
Westbury plc is a FTSE250 construction company operating throughout England and 
Wales, well respected for its innovative approach and leading product designs. 
It had over 150 building sites each with its own sales office where all customer 
details and sales were processed manually.  
 
Customer and sales efficiency 
An automated sales administration system was required to incorporate all customer 
data and reporting requirements to improve the efficiency of the sales process for 
customers, front-line sales personnel and back-office personnel based in regional 
offices. The sites would also need to be connected to the regional network and server 
ensuring information was real-time. 
 
Early on in the change process, several potential solutions were discussed with a 
number of service providers. An innovative ‘Office in a Box’ solution was preferred. 
This allowed all the required hardware to be called-off when a site opened, then 
delivered to site and commissioned. Network connectivity was provided using a 
service that capped the ‘call’ charges, enabling the costs to be determined and 
appropriate budgets set. 
 
The initial business analysis was undertaken by visiting several sites to determine 
requirements, discussing the process with the sales teams. A specification was 
drafted and agreed and then a technical specification was produced for a third-party 
software company to undertake the programming and database changes. Extensive 
testing was undertaken with a six months pilot on three sites. Following this pilot, 
changes were made to the system and training was undertaken for 250 people, with 
full on-line documentation. The training of sales personnel was a major undertaking, 
as many people had not used computers before and the geographical logistics proved 
to be a challenge. 
 
The software development was managed by the Software Applications Manager, who 
was a key member of the overall change team. Implementation was undertaken on a 
regional basis, covering circa 20 sites at a time. A year after the implementation, 
every site was visited and further enhancements were identified. There was an 
ongoing process of discussion and software improvement. 
 
Significant business benefits were achieved by the automation of the sales 
administration process, providing sales and marketing information previously 
unattainable and improving the customer experience at the point of sale. 
 
“Integrated Management information systems were developed by engaging 
with stakeholders, questioning requirements and expectations, 
implementing changes effectively and of course to schedule.  
 
The single biggest change was the introduction of sales systems to 150 
remote locations - considerably improving the customer experience when 
buying a home”. 
 
John Bennett, Group Finance Director, Westbury plc 2005 
 
 
 
 
 



Aligning IT with the Business 
The IT department had embarked on developing a business-wide integrated system 
but was technically led and had not established effective relationships and lacked 
credibility in the operating divisions. 
 
Following changes in Board-level responsibility, the department was restructured and 
resources reduced, leading to poor morale and motivation. A new leadership style 
was provided and using the recommendations of an externally provided systems 
audit, the change agenda commenced: 
 

• internal processes and controls were introduced, including an information 
security policy 

• relationships were established with Managing Directors of operating divisions, 
creating open dialogue and opportunities to change business systems 

• effective relationships were established with key third parties and specific 
support services outsourced 

• regular updates were provided to the plc Board 
• the team structure was revised and new managers appointed 
• personal development plans were established for all team members, covering 

technical, interpersonal and business process skills 
• the development and implementation of several major modules of the 

integrated business system was achieved 
• The impact of these changes was a motivated IT team that really made a 

difference to the business, working effectively with internal and external 
stakeholders. 

 
“Following a period of significant disruption, the IT team was effectively 
aligned with the business through a process of listening to stakeholders, 
building effective relationships and delivering its promises.  
 
Significant benefits were achieved through the introduction of a structured 
and integrated approach to IT Governance” 
 
John Bennett, Group Finance Director, Westbury plc 2005 
 
Strategy and business planning 
Their business strategy was radically overhauled following a process of consultation 
and review, with four distinct themes identified: 
 

• quality 
• efficiency 
• land 
• people 

 
Quality and efficiency were coordinated to improve all aspects of the business, both 
in the ten regional offices and 150 remote building sites, covering process, people 
and technology changes. 
 
The specific changes included a more rapid on-site building process, systems access 
to on-site construction personnel, improving the back-office commercial and financial 
processes and establishing process owners to facilitate continuous improvement. 



To assist with the achievement of this strategy, functional business plans were 
closely coordinated to ensure deliverables were achievable, dependencies understood 
and resources planned. 
 
“Martin was responsible for the delivery of the quality and efficiency parts 
of the business strategy, using a practical & holistic approach to change. 
 
The end result was coordinated functional business plans which ensured our 
objectives were achieved in a consistent and structured way”. 
 
Nigel Fee, Chief Executive Officer, Westbury plc 2005 
 


