Developing a Better Understanding of Key Drivers for Effective Employer Engagement through an Innovative Approach to Relationship Management

The college has a dedicated team of staff (Directorate of Employers) responsible for the implementation and achievement of our employer engagement strategy but one of the key objectives of this project was to more effectively share the practice of this team amongst other teams within the organisation to include those within the School of Business, Manufacturing and Transport. Higher Level Engineering courses are in the main facilitated by colleagues within this School. The further aim was then to share organisational best practice with colleagues from HEIs’ and colleagues within the FE and Skills Sector within the South West region as Petroc is the South West Regional STEM Centre. 
College Vision: To be an outstanding college at the heart of an outstanding learning community
College Mission: To drive forward educational, economic and cultural success by continually raising the aspirations, knowledge and skills of individuals, communities and businesses

The HE STEM project was clearly focused on developing a better understanding of relationship management throughout the organisation so that we could further develop our practices and consequently achieve the aim of meeting the skills  needs of the people, communities and employers of the region. The college is committed to working in partnership with others to engage employers to meet their current and future skills and professional needs.
Project Key Objectives:-
To further develop the dedicated employer interface:-CRM (Customer Relationship Management resource) so that our systems operations are flexible and responsive to the needs of business.
To use the CRM to review the extent of STEM industry employer engagement in terms of Engineering
To further develop a resource that will be of use to colleagues directly involved with employer engagement allowing them to identify current and future business needs of employers. The Organisational Needs Analysis resource will allow the identification of employer training needs (Bespoke CPD identification) whilst allowing the development of business solution plans.
To develop a system of enrolment that is understood by all staff directly concerned with employer engagement (staff within the Directorate of Employers and those within other Schools of the organisation) which acts as an ‘engager’ rather than a barrier to usage or participation.
To develop our ability as an organisation to provide information, advice and guidance for employers to allow them to understand the wide range of courses, qualifications, training and support programmes available to them so that they can make informed decisions with regards to their specific needs to facilitate workforce development and effective succession planning.
To develop the ability of staff within the organisation to  develop their skills in terms of harnessing technology to improve the quality of teaching and learning being delivered and also to allow further development of the colleges’ virtual learning environment for each programme delivered so that employer learners have the opportunity to update their knowledge and skills through blended learning. This CPD was made available to both Higher Education and Further Education colleagues and in addition a bite size session was facilitated at the LSIS South West STEM Conference to extend’ reach’ and participation.
To develop a number of on line resources to enable staff to undertake CPD flexibly that addresses effective employer engagement: CRM Guide, Case Studies of effective practice, ONA Guide.
Employer Engagement at Petroc
As an organisation our employer engagement activity has developed over successive years. Initially, individual academic Departments (now named Schools), initiated their own separate response to perceived employer needs. This need grew from sector focus groups and employer presence on National Diploma and early Apprenticeship Steering Committees. Departments also responded to the early government FEFC and LSC ‘steers’ regarding future government funding priorities. The individual Department employer response and market analysis activity was deemed to be uncoordinated and inefficient. This evaluation lead to the Senior Management Team of the organisation instigating a central reorganization and restructure leading to the creation of a central Employer Directorate. Having this Directorate now enables us to further develop and implement our Employer Engagement Strategy to facilitate the effective collection, collation, analysis and evaluation of market information.
The College has recently restructured and has created three Directorates:
· Directorate for Quality and Performance
· Directorate for Resources
· Directorate for Employers
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The Directorate for Employers is responsible for implementing and achieving our Employer Engagement Strategy.
The staff within this Directorate are purely focused on responding to the needs of employers and this project has allowed the review and modification of resources used by this team to improve efficiency and effectiveness whilst facilitating the sharing of best practice with colleagues within other areas of the college who provide engineering focused professional development. The use  and value of using the  Customer Relationship Management tool has also been shared with other internal colleagues and colleagues who have visited the college from HEIs as project partners wishing to share best practice and exchange ideas.
Devon generally, and in particular North Devon, is essentially rural. Within this context the economic profile of the North Devon area is dominated by small, medium enterprises (SMEs) and micro-businesses. 
This rural isolation together with the predominance of small/micro businesses, has driven our success with employer engagement programmes.
Our programmes have not relied on employers coming to us for day release courses, or sending their employees on a long and time consuming journey to College.  Instead, we have responded to the above market by providing courses that are delivered wholly in the workplace. The more of these programmes we offered, the greater their uptake and enrolment occurred. These types of courses quickly enrolled more learners than their day release counterparts, to the extent that our current very high volume of work based programmes is compelling evidence that employers much prefer our methods of employer engagement, compared to the static numbers of traditional day release courses.
Small businesses in the South West rarely have the capacity to employ staff with high levels of expertise or to train staff internally, and access to support and advice services is limited due to rural isolation.  
It is within this rural and Micro/SME context that our work-based training programmes have been developed, and our model of employer engagement has evolved.
The current economic climate demands that all staff within all Schools  look to engage employers more effectively to generate income for the organisation to sustain the workforce . It is therefore a strategic priority of the organisation to improve our employer engagement and to make more teams within the college aware of the CRM  and the potential benefits of engaging with its use.
Customer Relationship Management
Our College manages closely all aspects of the relationship between the employer, the College and partners to ensure that the customer gets the product they need in a timely, efficient and professional manner.  
We achieve this by:
· Providing customer care development/training for all relevant College staff
· Co-ordinating all contact, advice and discussion with employers to ensure prompt and appropriate responses
· Developing  and maintain a customer database of contact, skill needs, previous provision, etc.
· Reviewing quality of provision- Gathering employer feedback from Marketing and Telesales activity, and feeding this in to our quality improvement and assurance processes.
1. Employer Experience
Our College has developed an employer experience which is comparable with the very best the private sector can provide.
Our delivery of education and training is characterised by its minimum intrusion into business operation.
We  achieve this by:
· Articulating and implementing the Petroc  employer experience
· Developing teaching and learning strategies which maximise success whilst minimising disruption
· Developing the teaching and learning staff to have the appropriate skill set to deliver to employers
2. Skills
Our College in partnership with others,  plays an essential role in meeting the Skills needs of industry throughout the South West.
We achieve this by:

