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1. Work based learning (WBL)

Employee training falls into two categories: new employee training and employee development. New employee training is mostly done in house. Our focus is on the latter category. Although some companies have their own training programmes which lead to professional qualifications, not every organisation has resources to do so.  Work based learning opens one path for organisations to achieve this. 

Higher education institutions in UK have been providing work-based learning for a number of years. However, in the past the perception was that the provision of WBL was limited to those institutions which were seen as vocational training institutions. This has gradually changed. Today HE institutions consider WBL as a means of providing employer and employee-led education where the learning outcomes are agreed between the student, the employer, and the HE institution. According to Penn et al. (2005) the needs and interests of the student are influenced by the student’s life plan, the HE institution by its corporate plan and the employer by their business plan, as shown in Figure 1.
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Figure 1 – Workplace learning interrelationships (Nixon et al., 2005)

Jeffrey Bodimer at About.com (Bodimer, About.com1), emphasises the importance of organisations combining staff needs with required skills when developing training programmes. In other words the performance development planning processes should include both personal and business goals. This should result in a training plan which helps the employee grow professionally in ways important to him/her and to the organisation creating business and employee success and value. Having opportunity to grow and develop, according to Susan Heathfield (Heathfield, About.com2), is one of the key factors of employee motivation and retention.
Brennon and Little (2006) identify several dimensions associated with WBL:

· Learner’s employment status

· The focus of the overall programme

· The control and content of the curriculum for workplace learning

· Learning objectives

· The nature and status of assessment

· Support for learning

Nixon et al. (2005) identified the key issues and challenges associated with WBL as:

· Overcoming the language barrier

· Raising demand or expanding provision

· Encouraging good pedagogic practice

· Engaging effectively with employers

· Transforming accreditation and quality assurance

· Meeting the costs of design and delivery

1.1
WBL and Higher Education – Wider Context

In the recent years the UK government has taken an initiative to promote employee development aiming at building a skilled work force within the country. On the 14th of April 2008, the government launched its high level skills strategy aiming at this.
Guardian stated that (Bartholomew, 2008) the strategy calls for a culture change in Higher education, not only in the way HE institutions provide courses but also in the way they measure quality. The article predicted that HE institutions will have to be more flexible in the way they offer courses giving greater relevance to the needs of employers and employees. There also need to be a change in the general perception of quality of higher education. The author argues that excellent business-facing institutions should get as much recognition as the best traditional universities.  
The government strategy also called for change in employer behaviour. This is not only in investing in higher-level training, but also in creating closer collaborations with HE institutions.  This was also stressed in the review of skills carried out by Lord Leitch (Leitch, 2006). He argued that by 2020 over 40% of adults of working age should be qualified to level 4 or above and stated: 
“Further improvements in the UK’s high skills base must come from workforce development and increased employer engagement. ...Stimulating high skills acquisition within the workforce will require closer collaboration between HE institutions and employers and employees”.

From a survey of 600 companies from all sizes and all sectors in England, CBI reports (CBI, 2008) that most of the surveyed companies had a strategic approach to employee training and 90% had some kind of training plan related to the business plan in place.  Following are some of the key issues which emerged from the survey:

· Employers make widespread use of external providers for training and development, with an average of 44% of training being delivered in this way

· Typically around a fifth of the training and development provided by or supported by employers leads to an accredited qualification, 

· Just over 60% of employers have developed links of some kind with one or more universities. Of these, 46% have used a university for workforce development to at least some extent

· The most frequently cited barriers to building links with universities, apart from not seeing any need for university services, involve lack of information both on what universities can offer and who to contact 

· Looking to the future, most employers are not confident there will be sufficient skilled people available to them to meet their needs.

These issues drive home the importance and the need for the MUSKET project.

The report (CBI, 2008) combines the survey with the in-depth study of 13 case studies which investigates the benefits and challenges of closer relationship between industries and higher education especially at HE level. Change always meets with resistance. Such strategic partnership between higher education institutions and companies will naturally create change in both these organisations, in how they perceive training, how they design programmes and even changes in the strategic aims of the organisation. This change was also demanded by the government’s high level skills strategy launched in April 2008. 

