
The Low Carbon Vehicle 
Partnership (LowCVP), 
established in 2003, is a public-
private partnership working to 
accelerate a sustainable shift 
to lower carbon vehicles and 
fuels and create opportunities 
for UK business. Its 200 member 
organisations include automotive 
companies, fuel supply chains, 
vehicle users, academics and 
environmental groups.

As with any membership 
institution, it is important for 
LowCVP to maintain and 
interact with not only its member 
organisations, but also the 
individuals within them - an 
average of around 20 per 
organisation. 

As a relatively small partnership, 
with just eight staff, having the 
right systems in place to manage 
its membership is important – but 
it was something that LowCVP 
was struggling with, as Jonathan 
Murray, Policy and Operations 
Director, explains: “It’s fair to 
say we had a ‘hotch potch’ of 
systems, mainly Microsoft Excel 
and Outlook with some add-ins. 
So we would set up our regular 
newsletter on one system, 
and delegate management for 
events on another. Nothing was 
integrated or working cohesively 
to meet our members’ needs.”

New CRM required

LowCVP concluded that it 
needed a new CRM (Customer 
Relationship Management) 
system to help manage, co-
ordinate and integrate its 
member activities. But as a 
small organisation, options were 
limited: “We have no IT expertise 
in-house,” said Jonathan Murray, 
“so we needed external help to 
enable us to identify and select 
the right CRM.”

The partnership had heard 
about Hart Square, the CRM 
consultants, through word-of-
mouth. “Hart Square seemed 
to have the expertise in both 
CRM and the not-for-profit 
membership sector, so we had 
an initial meeting with them to 
discuss various options. They 
seemed very knowledgeableand 

pragmatic and, importantly, were 
willing to help us find a solution 
within the constraints of our 
budget,” said Jonathan Murray.
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Key benefits

•  Quickly identified the 
right CRM supplier for the 
organisation’s needs

•  Project de-risked through 
Hart Square’s knowledge and 
expertise

•  Maximised organisation’s 
investment in CRM

•  New CRM provides an 
holistic view of membership, 
in one location 

•  Enabled online newsletter and 
event sign-up

www.hartsquare.co.uk



Phased approach

It was agreed that that a phased 
approach would work best for the 
LowCVP CRM project, with Hart 
Square assisting the partnership 
to select the new CRM system and 
support the implementation. 

Jonathan Murray explained: “In 
Phase One, Hart Square came in 
and quickly identified our needs. 
They were very diligent about 
speaking to our staff and gathering 
and documenting the requirements 
for the CRM. They helped to 
assess what we needed from the 
CRM both now and in the future. 
It was about mapping out the 
evolution of the system.”

With the requirements documented 
and agreed, the next stage was 
to draw up an Invitation To Tender 
(ITT) to be issued to potential 
CRM suppliers. “This is where 
Hart Square’s market knowledge 
and technical expertise really 
came to the fore. They were 
able to translate our business 
requirements into technology 
language in order to identify the 
right supplier for our needs,” said 
Jonathan Murray.

He added: “Hart Square helped 
us to evaluate the responses 
to the ITT from suppliers, using 
their technical knowledge and 
experience to identify the pros and 
cons of each solution. It was a very 
speedy but thorough process and 
led to the final selection – Oomi 
CRM from Centrepoint.”

Quick implementation

Once selected, the intention was 
as quick an implementation as 
possible. Again, Hart Square was 

 
 “ Hart Square effectively 

de-risked the project 
for us by bringing in 
specialist skills and 
resources that we simply 
didn’t have.”

on hand to help. “Hart Square’s in-
depth knowledge of the new CRM, 
together with their resource and 
focus, meant that we were up and 
running quickly, thereby maximising 
our investment,” said Jonathan 
Murray. 

“Hart Square effectively de-risked 
the project for us by bringing in 
specialist skills and resources that 
we simply didn’t have.”

That meant were able to focus on 
our day jobs.”

Hart Square also future-proofed 
the CRM for LowCVP. “As well as 
matching our requirements for the 
most suitable system, they ensured 
it will be able to deliver on future 
phases of the project,” added 
Jonathan Murray.

Integration

Future phases will concentrate 
on managing online events and 
integration of the CRM with the 
partnership’s website.

“We’re looking at outward 
communication via the website, 
and having features such as online 
newsletter and events sign-up,” 
added Jonathan Murray. “The 
new CRM gives us an holistic 
view of our membership, all in one 

location. We can be dealing with 
up to 20 people from each member 
organisation – for example, our 
email newsletter goes out to around 
3,000 people, so communication is 
now much easier to control, we can 
reduce administration and minimise 
duplicate data. We’ve never been 
in that position before.”

“Every individual at Hart Square is 
really positive, approachable and 
very focused on providing good 
service.”

They have the ability to identify and 
understand our needs, and work 
very positively and pragmatically 
with us. We’re really pleased to be 
working with them.”

Key services

•  Requirements gathering and 
business process review, 
including meetings/workshops 
with management and staff

•  Creating an ITT for CRM 
vendor selection

•  Evaluating shortlisted 
suppliers

•  CRM selection and 
implementation
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