
Healthcare provision in the UK has 
changed dramatically in recent 
years. In 2010 the UK Government 
announced a new vision for health 
in England, part of which was to 
move the public health function 
from the National Health Service 
to top tier local government, whilst 
also creating a new national public 
health body, Public Health England.

In Dorset, it was decided to form 
one public health unit – Public 
Health Dorset – incorporating the 
three top tier local authorities in the 
county. One key focus is health 
improvement, effectively encouraging 
people to change their behaviour 
to improve their health in areas 
such as smoking cessation, weight 
management, physical activity and 
drug and alcohol misuse. To enable 
and manage this, a new Dorset 
Health Hub was set up, staffed by 
people skilled at customer relations, 
engagement and motivation and 
digital marketing to help change 
behaviours and provide the right 
health improvement pathways.

Technology provider

Public Health Dorset needed to 
source a technology provider to 
make the Hub happen, but in order 
to do that it first of all needed to put 
together a detailed ITT (Invitation 
to Tender) for potential suppliers 
of a new Customer Relationship 
Management (CRM) system.

Sam Crowe, Assistant Director 
at Public Health Dorset, takes up 
the story: “The ITT had to include 
a technology element to support 
how services would be delivered 
through the Hub. We didn’t really 
have the knowledge and skills 
in-house to put the specification 
together. In fact, ‘we didn’t know 
what we didn’t know’, so to speak, 
so we sought external advice to 
help steer us through the process.”

Sam Crowe and his team met with 
Hart Square, the independent CRM 

consultants, to discuss how they 
might work together. Hart Square 
took a ‘business first’ approach to 
the project, outlining the need to 
review business processes first, 
undertake requirements gathering 
and then look at the technology 
requirements for the ITT.

“It was clear from the outset that 
Hart Square’s experts could help 
us transform our conceptual ideas 
into operational reality by defining 
and documenting our ideas clearly 
and concisely,” said Sam Crowe. 
“We felt that they could maximise 
our team’s knowledge by not 
only providing an independent 
approach, but also by challenging 
our ideas.”

He added: “Given their experience 
in working exclusively in the not-
for-profit sector, we felt they could 
provide us with the technical 
expertise and knowledge we 
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didn’t have in-house. They were 
able to fill in gaps and identify 
interdependencies in ideas and 
processes and really help us to 
take the risk out of the technology 
element of the procurement 
process for the Hub.”

Requirements gathering

In order to ensure that the ITT was 
as comprehensive as possible and 
would meet Public Health Dorset’s 
needs, Hart Square recommended 
undertaking a full business 
process review and requirements 
gathering exercise. 

“Knowing what people want, 
need and expect from technology 
is absolutely crucial,” said Sam 
Crowe. “Hart Square set out 
to ensure that the selected 
technology would support the 
existing processes, rather than the 
processes being ‘shoe-horned’ to 
fit in with the technology.”

Working with approximately 10 
people in three separate areas of 
Public Health Dorset, Hart Square 
undertook a detailed review of the 
high-level functional requirements 
and business processes that 
had already been captured to 
date. “They organised and led 
detailed workshops with our team 
members, or one-to-one meetings 
as required, within very tight 
timescales,” said Sam Crowe. 
“The workshop format was well 
structured and really allowed 
information to flow. Individual 
staff on the whole felt the 
workshops were well-managed 
and, although sometimes lengthy, 
they appreciated the time spent in 
drawing out the issues.”

He added: “Hart Square’s 
consultant was really engaged 
with the process, and over 

time became a champion for 
the concepts underpinning the 
technology – this was a real asset 
as the requirements flowed from 
understanding what we needed to 
achieve through the tender, not an 
‘off-the-peg’ response.”

From the workshops, Hart Square 
produced a detailed functional set 
of requirements of all business 
areas, including those related to 
the key roles of the hub, including 
surveys, marketing, and social 

media. “This was a very thorough 
piece of work by Hart Square 
because it not only identified what 
the requirements were, but also 
any areas that were missing,” said 
Sam Crowe. “They suggested 
where further work might be 
necessary, how we could ensure 
integration across systems and 
they also made sure that all 
technical elements were included. 
Future requirements were also 
well-documented.”

The various process flows that 
would be used to support the 
ITT and vendor selection process 
were also detailed so that potential 
technology suppliers could see the 
core functionality required.

Invitation to Tender Document (ITT)

Based on the requirements 
gathering phase, Hart Square 
produced a detailed ITT document 
for CRM that would feed into the 
wider ITT for the potential Hub 
provider. Hart Square, with its 
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“The workshops 
succeeded in bringing 
members of the team 
more in line with the 
overall vision and 
concept – in fact we 
experienced many ‘light 
bulb moments’.”
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in-depth knowledge of the CRM 
market, also suggested a list of 
potential technology providers and 
recommendations as to the most 
appropriate solutions to meet Public 
Health Dorset’s evolving needs.

“Hart Square delivered a high 
quality IT spec in line with the 
original brief. We were very 
impressed with their knowledge 
of what CRM could achieve. As 
a result we also decided to enlist 
their support and advice during 
the supplier selection process,” 
added Sam Crowe.

Provider appointed

Using the ITT prepared by Hart 
Square as the basis, and following a 
competitive tender process in which 
Hart Square participated, Public 
Health Dorset appointed Optum, a 
leading health services organisation, 
to develop the new Hub.

Sam Crowe said: “The Hub, which 
is due to launch in April 2015, 
will be the new ‘front door’ to the 
health improvement services in 
Dorset. It will be available to the 

more than 750,000 people in 
Dorset and will also better enable 
community partners – such as 
voluntary organisations, charities 
and community groups – and 
health professionals to refer people 
to the service.”

David Phillips, director of Public 
Health Dorset, said: “This is a great 
opportunity to address some of 
our biggest health issues head-on. 
What the new health improvement 
hub can do is become a powerful 
support service for people, no 
matter how simple or complex 
their needs are.”

Sam Crowe concluded: “Hart 
Square’s expertise helped support 
new thinking and new possibilities 
at Public Health Dorset. The 
workshops brought our team 
closer together, with a collective 
vision, and were worth their 
weight in gold. Hart Square is 
very professional, responsive and 
easy to work with – in fact, their 
consultant became part of our 
team, and was on the same page 
very quickly. We would definitely 
recommend Hart Square to other 
healthcare providers.”

Key services provided

•  Business Process Review

•  Requirements Gathering Workshops

• ITT Document

• Vendor Selection
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