1.2
WBL in Middlesex

Middlesex University established The Institute for Work based Learning (IWBL) for the development of work based learning at higher education level about 16 years ago. Today, the IWBL is a nationally recognised Centre of Excellence. Recently the IWBL created the Middlesex Organizational Development Network (MODNet), to support collaboration between education providers, employers and individuals. The aim is to get employers involved in every phase of the employee training. The delivery location, the time, and the mode of delivery of the designed courses will be decided to suit the learner needs and requirements. This allows IWBL to generate employer-employee specific programmes at all significant levels of higher education.
The strategic partners of MODnet are the institutions which already have relationship with Middlesex and who have strength in providing vocational training. 
Implications

Gallacher and Reeve (2002) identifies four concepts which will aid in our understanding of work based learning: partnership, flexibility, relevance and accreditation.  These four concepts very simply outline the MUSKET project objectives. Aim of the project can in one way be described as: to bring a state of co-opetition among employers and HE institutions, in developing a high-skilled workforce.

2. The Accreditation Process in WBL

2.1
The Bologna process

The Sorbonne’s declaration of 25th of May 1998, “emphasised the creation of the European area of higher education as a key way to promote citizens' mobility and employability and the Continent's overall development”. The Bologna Magna Charta Universitatum of 1988 has identified the purpose of achieving “greater compatibility and comparability of the systems of higher education” (http://www.europaeum.org/content/view/58/65/). Following the Bologna declaration in 1999, the Bologna Process “unites 46 countries - all party to the European Cultural Convention and committed to the goals of the European Higher Education Area” (http://www.ond.vlaanderen.be/hogeronderwijs/bologna/). It is obvious that the role of WBL in accrediting through APEL or APCL various types of vocational learning towards the harmonisation of academic provision in the UK will become critical. The following section provides a detailed overview of how Middlesex University deals with accreditation issues both at an individual and organisational level. Furthermore references to relevant JISC projects are provided in an attempt to identify possible synergies and assembly opportunities in the near future. A brief presentation of how other UK HEIs deal with accreditation issues is also provided to place current Middlesex University practices in context. 

2.2
Accreditation at Middlesex University

Middlesex University deals with accreditation issues through its Institute for Work Based Learning (http://www.mdx.ac.uk/wbl/index.asp).  IWBL offers customised learning programmes tailored to the specific needs of the organisation and the individual.
There are two pathways for accreditation, focusing either (i) on individuals seeking accreditation of previous learning based on their experience or certificated studies or (ii) on organisations aiming at the accreditation of specific learning activities. 

Individual Accreditation

Individuals enter the accreditation process by registering a RAL module for the Recognition and Accreditation of Learning. Each student prepares a portfolio presenting his/her learning claim for the area of work he/she has experience in the workplace. Internal assessors estimate the level and number of credits that can be awarded based on submitted evidence supporting the portfolio. A Y grade is entered on the University’s information system responsible for monitoring student records (MISIS) indicating the award of certain credits. Another module is based on the assessment of a reflective essay presenting the individual’s perception of the accreditation experience. The process is illustrated in the following figure. The following four tables provide the undergraduate and postgraduate pathways showing compulsory modules and indicative semesters as well as detailed listings of core modules for undergraduate and postgraduate awards.
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Figure 2: Steps of the individual accreditation process
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	20 credits

	Foundation degree
	
	
	
	X
	X
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	 40 credits

	BA(Hons)/BSc (Hons)
	
	X
	X
	X
	
	X
	40 or 60 credits


Table 1: Core undergraduate pathways showing compulsory modules and indicative semesters

	WBS1002
	Recognition and Accreditation of Learning for Specific Credit

	WBS2803
	Recognition and Accreditation of Learning

	WBS2812
	Programme Planning

	WBS3002
	Learning Review and Development 

	WBS1825
	Work Based Learning Project Development and Management

	WBS3835
	Work Based Learning Project Planning and Development (also called Research Methods)

