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Summary: 
 
This report seeks approval to commence the procurement of a replacement of the 
Customer Relationship Management system (CRM). 
 
Recommendations: 
 
It is recommended that the Cabinet Member for Regulatory, Compliance and 
Corporate Services approves: 
 

1. That the Head of Strategic Support commence OJEU Restricted tender 
exercise to procure a Customer Relationship Management system (CRM) to 
run for a period of five years with the option of two further one-year extensions. 

 
2. Delegates the decision to identify and appoint the most appropriate provider 

that will meet its business requirements to the Head of Strategic Support in 
consultation with the Cabinet Member for Regulatory, Compliance and 
Corporate Services, subject to cost of change consideration by the Chief 
Executive and the Leader of the Council 

 
 
Reasons for the Recommendations: 
 
In March 2017 Council approved a programme of Public Sector Reform projects.  The 
Council approved work includes “The maximisation of opportunities from all customer 
contact channels in order to improve the customer experience and provide the best value 
for money service possible by taking a bolder approach to channel shift and developing a 
longer-term customer strategy. Included within this work stream is recognition that there 
are multiple “front doors” by which customers can contact the Council and each respond 
to meeting needs differently. This is an opportunity to consolidate them and create a new 
customer experience.” 
 
This work includes the replacement of the CRM.   
 



 

 

The basis of evaluation of the tenders as set out in this report be approved; and the 
Head of Strategic Support, in consultation with the Cabinet Member for Regulatory, 
Compliance and Corporate Services and is given delegated powers to award the new 
contract to the highest scoring bidder in accordance with the approved basis of 
evaluation and to report on the outcome to the Cabinet Member, subject to cost of 
change consideration by the Chief Executive and the Leader of the Council. 
 
The recommendations contained within the report will allow the Council to commence 
the procurement in a timely manner and identify the most appropriate solution that will 
meet its business requirements. 
 
 
Alternative Options Considered and Rejected: (including any Risk Implications) 
 
Not to replace existing CRM.  This is not feasible as the product is no longer maintained 
or supported, and therefore presents a significant operational risk in terms of business 
continuity.   
 
 
What will it cost and how will it be financed? 
 
(A) Revenue Costs 
 
 
 
 
(B) Capital Costs 
 

Budget Council on 2 March 2017 approved the development of a Cost of Change 
budget to deliver the overall three-year budget package.  The report stated that to 
access this funding the Chief Executive and s151 officer would evaluate any 
proposed expenditure.  The Chief Executive is then required to consult the Leader 
prior to any spend being authorised.  This procurement will be subject to this 
process.   
 
Definitive costs will be identified as part of the procurement exercise.  It is 
anticipated that the ongoing costs associated with procuring the system will be 
met via the ICT Contract Budget. 
  
 

Implications of the Proposals: 
 

Resource Implications (Financial, IT, Staffing and Assets): 
 
Procurement Services will support the procurement process to develop the scoring 
criteria to ensure this is done effectively and appropriately, and will be based on 
MEAT (Most Economically Advantageous Tender) taking into consideration a 
balance between quality and cost. 
 
Senior Manager ICT and Digital will support the Head of Strategic Support in both the 
procurement exercise and the subsequent implementation of the chosen solution.  
 



 

 

Legal Implications: 
Public Contracts Regulations 2015 / Council’s Contract Procedure Rules 
 

Equality Implications: 

There are no equality implications 

 

 
Contribution to the Council’s Core Purpose: 
 
 

Protect the most vulnerable: 
 

Facilitate confident and resilient communities:   
 

Commission, broker and provide core services:  the implementation of a new CRM will 
allow the Council to operate more efficiently and provide an improved customer 
experience in the future. 
 

Place – leadership and influencer: 
 

Drivers of change and reform: 
 

Facilitate sustainable economic prosperity: 
 

Greater income for social investment:  
 

Cleaner Greener 
 

 
What consultations have taken place on the proposals and when? 
 
(A) Internal Consultations 
 
The Head of Corporate Resources (FD5501) and Head of Regulation and Compliance 
(LD.4626/18.) have been consulted and any comments have been incorporated into the 
report. 
 
Internal departments have been consulted and have had input to the development of 
business requirements.  The Senior Manager ICT and Digital has supported the 
development of the business requirements and procurement process.  The Agilisys ICT 
team are aware of the project. 
 
(B) External Consultations  
 
The Accessible Information Group are aware of the planned change and customers will 
have input to the various implementation stages as appropriate. 
  
 
 



 

 

Implementation Date for the Decision 
 
Following the expiry of the “call-in” period for the Cabinet Member decision.  
 

Contact Officer: Jan McMahon 

Telephone Number: 0151 934 4431 

Email Address: Jan.mcmahon@sefton.gov.uk  

 
Appendices: 
 
There are no appendices to this report 
 
 
Background Papers: 
 
There are no background papers available for inspection. 
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1. Introduction 

 
1.1 As part of the programme of Public Sector Reform the Council has identified the 

need to maximise opportunities from all customer contact channels in order to 

improve the customer experience and provide the best value for money service 

possible by taking a bolder approach to channel shift and developing a longer-

term customer strategy.  This work includes replacing the current Customer 

Relationship Management (CRM) system.    

 

1.2 As a forerunner to the Council’s intended procurement exercise it is intended to 

hold a provider event in January 2019.   At the event officers will outline the 

Council’s ambitions and plans regarding improving the customer experience and 

replacing the CRM to providers. 

 

2. The Tender Process 
 

2.1 The tender exercise will follow an OJEU Restricted Procedure.  Approval is 
requested for Chief Officer delegated authority to award the contract at the end of 
the tender process subject to cost of change approval. 

 
2.2  The evaluation will be based on MEAT (Most Economically Advantageous 

Tender) taking into consideration a balance between Quality and Cost. 
 
2.3 The new contract will run for a period of five years from June 2019 with the option 

of two further one-year extensions. The contract will however include clauses that 
can be activated in the event the council needs to vary the contract or 
terminate the contract early. 

 
2.4 It is the Council’s intention for the contract to commence in June 2019, however 

we wish to reserve the right to move the start date back by up to 4 months 
depending on the complexity of the contract implementation. 

 

 

 


