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1. Introduction  
 
This is a service definition document for our Delivery Management service. Below 
you will find information about how to use this document and what the document 
contains. It is important you read this introduction section to get the best 
experience from this document and ensure you find the information you need 
quickly and easily.  
 

1.1 Introduction 
 
This document has the following sections:  
 
Section 1 - Service Information contains essential information about our service, its 
functionality, security, and brief aspects of pricing.  
 
Section 2 - G-Cloud Alignment Information details how our service and company 
align with the G-Cloud buying process and provides typical information to help you 
understand how to buy, configure and consume our services, and how to leave our 
services should the need arise.  
 
Section 3 - About Our Company and Our Services provides information specific  
 
1.2. Introduction  
 
This service definition document is an active document which means you can click 
on the links we provide to move around the document viewing only those specific 
sections you are interested in during the different phases of your G-Cloud buying 
process. There are also links to enable you to return to this section to speed up the 
reviewing process. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

2. Service Information 
 
2.1 Section Introduction 
 
Our name is based in Latin and means: To Finish. Accomplish. Complete. 
For us it means to deliver - and we are your transformation and change delivery 
partner. Perago is a powerhouse of talent, passion, and dedication. With diverse 
skills and a shared commitment to excellence, we collaborate seamlessly to deliver 
exceptional results. We have expertise in user centered design, delivery and 
communications and experience to deliver projects across a variety of sectors.By 
combining our team with yours we deliver outcomes rooted in business and user 
need. Design thinking, service design and creatives are core to our approach. We 
can help with redesigning services based on user need, branding, web and creative 
design and more. 
 
2.2 User Research and Engagement: Overview and Assurance  
 
Perago’s User Research and Engagement service supports organisations to 
understand people’s needs, behaviours, motivations, and lived experiences in 
relation to a system, service, product, policy, or place. 

User research is a broad umbrella term encompassing structured inquiry that goes 
beyond opinions or assumptions. It provides evidence that helps organisations 
make informed, ethical and effective decisions about service design, delivery, 
policy development and organisational change. 

 
2.2.1 Key Features 
 
Here’s a breakdown of how we will deliver the service: 
 
Evidence-led problem framing 
Perago delivers research that is proportionate, transparent, and actionable - 
helping organisations reduce risk, improve outcomes, and design services that 
work in real-world contexts. We work to ensure that user research is clearly 
justified, well-scoped and aligned to a defined problem statement. We support 
clients to articulate and, where necessary, refine or challenge that problem 
statement, ensuring research activity is focused on the underlying issue that 
requires evidence, rather than assumed causes or pre-determined solutions. 
 
Ethical, proportionate and trauma-informed research practice 
Perago applies ethical and trauma-informed research practices, ensuring that 
participation is informed, voluntary and respectful. We design and conduct 
research in ways that prioritise participant wellbeing, minimise harm, and allow 
individuals to engage at a level that feels safe and appropriate for them. We create 
clear boundaries, offering choice and control to participants, and are attentive to 



 
 

power dynamics, accessibility needs and potential distress. This ensures research 
activity is inclusive, responsible and appropriate to the people involved, while still 
delivering robust and usable insight. 
 
A practical, purpose-led approach 
Our approach recognises that user research is not defined solely by method, but 
by purpose and epistemological orientation i.e. how we understand what we know, 
whose knowledge counts, and how insight is generated and validated. This 
ensures that research findings are credible, relevant, and appropriate to the 
decisions they are intended to inform. We communicate findings in a way that is 
clear, proportionate and tailored to audience needs, translating research evidence 
into actionable insight that supports effective decision-making. 
 