	WBS1522, 2823, 3821

WBS1531, 2830 , 3831

WBS2842, 3841

WBS3861
	20 credit Work Based Projects

30 credit Work Based Projects

40 credit Work Based Projects

60 credit Work Based Projects


Table 2: Listing of core modules for undergraduate awards

	Module:
	WBS

4802
	WBS

4812
	WBS

4825/4835
	Project

	Semester:
	1
	2
	2
	2 / 3

	PGCert
	
	
	
	20 or 40 credits

	PGDiploma
	X
	X
	X
	20 or 40 credits

	MA/MSc
	X
	X
	X
	60 credits


Table 3: Core postgraduate pathways showing compulsory modules and indicative semesters

	WBS4802
	Recognition and Accreditation of Learning

	WBS4811
	Programme Planning

	WBS4835
	Work Based Learning Programme Planning and Development (Research Methods)

	WBS 4822, 4823, 4824

WBS4830

WBS 4841, 4842, 4843

WBS 4861, 4862
	20 credit Work Based Projects

30 credit Work Based Project

40 credit Work Based Projects

60 credit Work Based Projects


Table 4: Listing of core modules for postgraduate awards

Organisation Accreditation

As far as organisations are concerned, the Institute of Work Based Learning has identified five stages for the accreditation of learning activities. Such activities may range from simple learning modules and may extend to more detailed training programmes and professional development initiatives. The initial stage is concerned with the development of an accreditation proposal. The proposal is then submitted to Middlesex University Accreditation Services, leading to the accreditation contract between the organisation and the University. The third stage focuses on the assessment of the proposal and the outcome is summarised in a number of conditions and recommendations. The outcome of the accreditation board results in a Memorandum of Cooperation. The final stage deals with the operation of the accredited activities and their quality assurance and monitoring by the University. The accreditation process is illustrated in Figure 3.  
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Figure 3: Accreditation process at Middlesex University

Following the discussion on the accreditation process in place at Middlesex University, the following figure provides an illustration of how the accreditation process is integrated with the CRM system deployed at Middlesex as part of the MODNet initiative that was discussed earlier. CRM concepts and technologies are further discussed later in this report. 

It is clear that the CRM system is informed at certain phases of the process, mainly to update the status of client organisations that are in discussions with the University in preparation for accreditation. The CRM system records organisation details as confirmed client, registered link tutor and monitoring results.  
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Figure 4: Linking the accreditation process with the CRM system

Currently the School of Engineering and Information Sciences investigates the possibility of introducing two programmes with integrated APEL, allowing entries to the programmes from both pathways discussed above. The accreditation of previous learning will be complemented by a selection of modules from the Association of Business Executives (http://www.abeuk.com/) leading to direct entry to the final year of the BSc Business Information Systems, or BSc Business Information Systems and Management.  These two programmes expected to start in January 2010, should offer an excellent opportunity for a pilot study of the project’s deliverables. 
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Figure 5: BSc Business Information Systems and Management (WBL mode)

Other centres among the 74 funded by HEFCE for excellence in teaching and learning but focusing on WBL are: 

· Centre of Excellence for Work-Based Learning for Education Professionals, Institute of Education, University of London (http://www.wlecentre.ac.uk/cms/index.php)

· Centre for Sustainable Communities Achieved through Integrated Professional Education, Kingston University (http://www.kingston.ac.uk/design/surveying.html)

· Centre for Excellence in Leadership and Professional Learning, Liverpool John Moores University (http://www.ljmu.ac.uk/cetl/index.htm)

· Centre for Excellence in Professional Learning from the Workplace, University of Westminster (http://www.wmin.ac.uk/page-5818) 

2.3
University accreditation services

The project team has also identified several accreditation services provided in a number of UK HEIs. A limited selection of these is presented here to demonstrate the difference in how accreditation is perceived and tackled in higher education. 

University of Central Lancashire (http://www.uclan.ac.uk/information/services/sas/accreditation/index.php) 

The University deals with accreditation through its Student Affairs Service as part of its Accreditation of Prior Learning (APL) provision. “The Accreditation of Prior Learning is based on the premise that an individual’s learning can be identified and given credit within academic programmes, regardless of the context in which it is acquired.” Accreditation services are concerned with both certificate learning (APCL) and experiential learning (APEL).

