JOINT REPORT OF HEAD OF SALFORD @DVANCE AND CUSTOMER SERVICES TO LEAD MEMBERS OF CORPORATE SERVICES DURING RECESS – 4th August 2003 

National Customer Relationship Management Programme – 

Development of Agreed Products and Use of Manchester Business School

1. The City Council have been invited by ODPM to lead a key aspect of a National Programme for the development of CRM products, namely the establishment of a CRM Academy, as part of the National e-Government strategy. 

2. The purpose of the Academy is to help embed Customer Relationship Management philosophy, strategies and practices, within the Local Government family, involving the development of Customer Care and Change Management tools and services during 2003/4

3. The academy is part of a range of initiatives forming the overall National CRM Programme to be developed with Government and local authority partners including ODPM, Office of the e-Envoy, Tower Hamlets, Knowsley, Newham, Brent and Hull

4. A full explanation of the Academy project is attached at Appendix 1 together with the value of grant monies to be allocated to the Council

5. This is excellent news for the Council, where the benefits of the project will be felt in terms of:

· National status and profile for the Council

· Free access to the products developed as part of the overall Programme for use by Salford

· Grant monies (although this will be largely utilised on the necessary additional resources)

6. The terms and conditions attaching to the planned work is to be contained in an agreement between the City Council, and the London Borough of Tower Hamlets who are providing the Programme Direction role on behalf of the ODPM.

7. The draft agreement has now been received (as of Monday 28th July 2003) from Tower Hamlets and this is currently being evaluated by the Council’s legal and finance experts 

8. As indicated in a previous report, the work is to be carried out by Salford City Council staff (both existing and new temporary posts), and Manchester Business School and agreement has been reached in terms of the relative distribution of work and the subsequent allocation of the grant monies between Salford and MBS

9. What is necessary however is for an agreement to be put in place between Salford and MBS for proper accountability and clarity in what is to be developed, to what standard and by when, and the level of funding to be provided to them from the overall allocation 

10. An agreement has therefore been drawn up in conjunction with the Council’s legal and financial experts and is attached at Appendix 2
RECOMMENDATION

That the draft agreement contained in this report between Salford City Council and Manchester Business School for the purposes of the development of products forming part of the National CRM Programme sponsored by ODPM be approved 

Appendix 1

NATIONAL CRM ACADEMY - OVERVIEW.

Mission / Scope
Help embed Citizen Relationship Management philosophy, strategies and practices supported by ICT solutions within the Local Government Family. This is aimed at engendering a truly citizen centric approach to service delivery, leading to greater service quality, performance and value for money.

This will be achieved through the development and deployment of tools and services described below

Triggering Issues
· The full CRM concept still remains a mystery for most local authorities and the full scope in terms of strategic service issues, cultural and organisational transformation issues, and associated skills, ICT and other enablers are not fully understood or sufficient capacities evident leading to fragmented or low take-up

· As yet, no one has codified the baseline models and options, and hence identified where and how a CRM strategic approach can add value to a Local Authority’s situation and integrate into existing Local Authority organisational improvement programmes and future aspirations.

· Since the CRM concept and its applicability are not fully understood, there are major concern among councils over how to select a CRM system. Additionally, the concept of integration of CRM systems with Legacy systems is not well understood. 

· There is no single integrated body of knowledge available to local authorities and few places where knowledgeable and unbiased advice is readily available.



Goals and 

Objectives
·  Awareness Raising…Provide primary focal point for awareness raising and access to independent advice, guidance and support in the successful conceptualisation, planning, development and delivery of CRM strategies, organisational transformation, and systems deployment through a national Dissemination programme and the development of a comprehensive up to date knowledge base of current activity, deployments and results within the Local Government community, key research, case studies and other reference material as a single integrated resource of useful CRM implementation information

· Toolkit…Develop and deploy a comprehensive toolkit, by which to conceptualise, plan, develop, implement and support effective CRM strategies and solutions, focusing on Decision- Support and organisational transformation    (see appendix 1)  

·  Skills Development…develop and implement a wide ranging nationally scaled skills development programme by which to raise CRM take-up, through training, workshops, forums, e-learning offerings and other virtual facilities 

· CRM Applications Demonstrators…Providing demonstrators and documentation on leading CRM applications to assist local authorities make informed decisions on product solutions and implementation approaches



Context
The project forms part of the National CRM Programme, sponsored by ODPM, whose overall aim is..

To enable Councils to exploit CRM in order to transform Customer Service, by providing a comprehensive toolkit by mid 2004



Components of the Full Programme
· CRM Academy

· National Baseline SCAN

· Business Case Development

· Standards and Specifications



Current Status
· Approved by Parliament

· Programme Board established

· Programme Components scoped and agreed

· Development timetable agreed

· Development work underway



Provisional Academy Budget
· £545,000 2003/4 

Governance and Partners
· ODPM, O of e-E, Salford, Tower Hamlets, Newham, Brent, Knowsley, Hull



Academy Deliverables









Project Organisation


· Creation of a PRODUCT RESEARCH and DEVELOPMENT TEAM, to research, design and develop products, employed and based at the Manchester Business School

· Creation of a PRODUCT DEPLOYMENT and SUPPORT TEAM embodying training, mentoring and dissemination activities employed and based at Salford City Council. 

· Establishment of PROJECT MANAGEMENT structure to PRINCE 2 standards, utilising Salford’s well established PSO. Team structure would be thus:

Academy Project Executive Team

MANCHESTER BUSINESS SCHOOL 

PROJECT MANAGER

PROJECT SPONSOR







Proof of Concept Testing


Integration and Adaptors


Suppliers Forum


National Dissemination Programme





WORK PACKAGE 1: Organizational Development & Transformation


Tools





Maturity Assessments


Multi-Channel /Organisational designs


Cultural and organisational change


BPR toolkit








Key Roles and Skills


Implementation Routes


Impact Evaluation & Take-Up








WORK PACKAGE 2:Capacity Building and Community Development


Services





Knowledge Base / Case Studies


Web Site











Training Courses / e Learning


Workshops, Forums and dissemination





WORK PACKAGE 3:CRM Application Solutions


Demonstrators





Product profiles


Demonstrators





Features and functions


Decision support templates


Implementation templates





ACADEMY PRODUCT


 COORDINATING GROUP (including SCC and MBS 








Project Support Office





PRODUCT RESEARCH & DEVELOPMENT 


TEAM 








PRODUCT DEPLOYMENT & SUPPORT TEAM