Activities we may undertake, appropriate to the need:  
 
Create a User Research Strategy 

• A plan that defines research goals, methods, timelines, and governance 
• Aligns research activity to organisational or product objectives 
• Sets standards for ethics, inclusion, and quality 

Conduct Qualitative and Quantitative Research 

• Qualitative research explores motivations, needs, and behaviours 
• Quantitative research measures patterns, scale, and frequency 
• Combined insights support confident decision-making 

Perform a Stakeholder Mapping Exercise 

• Identification of internal and external stakeholders 
• Mapping influence, interest, and decision-making power 
• Reduces conflict and misalignment 
• Helps tailor communication and engagement approaches 

Run a Survey 

• Collects standardised responses at scale 
• Validates hypotheses with larger samples 
• Supports evidence-based prioritisation 

Conduct Online and Remote Ethnographic Studies 

• Observing users in their natural digital environments 
• Captures real-world behaviours, not reported behaviour 
• Reveals unmet needs and workarounds 

Perform Contextual Observation 



 
 

• Focus on environment, constraints, and behaviours 
• Minimal intervention from the researcher 
• Identifies usability issues users may not articulate 

Run Usability Testing Sessions 

• Observing success, errors, and confusion points 
• Identifies friction and failure points early 
• Improves accessibility and user satisfaction 

Interview Service Users 

• One-to-one structured or semi-structured conversations 
• Focused on needs, experiences, and perceptions 
• Informs personas, journeys, and service improvements 

Run Focus Groups for Insight 

• Facilitated group discussions with selected users 
• Encourages interaction and shared reflection 
• Surfaces collective attitudes and social dynamics 

 
2.2.2 Functionality 
 
User Research and Engagement at Perago focuses on delivering evidence-led, 
ethically conducted research that is clearly aligned to a defined problem, 
producing credible and actionable insight to inform decision-making. 
 
This means: 
 

• Focused research that supports the right decisions. 
• Trusted, ethical insight that reflects real experience. 
• Clear, actionable findings that drive improvement. 

Our approach to user research uncovers real needs, behaviours and barriers, 
helping teams design services that are usable, accessible, and relevant. Targeted 
research prevents unnecessary or misdirected activity by focusing on the 
underlying issue that requires evidence. This ensures investment is focused on the 
right problems and reduces waste in delivery and procurement. 
 
Perago’s user research is delivered following agile methodology, and services can 
be delivered both face to face, hybrid or entirely online, with clear communication 
channels for collaboration throughout the project.  
 



 
 

The team of multidisciplinary experts with extensive public service background 
always prioritises user needs, resulting in intuitive and engaging government 
services. 
 
2.2.3 Benefits 
 

• Reduced risk and clearer decision-making.  
• Services and decisions that work for real people.  
• Improved organisational capability, because we work with you. 

 
Customer Orientation: 
 
Perago understands the importance of tailoring their services to your specific 
needs: 
 
Communication: We maintain open communication channels throughout the 
project lifecycle. By assigning a communications lead to each project, this keeps 
internal and external stakeholders engaged and up to date. 
 
Initial consultation: This allows Perago to understand your project needs and goals 
to recommend the most suitable approach.  
 
Packages: We can offer customised packages that perfectly fits your project’s 
scope and budget. 
 

2.3 Security 
 
Security is a priority throughout Perago’s design progress. As a company, we are 
currently a Cyber Essentials certified organisation, and all employees undergo 
BPSS background checks prior to joining.  
 
We aim to comply with our legal obligations under the Data Protection Act 2018 
(the ‘2018 Act’), the EU General Data Protection Regulation (‘GDPR’) and by various 
other data privacy laws and regulations. Any codes of practice or advisory notes 
issued by the Information Commissioner (ICO) should also be noted. 
 
Perago takes confidentiality and data protection very seriously, hence why we 
ensure all our staff members sign confidentiality clauses to safeguard sensitive 
information, which not only protects our business but also guarantees the privacy 
and security of our clients’ data. This commitment to confidentiality is a testament 
to our dedication to maintaining the highest standards of professional conduct 
and responsibility. 
 
We have robust Information Security and Data Protection policies in place that 
apply to all employees, contractors, and third-party vendors of Perago, when 
handing company data or data of our clients.  
 



 
 

As an organisation we rarely hold data of our clients, and where we do hold such 
data, it is generally business-related contact information such as work email 
addresses, work telephone numbers etc. The data is never shared with third 
parties.  
 
Any client data that we hold at the end of an engagement will be securely 
transferred back to the client if requested or destroyed within a specified time 
period as agreed with the client.  

 
We always remain fully open and transparent with clients, and work with them to 
ensure that data is handled as agreed with them. 
 
