
The Investment Property Forum 
(IPF) is an individual membership 
organisation for those operating 
in the property investment market 
in the UK. With a membership of 
over 2,000 - including investment 
agents, fund managers, bankers, 
lawyers, researchers, academics, 
actuaries and other related 
professionals – the IPF operates 
from its head offi ce in London and 
through regional boards in the 
Midlands, the North of England 
and Scotland. 

To enhance the understanding 
and effi ciency of property as an 
investment, the IPF undertakes 

research, provides education 
and organises events, including 
its annual Property Investment 
Conference.

Core systems 

As part of its 25th anniversary 
celebrations, the IPF decided 
to renew its focus on its 
core website CMS (Content 
Management System) and 
CRM (Customer Relationship 
Management) systems in order 
to improve member engagement 
and communications. Frankie 
Clay of IPF takes up the story: 
“We wanted to implement 
an easy-to-use CRM and 
membership administration 
system with a fully integrated, 
user friendly event management 
system integrated with our 
website.”

Initially, the IPF decided to update 

its website and planned to invest 
in additional training, provided by 
CRM consultants Hart Square, for 
its existing Integra CRM system. 
But circumstances changed, as 
Frankie Clay explains: “We were 
told by Iris, suppliers of Intregra, 
that they would no longer support 
our existing CMS. That would 
have left us high and dry as we 
planned to integrate our new 
website with Integra. Hart Square 
advised us that it would be better 
to have two replacement projects, 
for the CRM and CMS, running 
side by side.”

The IPF wanted its new CRM and 
CMS technologies to address 
key strategic business objectives, 
including:

•  Reducing the burden of a largely 
paper-based administration

•  Streamlining processes for 
membership and events 
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Key benefi ts

•  Removed the risk of supplier 
selection

•  Added specialist technical and 
CRM project management 
skills not available in-house

•  Managed supplier relations

•  Saved time on supplier 
selection

•  Future-proofed the supplier 
selection and systems

•  Advised on governance and 
due diligence for selection

•  Shared knowledge of the 
sector and brought best 
practice and knowledge of 
Dynamics to the table



management

•  Being better informed about 
member trends and statistics 
through easily accessible 
reporting

•  Automating a number of time-
consuming administrative 
processes

•  Consistently capturing and 
recording all engagements with 
members and stakeholders

•  Growing its membership

•  Enabling members to be more 
self-suffi cient by managing its 
membership subscriptions and 
events online.

Double whammy 

Addressing the ‘double whammy’ 
of replacing both CMS and 
CRM was daunting, as Frankie 
Clay explains: “We have no IT 
expertise in house, so we relied 
very much on Hart Square’s 
knowledge and expertise.”

They organised workshops to talk 
to staff and gather requirements 
for the new CMS. From that 

they put together an Invitation to 
Tender (ITT) document which was 
then sent to CMS suppliers. They 
helped us shortlist fi ve suppliers 
and compiled a list of pros and 
cons in their detailed analysis of 
the responses. They really held 
our hand throughout the entire 
process.”

  “  We have no IT expertise 
in house, so we relied 
very much on Hart 
Square’s knowledge 
and expertise.”

With the new website developer 
and CMS provider selected, it 
was time to move on to the CRM. 
Frankie Clay provides some 
context to the requirements: “IPF 
has a small executive team and it 
was a priority for the new CRM to 
reduce the administrative burden 
and automate many aspects 
of membership and events 
management. Much of the policy 
and research is generated by 
member committees across the 
country, so it was important to 
equip them with modern tools to
do their jobs.”

She added: “The new CRM 
needed to help us make the most 
of stakeholders and supporters, 
as well as engage with wider 
audiences and capture interest. 
We also needed to produce on-
demand management reports to 
inform the executive team and 
membership.”

In addition, whilst the majority
of IPF events are fairly
straightforward one-day meetings, 
its annual member dinners and 
lunches for around 1,000 guests 
have certain complexities in their 
booking requirements “Many of 
our existing processes for large 
dinner and lunch events were 
manual and time-consuming. 
We need to have confi dence 
and reassurance from the 
chosen CRM supplier that an 
online booking process for those 
events could meet the specifi c 
needs of our members without 
compromising personal service.”

Essential components

The IPF selected Hart Square 
to provide the services needed 
to support the selection and 
implementation of the new 
CRM, as well as integration with 
the new website CMS.  A lead 
consultant from Hart Square 
would be responsible for the 
deliverables of all projects and 
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Key services

•  CMS/website requirements 
and ITT

•  CMS vendor selection

•  CRM requirements and ITT

•  CRM supplier selection

•  CRM and CMS implementation 
and integration support

•  Ongoing supplier and project 
management



the scheduling of any other Hart 
Square resources.

The essential components of the 
CRM services almost mirrored 
those for selecting the new CMS 
and included:

•  Requirements gathering

•  Bid management and supplier 
selection

•  System implementation

•  Integration with the new CMS

Frankie Clay added: “In terms of 
requirements gathering, having 
Hart Square as an objective, 
external specialist really added 
value to the process. They were 
able to contribute ideas to the 
requirements to be shared with 
potential suppliers, leading 
workshops with key staff to 
document and collate comments, 
and fi nalise the requirements 
document.”
Hart Square was also able to 
leverage its relationships with 
leading CRM suppliers to the 
membership sector, putting 
together a schedule for the 
bid management process, 
incorporating the agreed 
requirements into an ITT and 
distributing it to a list of potential 
suppliers.

Selection Criteria

The key criteria for selection of 
the new CRM supplier were:

•  Value for money (including long-
term cost of ownership)

  “  Whenever we got lost in 
the detail, Hart Square 
looked at things from 
a wider perspective. 
And they gave us a kick 
when we needed it!”

•  Timescale for delivery of the 
complete solution

•  An understanding of the project 
and of the IPF’s objectives

•  Ability to meet the requirement 
objectives

•  Ease of use/user friendliness/
intuitiveness of the system

•  Approach to the implementation, 
including risk management 
and project management 
methodology

•  Reference sites

•  Open interfaces – i.e. integration 
with other systems.

IPF prioritised its requirements 
into the ‘must have’, would like’ 
and ‘dream of’ categories. For 
each one, the supplier needed 
to detail if and how their solution 
could meet the requirements.

CRM selected

Following a number of meetings 
with shortlisted CRM suppliers, 
the IPF fi nally selected Microsoft 
Dynamics as its new CRM. Hart 
Square’s help and guidance 

came to the fore in the selection 
process, as Frankie Clay 
explains: “Whenever we got lost 
in the detail, they looked at things 
from a wider perspective. And 
they gave us a kick when we 
needed it!” 

The new integrated CRM went live 
in January 2015. “Hart Square’s 
light touch support (one day per 
week) throughout the process 
was suffi cient to keep the project 
on track and add value,” added 
Frankie Clay. “We were able to 
contact them anytime and they 
were really helpful, particularly 
when we were struggling with our 
database project.”

She concluded: “If you don’t have 
a clue, and you want someone on 
your side, you need Hart Square. 
For us, they were a shoulder to 
cry on when we needed it, and 
worth their time in gold. Ever 
since we went live with the new 
CRM, they have continued to 
check in regularly and ask
‘how’s it going?’”

Tel: 0344 567 8790
Email: info@hartsquare.co.uk

www.hartsquare.co.uk