· Providing high level representation for key local and regional, sectoral partnerships in order to promote the skills needs of local Industry.
· Working in partnership with Sector Skills Councils to develop regional, national and local plans for addressing skill needs
· Establishing focused project teams to meet particular skill needs which will draw upon expert staff, innovation and best practice
3. Create Demand for Leading Edge Skills and Practice
We stimulate and challenge employers to embrace leading edge skills and practices thereby adding value to the products and services they provide.
We achieve this by:
· Communicating our services through highly focused marketing methods and techniques
· Delivering innovative training in innovative ways
· Developing more employer focused higher education programmes
· Embracing enterprise and innovation throughout the College
· Leading by example in the services and facilities we provide
4. Curriculum
The College continually develops its learning products to meet the aspirational and skills needs of our learners, employers and other stakeholders.  Our Curriculum will appropriately embrace emerging learning models and frameworks in meeting needs but will neither be constrained by nor driven by these models.
The College develops, in partnership with others, a comprehensive, broad, seamless curriculum in a flexible and responsive manner, maximising and developing the use of high quality learning resources.
We achieve this by:
· Mapping and expressing our employer based curriculum in terms of skills, learner participation, achievement and progression
· Developing high quality learning products to meet the skills needs of employers, not just specific qualifications
· If we cannot meet the skills needs of an employer, we should seek the provider who can
· Providing a curriculum that will recognise the benefits to be gained from a unitised multiple entry point approach to curriculum development and delivery
· Developing a curriculum that maximises the effective use of ILT and other high quality learning resources


Customer Relationship Management (CRM)
The aim of the CRM is to:
· Provide a sole point of entry for any employer enquiry in whatever form
· Ensure that this enquiry reaches the correct person(s) for resolution
· Track, record, and monitor all such enquiries 
· Provide a vehicle for multiple strand enquiries

