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JISC ITT for Student Lifecycle Relationship Management


Joint Information Systems Committee (JISC)

Landscape Study of Student Lifecycle Relationship Management
Invitation to Tender

Summary

1. This document invites proposals to undertake a landscape study to investigate the different strands of activities, approaches and use of ICT systems that support student recruitment, retention and on-going engagement whilst within institutions and throughout subsequent alumni interactions. This study will explore both UK further (FE) and higher education (HE) sector and international experiences in this area, define the stakeholder community and determine their key concerns. 
2. It is anticipated that the project will begin by April 2008 and will be completed by August 2008. 
3. The main deliverables from this study will be:

 i. A report describing the current state of student relationship management policies and activities, including an appraisal of how ICT is being used to support processes, at each stage of the student lifecycle;

 ii. Source material and stakeholder analysis for the development of comprehensive, targeted  advice and guidance to the sector;

 iii. Recommendations to help focus future JISC activities in this area.

4. Funding of up to £50,000 including VAT and all related travel and subsistence expenses is available for this project. The deadline for proposals is 12.00 noon on Wednesday 5 March 2008.  It is anticipated that a decision will be announced by Tuesday 25 March 2008.
5. Proposals are invited from consortia and partnerships as well as single organisations / individuals. For example some bidders might consider that forming a partnership is necessary to deliver the different aspects of the study. In such a case lead representation and robust partnership management processes should be detailed.
Background and context

6. The Joint Information Systems Committee (JISC
) is a committee of the UK FE and HE funding bodies that, through funding of services and the management of development programmes, aims to help and facilitate institutions in their use of the Internet and other Information and Communications Technology (ICT) applications.

7. The JISC operates via six committees whose range of remits allows the JISC to meet its strategic aims and objectives. The JISC Organisational Support (JOS) committee has a remit to support the requirements of managers and administrators in institutions by identifying relevant areas of work appropriate to JISC and funds programme activity under the following themes:

i. The role of technology within the strategic management of institutions;

ii. e-Framework and architectures;

iii. Changing staff roles, relationships and associated skills;

iv. e-Administration;

v. Business innovation.

8. Within the theme of Business innovation, the committee considers student lifecycle relationship management – i.e. the development of strategies and policies, and use of ICT, to support institutions establish, build and manage relationships with students through a range of interactions and engagements they have with them across the lifecycle of their involvement with them – an important and commercially critical set of activities that all institutions will need to address in an increasingly competitive environment. 
9. Related work in this area has considered how admissions processes and applications have developed to improve support for potential students – the JISC e-Learning Capital Programme
 has funded a range of projects related to admissions processes and enhancement
. In addition the JISC’s Business and Community Engagement (BCE) programme
 has studied Customer Relationship Management (CRM) issues in HE
 (particularly in the context of its leverage to develop, maintain and enhance BCE relationships, but also the related strategic, customer-focus and information management challenges around CRM in institutions more generally).
10. The JISC Organisational Support (JOS) committee wishes to support institutions in improving the overall quality of the student experience, the efficiency and effectiveness of their administrative processes and relationships’ contribution to adding business value and delivering success. There is a need to extend this type of work to cover the full gamut of interactions between an institution and its students throughout the lifecycle from prospective student, through active study, to alumni/alumnae. Student-institution interactions are set to become increasingly complex and lifelong learning commitments may mean it is entirely probable that students will regard a number of institutions as ‘significant’ contributors to learning, sequentially and concurrently. How students and institutions manage this matrix approach to concurrent learning provider and alumni relationships is likely to impact the way in which lifecycle management systems are designed and operated.
Objectives
11. This study will examine the different processes and use of ICT systems that are employed by FE and HE institutions to support key stages of the student lifecycle (see paragraph 16.) It will focus on the UK sectors, but also explore international experiences in this area, and learn from CRM-type approaches to managing relationships in the corporate and charity sectors, where appropriate.  The study should:
 i. describe common processes used in a range of institutions, and identify different patterns where these occur;