2.4 Service Pricing 
 
Perago provide flexible pricing models depending on the requirements of each 
client. Our services can be purchased as T&M or fixed price. Pricing is tailored to 
client requirements; therefore, we do not define specific pricing in advance. We 
work with our clients to understand their needs and agree the resources required 
appropriate to their situation, timescale, and the outcomes.  
All our work is overseen by both a delivery lead and client assurance lead (from 
Perago leadership team). 
 
Please refer to our Standard Pricing document further information.  
 

 

3. Service Delivery and Management 
 
3.1 On-Boarding and Off-Boarding Processes 
 
3.1.1 On-Boarding 
 
At Perago, we believe that the key to a successful delivery is clear communication, 
setting realistic expectations, and delivering on our commitments. We begin each 
engagement with an on-boarding session, led by the Account Manager and 
Delivery Lead, the session will typically be scheduled at your earliest convenience 
and be around 2-3 hours. The format in which this engagement session is 
dependant completely on client preference, i.e. if this is in person, onsite, or 
online. We pride ourselves on being completely client-focused throughout the 
process. 
  
This session aims to bring together all key stakeholders to officially start the 
project, setting the tone for the collaboration. Working through our on-boarding 
pack we will agree the scope, objectives, ways of working and overall delivery 
timeline. The aim of the session will be to align everyone on the objectives and the 
plan. During the session we’ll clarify our understanding of your specific challenges 
and goals and the role that Perago will play in achieve them. We’ll work with you to 



 
 

develop the plan, outlining the tasks, deliverables and timeline, and how these will 
support you in delivering the expected outcomes. 
 
3.1.2 Off-Boarding 
 
At Perago, we aim to leave our clients in a better position than when we started. As 
we approach the end of any engagement, we arrange a final client handover 
meeting. This meeting serves as a platform to answer any lingering questions and 
to confirm that we’ve delivered the agreed outcomes of the work.  
The focus of our handover meetings is on the next steps. We prepare a 
comprehensive presentation detailing the outcomes of the service. If there are any 
changes to the outcomes, we highlight the reasons behind these changes, 
ensuring there’s an audit trail for transparency and accountability.  
Our offboarding process culminates in the delivery of a Contract Completion 
report. This report highlights the work undertaken during the service, and how it 
aligns with the original agreed scope of works. This systematic and transparent 
approach ensures a smooth transition and sets the stage for potential future 
collaborations. 
 

3.2 Backup/Restore and Disaster Recovery Provision 
 
Perago is a cloud first organisation.  
All of the software services that are utilised in the delivery of our services are 
provided via software as a service vendors. We generally do not tend to hold client 
data ourselves. If we do, this falls under Microsoft policies and protection. We 
utilise Microsoft’s built-in backup and recovery features, regularly backing up all 
data to the cloud. 
 

3.3 Service Management Details  
 
3.3.1 Service Levels and Support 
 
When customers contact our team via email to request our Professional Services, 
we strive to provide a response within a 24-hour window. Our dedicated team 
monitor our email communications throughout our standard working hours. Our 
goal is to ensure that we respond to our customers as swiftly as possible, providing 
them with the information and assistance they need by addressing enquiries and 
issues within 24 hours. 
 
At Perago, we pride ourselves on offering a highly personalised level of support to 
our clients. Each client is unique, and so are their needs. Therefore, we tailor our 
support levels to match these individual requirements, ensuring that every client 
receives the exact assistance they need. Furthermore, we understand the 
importance of time in business. As such, we work closely with our clients to agree 
on timescales that align with their objectives and deadlines. This collaborative 



 
 

approach allows us to deliver a bespoke service that not only meets but often 
exceeds our clients’ expectations.  
During the kick-off meeting you will be introduced to your account manager. You 
will have regular meetings with the account manager who will act as your point of 
call to discuss service performance.  
 
 
 
 
 
 
3.3.2 Service Constraints 
 
Our operating hours are 9 to 5 (UK time) Monday to Friday, which means that we 
currently do not offer 24-hour support. However, our service is completely client-
focused and, as mentioned above, we aim to prioritise any client issues within our 
service levels to ensure service runs smoothly. 
 

