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Hart Square shines a spotlight
on new CRM at SOLT & UK Theatre

The stage is set for improved member engagement and retention

Founded in 1908 by Sir Charles
Wyndham, Society of London
Theatre (SOLT) represents

the producers, theatre owners
and managers of the major
commercial and grant-aided
theatres in central London.

The Society combines its long-
standing roles in such areas

as industrial relations and legal
advice for its 180 membership

organisations with a campaigning

role for the industry, together
with a wide range of audience-
development programmes to
promote theatre-going.

Key benefits

« Identified industry-specific
needs for CRM and CMS
systems

» Enabled document process
efficiencies in membership,
events, legal and employment
relations processes

* Ensured disparate sets of
data and contacts were
consolidated into the new
solutions

» Enabled both organisations to
articulate their needs for a new
website and digital identity

* Facilitated the process for the
project board to finally select
the CRM and CMS solutions

UK Theatre is the UK’s leading
membership organisation for
theatre and the performing

arts and supports theatre
organisations and individuals
who work professionally in the
performing arts, providing its
250 individual members with
access to a range of professional
services and tailored benefits.

One challenge

Although running as two separate
organisations, both come under
the same umbrella in terms of
how they are managed and

run, sharing resources and
management as appropriate. Both
faced the same challenge — how
to work together in a more ‘joined
up’ manner to meet the needs of
their respective memberships.
That in turn involved identifying

Case study — Membership

a new Customer Relationship
Management (CRM) approach
that could support the goals of
both organisations.

Martin Scott, Chief Operating
Officer of both SOLT and UK
Theatre COO, explained: “The
services we provide to members
of both organisations are diverse,
but at the same time similar.
SOLT offers a range of services
which it is more effective and
efficient to provide collectively
rather than by each member
acting individually.”

He added: “They range from
advice on legal and industrial
relations matters, through to
providing commercial services
of benefit to the membership as
a whole. UK Theatre supports
individuals who work in the
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performing arts and we provide
our members with access to a
range of tailored benefits to suit
their needs. In both cases, we'’re
totally focused on members’
needs.”

Increasing member satisfaction

With SOLT and UK Theatre
looking to improve member
satisfaction and increase member
retention, Martin Scott and his
team needed to look at the
systems they had in place. He
explained: “Frankly, our systems
were disparate and siloed - we
were using Microsoft Excel,
Word and Access, nothing

was integrated and we really
didn’t fully understand how our
membership engaged with us

— for example, which members
were accessing which courses.”

In late 2014, it was decided that
an integrated CRM and web CMS
(Content Management System)

would enable both organisations to:

* Provide targeted, streamlined
communications to members
and stakeholders

+ Obtain a better understanding
of members and stakeholders
through better intelligence,
reporting and segmentation

* Implement a more cohesive way
of working, thereby reducing
costs and inefficiencies of

business areas working in ‘silos’.

“Fairly early on we recognised
that we needed expert help to
guide us through the process

of selecting new CRM and
CMS systems,” said Martin
Scott. “We had heard of Hart
Square, and invited them in for
an initial meeting and were very
satisfied with the outcome. It was
clear they had the knowledge
and expertise of working with
organisations like ours.”

Solid foundation

As one of the largest IT projects
undertaken by both organisations,
it was Hart Square’s task to
ensure its success by putting a
solid foundation in place. This
involved developing detailed
specifications for the new CRM
and CMS and identifying the

right suppliers to meet both
organisations’ requirements. Being

completely vendor-agnostic, Hart
Square invests a considerable
amount of time and effort keeping
abreast of the ever-changing CRM
and CMS landscape, ensuring that
the system selected would be right
for both organisations and ‘future-
proofed’ to evolve and grow with
them.

Key services

+ Guiding the organisation
through the process of
selecting new CRM and CMS
systems

* Gathering and documenting
the list of key user
requirements and business
processes

* Producing detailed Invitation to
Tender (ITT) documents

+ Facilitating and managing
the bid and vendor selection
process to procure the CRM
and CMS systems and appoint
the suppliers

+ Enabling CRM and CMS
integration

“Hart Square proposed a phased
approach. They recognised that
managing change and getting
buy-in across both organisations
were key factors for ensuring

the success of the project,” said
Martin Scott.