University of Chester (http://www.chester.ac.uk/postgraduate/work.html)

Since 1998 the University has introduced its Work Based and Integrative Studies (WBIS) framework “to help mature learners in the workplace complete accredited programmes of learning relevant to their needs”. The framework is implemented through dedicated programmes, such as Regeneration for Practitioners.

University of Derby (http://www.derby.ac.uk/faculties/business-computing-and-law/schools/services-for-business/centre-for-integrated-public-sector-management/courses-and-services/accreditation)

Accreditation is regarded as a service for business and the University has a Learning Through Work approach. “Programmes can be accredited against University transferable credits and individuals awarded with nationally recognised certification of achievement.” The Centre for Integrated Public Sector Management deals with work based development programmes that require accreditation.

University of East Anglia (http://www.uea.ac.uk)

Certain programmes such as the MA in Advanced Educational Practice consider giving APEL or APCL for certain qualifications. The European Common Principles for the Accreditation of Non-formal and Informal Learning in Lifelong Learning (EPANIL) project was funded by the EU Leonardo Da Vinci Community Vocational Training Programme Phase 2 and lasted from October 2004 to September 2006. 

University of Greenwich (http://www.gre.ac.uk/study/aps) 

The University’s Applied Professional Studies Degree framework allows applicants to enrol to the Applied Professional Studies programme and design their own university qualification. The programme “is aimed at busy individuals who want to achieve a university-level qualification but are not able to access formally taught programmes”. The framework caters for both APEL and APCL.

University of East London (http://www.uel.ac.uk/uelconnect/index.htm)

The University has integrated the School of Distance & E-learning (SDEL) and UEL Extra that focused on short courses into UEL Connect. The unit is also concerned with the “accreditation of in house training courses and tailored professional development”. 

University of Teesside (http://www.tees.ac.uk/sections/fulltime/ug_entryreq.cfm) 

The University in its entry requirements states that students can “gain considerable knowledge from work, volunteering and life” and “be awarded credit for this which can be credited towards the course” they want to study. An APEL coordinator role is present in several of the University’s Schools.

University of Sunderland (http://www.sunderland.ac.uk/study/wbl/) 

The University has a Work Based Learning unit considering APEL and its Quality Handbook has a section dedicated to its WBL framework (https://docushare.sunderland.ac.uk/docushare/dsweb/Get/Document-3272/AQH-M1+WBL+Framework.pdf) 

JISC projects 

The project team will investigate recent developments from the CETLs and WBL centres of other institutions in order to obtain a firm grasp of the area and the requirements towards the harmonisation of the curriculum design and development. The challenge of supporting the curriculum structure with CRM technologies requires synergy with a number of JISC projects. 

Such projects include:

	Project
	Partnership Investigations into Accredited Prior/Previous (Pineapple)

	Lead
	University of Plymouth

	Programme
	Lifelong Learning & Workforce Development

	Aims
	· Review existing APEL resources and identification of any information gaps

· Identify possible barriers and mechanisms to implement the APEL procedures

· Investigate SOA to support diversity both inter-institutional and intra-institutional, to allow stakeholders to access and share open content

· Investigate the role of the institution as a service provider, allowing stakeholders to interact with, relevant resources that are easily discovered and reusable

· Use the findings to inform institutional decision makers of the pertinent issues and to suggest adaptation of current and future institutional strategies

· Develop processes to allow the collation and sharing of APEL data

· Develop, implement and evaluate an APEL toolkit/diagnostic for stakeholders to explain APEL process and for the user to record/register APEL

· Develop an APEL tracker to record and monitor use of the PINEAPPLE tool.


