
 

 

Category: Outstanding Small Public Relations Consultancy 

Company: Refresh PR 

 

 
Date of incorporation, number of employees - including executive / support 

staff – and annual fee income: 

Incorporation: December 2009 

Employees: 9 

 

Business objectives and analysis of performance against budget over the past 

three years: 

Since its inception in 2009, Refresh has grown via word-of-mouth recommendations and 

referrals from contacts and clients. In 2016 we recognised a need to evolve and redefine 

ourselves in order to stand out in an increasingly competitive sector, while continuing 

delivering success for our clients.  

We created three new, focused business objectives:  

1. To become known for our specialist work in four niche sectors to differentiate 
ourselves from competitors–food/drink, construction, technology and lifestyle 

2. To refresh our business growth strategy 
3. To strengthen the leadership team to support growth in key sectors, and support staff 

development and retention. 

 

 

A brief overview of business / team strategy: 

Over the last seven years, we’ve grown exponentially and expanded our client base to work 

with bigger, international brands, while still retaining our down-to-earth, honest approach. 

We value our reputation and we’re confident our service cannot be matched by any North-

West agency. The past year has seen a number of important changes for us. 

Previously we were an agency for any client, in any sector/industry. In 2016/17 we:  

 Won 13 new clients in our four key sectors 

 Entered and won several industry awards, strengthening our credentials in our four 
key sectors sectors, including: Northern Small Agency of the Year (CIM Northern 
Awards), Best use of Press and Public Relations (Construction Marketing Awards); 
runner-up for Best PR Campaign-Food Porn Awards (B2B Marketing Awards) 



 Took ownership of the Heating Installer Awards 

 Secured speaking opportunities key sectors 

 Recruited team members with specific interests. 
 

We also implemented a new business process, which has seen us:  

 Turn away business below £2000pcm retainer, believing clients need to buy enough 
time to deliver noticeable success  

 Introduce lead generation incentives 

 Increase services by forming partnerships with complementary companies  

 Clarify Refresh’s positioning: we do PR and we do it very well. We don’t do 
marketing/branding 

 Review day rates to remain competitive  

 Introduce new business/organic growth targets for team members. 

 

 

A summary of commitment to CPD and professionalism: 

To strengthen the existing leadership team and support staff development/retention we 

have: 

 Invested in leadership team-Business Growth Hub mentoring 

 Given directors areas of responsibility/KPIs 

 Indentified different roles required to achieve long-term goals, eg creatives, 
strategists-and added them to the team 

 Created two senior positions–head of consumer/head of B2B–and identified 
employees for fast tracking to these positions  

 Introduced new recruitment, job spec and appraisal systems  

 Provided a competitive benefits package including social events, flexible working, 
birthdays off, new staff referral commission 

 Re-joined trade associations (including CIPR), providing unlimited training resources. 
 

We’ve developed/introduced The Refresh Academy. A first-class in-house training and 

development programme delivered by experienced practitioners and expert trainers, this 

unrivalled scheme equips employees with key skills to progress their career, as well as 

deliver unbeatable levels of service.  

Employees benefit from: 

 Regular 1:1 sessions 

 Clear personal development plans 

 Six-monthly reviews and annual appraisals 

 Tangible objectives 

 CIPR membership. 
 

 

A summary of recent outstanding achievements, including client list growth / 
retention: 
We’ve grown turnover by 33% (past year) with a strong overall net profit, bringing in 13 new 

clients in our key target sectors. We’ve lost two clients (one our choice, one to finance 

issues) and retained/grown key big clients.  



Additional significant achievements:  

 82% pitch-win ratio in 2016/17  

 Won seven awards from leading industry associations for campaigns in our four key 
sectors 

 Recommissioned to make these campaigns bigger and better 

 Introduced The Refresh Academy 

 Achieved a staff-to-income ratio of 39% 

 Took ownership of the Heating Installer Awards. 
 

 

A summary of a campaign you are particularly proud of, including details of 

the brief, objectives, strategy, tactics, outputs, outcomes and budget: 

In 2015/16 The Heating Installer Awards (HIA)-a scheme designed to celebrate plumbers 

and heating installers that deliver exceptional customer service on a daily basis- were 

created and delivered by Refresh, but owned and funded by one its clients. Unfortunately, 

the client could not fund the awards in year 2. Spotting an opportunity to raise its profile in a 

key sector, Refresh took ownership and ran the awards independently.  

The campaign’s overarching objective was to raise awareness of Refresh among potential 

clients in the construction sector. Specific objectives: 

 Secure sponsorship from industry organisations to fund the awards  

 Make the awards bigger and better than year 1  

 Raise awareness of the campaign among installers and engage directly with them to 
encourage entries  

 Gain support of high profile associations/influential third parties to build campaign 
credibility. 
 

Utilising its existing experience, as well as field and desk research, and brainstorming, 

Refresh created an integrated communications strategy to ensure the awards achieved 

maximium impact and all objectives were met. Mechanic: 

 Online entry-tradespeople detailed a project which highlighted outstanding customer 
service  

 Judging panel chose winners from 11 different UK regions 

 Shortlist put forward for online, public vote  

 Winner announced at key sector exhibition, Installer2017. 
 

Tactics:  

Installer outreach: 

 Large scale rebrand–new website, logos, marketing (leaflets, branded e-shots, 
merchandise/giveaways)  

 Regional, trade and broadcast PR 

 Social media  

 Videos 

 Database (over 1000) installers contacted 

 Provided each regional winner with collateral and a guide on how to market their 
success to ensure votes. 



Sponsors/third parties: 

 Targeted sponsors individually to secure involvement 

 On-going communications   

 Established media partnership with Installer Magazine including coverage, 
newsletters and a free-of-charge stand at Installer2017 exhibition where we were 
given platform to announce national winner and runner-up 

 Engaged sponsors’ marketing teams to streamline activity/maximise engagement  

 Eshots sent to sponsors’ databases. 
 

Outcomes: 

Key outcomes/results include: 

 8 sponsors secured 

 4 sponsors from Y2 signed up for Y3 already 

 Entries:up 36% YOY 

 Votes:2000+  

 38 pieces of media coverage including broadcast coverage on The One Show and 
BBC Radio Leicester 

 161 sponsor brand mentions 

 Total opportunities-to-see/hear: 4.7m   

 Support from industry champions-Checkatrade, CIPHE, Plumber Parts, Pimlico 
Plumbers’ founder Charlie Mullins 

 336k Twitter impressions, 115k reach on Facebook. 