 ii. review any evidence for the effectiveness of the processes in delivering business benefits in each stage of the student lifecycle (e.g. increasing retention rates, ‘cross-selling’ post-graduation courses);
 iii. identify effective good practice in the use of technology to support these processes, which could form the basis of future case studies;
 iv. identify areas in which information stored in different systems could be usefully joined up to improve the delivery of end-to-end services, taking into account concerns around privacy and data protection.
12. The study will also define the stakeholder community and determine their key concerns, focusing on the key areas of the student lifecycle – covering all journeys through FE and HE, including, for example, lifelong learning experiences, work-based learning and widening participation routes.
13. It will use the evidence collected to provide a synthesis of the range of existing approaches to the management processes and technologies prevalent in the sector.  Material should also include short illustrative case studies of good practice in institutions, which can be incorporated into guidance for the sector.
14. It is anticipated that future work in this area will include a feasibility assessment and detailed requirements gathering exercise as a prelude to pilot activities that could be undertaken to further develop the concept of an integrated student lifecycle management approach.  This study should provide rich landscape information of the current ‘state of play’ (i.e. what institutions and students are doing) and ‘state of the art’ (i.e. what ICT is being used to support the processes, where, and how it is joined up – if at all) to feed into the planning processes for any new work.
15. The study will categorise and define common terms from strategies and policies adopted by institutions to begin the process of generating a common understanding and vocabulary in this area of activity.
Terms of reference 

16. The key stages of the student lifecycle to be considered by this project are:

· Recruitment and admissions;

· Induction, student support and retention;

· Alumni relations, and post-qualification course marketing and business contact.

17. The study should consider: 

 i. How the elements of a student lifecycle management impact on the institution and the students within them including:
· What interactions exist / occur between an institution and the range of students it comes into contact with in a lifelong learning context, and how relationships forged during student life can be grown into extended professional development opportunities and beneficial business relationships;
· What expectations students have of processes / practices and the technologies designed to manage their relationships with institutions;
· Ethical issues relating to the potential for management approaches to be seen by students as ‘over-managing’, and where institutional interventions may be considered inappropriate;
· Commonalities and differences between approaches and use of technologies across institutions.

 ii. With respect to current activities within institutions;
· How, and to what extent, institutions are identifying, prioritising and benefiting from the integration of marketing, revenue generation and academic administrative and support systems within a single relationship management approach – whether this is realised through a single relationship management system, or integration of separate systems serving different stages of the student lifecycle;

· What technologies and practices are currently being employed to facilitate the management of these interactions with students along with an assessment of the effectiveness of those systems and the limitations encountered - from both the student and institutional perspective;

· To what extent institutions are effectively linking up information received during one stage (e.g. admissions) with support provided during another (e.g. induction) including links and data sharing between academic-related support and other support, e.g. financial, personal, accommodation;
· What lessons can be learned from the wider international community and applied directly to the UK education model. Emphasis here is on identifying good practice from systems already in place or systems commercially available. NB It is anticipated that the requirements of this aspect of the study should not require on-site investigations.
 iii. The manner in which institutions are moving forward or could progress the development of student lifecycle management systems including;
· How institutions are approaching the development and enhancement of end-to-end student lifecycle engagement (as outlined in paragraph 16)
· Planned-for developments and capabilities that have been incorporated into the institutional strategic and business planning processes (where incomplete systems exist); 

· The potential for students to maintain multiple concurrent and sequential relationships with institutions during their learning lifetime, how these can be met by institutions in support of a personalised service.
18. It is anticipated that in order to complete the work the project team will need to consider how to engage with:

 i. senior functional stakeholders from the FE and HE sectors, representing institutions’ business needs;

 ii. representative key staff within institutions including, but not limited to, those in a marketing role, retention / student support managers, alumni relations managers and career service providers;

 iii. relevant professional bodies and their members, bidders are advised to contact the programme team for further information if required.

Deliverables and timescales
19. The project will deliver:

· A revised and detailed work plan four weeks after the start of the contract;
· A report, written in clear, plain English, intended for the JISC Executive and other organisations with an interest in student lifecycle management developments and activities, which includes:

· An executive summary of the findings of the study and its recommendations;

· Brief description of the methodology adopted;

· The current state of student relationship management policies and activities, including a summary of the current processes at each of the key stages of student lifecycle management  (see paragraph 16), and an appraisal of how ICT is being used to support them;
· The planned developments and scope for development of student relationship management and the associated technical systems;
· The current and potential impact of student lifecycle management systems on the key stakeholders within the institutions and the individuals served by them;
· Common strategies, documents and techniques, drawing out themes to help define a common vocabulary, and define the key stakeholders and determine their key concerns;
· Scoped and prioritised
 list of recommendations to inform future development of JISC work to support the coherent, scalable development of an institution-wide approach to student lifecycle management;
· An appendix containing detailed descriptions of the common processes and interactions which take place at each stage of the student lifecycle;

· An appendix listing the individuals and organisations that provided comments and information for the study.