	Project
	e-Accreditation of Prior Experiential Learning

	Lead
	University of Derby

	Programme
	e-Learning Support for Lifelong Learners 1

	Aims
	· Use e-assessment technology to allow potential students to self assess their prior experiential learning and receive an indication of the credit they might be able to claim

· Gather additional information from potential students to enable a well informed discussion to take place with an APEL academic advisor

· Guide and support LTW applicants in the compiling of their APEL claim using e-portfolio services


	Project
	Simplifying Learner Administration Processes (SLAP)

	Lead
	University of Gloucestershire

	Programme
	Institutional Innovation

	Aims
	· Processes that deliver high standard of customer service 

· Reduced duplication of effort - mapping processes “as-is” will identify any process that is repeated or duplicated. 

· Encourage development of harmonised and more streamlined procedures by allocating processes where skills and resource are best placed to support them

· Clarify roles and responsibilities - mapping the “as-is” processes will identify any processes that have multiple owners, or where ownership is unclear.


	Project
	Joining up Organisations to Support New Engineering Pathways into Higher Education

	Lead
	University of Nottingham

	Programme
	e-Learning Support for Lifelong Learners 1

	Aims
	· Examine how far web services for IAG for progression from a level 1 or level 2 Specialised Diploma prove to be reusable at other progression points, establishing a pattern of reusability where possible

· Through dialogue with stakeholders, identify changes to processes required for learners on vocational pathways to integrate cross-institutional learning (including work-based learning), develop ILPs and create Personal Statements for application to FE, HE and employment

· Explore the Specialised Diploma as a progression route into HE and enable central admissions staff and admissions tutors in Engineering in HE to establish how they would use the wider range of learner information provided from the Specialised Diploma to assess the achievements, aptitude and potential of WP applicants both within the admissions process and, for successful applicants, at induction


	Project
	SURF WBL-Way

	Lead
	Staffordshire University

	Programme
	e-Learning Support for Lifelong Learners 1

	Aims
	· Refined and extended web services

· A gateway for supporting Work Based Learning and developing a community in Work Based Learning within SURF

· An evaluation report based on a pilot of the gateway

· Additional resources for supporting Work Based Learning


	Project
	Comparative Study of e-Portfolio Implementation in WBL

	Lead
	Gateshead College

	Programme
	e-Learning Capital

	Aims
	· Develop a framework of metrics covering the operation and the collection of results data from the project operation.

· Use this framework to provide unique, comparative and consistent information about the effectiveness of the four different approaches to the support of work-based learning.

· Research and follow good practice demonstrated elsewhere in the sector

· Significantly enhance the capability of WBL learners in the four different environments to document learning activities and experiences and record their personal development as a lifelong learner

· Support course managers in administering their programmes

· Achieve efficient and reliable recording of Work Based Learning and Skills within HE programmes.


3. CRM Concepts and Technologies

Customer Relationship Management (CRM) are the set of processes and technology that an organization uses to track, organize and manage information about its contacts with prospective and current customers. Typically software is used to support these processes such that information about customers, interactions with customers can be entered, stored and made available throughout the organization. Such information can be used to improve service offerings to customers and for targeted campaigns for product and services marketing.

A key requirement of a CRM system is the notion of a single unified view of a customer (Pan and Lee, 2003). Typically, an organization may contact an individual (potential) customer from a number of perspectives and through a variety of channels. Further, the information about a specific customer may be different and collected in multiple locations. A CRM system allows an organized and structured way of providing a single, unified existence of customer information from which all required information needs are derived. 

The JISC study on CRM (see footnote 1) constructed a CRM maturity model: Peripheral, Tactical and Strategic: which was expressed in two dimensions – the breadth of functions managed by the CRM and integration with other systems and a second dimension of extent of uptake across an institution’s business areas. This we argue is relatively simplistic and instead we suggest that a CRM maturity framework should include understanding and planning requirements around three additional dimensions:

· A Classification of CRM implementation (Schwede, 2000)
· A Process framework (Gebert et al., 2003)
· Knowledge requirements.

The function dimension described in the landscape CRM study needs to elaborate further the details contained within the functions. We suggest that the widely accepted classification of CRM system (Schwede, 2000) is a useful contribution. In this classification, there are three types of CRM system: Operational (automation of CRM business processes); Analytical (manage and evaluate knowledge of customers); and Collaborative (manage and synchronize customer touch points and channels).