3.4 Training 
 
Perago delivery is rooted in the principals of user centred service design and agile 
delivery methods. As such, at the outset of each engagement we offer an 
introductory session to user centred service design and agile delivery practice for 
those clients who are not familiar with the associated ways of working. Our 
training is co-ordinated by our senior directors, and this session is usually half a 
day to ensure that clients fully understand the processes and have the space to 
address any concerns before our service begins. 
 

3.5 Invoicing Process 
 
Our formal invoicing process is detailed within our Terms and Conditions, where 
customers are reminded of their responsibilities when engaging with Perago.  
 
To summarise:  
 
Payment: The customer is required to pay each invoice within 30 days of the 
invoice date or as per any credit terms agreed upon and confirmed in writing by 
Perago. The payment should be made in full to a bank account nominated by 
Perago. Timely payment is crucial. 
 
Value Added Tax (VAT): All amounts payable by the customer are exclusive of VAT. 
If any taxable supply for VAT purposes is made under the contract, the customer 
will pay additional amounts in respect of VAT, chargeable on the supply of 
services, upon receipt of a valid VAT invoice from Perago. 
 



 
 

Late Payment: If the customer fails to make a payment by the due date, they are 
required to pay interest on the overdue sum from the due date until the payment 
of the overdue sum, whether before or after judgment. 
 
Full Payment: All amounts due under the contract should be paid in full without any 
set-off, counterclaim, deduction, or withholding, except for any deduction or 
withholding of tax as required by law. 
 
o We agree upfront with our customers exactly how the invoicing process will work, which is all dependent 

on the nature of the service and the client preferences. We offer flexible options tailored to the client, 
one option being 50% upfront, 50% upon delivery. Like the rest of our business model, we adapt our 
services to our clients.  

3.6 Termination Terms 
 
Our termination terms can be viewed in full detail within our Terms and Conditions, 
where customers are reminded of their responsibilities when engaging with 
Perago. To summarise, when a client’s contract comes to an end, the customer 
needs to settle any outstanding bills with Perago right away. This includes 
payments for any services that have been provided but haven’t been billed yet. We 
will send over an invoice for these, and the customer should pay it as soon as they 
get it. Even after the contract ends, all the rights, responsibilities, and legal 
obligations that were in place up until the termination date still apply. 
Finally, any parts of the contract that were meant to stay in effect after it ends will 
continue too. So, even though the contract has ended, some of its terms might still 
be in play. 
 

3.7 Customer Responsibilities 
 
As laid out in Section 4 of our Terms and Conditions, customers are reminded of 
the following responsibilities when engaging Perago:  
 
Proposal Verification: Upon receipt of the proposal, the customer must ensure 
that all details are complete and accurate. 
 
Cooperation: The customer is required to cooperate with Perago in all matters 
relating to the services, including ensuring the reasonable availability of key 
personnel. 
 
Information Accuracy: The customer must ensure that any information provided 
to Perago is complete and accurate. 
 
Information Provision: The customer must provide Perago with any information 
that we may reasonably require to supply the services, ensuring that such 
information is complete and accurate in all material respects. 
 
Compliance: The customer must comply with any additional obligations as set out 



 
 

in the proposal. 
 
o To put it simply, all we require from our customers is access to the people, the teams, the resources we 

need to fulfil our service. Our full pre-requisites are discussed as part of our onboarding process.  
 
 
 

 

 

 

 

4. About Our Company and Our Services  
 
In this section you will find details about our company and what we do. 
 
4.1 About Us [Perago] 
 
Founded from a desire to support delivery of better public services, we’ve been 
growing year on year. We work in partnership with organisations, supporting the 
whole organisation to benefit from the opportunities created by great design. We 
blend design and technology with context and insight to deliver outcomes and 
products centred on the needs of the people who use them.  
 
We have expertise in user centred design, delivery, and communications. By 
combining our team with yours, we provide opportunities to learn by doing, 
delivering your change in a way that works for you and your users. 
 
Everything we do is based around user need, and our approach to our services 
supports outcomes that really work for people. As with any change, it’s not just 
about process, technology or procedure – it’s about people, the part they play and 
how they engage. 
 
