Freedom of Information Act 2000/Environmental Information Regulations 2004  
re: CRM technology
Your request for information has now been considered and the Council’s response to your questions is shown below.

You asked:

Q1 Does your authority use CRM technology to help to deliver services?

Answer:
Yes
IF YES, please answer the following additional questions:
Q2 Can you confirm what channels of service delivery are supported (e.g. telephone contact, on-line self-serve delivery, face to face service delivery)

on-line self-serve delivery
Q3 What CRM technology do you use? If you do not have a single CRM solution, please list the technologies that you use to provide customer/case management for telephone contact and on-line self service delivery)

Firmstep Achieve
Q4 What is the annual cost of your CRM solution/solution components (listed separately)?

The annual cost is £67,000 and covers:
Service Designer/Customer Portal/Staff Portal 

Customer Service Hub 

Payment Connector 
Cost of items separately is withheld.  This information is commercial pricing from providers and it is exempt under the provisions of Section 43(2) - Commercial Interests. This letter therefore is a statutory refusal notice required by Section 17(1) of the FOIA Act.  

Disclosure of this information would, or would be likely to, prejudice the commercial interests of any person (including the Public Authority holding it).

Q5 How many users are included in your CRM costs?

79 FTE (Full Time Equivalent)
Q6 What other technology solutions are used to deliver services? (e.g. booking, paying, outbound communication etc.)

Netcall Limited – multi-media 

Qmatic- room booking 

Granicus FirmStep platform – Case management workflow to manage case function (Backoffice e.g. Highways / City Warden) 

Love Clean Street (SaaS) 

Capita payments

Q7 What systems integrations do you currently have in place with your CRM and what services are supported using these integrations?

API integration with Biffa for submission for requesting orange recycling bags and replacement bin. 

Open Revenue Council tax and NNDR requests (discounts/change of address) 

Q8 What roles (and how many of each) do you have within your IT team to build services within the CRM (and beyond where you use integration)?

IT Solutions Manager x 1 FTE

Systems Development Manager x 1 FTE

Senior Solution Developer x 1.8 FTE

Senior Analyst Programmer x 4.5 FTE

Programmer x 2 FTE
Q9 What roles (and how many of each) do you have within your Customer Services team to support building and improving CRM processes?

None within the Customer Support Team Establishment however, Service Improvement Manager, Service Development & Improvement Officers x 2.5 within the Revenues & Customer Support Establishment. 

There is corporate Digital Transformation team and ICT development Team that engage with Customer Support to improve and develop IT infrastructure. 

Q10 What roles (and how many of each) do you have within your Transformation/Change team to support building and improving CRM processes?

Senior Project Manager X 1 FTE

Senior Business Analyst X1 FTE

Business Analysts X5 FTE
Q11 As a percentage of total organisational transactions, what percentage of transactions are completed online/self service?

Total form submissions - 35.89% 

Q12 Do you have any plans to change your CRM solution(s) in the next 18 months/2 years?

Not at this point in time
Q13 What technology do you use for your corporate Website?

Umbraco CMS 
Q14 Please provide the name and contact details for your Head of ICT (or equivalent) and Head of Customer Services (or equivalent)
Carl Skidmore

City Information Officer

Email: carl.skidmore@leicester.gov.uk
Caroline Jackson

Head of Revenues & Customer Support

Email: caroline.jackson@leiester.gov.uk
You may re-use the information under an Open Government Licence.
If you are dissatisfied with the handling of your request, please write, explaining your grounds of appeal, to: 

Internal Review

Information Governance & Risk
Email: info.requests@leicester.gov.uk