Gebert et al (2003) proposed a process framework for planning CRM implementations. In their study they recognize the importance of the need to integrate both knowledge management and process mapping to support CRM and suggest six key CRM processes that an organization should understand and model in their own context. These six processes are:

· Campaign management – the planning, realization, control and monitoring of all marketing activities aimed at known recipients.

· Lead management – consolidation, qualification and prioritization of contacts with potential customers.

· Offer Management – the core sales process – delivery of a binding offer that fulfils requirements for a direct conclusion.

· Contract management – maintenance of contracts for the supply of services

· Complaint management – articulation of dissatisfaction of customers processed in order to improve service.

· Service Management – planning, realization and control of measures for the provision of services.
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Figure 6: Maturity model
3.1
CRM in Higher Education – Wider Context
The CRM Study commissioned by JISC in 2006-7 articulated key concerns about “islands” of CRM, lack of integration between systems and virtually non-existent strategic use of CRM 
. The study defined a CRM maturity model: Peripheral, Tactical and Strategic: which was expressed in two dimensions – the breadth of functions managed by the CRM and integration with other systems and a second dimension of extent of uptake across an institution’s business areas. 

Arising from the study are some implications for institutions to consider in adopting a CRM strategy. These  include the alignment of institutional strategy with BCE ambitions; methods of client interaction and possible changes to organizational structure.

In 2008, JISC commissioned the development of a toolkit to help Institutions assess their ability to determine the implementation of a CRM strategy. The toolkit comprises documentation and a checklist.  The toolkit support the maturity model described in the 2006 study. A further call for projects issued in 2009 aims to test the use of the toolkit. 

3.2
CRM in Middlesex – the current situation
At the beginning of the MUSKET project, In terms of the CRM maturity model (CRM-mm) – Middlesex University in particular, is very much located at the lower end of the Peripheral level, that is: BCE relationships are managed at the School level (equivalent to Faculty); and there was no deployed CRM system. Since then (to the time of this report), there has been significant progress in CRM activity. 

The current status is as follows: The MODNET project was launched and a critical component of that project is the use of CRM to maintain relationships with employers in the provision and sales of accreditation products. Middlesex selected an ASP approach to CRM and the Netsuite CRM service from Netsuite Inc was chosen. Since then, the system is almost ready for deployment and is currently in Unit Test mode in readiness for deployment in mid-July. While the CRM system is expected to be used across the organizaton, the initial target user base is the business development community in the Institute for Work Based Learning. To support this community two key processes have been developed:

I. An Enquiry Management Process: This process models the sequence of activities of handling enquiries for accreditation services to the IWBL. The process supports end-end activities that handle initial enquiries through to contract signing and hand-off to the Unversity financial systems.

II. An Event Management Process: This process describes the sequence of activities to organize an event and the tracking of resources required by the event.

To support both processes the lifecycle of a prospect (or Lead) is also defined. Models for the Enquiry management and the lifecycle are shown in appendix 1 as UML activity and State diagrams. It is intended that the BPMN models will be developed as the primary model interchange format and submission to the Innovation Base.

In parallel to the process model development, the MODNET team have also initiated the collection of current employer contacts throughout the institution. 

With reference to the JISC maturity model, the indications are that the Middlesex is moving to an advanced Peripheral– early Tactical stage. Until, the deployment begins to address more of the functional areas expected from CRM then this is the likely outcome for the foreseeable future. As the advice from the Nottingham project indicates – CRM deployment is a journey and immediate payback should not be expected.

With respect to the more elaborate CRM-mm the extent of support of the key 6 CRM processes can be very easily visualized.
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Figure 7: CRM processes
The two processes defined so far in MODNET provide lead management and offer management in one process – the enquiry management process. It may be worthwhile for Middlesex to consider separating out activities into better defined CRM processes. The E.M process also provides some contract management in the review activity. The Event management process supports some element of campaign management activities.

Implications
As the use of the CRM system matures we expect the footprint against the core CRM processes to become larger.

The recently funded CRM projects could be reviewed against this framework to demonstrate the impact of the projects on CRM in the organization.
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Enquiry Management Process
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