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Independent healthcare charity

The Health Foundation  
www.health.org.uk, based in 
London, is an independent  
charity working to continuously 
improve the quality of healthcare  
in the UK.

For The Health Foundation, 
engaging and interacting with 
external stakeholders is a key 
success factor, as is the efficient 
management of up-to-date and 
accurate contact information.  

In 2008, The Foundation invested 
in the Microsoft Dynamics 
CRM (Customer Relationship 
Management) system for 
managing its contact processes. 
Up to this point, contact 
management had been somewhat 
sporadic, as Julian Coleman, CRM 
Manager at The Health Foundation 
explained: “We had contact data 
in several different databases - 
finance, HR and marketing – as 
well as individual email contacts. 
We needed a single system with 
a central database that everyone 
could access and which gave  
us a 360-degree view of  
our stakeholder and  
supporter relationships.”

However, the initial Dynamics 
CRM system implementation had 
limited functionality for managing 
contacts and it didn’t provide 
the organisation-wide view it 
required, nor did it give sufficient 
insight into stakeholder/supporter 
relationships.

Scoping exercise

In 2009, The Health Foundation 
engaged Hart Square, 
independent CRM experts for  
not-for-profit (NFP) organisations, 
to undertake a detailed scoping 
exercise to determine how to 
maximise the use of the CRM.  
Key areas of focus included 
the management of contacts, 
suppliers, events and grants, 
as well as communication team 
initiatives and planned integration 
with a new website.

“Hart Square met all our 70 staff, 
from the executive team to the 
clinical quality directorate,” said 
Julian Coleman. “They identified 
business processes that could be 
improved through the CRM.  
Their findings included a statement 
of requirements for CRM and 
related website functionality,  
a GIFTS Integration feasibility 

study and a detailed Microsoft 
Project plan.” 

He added: “Supporting 
documentation was also 
created, including a CRM data 
cleaning/migration strategy, 
the required processes for 
CRM implementation and an 
assessment of our training needs.”

Case study – Healthcare Charity

Hart Square ensures healthy CRM at  
The Health Foundation
As part of a two-year CRM development project, Hart Square delivered  
in-depth Microsoft Dynamics expertise and training, all project managed  
and delivered to a deadline 

Key benefits

With Hart Square’s NFP and technical 
expertise, The Health Foundation 
now has detailed information on 
around 15,000 individuals and 7,500 
organisations. Key benefits include:

•  Instant, Foundation-wide access 
to centrally-stored knowledge on 
contacts, their relationships and 
other intelligence

•  Tracking of contacts with complex, 
multiple relationships, with all 
intelligence relating to an individual 
contact in one place

•  Duplicate data records routinely 
identified and flagged for 
investigation

•  Streamlined business processes 
(e.g. events management, grant 
application and assessments)

•  Integration with Microsoft Outlook 
to enable ‘one-click’ tracking of 
email correspondence against the 
relevant CRM contact record

•  Increased confidence in 
organisational intelligence to 
enable The Health Foundation to 
increase network coverage and act 
on arising opportunities.

“All our processes 
are now embedded 
in the CRM. For the 
first time, we have a 
360-degree view of all 
our contacts. We can 
look up records and see 
within one or two clicks 
all the interactions a 
contact has had with the 
Foundation.”

www.hartsquare.co.uk



The scoping exercise also 
identified some key issues, 
including the need for project 
ownership for organisation-wide 
acceptance, the complexity of 
web and grant management 
integration and the need for a 
phased approach.

Hart Square also found that  
80% of some 3,000 contact 
records had not been updated 
since 2008 and 20% were  
last updated in 2009. An additional 
20,000 contacts were identified 
and, to ensure the success of the 
CRM implementation, they needed 
to be added to the CRM.

“We had a lot of challenges with 
our data, it was in different formats 
and of varying quality. Hart Square 
helped us standardise and load it 
into the CRM system,” said Julian 
Coleman.

Phased approach

Hart Square’s recommended 
‘phased approach’ would ensure 
that strong CRM foundations 
were laid to meet The Health 
Foundation’s business needs and 
enable ‘quick wins’ to be realised 
quickly - with minimal risk.

“Throughout each stage of the 
implementation, Hart Square 

provided recommendations on 
key management decisions to be 
made by the CRM stakeholder 
group,” said Julian Coleman. 
“They were very thorough. In 
addition, although our new 
website was due to go live in May 
2010, we didn’t have a written 
requirements document. Hart 
Square produced that to help us 
move forward.”

Awards management

The Health Foundation awards 
over £22 million per year to 
schemes and projects for 
healthcare improvement and 
individual awards can range from 
£50,000 to £500,000. 

To support this process, at the 
end of 2011 Hart Square provided 
expertise that enabled The Health 
Foundation to implement an 
Awards Management system 
within the CRM. “The system 
now enables us to capture all the 
information we need to assess and 
manage awards, and it provides 
us with a full audit trail that can 
be reported both internally and 
externally,” added Julian Coleman. 

Conclusion

“All our processes are now 
embedded in the CRM,” said 
Julian Coleman. “For the first time, 
we have a 360-degree view of 
all our contacts. We can look up 
records and see within one or two 
clicks all the interactions a contact 
has had with the Foundation.”

He added: “I have been involved 
in CRM projects before and they 
often don’t deliver. Hart Square 
provided us with the ability to tailor 
the stakeholder ‘journey’. They 
also ensured that the project was 
delivered in full, on time and  
to budget.”

He concluded: “It’s great working 
with Hart Square’s experts. They 
are an integral part of The Health 
Foundation – in fact they’ve been 
very popular internally! I would 
recommend Hart Square to  
any organisation.”

Hart Square 
10 Greycoat Place, Westminster, 
London, SW1P 1SB
Tel: 0344 567 8790    
Email: info@hartsquare.co.uk

Key services provided

• Data analysis

• Data collation

• Data migration

•  Organisation-wide requirements 
analysis and documentation

• ITTs and vendor selection

• CRM configuration

•  Organisation-wide customised 
training

• Website integration

• Test planning and management

• CRM project management

•  CRM/website integration project 
management

• Post ‘go live’ support

•  Technical development, 
configuration and report writing 

• Change management

• Risk analysis

• Strategic planning

www.hartsquare.co.uk
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“Hart Square met 
all our 70 staff, from 
the executive team 
to the clinical quality 
directorate. They 
identified business 
processes that could be 
improved through the 
CRM.”