The CRM tracks the customer’s journey from initial enquiry stage to enrolment stage. This includes internal and external referrals, and a record is made of the status of the enquiry at any point.  Automatic emails to people are generated as “actions” which are logged and monitored for timely response(48 Hours)
An integral part of the CRM system is the organisational database.  This database lists all the companies we have been in contact with over a 4 year period, regardless of whether we have engaged with the company or not.  The organisational database supports the CRM system as well as our Health and Safety monitoring process to ensure that the relevant checks are in place for each company we work with.  The organisational database also records information on company contacts, size, sector and the number of students who have undertaken training.
The College’s restructure  has created a more employer-focused approach, and a team of CBDMs and Heads of Schools have been engaged, whose responsibility includes managing the relevant curriculum area and companies on the CRM.  
They are responsible for ensuring enquiries are dealt with in line with the College’s service standards which were reviewed and amended following the restructure.   
We have a set of customer service standards for each team within the Directorate. These standards cover the whole customer journey – from enquiry to achievement of qualification and business impact, and are internally monitored and reviewed on a regular basis by the relevant Team Leader.
Our customer service standards are underpinned by key principles:
· Customer Relationships
· Success Measures
· Employer Engagement
· The Employer Experience
· Meeting the Skills Needs of Industry
· Creating a demand for Leading Edge Skills and Practice
· Curriculum Development
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Examples of monitoring include:

· Monthly meetings with the Learner Services Centre, Tiverton Hub, Reception Staff and Short Course Team
· Mystery Shopper
· Monthly quality performance statistical monitoring
· Weekly overdue CRM enquiry position
· Employer feedback
· Administrative accuracy reporting
· Observations(including peer)
· Costing reviews and budget monitoring
· Monthly team meetings (including Marketing meetings)
· Internal and external audits and EV visits
Enquiries

All enquiries are logged centrally and processed using an in-house C.R.M.
Larger companies have a key account manager assigned to them (identified on the CRM) who is also copied in.
The nominated curriculum expert and key account manager will work together in their response to the enquiry from the larger companies.
Key Account Managers have a clearly defined job role and skills and experience requirement in their job specification. 
Within the Schools nominated experts are identified by the relevant Head of School, details of which are shown in the Organisation Chart 
New enquiries and initiatives are an agenda item at each fortnightly Directorate for Employer Management Team meeting: 
The College receives enquiries via the following routes:
· Guidance Centre
· Website Enquiry
· DfE Curriculum Teams 
· Employer Services Teams
· Sales and Marketing Team
· Schools

All enquiries are uploaded on to the system by the Employer Services Team, CBDM or Business Solutions Advisor. Members of the teams also undertake the Organisation Needs Analysis (ONA) for the relevant company if not already in place.   The targets set in the ONA are reviewed to establish their impact on the business.  The CRM system is undergoing constant improvement as we evaluate its effectiveness, and we are currently working with our CIS team to introduce an automatic alert to our Telemarketing Co-ordinator when the review is required to be undertaken. 
The College’s website has an employer’s page which has a facility for the employer or individual to send an enquiry via email direct to the College’s CRM system.  This system is checked daily by the Employer Services Team Leader in order to ensure enquiries are dealt with efficiently and effectively.
If an enquiry is received for a company with a variety of needs then this type of enquiry would initially be directed to our Business Solutions Advisor.  The College’s Business Solutions Advisor role is primarily to co-ordinate multi-vocational training solutions. 
If the enquiry has been received for one of the curriculum areas then the Business Solutions Advisor or Employer Services Team would refer the enquiry to the relevant manager.  They would drive and manage this enquiry themselves or nominate an expert within their team.. 
As we are one of the largest training providers in the South West we are able to provide a solution for most training requirements requested by employers.  Where we are unable to offer the training solution this enquiry is sent electronically via the External Referral system within the CRM.  The CRM system emails the enquiry directly to the nominated Training Provider and our Employer Services Team Leader monitors the enquiry to ensure that this referral has been actioned, and that the customer’s needs are being addressed:
The College offers a number of marketing events throughout the year and there is an opportunity to record on the CRM which companies attend the event for future marketing opportunities.  This facility is still under development. Sections within the Employer Directorate also hold events such as the Employer Forum for Care; this enables employers to network and share good practice. Guest speakers are frequently invited to participate in these events. 
There are a number of reports set up within the CRM to enable us to manage information appropriately. The following reports in particularly are used regularly to monitor our management information:
· Marketing Report 
· In-Progress Report 
· Overdue Enquiries 
· New Business – new companies engaging with each month
· Employer Feedback Results – provides data on satisfaction rates and comments 
· Employer Feedback – monitors customer comments which require feedback.  This list is checked on a weekly basis by the Telemarketing Co-ordinator
· Training Activity Summary Report – this report has been recently added and is still in the piloting stage.  Its purpose is to highlight the employers where we are most active in delivering training.

