimes we’re too afraid to ask internally. Having this 
level of third-party input gives us the confidence to know we’re on the 
right track.

Lesniak Swann: For us, the briefing process is the most important 
part of any campaign. We put a lot of emphasis on it to ensure that 
we’re crystal clear on the commercial purpose and single-minded 
proposition of a campaign, so we can make sure that what we present 
back is both relevant and engaging and by virtue, effective. 

It’s this level of collaborative thinking between us and the client that 
has enabled us to develop some incredible campaigns.

LESNIAK SWANN &

NUAIRE
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What is the most important factor when it comes to having a 
great relationship with the brand/agency you are working 
with?

Nuaire: Being comfortable enough to talk and have open and candid 
discussions, especially when we’re discussing quite technical 
information. 

Being able to debate key issues is important to us. Sometimes it can 
feel like we’re working in a bit of a vacuum, and the questions that 
Lesniak Swann ask are the ones that we wouldn’t necessarily think of 
internally.

Lesniak Swann: As the agency we never make assumptions. Our 
relationship is built on mutual respect and trust, so we feel 
comfortable asking questions. 

This is important so that we absolutely understand the product, the 
tech, or the purpose of each campaign. Because it’s a technical 
industry and we’re not engineers, it’s important that we get into the 
nitty gritty.

LESNIAK SWANN &

NUAIRE
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The GO! Network works cost-free with brands to 
connect them to agencies that fit more than just the 
filters. To have an initial confidential chat with the 
team, click below.

GET IN TOUCH
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Every relationship is different, but there are plenty of
common threads throughout those that are most
successful. We asked our network what the most important
things are when building a strong brand-agency
relationship.

ADVICE FROM THE

NETWORK

DON'T SWEAT THE TACTICS

"Whilst these can be indicators of success, often clients aren't
thinking enough about what they want those things to lead to. By

focusing on the real goals of a digital campaign, we as experts can
support in identifying the right channels, tactics and budgets.

Think about what you actually want to achieve and tie these to the
wider business goals. These should be measurable and impactful
e.g. increase revenue from digital channels to £50,000 a month,

secure 20 new clients by the end of 2021."
novi.digital

"We need to know that we’re getting value for money. This is most
important when you consider that we’re not website developers so we
completely trust Tangent to tell us what to do as we know that it’s in
their best interests to get the best result possible for us.

 For example, I love the fact that everyone in the Tangent team is
completely invested in the weather [since it can impact our network] –
they’ll even ring me up when there’s a storm coming to warn us and
whenever we are gearing up after a weather warning, they already
know!"

TRUST AND CONFIDENCE

UK Power Networks
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ADVICE FROM THE

NETWORK

WHAT SUCCESS REALLY LOOKS LIKE

"Success is often subjective and so it’s important to understand
what success looks like to the client. For our client, we know this

to be performance improvements not only year-on-year but also
quarter-on-quarter i.e. to build on our own performance whilst

navigating the peaks and troughs of seasonality, promotional
periods, and other brand exposure through broader marketing

campaigns outside of our current project. 

By setting clear KPI targets and tracking our results against these
over time demonstrates an openness around performance and we

use regular meetings to discuss metrics and activity".

"From the get-go, agencies have to be transparent about what they
can and can’t do for a brand and set clear goals. This avoids any
disappointment further down the line, and the client will value your
honesty and trust you more. All too often, we hear about agencies who
promise the world, but deliver very little. This can be avoided if you
realistically manage expectations and are truthful about what you can
achieve.

Equally though, a brand needs to be open and honest with an agency,
too, regarding business updates, feedback and any changes that they
might need to know about. The agency is working hard to help the
client achieve the results they want, but to do this they need honesty
and the most-up-to-date business information."

Impression

TRANSPARENCY

Velstar
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AGENCY EVALUATION

For each statement, score your agency from 1-5 for their current 
performance, and 1-5 for your ideal performance. At the end, complete the 
final scorecard with your current and ideal performance scores for the 
agency.