20. The timescale for the project is up to five months.  The deadline for the deliverables will be agreed as part of the work plan.  However, it is anticipated that the study will begin as soon as possible, and not later than 1 April 2008 and will be completed by August 2008, with the draft final report and guidance completed by the end of July 2008.  Final deadlines will be confirmed as part of the project planning process.
Funding available and bidding process timetable

21. Total funding of up to £50,000 (including VAT and travel and subsistence) is available for this project.  
22. Bidders who are eligible to apply full economic costs (fEC) to their proposals are permitted to do so
, but JISC’s total contribution to the study will not exceed £50,000.
23. The successful bidder will be expected to begin work as soon as possible but no later than 1 April 2008.

24. A detailed work-plan and timetable will need to be agreed within one month of the project start date.

Costing and Pricing a Proposal

25. All bids submitted by UK higher education institutions should use the Transparent Approach to Costing (TRAC) methodology in order to cost the activity.  An Example Budget and guidance on the budgetary terms used can be found at Appendix B to this document.  Bidders should then consider how they wish to price the activity (by considering the level of institutional contribution) in order to submit a competitive bid.
26. Other institutions and organisations submitting bids should use their usual costing and pricing practices but all costs should be clear and transparent, specifying the number of days each individual working on the activity will provide, in order to assist the evaluators in determining the value for money of a proposal.
Format of bids 

27. The tender proposal should clearly identify:

 i. relevant experience in similar projects / initiatives; 

 ii. the proposed methodology / methodologies to be used; 

 iii. a detailed work plan with milestones and deliverables;

 iv. the basis on which the fee would be calculated, broken down into different phases as appropriate and showing the relevant daily rates against each member of the team to be employed on the project;  

 v. the staff to be used in the main areas of work and where management responsibility for the project will rest.  A single point of contact for all correspondence relating to the project should be provided; 

 vi. confirmation that work can start by 1 April 2008 at the latest;

 vii. full contact details for the project leader, including email address. 

Bid evaluation criteria

28. Tenders will be evaluated on the basis of the following criteria:

 i. a full understanding of the specification, including the purpose and scope of the study;

 ii. the suitability of proposed methodology / methodologies; 

 iii. the clarity and feasibility of the detailed work-plan;

 iv. the relevance of the previous experience of the tendering organisation(s) and of the particular consultants/researchers to the project with particular regard to the specialised areas of knowledge required; 

 v. an analysis of risks to successful completion of the study; 

 vi. value for money. 

Terms and conditions of grant 

29. Projects will be expected to follow the normal JISC project management guidelines
 including adherence to good project management practices, regular reporting and participation in meetings as appropriate.  JISC’s Terms and Conditions of Grant
 should be adhered to by all projects.  Bidders are advised to read these carefully prior to submitting a proposal.
30. A guide to bidding for JISC projects can be found at http://www.jisc.ac.uk/fundingopportunities/bidguide.aspx
Management of the study
31. The contractor will be expected to communicate any amendments to the detailed work plan to the JISC Executive and to keep the JISC Executive informed of progress with periodic summary reports as set out and agreed in the final work plan.  
32. The timescale for the study and deadlines for its deliverables will be agreed as part of the work plan.  An outline timescale has been identified at paragraph 20 of this ITT.  The JISC Executive will also wish to have the opportunity to comment on any draft reports before they are finalised.  Representative(s) from the project team may be required to present to the JISC Organisational Support committee and/or its work programme sub group.
33. The management of the study will be carried out by the JISC Executive, in particular by Andy Dyson, Programme Director.

Intellectual Property

34. Any information gathered during the course of the review and not already in the public domain is deemed to be the property of HEFCE, on behalf of JISC and its funding partners.  The information provided in the report, and the rights to all other outputs, shall become the property of HEFCE, on behalf of JISC and its funding partners.

Accessibility Issues 

35. In line with government legislation and social exclusion initiatives, JISC is committed to providing resources that are accessible to a diverse range of users.  In order to achieve this, all software and IT resources including the project web site should meet good practice and guidelines pertaining to the media in which they are produced.  Advice and recommendations for ensuring that IT based systems and tools are accessible is available from TechDis
.

Data Protection and Confidentiality of Data
36. Project leaders must take account of the requirements of the Data Protection Act 1998 and should consult with their institutional Data Protection Officer regarding the possible implications of their proposed project.
Submission of Proposals

37. The deadline for receipt of submissions is 12 noon on Wednesday 5 March 2008.  Late proposals will NOT be accepted.  It is the responsibility of the bidder to ensure that the proposal has arrived by the deadline stated.

38. An electronic copy of the proposal should be received in PDF format by this deadline.  This is an electronic-only submission process, therefore all documentation (including letters of support) must be submitted in PDF format, as a single file and in a zipped folder if the size of the file exceeds 10Mb (note: any files exceeding 10Mb are likely to be returned by the mail server).

