TURNING APPLICANT FRUSTRATION INTO FLOW ‘

THE PROBLEM THE VALUE

Before the work began, the
applicant journey lacked continuity.

We worked with UEL to see the full picture. Every process,
system, and communication from application to enrolment
was mapped and reviewed. The friction points became clear,

The University of East London now
has one clear, student-centred
admissions journey. Processes run

smoothly, communications are Different teams owned different and together we redesigned a future-state journey that put

joined up, and automation systems, which meant messages students first. Clearer messaging, simpler workflows, and

opportunities are mapped out. often felt disconnected and were automation opportunities came together in one actionable
duplicated. roadmap.

Applicants move through the

journey with confidence, and the When applicants disengaged during Today, UEL has a defined vision for admissions, measurable
admissions team can focus on admissions or enrolment, staff were outcomes for success, and the confidence to keep improving.
meaningful engagement with unable to see where the journey

focussed outreach and useful broke down or what caused it.

commuhnications

E gr work brought multiple teams

together, and what stood out most —
was how receptive they were.
From the start, they listened openly
to feedback, took it on board, and
worked with us to shape the right
path forward.

University of
> EastLondon
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	THE IMPACT
	The Air Ambulance Service now has a clear route towards digital maturity, a trusted CRM partner and a team prepared to lead the change.
	With the right foundations in place, staff can move away from disjointed workarounds and focus on building stronger relationships with supporters.

	THE PROBLEM
	The existing CRM was nearing the end of its supported life and no longer met the needs of the organisation. Data sat across disconnected systems, teams could not see a complete picture of their supporters, and staff relied on lengthy manual processes to keep essential work moving.
	The organisation knew it needed a new CRM, but choosing a system without first understanding its wider needs risked replacing one problem with another.

	BUILDING CONFIDENCE BEFORE CHOOSING THE TECHNOLOGY
	THE VALUE
	We worked with The Air Ambulance Service to create clarity before going to market. Through stakeholder interviews, discovery workshops and supporter journey mapping, we identified the operational challenges, future needs and opportunities for improvement.
	We then translated these findings into clear functional and technical requirements, developed the business case and managed a transparent supplier selection process.  Today, the organisation has a digital roadmap, a trusted CRM partner and the confidence to continue improving its systems, processes and supporter experience.

	THE IMPACT
	The British Dietetic Association now has an integrated CRM, more reliable data and a stronger digital foundation.
	Core member processes are managed more consistently, giving staff greater confidence and creating a better experience for members.
	“The team guided us through a complex programme, from discovery and root cause analysis through to procurement and implementation. Their support covered our website upgrade, new CRM, data migration and system integrations.
	Membership organisations need clear technical and legal advice when managing multiple suppliers. The team gave us practical, personalised support throughout, and we would highly recommend them“


	THE PROBLEM
	The existing CRM was no longer meeting the organisation’s needs. Rising costs, limited functionality and integration issues had reduced confidence in the system and its data.
	Staff relied on complex workarounds to complete basic tasks, and the member experience was being affected. When more than 1,000 memberships were cancelled by the system, the need for change became urgent.

	FROM SYSTEM FRICTION TO CONFIDENT TRANSFORMATION
	THE VALUE
	We helped the British Dietetic Association define a clear vision, understand the root causes of the issues and set requirements for a replacement CRM.
	We led the independent procurement process and supported the implementation of the CRM, website platform, member portal, data migration and marketing integration.
	Working across suppliers and internal teams, we kept the programme on time and within budget. Today, the organisation has stronger systems, better data and the capability to keep improving.