Final Scores Target Score

Creativity in the process

Process & Execution

Quality of output

Bottom-line ROI

“You want to be
at the heart of your agency and have 
confidence that they understand the

nuances of your world and challenges. Look for 
examples of this in their work.”

GO! regularly help the brands we work with to 
benchmark their agency cost, efficiency and performance 
against industry averages. Get in touch if you need some 
guidance specific  to your sector.

GET IN TOUCH
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AGENCY EVALUATION
Score your answers based on how much you agree with the 
statement,  1 being strongly disagree and 5 being strongly agree.

Creativity in the process Target Score

On-brand 
Suggestions and ideas from the agency align to our 
specific brand identity and strategy.

Innovative  
The agency suggest new ideas and ways of working that we 
wouldn’t otherwise have considered.

Efficiency  
The agency provide quicker routes to delivery  to 
enhance the project management process.

Alignment  
Ideas and projects are aligned to other requirements in the 
broader strategy.

Data-driven  
The team provide ideas based on previous performance 
alongside hard KPIs.

On-trend  
The agency monitor trends and deliver  innovative 
ideas to keep deliverables fresh and  best-in-class.

Total score

Additional Considerations:
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Process & Execution Target Score

Collaboration 
We never feel ‘out in the cold’ with our agency as they keep us 
informed and allow us to feed back regular.

Culture fit  
We feel like the personalities of the agency work well with our 
team to deliver the best outcomes.

Responsiveness  
The agency responds to questions and requests within  a 
reasonable timeframe.

Accountability  
The team assume responsibility for agency-side issues and 
provide paths forward.

Project management
Communication on timelines is clear, and all  
meetings have clear objectives and outcomes  with a 
focused approach.

Total score

Additional Considerations:
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Content output Target Score

Quality  
Written or visual content is always delivered to a high 
standard with no need for excessive proofing from our 
own team.

Delivery  
Drafts and final deliverables are always provided 
within necessary project timescales.

Brand-led  
All final outputs are in line with our brand identity 
and guidelines.

Customer focused  
Delivery is aligned to the needs of our audiences,  not 
personal preference from the agency.

Unique 
Final delivery from the agency is of a standard and  
style that we would not be able to find elsewhere 
at a higher standard.

Total score

Additional Considerations:
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Bottom-line ROI Target Score

Goal-driven 
The agency set hard targets on what they want  to 
achieve and when.

Reporting  
The agency provide regular updates on campaign/project 
performance to demonstrate return on investment.

Value  
Price of work (hourly or project rate) is accurately  
reflected by the quality of work.

Expectation management  
Agency provide clear and achievable SMART targets  to 
manage our expectations.

Consistency 
Projects and delivery are always consistent in line  with 
our own expectations.

Total score

Additional Considerations:
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WHAT'S NEXT
From the case studies and above checklist, hopefully you now have a 
clearer view on your own agency relationships. If you'd like to take this 
analysis further, you can always mark up key areas for improvement - 
and positives about the relationship - below, or get in touch with us 
anytime to get some unbiased advice.

Areas of improvement

Positive feedback

If you feel there are too many areas of improvement  
to overcome, or that you may be better suited working with  another 
agency, don’t fall victim to the ‘sunk cost’ fallacy.  
Although finding a new agency can be hard, The GO! Network
are always happy to have a conversation about next 
steps for your marketing strategy.

GET IN TOUCH

https://thegonetwork.com/?utm_source=GO!%20Mutual%20Success%20paper%20paper&utm_medium=Whitepaper&utm_campaign=Mutual%20Success%20paper&utm_term=Mutual%20Success%20paper%20-%20the%20GO!%20Network
www.thegonetwork.com/get-in-touch?utm_source=Mutual%20Success%20Paper&utm_medium=EBook
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