
The Faculty of Sexual and 
Reproductive Healthcare (FSRH), 
a faculty of the Royal College of 
Obstetricians and Gynaecologists 
(RCOG), is a multi-disciplinary 
and cross specialty professional 
organisation with a current UK 
membership of more than 15,000 
doctors and nurses working in 
specialist sexual and reproductive 
healthcare services.
In establishing itself as an 
independent organisation, and 

with a new CEO coming on board, 
FSRH is undergoing a number of 
organisational changes, including 
a new technology and support 
infrastructure and re-branding 
of the services it provides to its 
members and stakeholders.

Modernisation

Abbie Deeley, FSRH’s ICT and 
Membership Project Manager, 
takes up the story: “I joined 
FSRH in June 2014 with the 
remit of helping to modernise 
the Faculty with a new website, 
new membership database and 
new branding. Essentially, we 
needed a new CMS (Content 
Management System) and 
CRM (Customer Relationship 
Management) system. I realised 
that, with only a relatively small 
staff, I would need some external 
help with this. I had heard of Hart 

Square through recommendation 
and contacted them to see if they 
could support us.”

Following an initial meeting with 
Hart Square, further detailed 
meetings were arranged 
to discuss FSRH’s specific 
requirements and to start the 
process of finding the right 
suppliers for both systems. 
Abbie Deeley explained: “I was 
very impressed by Hart Square’s 
knowledge of the membership 
sector and the fact that, while 
they had relationships with 
suppliers, they were not tied to 
any particular ones, and would 
therefore help us 
to select solutions that fitted 
our needs.”
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Key benefits

•  Joint CMS and CRM 
requirements gathering 
saved time and resource for 
FRSH and ensured nothing 
got missed out from the 
integration/requirements

•  Selected suppliers were well 
matched and able to work well 
together

•  Added value advice on the re-
branding work for the Faculty 
ensured it could fit in with the 
CRM/CMS project

•  Knowledge was transferred 
to the internal FSRH project 
manager

•  Increasing revenues through 
better marketing and 
management of services, 
events and facilities

•  Centralising contact 
management for use by 
all staff



Requirements gathering

The first task was to map out 
the Faculty’s requirements. 
“Hart Square came in and held 
detailed requirements gathering 
workshops with our staff and 
really dug down into our business 
processes,” explained Abbie 
Deeley. “As someone relatively 
new to the organisation this was 
also very useful for me in terms of 
understanding what the needs of 
our organisation were.”

She added: “Hart Square wrote 
up some very detailed reports 
from the workshops and they 
proved to be a really useful sanity 
check for us.

“Hart Square’s consultants 
obviously have very deep 
technical knowledge, and were 
able to match our technical and 
business requirements.”

They even provided us with a 
high level roadmap before even 
getting the project signed off.”

  “  Hart Square’s 
consultants obviously 
have very deep 
technical knowledge, 
and were able to match 
our technical and 
business requirements.”

The roadmap outlined phases 
that would enable FSRH to rollout 
the work in manageable ‘chunks’ 
that would not overwhelm staff 
and ensure the Faculty had the 
capacity to deliver.  “It also meant 
we could increase the chances of 
getting proper buy-in across the 
organisation,” added Abbie Deeley.  
“These phases served to de-risk 
the project, with each milestone/
deliverable building on the previous 
one, so that the entire project would 
be a robust process.”

Next stage

The next stage was to compile 
Invitations to Tender (ITTs) for

 both the CMS and CRM at the 
same time. “The fact that Hart 
Square was able to gather the 
requirements for and specify both 
systems simultaneously saved us 
a lot of time and resource,” said 
Abbie Deeley.

The tender process included a 
long list of potential suppliers 
initially. “It was a very thorough 
process,” added Abbie Deeley. “In 
the end Hart Square helped us 
to get down to a shortlist of four 
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Key services

•  Provided advice and 
guidance on the internal 
business processes review, 
sense checking existing 
documentation

•  Helped plan roadmap for new 
CRM/CMS delivery prior to 
embarking on the project

•  Ensured joint requirements 
gathering for CMS and CRM

•  Provided detailed project 
planning for rollout of CRM 
and CMS

•  Compiled ITTs for CRM and 
CMS

•  Enabled full vendor/supplier 
selections for CRM and CMS 
– presentations, shortlisting, 
supplier queries, etc.

•  Conducted supplier 
negotiations and due diligence

•  Provided extensive help and 
advice with contracts

•  Ensured appointment of 
preferred supplier for CRM 
and CMS



CRM suppliers and three CMS 
suppliers. The shortlisted vendors 
were invited in to FSRH for 
presentations, facilitated by Hart 
Square. They helped with supplier 
negotiations and due diligence 
and provided extensive help and 
advice with contracts prior to 
the appointment of the preferred 
suppliers for CRM and CMS.”

She added: “We were able to see 
very quickly which vendors could 
meet the requirements that Hart 
Square had outlined for us. In the 
end, with their help and input, we 
selected Millertech CRM and 
NetXtra CMS.”

External help

Abbie Deeley added: “It was 
great having external help from 
Hart Square in this process. They 
provided back up and protection 
when representing me to 
suppliers as a client. They know 
what questions to ask, and what 
to look for in a vendor response, 
and explained things very clearly 
and concisely to us.”

As well as saved time and 
resource, one of the benefits of 
selecting CMS and CRM systems 
at the same time was that nothing 
was missed out in terms of 
integration of the CRM and the 
future new website. “Hart Square 
ensured that the suppliers we 
selected were well matched and 
could work well together,” said 
Abbie Deeley. “In addition, there 
was knowledge transfer to me so 
that I could project manage future 
stages of the project.”

“Hart Square are experts in CRM 
and CMS and the membership 
sector. Their expertise has been 
really valuable and they are great 
at recommending other ways of 
doing things.”

  “   Hart Square are experts 
in CRM and CMS and 
the membership sector. 
Their expertise has 
been really valuable 
and they are great at 
recommending other 
ways of doing things.”

“They know the right suppliers 
and were able to put us in touch 
with them, something we could 
not have done on our own.” 

She concluded: “They have a 
balance of technical knowledge 
and strategy and how things 
fit in with business plans and 
processes. They provide 
reassurance, and as far as we are 
concerned, they were definitely 
worth the investment. They are 
always available at the end of a 
phone or email if we have queries. 
It’s like having a mentor. We would 
definitely recommend them.”
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