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Simon Jackson
Strategic Director of Corporate Services
22 July 2016

Decision and Date

'[D]elegated authority be given to the Strategic Director of Corporate Services
to negotiate the contract with the software vendor and procure the software
and associated consultancy support required to enhance the CRM system.'

Cabinet minute 22 of the meeting of 7 July 2016 refers. Inter alia, this minute
notes that:

Authority for Decision

To facilitate the implementation of the next phase of the Online Customer
Experience Project on a timely and efficient manner.

Reason

That the Strategic Director of Corporate Services exercises his delegated
authority derived from the Cabinet report of 7 July 2016, 'Online Customer
Experience Project' and procures enhancements to the Council's CRM
system in accordance with the price and specification set out in Kana
purchase order 400120 - 1 of July 2016.

Recommendation

Decision of the Strategic Director of Corporate Services

Officer Making the Decision

Decision under Delegated Powers
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Risk Identified Likelihood Impact Risk Management Actions Planned
Services do not Possible Significant Services will be engaged. Specific
engage with the steps are included in the project plan
online customer
process leading to
delays in
implementation and
completion of the
project resulting in
loss of realisation of
benefits.
Costs over-run Possible Moderate Careful project management
leading to additional
resources being
required
Customer uptake is Possible Moderate Ongoing review and assessment of
not as high as online services and take up will be
expected undertaken on an ongoing basis

The risks associated with the decision are as reflected in the Cabinet report
of 7 July and restated below:

Risk Management

Once the new software is embedded (from 2019) a net annual saving of
approximately £12,000 can be realised within the CRM support function due
to efficiencies available within the software. This investment will also create
efficiencies across the organisation in the way that the council provides
services. However, at this stage it is not possible to identify with certainty
where within the organisation these efficiencies will arise and the extent to
which any financial benefits can be realised.

Funding is requested over three financial years to cover initial the purchase
and installation of the software, and the ongoing resources required to support
changes to the Council's business processes and enablement of online
transactions.

The objective of this phase of the Online Customer Experience Project is to
enhance the CRM system, thereby enabling more of the Council's services to
be offered through the website (ie. 'online'). This is regarded as an
appreciable service improvement and therefore justifies investment from the
Reinvestment Reserve.

The financial implications are as set out in the Cabinet report. For
convenience these are repeated below.

Financial Implications

The background to this decision is set out in the Cabinet paper referred to
above and associated background paper.

Background
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Cabinet report and background
paper of 7 July 2016 - Online
Customer Experience (available as
published papers on the cabinet
intranet site)

Background Papers:

(Whilst the original Cabinet report
was a key decision this decision is
simply a record of an action agreed
in that report and - following
discussion with the Deputy MO - it is
reasonable to conclude that this is
not therefore a key decision)

NoKey Decision:






