JISC Circular 03/08

Appendix G - Call I

Business and Community Engagement – Enhancing Knowledge Management

Customer / Partner Relationship Management Phase 1
Call for a Project to Develop Mapping and Self-Analysis Tools for Institutions
	Call 
	Stream 
	Workpackage
	Description
	Funds

	I
	Enhancing Knowledge Management
	Customer/ Partner Relationship Management 

Phase 1
	Process-mapping and self-analysis tools
	Total funds: £50,000

One project
Up to eight months duration 


Introduction

1. Funding of up to £50,000 is available for a project to develop and deliver process-mapping and self-analysis tools to help institutions make sound and coherent strategic and operational decisions, in an enterprise-wide approach to customer relationship management (CRM) and partnership relationship management (PRM).
2. This call forms part of the Circular 03/08 and this project is a component of JISC’s Business and Community Engagement (BCE) programme, within the stream Enhancing Knowledge Management.
3. This document should therefore be read in conjunction with the main document of JISC Circular 03/08 and the evaluation criteria at Appendix E.
Context 
4. There is increasing pressure on institutions to become more business-like and to differentiate their ‘market offers’, without compromising the integrity of their teaching, research and external engagement missions. BCE activities demand a strategic approach, working with external partners consistently and productively, and deploying internal knowledge and expertise resources efficiently, often across departments and disciplines.

5. Effective CRM practices, supported by suitable CRM/PRM systems, can greatly facilitate the process of managing external relationships, optimising the institutional benefits from these relationships, facilitating the related reporting and business development.  

6. However, isolated use of CRM in a single department or BCE function carries with it the danger of duplicate contacting and a host of other risks for the institution, to do with both operation and reputation. 

7. This project therefore seeks to help institutions strategically integrate their CRM practices and systems enterprise-wide, connecting BCE relationships with those relating to the student lifecycle, including alumni, and other external relationships. Relatively new activities, such as employer engagement delivering Continuing Professional Development (CPD) and workforce development, will also be dependent on such connectivity for their effectiveness.

8. Clarity of policy, streamlining and connectivity of process, and above all system interoperability will help institutions enhance their CRM approaches to maximise the benefits from their BCE activities.

Background
9. As part of an initial tranche of work in the 2006-07 Academic Year, supporting its BCE theme, JISC commissioned a study
 of Customer Relationship Management issues in UK Higher Education (HE) institutions (with some examples from Further Education (FE)). JISC also funded an event
, hosted and managed by Coventry University, designed to share good practice in addressing the challenges and opportunities around customer and partnership relationship management.

10. The CRM study concluded that CRM implementation in BCE within HE institutions is still underdeveloped, typified by ‘islands’ of CRM with little connection, the main barriers being cultural (resistance to change), operational (multiple narrowly-focussed operations, multiple partner/client types), and procedural and system/data related (migration/change).
11. The study found a contrast between the sectional and relatively non-strategic use of CRM systems in HE/FE on the one hand, and the business-to-business use of CRM as the primary system and the main communication channel with clients for multiple purposes in private sector and some other public sector organisations on the other. Functions such as oversight of projected revenues, identification of campaign responses and opportunities for cross-selling and e-marketing are being used in business-to-business CRM but not to any significant extent within the HE/FE sector.

12. The study concluded that if business, employer and community expectations are to be satisfied, institutions need to take up the significant challenge of integrating client-facing systems into a consistent operation. 
13. Integrated CRM processes and systems offer institutions significant opportunities including better information management and reporting, analysis and business development as well as improved ‘customer’ focus and relationship management.  
14. This call responds to the study’s recommendation that JISC helps to provide tools to enable institutions to map, assess and enhance their approach to CRM/PRM across the institution, driven by their BCE strategy.  
Intended Outcomes

15. The intended outcomes from the project are: 
i. Evidence of validation from a representative range (to be discussed with the BCE programme team) of institutions and users, and successful pilot use in at least two institutions (to be selected in conjunction with the BCE programme team) of the process-mapping and self-analysis tools; 

ii. Evidence of joined up CRM/PRM strategy within institutions which have used the mapping and self-analysis tool. Such a strategy should include connection to core process/systems (e.g Finance), connection to student information and cross-departmental connection, and should have central IT Services operational support; 
iii. Improved capability in the sector to make sound strategic and operational decisions around CRM process and systems; both pre- and post-system implementation;
iv. Reporting practices better aligned with requirements of funding agencies and statistical bodies, such as HESA.

Terms of Reference

16. This document invites proposals to develop, deliver and oversee validation and pilot use of process-mapping and self-analysis tools to enable institutions to assess and manage risks and benefits of an enterprise-wide approach to CRM in support of business and community engagement.
17. In particular, the project should, through the deliverables detailed in paragraph 18 below:

i. Provide guidance to the sector to help institutions gain a full understanding of key processes, decision points, benefits and pitfalls, of joined-up, enterprise-wide CRM/PRM processes and systems in support of BCE; 
ii. Equip key-decision makers, such as Strategic Partnership Pro-Vice-Chancellors (PVCs) and senior managers in ICT, Information Management and BCE, with self-analysis tools to assess and manage risk, institutional readiness and efficiency in relation to enhanced CRM practices and system implementation;
iii. Enable institutions to develop the use of CRM to better align their reporting and success criteria to those of the funding bodies as appropriate, to reflect the breadth of their value chain, i.e. the breadth of external partners and clients benefiting from institutional knowledge and expertise;
iv. Provide guidance to institutions on cross-institutional relationship management - which mitigates the risk of partner institutions within the same region making uncoordinated approaches to the same local BCE prospective partners; 
v. Gain cross-sector user validation of the tools proposed, and oversee successful pilot use of the tools in at least two institutions.
Deliverables 
18. There are three main outputs to this project, plus a report on the application of the tools:

i. Roadmaps and process maps designed for institutions at three different stages of maturity in CRM practice which highlight key decision points, parties involved, and process and system implications institution-wide for enhanced customer and partnership relationship management for BCE.  The three stages are:
· Peripheral – isolated incidences of CRM usage, mainly to manage contacts, with no integration with other institutional systems;
· Tactical – multiple incidences of CRM usage to inform service delivery and improvement, with some integration with other institutional systems; 

· Strategic – institution-wide use of CRM across all business units to inform strategic management of relationships, fully integrated with other institutional systems; cross-institutional BCE partner relationship management with other institutions at the same stage. 
ii. A self-analysis tool that enables key-decision makers to assess and manage risk, institutional readiness and efficiency in relation to enhanced CRM practices and system implementation, consistent with its BCE strategy. The tool should be amenable to both pre-CRM implementation readiness assessment and post-CRM implementation enhancement;
iii. Accompanying checklists covering the principal strategic, operational and technical considerations prior to a CRM system implementation with, where appropriate, linked and transferable good practices from comparable public and private sector contexts;
iv. A Report on the application of the tools including (a) the validation process and (b) case studies of the institutional usage piloted in the sector.    
 
19. The timescale for the project is up to eight months.  The deadline for the deliverables will be agreed as part of the work plan.  Deliverable (i) will be required by the end of October 2008, deliverables (ii), (iii) and (iv) will be required by the end of January 2009.
General Expectations
20. This project will be expected to allocate at least eight person days and related expenses to engage in activities that support JISC programme-level work. In particular, this project will be expected to: 

i. be aware of, and where appropriate, work closely with other related JISC-funded projects, in particular (but not limited to) the following:

· Admissions Domain Mapping project (ADoM)
, which seeks to describe functions and processes in admissions - both ‘as is’ and ‘to be’ - with a view to re-engineering process through enhanced technology support;
· Student Lifecycle Relationship Management Landscape Study
, which is investigating the management of relationships across the recruitment and admissions stage, the induction, student support and retention stage, and the alumni relations, and post-qualification course marketing and business contact stage of institution-student relationships.
ii. attend programme meetings and relevant special interest groups and other appropriate meetings.

21. In all areas above, guidance will be provided by the JISC BCE Programme Team.
22. Bidders under this call should ensure that their proposal addresses the objectives of the BCE programme’s Enhancing Knowledge Management stream, as outlined in the main document, Circular 03/08, and detailed in Appendix F.
Funding Available

23. Total funds of up to £50,000 are available over a period of eight months to fund one project, starting in June 2008.
Evaluation Criteria
24. Proposals will be evaluated according to the criteria outlined in Appendix E.
Further Information

25. The page limit for proposals in response to this call is eight pages.
26. Proposals should NOT exceed this eight page limit in single-sides of A4 pages and should be typeset in Arial or a similar font at 10-point size. All key information as outlined in the structure of proposals section in the full text of the circular MUST be included within the eight page limit unless otherwise indicated. Any bids exceeding the stated page limit for key information will be rejected by the Executive prior to the evaluation stage. 
27. Please refer to the full text of JISC Circular 03/08 for detailed guidance on the structure of proposals and inclusions/exclusions with the page-limit and information about the submission process.
28. General enquiries about this call for proposals should be addressed to Simon Whittemore (s.whittemore@jisc.ac.uk), however for specific queries please use the online surgery as detailed below.

29. Enquiries regarding the bidding process should be addressed to Georgia Slade (g.slade@jisc.ac.uk).  
30. JISC will provide an online Q&A surgery and maintain a list of Frequently Asked Questions to enable potential bidders to ask questions of JISC Executive staff, and to be given further information about the background to the call, its objectives and the bidding process. Potential bidders are invited to submit any questions at the online surgery, which will be available at http://www.jisc.ac.uk/home/whatwedo/themes/business_community_engagement.aspx from 31 March-4 April 2008.
31. The deadline for all bids as detailed in the full text of the circular is 1 May 2008.
JISC Executive
March 2008
� � HYPERLINK "http://www.jisc.ac.uk/media/documents/themes/bce/crmstudyfinalreport20070817.pdf" ��http://www.jisc.ac.uk/media/documents/themes/bce/crmstudyfinalreport20070817.pdf�
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� ADoM http://www.jisc.ac.uk/whatwedo/programmes/programme_elearning_capital/admissions/adom.aspx


� Student Lifecycle Relationship Management landscape study � HYPERLINK "http://www.jisc.ac.uk/fundingopportunities/funding_calls/2008/02/lifecyclerelationship.aspx" ��http://www.jisc.ac.uk/fundingopportunities/funding_calls/2008/02/lifecyclerelationship.aspx� 