The Telemarketing Co-ordinator undertakes weekly employer surveys over the phone for employers who have employees who have recently completed.  Additional surveys also take place in line with the ONA targets or Framework for Excellence where applicable.  The Telemarketing Co-ordinator will sometimes receive further comments from the survey which are sent to the relevant manager to action.  The Telemarketing Co-ordinator monitors that these actions have been addressed in a timely manner. New enquiries are also generated via this means and these enquiries are generated via the CRM in the normal way.
Within the Employer Directorate the College has a team dedicated to the Short Course provision within the College.  An online Short Course System is being  developed to capture specific short course bookings to ensure that the CRM reflects the full employer picture. This will help to gather statistical information relating to demand for courses etc.   If the employer is supporting the training then this booking is flagged to the Employer Services Team who undertake the ONA if not already in place.  The targets set in the ONA are reviewed to establish their impact on the business and, as stated above, we are currently working on improvements to the CRM system which include an automatic alert to our Telemarketing Co-ordinator when the review is required to be undertaken.

Employer Enquiries

All enquiries are logged and processed using the PETROC C.R.M. (Customer Relationship Management Tool)
Reception
Guidance Centre
Employer Services
Sales and Marketing
Directorates/ Schools
Internal Referral  to other Schools and Directorates
Employer Services or Short Course Team for actioning
Directorate for Employers
Website Enquiries
Internal Referral to Short Course Team unit.
Employer Services Team, Curriculum and Business Development Manager and                                                                                 Business Solutions Advisor.                                                             Input enquiry on to CRM and undertake Organisational Needs Analysis (ONA) if not already in place
Send enquiry to relevant Curriculum Business Development Manager or nominated member of team, who will arrange and facilitate training as identified on the                             Organisational Needs Analysis .















Quality Control and Assurance                                                                    Once training has been completed Employer surveys are undertaken by Telemarketing Co-ordinator
Curriculum Business Development Managers / Telemarketing             Co-ordinator – revisit the Organisational Needs Analysis to measure and assess business impact.
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Accessing the CRM

e Log on to Oncampus
¢ Go to the CIS page

e Under KEYWORD SEARCH - type
\\CRMII

¢ Click On “Customer Relationship
CRM”




image5.JPG
Dashboard

This displays all your tasks that need to be actioned. There is a traffic light system - Red
for Overdue, Amber to be completed soon and Green which is OK.

Home » CIS » CRM » Dashboard
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My Actions

verdue | Deadine

Enquiry | Czmpany / Individual

5 New uiriex

@ um 19-APR.12 - Added by MARK.CRAIGEPETROC.AC.UK WA OLmATIZ
Meeting arranged Tuesday fst May 2.00pm. with " (Training Manager) and Production Manager. We
can either meet there o drive down in same vehicl. Mark Cralg

5 Overdue

® un 12-APR.12 - Added by: 4 zamn
Add fina outcome o another task

3 This Week

@ % | IBAPR12- Added by CLIVEROWEGPETROCAC.UK NA OLmAY-Z
Mesting arranged for next Thursday to enrcl the apprentice.

@ mm 18:APR-12 - Added by: CLIVE.ROWEGPETROC.AC.UK NA omarz
et with Andrew and discussed thier requirements. WL put together aprogramme and send costings to the
company.

@ mx unown 30-APR-12 - Added by: JULIE.RENSHAWPETROC.AC.UK WA 0smarz
Clive Rowe to call |

5 This Honth

® ws 14-DEC-11 - Added by: CLIVE.ROWEGPETROC.AC.UK WA SLmAYZ

They want to go ahead and bring their son into the business via a Butchery Apprenticeship. | gave John al the
details and full explainrd the process. John wants to proceed with this - his son leaves school In June 20121 | wil
keep in touch and sign the lad up when applicable.
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Viewing a Task/Enquiry

Tasks will be sent through via email or can be accessed by using the Dashboard. Once opened the
enquiry will look like thi

B New CRM Task (30085 - Message (HTML) &)

Toe ot wew et fams Tock Gcens b
ooty | Repyron) | pronerd | $ 5| 3| ¥ S X e v o

From: CI5 (seonette bursendppetroc.sc k] Serst Thusyjosjzonn 1602
4

it Now CrM Task (30088)

Please find as follows a new task that has been assigned to you

Date 31-MAR-11 View Task

Type Task
Description Treena, | am having trouble here o f you would kindly close this as potential future
tead. To access the

Thanks Jeanette

enquiry click on one
of these

Complete By, 01-APR-11

Enquiry Details (30085)

Enauiry D 30085 View Enquiry
Company / individual LD RECTORY

Enquiry Date 10-maR-A1

Enaquiry Nature Lead from Golley Slater

Please find attached a second lead to call generated today for Food Hygiene for the Old Rectory.