39. Proposals should be no longer than ten single-sides of A4 pages and should be typeset in Arial or a similar font at 10-point size (plus staff CVs, no more than one A4 page each, attached at appendices).  All key information MUST be included within the ten-page limit unless otherwise indicated.  Any bids exceeding the ten-page limit for key information will be rejected by the Executive prior to the evaluation stage.
40. Proposals MUST be accompanied by letters of support from an authorised senior manager at each institution/organisation named in the proposal.  The support letters do not count towards the ten-page limit.
41. Proposals MUST also be accompanied by a completed cover sheet (see Appendix A).
42. Proposals must be submitted to Georgia Slade (g.slade@jisc.ac.uk) by the deadline stipulated.
Award of Contract

43. A selection panel will be established to review the bids received.  JISC’s procedure for evaluating bids can be found at http://www.jisc.ac.uk/bideval.

44. It is anticipated that bidders will be notified of the outcome of this tender exercise by the end of March 2008.  The successful bidder should commence work as soon as possible, and no later than 1 April 2008.  The activity must complete by 31 August 2008.
45. JISC will expect to work with the successful bidder to agree the workplan.  The JISC shall determine the profile of payment to the successful bidder(s) once appointed.

46. The JISC shall be under no obligation to accept the lowest, or any tender, and tenders shall submit offers on the basis of so doing at no cost to the JISC.

47. The JISC reserves the right not to award a contract.

Enquiries

48. General enquiries about this invitation to tender should be addressed to Andy Dyson (a.dyson@jisc.ac.uk).

49. Enquiries regarding the bidding process should be addressed to Georgia Slade (g.slade@jisc.ac.uk).  

JISC Executive

Bristol

February 2007
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	Project partners (if applicable): 

	Full contact details for primary contact:

Name:

Position:

Email:
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	Length of Project: 

	Project Start & End Dates: 
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Appendix B

Example Budget for Tenders Submitted by UK HEIs

	Directly Incurred

Staff 
	August 07 –  July 08
	August 07 –  July 08
	TOTAL £

	Post, Grade, No. Hours & % FTE
	£
	£
	£



	Etc.
	£
	£
	£



	Etc.
	£
	£
	£



	Total Directly Incurred Staff (A)
	£
	£
	£



	
	
	
	

	Non-Staff
	August 07 – July 08
	August 07– July 08
	TOTAL £



	Travel and expenses
	£
	£
	£



	Hardware/software
	£
	£
	£



	Dissemination
	£
	£
	£



	Evaluation
	£
	£
	£



	Other 
	£
	£
	£



	Total Directly Incurred Non-Staff (B)
	£
	£
	£



	
	
	
	

	Directly Incurred Total (A+B=C)

(C)
	£
	£
	£



	
	
	
	

	Directly Allocated
	August 07 – July 08
	August 08– July 09
	TOTAL £



	Staff
	£
	£
	£



	Estates
	£
	£
	£



	Other
	£
	£
	£



	Directly Allocated Total (D)
	£
	£
	£



	
	
	
	

	Indirect Costs (E)
	£
	£
	£



	
	
	
	

	Total Project Cost (C+D+E)
	£
	£
	£



	Amount Requested from JISC
	£
	£
	£



	Institutional Contributions
	£
	£
	£



	
	
	
	

	
	
	
	

	Percentage Contributions over the life of the project
	JISC

X %
	Partners

X %
	Total

100%


Explanation of Terms

B1. All applications from UK HE institutions for development funding from JISC should be costed on the basis of full economic costs (fEC). fEC is the total cost of a project. All applications should be costed on academic years August – July NOT financial years April – March.

B2. Projects should be costed using the TRAC Research indirect and estates charge-out rates, and TRAC fEC methods for Research. If a project is not classified as Research under annual TRAC the Research charge-out rates should still be used.  However, there is no need to amend the denominator or the numerator of the charge-out rate calculations to try to incorporate these projects.

B3. Further guidance on fEC for JISC-funded research and development projects can be found at: http://www.jisc.ac.uk/fundingopportunities/bidguide/full_economic_costing.aspx 

Cost Headings

Directly Incurred

B4. These are costs that are explicitly identifiable as part of the project, are charged at cash value actually spent and can be supported by an audit record. They include:

i. Staff.  Payroll costs requested for staff, full- or part-time, who will work on the project and whose time can be supported by a full audit trail during the life of the project. Academic-related staff who lead or work directly on a project should be classified as ‘researchers’ when costing the project and should be allocated indirect/estates costs. They should be included in the annual TRAC time allocation collection exercises when those are carried out, and their time on projects should be included in the denominator of the indirect and estates charge-out rate calculations when they are next calculated. 

