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Business Case Template


[bookmark: _Toc182218269]1. Introduction
· Briefly explain the context and purpose of the business case.
· State why this business case is being presented and outline the main contributors or methods used to examine the issue.
For example: 
The purpose of this business case is to propose the implementation of a modern customer relationship management (CRM) system to improve customer engagement, streamline sales processes, and enhance service delivery. This case was developed in response to feedback from customer service teams and data from recent performance metrics. The analysis was conducted by the Business Solutions team in collaboration with Sales and IT departments.

[bookmark: _Toc182218270]2. Management Summary
· Provide a concise overview of the study and the findings.
· Summarise the main options considered, with their advantages and disadvantages.
· Clearly state the recommended option and the decision requested from the stakeholders.
For example: 
The objective of this study was to assess the need for a new CRM system and explore options for implementation. The investigation revealed that current systems are outdated, causing inefficiencies and customer dissatisfaction.
Key options considered include:
· Option 1: Upgrade the existing system with basic improvements.
· Option 2: Purchase a customisable, off-the-shelf CRM solution.
· Option 3: Develop a custom CRM system in-house.
Recommendation: Option 2, purchasing a customisable CRM system, is the recommended course of action as it offers a balanced solution between cost, functionality, and ease of integration.

[bookmark: _Toc182218271]3. Description of the Current Situation
· Outline the existing situation, identifying any problems or opportunities.
· Avoid excessive detail, keeping it to essential points that explain the issues at hand.

For example: 
Currently, the company’s CRM system is outdated, leading to the following issues:
· Delays in retrieving customer information, impacting response times.
· Limited integration with other tools, causing duplicative data entry.
· Lack of robust data analytics, making it difficult to gain insights into customer behaviour and sales performance.
· These inefficiencies result in lower customer satisfaction, lost sales opportunities, and increased workload for sales and support staff.

[bookmark: _Toc182218272]4. Options Considered
· List the various options explored to address the issue.
· For each option, provide a short description and justify any that have been rejected.
· Highlight the recommended option and explain why it is preferred.
For example: 
Option 1: Upgrade the existing CRM system
· Pros: Low initial cost, minimal disruption.
· Cons: Limited long-term improvement, may not resolve core issues.
Option 2: Purchase a customisable CRM solution (Recommended)
· Pros: Significant improvement in functionality, cost-effective compared to custom development, scalable with business growth.
· Cons: Requires upfront investment and staff training.
Option 3: Develop an in-house CRM system
· Pros: Fully tailored solution, total control over features.
· Cons: High cost, longer development time, significant internal resources required.

[bookmark: _Toc182218273]5. Analysis of Costs and Benefits
· Benefits: List the anticipated benefits, categorised into:
· Tangible benefits (quantifiable, like staff savings, faster response times).
· Intangible benefits (non-quantifiable, like improved customer satisfaction).
· Costs: List the expected costs, categorised into:
· Tangible costs (like project staff costs, equipment purchases).
· Intangible costs (like disruption, productivity loss).
Example Categories:
· Tangible Costs: Project staff, equipment, training, ongoing maintenance.
· Intangible Costs: Disruption, recruitment, transition effects.
· Tangible Benefits: Reduced staff hours, accommodation savings, reduced inventory.
· Intangible Benefits: Higher job satisfaction, better customer satisfaction, enhanced flexibility.


For example: 
Benefits
Tangible Benefits
· Increased sales through better customer insights, projected to improve revenue by 10% in the first year.
· Time saved on data entry and retrieval, estimated to save 1,000 staff hours per year, equivalent to £30,000 in cost savings.
Intangible Benefits
· Improved customer satisfaction through faster response times and personalised service.
· Enhanced data visibility for better decision-making by management.
Costs
Tangible Costs
· Software purchase and licensing: £50,000 (one-time).
· Staff training and onboarding: £10,000.
· Annual support and maintenance: £7,500.
Intangible Costs
· Temporary productivity loss during transition as staff adapt to the new system.
· Potential resistance to change, particularly among long-serving staff.

[bookmark: _Toc182218274]6. Impact Assessment
· Describe the expected impact of implementing the recommended option.
· Detail effects on various business areas, including financial, operational, and reputational impacts.
For example: 
Implementing the new CRM system is expected to:
· Improve customer service response times by 20%.
· Increase sales team productivity by 15%, allowing them to handle more clients effectively.
· Enable data-driven decision-making with real-time insights, positively impacting marketing strategies and customer retention efforts.

[bookmark: _Toc182218275]7. Risk Assessment
· Identify potential risks associated with the recommended option.
· Describe each risk, its likelihood, potential impact, and any proposed mitigation strategies.
For example: 
Identified Risks:
Risk 1:  Potential data migration issues could disrupt service during the transition.
· Mitigation: Conduct a pilot migration with a subset of data and ensure IT support is available during rollout.
Risk 2:  Resistance to new technology from long-standing staff.
· Mitigation: Provide change management support and additional training sessions for staff.
Risk 3:  Costs exceeding initial estimates due to unforeseen customisation needs.

· Mitigation: Engage with the CRM vendor for a comprehensive requirements 
assessment and secure fixed pricing for essential customisations.

[bookmark: _Toc182218276]8. Recommendations
· Present the recommended course of action.
· Justify this recommendation based on the findings from the cost-benefit analysis, impact, and risk assessments.
For example: 
It is recommended to proceed with Option 2: Purchase and implement a customisable CRM system. This option balances cost, functionality, and speed of implementation. It will address the current system’s limitations, improve service delivery, and provide scalable solutions as the business grows.

[bookmark: _Toc182218277]9. Appendices
· Include any additional supporting information, calculations, detailed analyses, or reference materials.
· Appendices should be clearly labeled and referenced within the main sections of the business case as needed.
For example: 
Appendix A: Detailed cost breakdown for each option
Appendix B: Comparison of CRM solutions considered
Appendix C: Stakeholder feedback and survey results
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