Call notes:
Old Rectory - Hugh Rees - Owner
Tel: 01598763368

Email: infooldrectory.co.uk

2-3 Members of Staff to do Food Hygiene Course.

Lead to Call: | spoke to Hugh Rees who s the Owner of the Old Rectory and he has a definite requirement for 2-3 members of staff to do a
Food Hyglene course at the cost of 245 per person. Hugh is happy for the training to be held either at the college or within the workplace.
There isn't a specific budget but Hugh will pay for training as and when needed. | have set a lead to call for this for Dawn Mullen on
Tuesday 15th March 2011 at 1pm. | will be sending literature and a confirmation email to Hugh.

Call Recording:





image7.JPG
Enquiry Options Explained
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Enquirer

Company HE&S/ Insurance

© H&S (LF): Unknoy
o HES (SF): 22-JUL-
« Insurance: 04OV |

Company

Past Enayf

Organisation Needs
No previous ONA

Future Enauiries
Contact Number

Enquiry Students —

Additonal Contacts Potential No. of

Students

Add task © Add communication 4 Add final outcome
© dd external referral © 2dd internal referral

19-4PR-12  Required Action
eod Mesting arranged Tuesday fst May 2.00pm. with and Production
Manager. We can either meet there or drive down in sams vehidie.

Mark Craig.

19-APR-12  This has been generated from another enquiry. NA NA
View parent enguiry (32731
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Add a Task

1. Under NEW ACTION
2. Click on ADD TASK

3. DESCRIPTION - use this to enter your next action or to add an action
for someone else to complete.

4. COMPLETED BY - this usually defaults to 5 days. Use the calendar to
amend the completed by date if necessary.

5. ASSIGN TO - this is the person who will receive the new enquiry. Click
on the arrow and a drop down list of names will appear (these are listed
by Heads of School or Curriculum Business Development Manager
(alphabetical by first name))

6. OPTIONAL ATTACHMENT - this can be used if you need to attach a
letter etc. Click on BROWSE to find the drive.

7. SAVE - click on save and the task will be added to the enquiry.

NOTE

Where you see this * the section MUST be completed.

If you assign yourself to a task you will not receive an email; in all other
instances an email will be sent to the individual chosen.
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Add Task

Under NEW ACTION - click on ADD TASK
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New Action
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3

Add an Outcome

New Action - Click on ADD FINAL OUTCOME

Use the blank box to update the enquiry.

OUTCOME - Click on the drop down arrow:-
No Lead - use this if the person is no longer interested or if we have been
unable to help

Enrolment - use this if it is likely the person will enrol (also indicate the
number of enrolments)

Potential Future Leads - use this if you think the person might come back or

if they are undecided (i.e. they have all the information and may or may not
enrol in the future).

Then click on SAVE
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Final Outcome
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Adding a NEW Enquiry
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New Enquiry Form
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Using the Organisational Tab
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The page below will appear - giving an overview of the
Organisation

Name PETROC

Address OLD STICKLEPATH HILL
BARNSTAPLE
DEVON

01280
Phone. 01271338117

Mobile Phone

Fax
Website
Size Large organisation (250 or more employees)
Sector Health & Education Servcas
Risk Medium
Type(s) Auto Body
Auto Repair
Care
Electrical installation
Employer
Funding Authority
Plumbing
Contacts Has contacts
Employer Engagement Currently engaged

H & S Renewal (Long Form)  26-NOV-13 (Medium Risk)
H & S Renewal (Short Form)  Unknown

Insurance Renewal 31Ut
Employer Agreement 16-MAR-11
Key Account Robert Bames

Key Account Contact Only X

Signed up for skitls pledge

Previously taken an v
apprentice

Sole Trader *
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