Unless a member of staff will be spending 100% of their time on a project, all estimates of time on a project should be made in numbers of hours or days, for each year of the project. This should then be converted to a FTE for use in calculating the indirect and estate costs charges; 

ii. Travel and Expenses.  Funds for travel and subsistence for use by staff who work on the project where these are required by the nature of the work. This should include attendance at programme meetings and other relevant meetings dependent upon the project/programme;

iii. Equipment.  The cost of individual items of hardware or software dedicated to the project, including VAT, e.g. a computer for a newly recruited member of staff for the project;

iv. Dissemination.  The cost of any dissemination activities proposed for the project;

v. Evaluation.  The cost of any formative or summative evaluation activities proposed for the project;

vi. Other Costs.  Costs of other items dedicated to the project, including consumables, recruitment and advertising costs for staff directly employed on the project. 

Directly Allocated

B5. These are the costs of resources used by a project, which are shared by other activities. They are charged to projects on the basis of estimates rather than actual costs and do not represent actual costs on a project-by-project basis. They include:

i. Staff.  Proposals will need to show the costs of any principal investigators/project directors and any co-investigators/co-directors if their time charged to the project is based on estimates rather than actual costs. This may also include the costs of technical and clerical staff, and if a project is buying a small amount of one or more of a person’s time; 

ii. Estates.  These costs may include building and premises costs, basic services and utilities, and any equipment maintenance or operational costs not already included under other cost headings;

iii. Other Directly Allocated.  These costs may include, for example, access to institutional research facilities such as equipment and IT systems. 

Indirect Costs

B6. These include non-specific costs charged across all projects based on estimates that are not otherwise included as Directly Allocated costs. They include the costs of administration, such as personnel, finance, library and some departmental services. 

B7. NB: Budgets should clarify the FTEs used to calculate the indirect and estates charges, and indicate which staff have been included. 

Indexation

B8. Costings for subsequent years should factor in inflationary increases for salaries and other costs. All costings should be inclusive of any VAT applicable. 

Project Partners

B9. Funding for project partners, e.g. staff time, should be clearly identified in the proposal under the relevant heading.  Resources to be provided by project partners, whether cash or in-kind contributions, should also be clearly identified in the proposal. 

Justification of Costs

B10. All costs associated with the project must be fully justified. 

Virement

B11. Directly Incurred Costs can be vired within the overall Directly Incurred budget heading, however, Directly Allocated and Indirect Costs cannot (they do not vary from the estimates made on project application). 

� JISC website �HYPERLINK "http://www.jisc.ac.uk/"�http://www.jisc.ac.uk/�


� JISC e-Learning Capital Programme � HYPERLINK "http://www.jisc.ac.uk/whatwedo/programmes/programme_elearning_capital.aspx" ��http://www.jisc.ac.uk/whatwedo/programmes/programme_elearning_capital.aspx� 


� JISC e-Learning admissions webpage http://www.jisc.ac.uk/whatwedo/programmes/programme_elearning_capital/admissions.aspx


� JISC BCE programme � HYPERLINK "http://www.jisc.ac.uk/whatwedo/themes/business_community_engagement.aspx" ��http://www.jisc.ac.uk/whatwedo/themes/business_community_engagement.aspx� 


� JISC BCE CRM study report � HYPERLINK "http://www.jisc.ac.uk/media/documents/themes/bce/crmstudyfinalreport20070817.pdf" ��http://www.jisc.ac.uk/media/documents/themes/bce/crmstudyfinalreport20070817.pdf� 


� Recommendations should include an indication of timescale to implement and approximate cost. They should be tied into the current JISC strategy and reference existing programmes and projects where appropriate.


� JISC guidelines on fEC � HYPERLINK "http://www.jisc.ac.uk/fundingopportunities/bidguide/full_economic_costing.aspx" ��http://www.jisc.ac.uk/fundingopportunities/bidguide/full_economic_costing.aspx� 


� JISC project management guidelines � HYPERLINK "http://www.jisc.ac.uk/fundingopportunities/proj_manguide.aspx" ��http://www.jisc.ac.uk/fundingopportunities/proj_manguide.aspx� 


� JISC’s Terms and Conditions of Grant  � HYPERLINK "http://www.jisc.ac.uk/fundingopportunities/bidguide/proj_tocgrants.aspx" ��http://www.jisc.ac.uk/fundingopportunities/bidguide/proj_tocgrants.aspx� 


� TechDis website � HYPERLINK "http://www.techdis.ac.uk/" ��http://www.techdis.ac.uk/� 


� See overleaf for an explanation of the terms directly incurred, directly allocated and indirect costs.
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