We’re passionate about sharing good practice and bringing people together to 
collaborate for better outcomes. Digital change is so much more than technology; 
it’s about the whole organisation, its users, and its people. 
We’ll work with you to deliver better services and make digital really work for you 
and your users – all while developing and growing your in-house capability. 
 

4.2 Why Choose Us? 
 
Perago is a powerhouse of talent, passion, and dedication. With diverse skills and a 
shared commitment to excellence, we collaborate seamlessly to deliver 
exceptional results. 
 
We have expertise in user centred design, delivery and communications and 



 
 

experience to deliver projects across a variety of sectors. By combining our team 
with yours we deliver outcomes rooted in business and user need. 
 
How we work, both as a team and with our partners are guided by these principles:  
 
Know Your Stuff - Use your full knowledge and experience to excel in your role. 
Take responsibility for your own professional development and seek out 
opportunities to improve.  
 
Put Others first - Demonstrate energy and enthusiasm about your work and 
encourage others to do the same. 
 
Keep the customer (internal and external) at the forefront of your mind at all times. 
 
Speak Openly - Actively seek feedback from others to improve self-awareness. 
 
Focus on Delivery - Actively seek feedback from others to improve self-awareness.  
 
Be part of the team - Look out for the rest of the team, be supportive and share 
knowledge and experience whenever you can. 
 
4.2.1 Case Study: One 
  
We were asked to support Dŵr Cymru Welsh Water in their journey and lead the 
delivery of their digital transformation programme. It was important to make sure 
customers remained at the heart of decision making throughout the process and 
there was a clear link between the things the team did on a day-to-day basis and 
the outcomes the change need to deliver. Our team led the programme providing 
hands on delivery support alongside strategic advice and knowledge transfer, 
delivering:  
 
• 97% customer satisfaction feedback for online services  
• Automation of over 60% of all online transactions and around 50% of all 

contact being received digitally  
• Over 20% of customer registered for online billing, growing by around 15,000 

new registrations a month. 
• Significant efficiency savings enabled to support the reduction in operating 

costs from the 2019/20 baseline. 
 
4.2.2 Case Study: Two  
 
As part of the Scottish Government’s Digital Planning Programme, (an initiative 
designed to help planners access information and guidance digitally) the Royal 
Town Planning Institute (RTPI) and the Scottish Government recognised the need 
to improve the confidence of digital skills amongst planners in their everyday roles. 
We supported them to take a user centred approach to designing a “one-stop 
shop,” that would equip planners with the necessary digital skills that seamlessly 



 
 

integrate these skills into their daily work and processes and maintain the high 
service standards their clients and stakeholders expected. 
 

¾ “I’m really pleased that we have launched the portal – it’s an important resource for planners on digital planning 
tools and techniques. I’d like to thank the team at Perago for their support with this project – it was quite a 
complex brief with multiple work strands. The application of a user-centred approach mean that the needs of 
town planners and future users were the guiding principles for the delivery of the portal – and I’m really pleased 
at the way things have come together.” – Dr. Caroline Brown, Director of Scotland, Ireland & English Regions. 

 
 

4.3 Why Choose Our Services? 
 
Choosing our services at Perago offers a unique and personalised experience 
tailored to meet your specific needs. We understand that every delivery is unique, 
and we work closely with you from the outset to comprehend your requirements. 
Our approach to every engagement is bespoke, ensuring that our services are 
customised to each client. We prioritise our clients, focusing on delivering services 
that align with their needs and expectations. Furthermore, our pricing model is 
simple and transparent, based on delivering agreed outcomes rather than 
complex calculations. This client-centric approach, coupled with our commitment 
to providing tailored services, makes us an ideal choice for your needs. 
 

4.4 How to buy our services 
 
At Perago, we understand that every organisation and every delivery has its own 
unique context. Our services can be procured on either a time and materials (T&M) 
or fixed-price basis. For fixed-price engagements, we work with you to understand 
your needs and agree the desired outcomes upfront. Through regular reviews 
during delivery, we ensure we are meeting your needs and can adapt our 
approach as circumstances change. Get in touch with our team to discuss your 
delivery. We will work with you to understand the outcomes you want to achieve 
and prepare a proposal that ensures your requirements are met. 


