
Ei Group is the largest pub company in the UK, with 

some 4,500 properties, predominantly run as leased and 

tenanted pubs. Ei Group also directly manages pubs, and 

collaborates with experienced experts in the industry.

In the hospitality sector, serving customers and creating an enjoyable 

experience will always be paramount. Ei Group recognised the 

requirement to update and enhance the ‘TSR’ (Technical Service 

Requests) web-based tool, which allows staff to manage the availability 

of drinks on the bar. PMC was engaged to bring the application up 

to date and successfully deployed a self-sufficient delivery team to 

complete the project on time and to budget.
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Ei Group web application upgrade delivers 
enhanced UI and streamlined user experience
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It was a very light touch from our perspective, which was 
exactly what we wanted. The PMC model worked really well 
with our limited overheads and our need for minimal day to day 
impact.

The team really added the most value (UI design). They looked 
at the UI and said that doesn’t work, it would be better like this.

The PMC team delivered an application that had improved 
reliability and security, added mobile capability and generally 
was more up to date. TSR has become more modern, more 
user friendly and has a much better UI. Our staff need less 
training thanks to a more intuitive UI and, importantly, the 
source code is more maintainable.”

Leigh Milton, Head of IT Systems & Development at Ei Group, 

Fixed price, fixed scope project and  
on-time delivery

It’s not unusual for retailers to operate a number of legacy 

applications, but running essential applications on old technology can 

make it difficult to implement technical changes and improvements. 

This can be problematic in relation to ongoing business needs or 

meeting future requirements. As the TSR application was built on 

outdated technology, Ei Group engaged PMC to bring the application 

up to date and to improve the overall user experience.

Ei Group specified minimal impact to their business activities and 

needed to control their overheads. In response, PMC took complete 

ownership of the assignment. A fixed-price, fixed-scope project 

solution guaranteed total visibility of project deliverables, timescales 

and cost. This approach also enabled Ei Group to confidently keep all 

business stakeholders fully informed.

Project governance and best practice 

PMC reverse engineered the TSR application as there was limited  

pre-existing documentation available. The work began with a 

discovery phase to include an agreed project delivery approach and 

provide functional/technical documentation. Full User Guides were 

written to document the application. This helped with ongoing staff 

training and enabled more robust application support.

The PMC delivery team offered a complete service to Ei Group with 

strong project governance and best practice throughout. Ei Group 

were promptly informed when decisions needed to be made and were 

involved in ongoing demonstrations of the development progress.

The team identified and proposed improvements to the operation  

of the TSR application based on their growing experience of the  

Ei Group business operations. This proactive approach led to several 

changes to the UI operation which further enhanced and streamlined  

the user experience. 

Successful project delivery by multi-
skilled, self-sufficient delivery team

The PMC team delivered the project within budgeted time and cost 

whilst also handling several change requests along the way. The 

updated TSR application has been very well received by the business 

and increases their capability in several areas.

The success of this project’s delivery lies in the PMC ‘Delivery Team’ 

approach; a virtual ‘delivery team in a box’. In contrast to retailers 

resourcing development projects in-house, partnering with PMC 

introduces the welcome addition of the Customer Delivery Lead role. 

A key member of the delivery team, this individual is responsible for 

project coordination and delivery. 

As a result, PMC delivery teams are fully self-sufficient and bring 

extensive experience of delivering complete projects with minimal 

impact to day-to-day operations, which is especially useful when IT 

teams have very little bandwidth.
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