Hart Square worked with SOLT
and UK Theatre to:

+ Gather and document the list of
key CRM user requirements and
business processes
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* Produce a detailed Invitation to
Tender (ITT)

+ Facilitate and manage the bid
and vendor selection process
to procure the CRM and CMS
systems and appoint the
suppliers.

Questioning and challenging

“Hart Square were very
thorough.” said Martin Scott.
“They tracked through all our
processes, not accepting
anything and questioning and
challenging what we did and why
we did it.”

“We assume that some things
are obvious, but we can miss out
important details. Hart Square
helped us capture everything and
explore other options.”

He added: “They organised
workshops and one-to-ones with
staff across the two organisations
and helped identify the
timescales, resources and costs
involved to complete the project.”

“Hart Square were

very thorough. They
tracked through all

our processes, not
accepting anything

and questioning and
challenging what we did
and why we did it.”

Requirements gathered by
business area/department, as
well as cross-departmental,
helped to avoid obtaining siloed
views. Hart Square also ensured
future requirements were well-
documented. Integration with
current systems was also
documented, ensuring all relevant
technical elements were included.

Invitation to Tender (ITT)

Armed with this information, the
next stage was for Hart Square to
help prepare an ITT (Invitation to
Tender), initially for the CRM. The
goals were to:

* Produce an ITT document
* Agree priorities

* Achieve sign off of the ITT.

“With Hart Square’s knowledge
of the marketplace, we were
confident they could identify

and recommend which

suppliers would best meet our
requirements,” said Martin

Scott. “They sentthe ITT to
potential suppliers and managed
enquiries and helped us evaluate
the responses and manage the
shortlisting process.”

He added: “Hart Square put
together in in-depth comparative
document on six vendors for the
new CRM system, outlining in
detail the features and functionality
of each of the systems. This
enabled us to map our priorities
and make solid business case

for the system we would select,”
explained Martin Scott.

Hart Square helped organise
presentations from four shortlisted
vendors, and as a result the CRM
was selected - OM.net from 3Si.

Online challenges

Selecting a new CMS for both
organisations, and ensuring
integration with the new CRM,
were vital to the success of the
project. Martin Scott explained:
“With the new CMS we wanted
to enable members to engage
directly with us online and to have
a more attractive and appealing
web presence. Retention isn’t
really an issue for us, but
encouraging new individual
memberships is, so it was
important to enhance member
benefits online.”

Hart Square followed the same
rigorous process for helping
Martin Scott and his team to
select the new CMS as they had
with the CRM. The result was the
selection of the Ideagen CMS,
which was to be fully integrated
with the new CRM.

“Hart Square really helped us

to identify our industry-specific
needs for CRM and CMS relating
to the contacts we hold for
London West End shows” said
Martin Scott.

“They have helped us identify and
document process efficiencies in
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“Hart Square really
helped us to identify our
industry-specific needs
for CRM and CMS
relating to the contacts
we hold for London
West End shows”

membership, events, legal and
employment relations processes,
and ensure disparate sets of data
and contacts are consolidated
into the new solutions. As well as
enabling us to articulate the needs
for a new website and digital
identity for both organisations,
they facilitated the process for the
project board to finally select the
CRM and CMS solutions.”

Take a bow

Martin Scott is clear about the
benefits: “We now have far

more efficient, user-friendly
systems in place. Hart Square
are very professional, and their
consultants have been a valuable
asset to us. They helped us to
keep up the momentum, giving
clear advice when it was needed,
but in a friendly way, which was
really important when times were
challenging. They have been
really good partners.”

He concluded: “As a result, our
members will benefit by receiving
higher quality services, better
support through their member
journey and more proactive
engagement with both SOLT and
UK Theatre.”
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