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Background, previous research, additional reading

The Specialist Personal Taxes (SPT) Directorate in HMRC is responsible for the delivery of specialist areas of taxation including Trusts. A trust is a way of managing assets (money, investments, land or buildings) for people. There are different types of trusts and they are taxed differently. Further information on trusts is available here: https://www.gov.uk/trusts-taxes
In 2015, a new EU Directive (The EU 4th Anti-Money Laundering Directive (4MLD)) introduced requirements on the UK to maintain a central register of trusts which must be in place no later than June 2017. The Directive is designed to tackle money laundering and terrorist financing. 
In response to the EU Directorate, HMRC’s trusts activity is to move online, allowing customers to self-serve through an online digital service to provide the information required by the EU Directive to HMRC as well as providing information relating to their UK tax liabilities.
Overarching business objective/need

HMRC’s digital strategy sets out how we will redesign our services to become a digital organisation. Delivering customer-focussed digital services that are so straight-forward and convenient that all those who can use them will choose to do so, whilst those who can’t are not excluded.
Trusts customers are diverse. They range from large and small agents some of whom already deal with us digitally while others file on paper, to competent personal applicant trustees using third party software and individuals sending us their paper returns. 
The majority (80%) of customers use an agent so not only will the research  be the first step in helping us highlight any specific trusts agents user needs, it will also be  an opportunity to reach our unrepresented customer base. By understanding the current customer journey, we can ensure that any new service does not replicate areas that currently cause confusion or error. It will ensure we design a new service that  meets both  HMRC and customer needs and is fit for purpose. 
Research Objectives
The main aim of this project is to gather qualitative data from Trust customers (individual trustees and agents representing Trusts) about their current interaction with HMRC and their views on the impact of moving to an online digital service. 

The key research questions are: 

· How do Trust customers view their experience of dealing with HMRC, what works well, not so well?

· Where do customers currently look for information and support on trusts?

· How do customers view the language/terminology HMRC uses to discuss Trusts?

· What are the current patterns in customer behaviour around interacting with HMRC (e.g. some agents do currently use third party software to complete their trusts dealings, but this software comes at a cost to the agent)

· Why do some customers currently choose to file on paper (is it just because the software is not free or are there wider implications of moving to a digital system for these customers?)

· What do Trust customers expect from an online service? 

· What type of communication/information about changes to the reporting process would customers prefer?

· What barriers can we envisage for customers to move to a digital service? What would, conversely, facilitate this?
Proposed Methodology
We are looking to conduct 30 interviews, each lasting approximately one hour.  We are particularly keen to engage with agents who don't currently deal with us digitally when submitting trust returns. 
We want to interview a range of agents (tax advisor/accountants) operating on behalf of trustees and individual trustees. HMRC receives around 170,000 trusts returns a year. Around 80% returns of are submitted by agents operating on behalf of trustees with the remaining submitted by individual trustees. Around 18,000 agents submit returns; the majority of agents submit less than ten returns each year. Two-thirds of trusts returns are submitted using third party software and the rest are paper submissions.
The sample for this research needs to be carefully drawn so that it accounts for the following strata: Agents/unrepresented individuals and digital submission/paper return. Other factors to consider for screening might be number of trust returns submitted (agents) and digital capability (agents and individuals)
. 
Other issues that may have an impact on this project
HMRC will provide an appropriate sample early in January. The sample will include a named contact, contact details including a telephone number where possible, information on the form of submission (digital/paper) and whether agent or individual.
The work to build a Digital Service for trusts has started, this research will feed directly into the early development of this system, therefore initial findings are required by the w/c 15 February. 

What we need from you – The Deliverables
We expect the agency to provide us with your proposal clearly explaining your approach and methodology.
The Proposal
The proposal submitted should include:

· Understanding of the research brief

· Timetable

· Personnel, including background and experience

· Whether any part of the project will be subcontracted, and if so to whom
The proposal should specify who will be responsible for delivering this project and should provide detail of the input into the project that will be provided by each named person.

Please let us know on receipt of this brief whether you think there will be any conflict of interest in your submitting a proposal.
Project Deliverables

· Deliverable 1 - develop recruitment documents and recruiting via sample
· Deliverable 2 - undertake participant opt out
· Deliverable 3 - develop topic guides with input from HMRC

· Deliverable 4 - administer incentives for participation where appropriate

· Deliverable 5 - undertake 30 interviews, each lasting one hour

· Deliverable 6 - Provide five anonymised transcripts 

· Deliverable 7 - Provide a presentation of key findings to stakeholders

· Deliverable 8 - Produce a detailed final report for internal HMRC stakeholders, along with a summary report for publication.

In addition, as part of our publication process, we require a publishable version of the research findings that will be published on the HMRC website. A standard template and guidance will be provided.

We also require a one page ‘stand alone’ summary of the research incorporating the key findings and any insights to  circulate to stakeholders.

Please send proposals back to 
Redacted under section 40 of the Freedom of Information 

via email at 
Redacted under section 40 of the Freedom of Information 

 by 8 January 2016. 
Our project timeline 
The timings given below must be adhered to. 
	Task
	Deadline
	Owner

	Ipsos MORI submit research proposal 
	8 January 2016
	Ipsos Mori

	HMRC agree research proposal
	11 January 2016
	HMRC

	HMRC deliver sample 
	12 January 2016
	HMRC

	Send out advance letters 
	14 January 2016
	Ipsos Mori

	Opt-Out period 
	14-21 Jan 2016
	Ipsos Mori

	Ipsos Mori to provide draft recruitment screener/ draft topic guides s
	18 January 2016
	Ipsos MORI

	HMRC approval of topic guides 
	22 January 2016
	HMRC

	Recruitment 
	w/c 25 January 2016
	Ipsos MORI

	Fieldwork
	25 Jan – 12 Feb 2016
	Ipsos MORI

	Presentation of initial findings 
	18 February 2016
	Ipsos MORI

	First draft of detailed report 
	4 March 2016
	Ipsos MORI

	HMRC comments on first draft of detailed report
	11 March 2016
	HMRC 

	Final detailed report
	18 March 2016
	Ipsos MORI

	First draft of summary report
	23 March 2016
	Ipsos MORI

	HMRC comments on first draft of summary report 
	29 March 2016
	HMRC 

	Final summary report
	31 March 2016
	Ipsos MORI 


Budget

We are not able to disclose exact budget information.  Please provide a cost for the project design set out above and set out alternatives if you feel these would better meet the research objectives. 
We have provided the following table to give you a rough idea of the budget on this particular project. We are not able to provide any further detail and the exact budget could fall at any point inside the range selected.

	Budget Banding

	1.1. £0 - £9,999                              FORMCHECKBOX 

	1.2. £10,000 - £24,999                     FORMCHECKBOX 


	1.3. £25,000 - £49,999                   FORMCHECKBOX 

	1.4. £50,000 - £99,999                     FORMCHECKBOX 


	1.5. £100,000 - £149,999               FORMCHECKBOX 

	1.6. £150,000 - £249,000                 FORMCHECKBOX 


	1.7. £250,000+                               FORMCHECKBOX 

	1.8.  Undisclosed                              FORMCHECKBOX 



Costs must include travel and other expenses, broken down separately. Costs should include all fees and expenses but exclude VAT.

General Terms and conditions

On receipt of a satisfactory proposal, the successful research agency will be awarded a fixed price contract for the project. The Standard Conditions of Contract governing research commissions are laid down by the MR130001 framework agreement and are not negotiable.  HMRC observes the general practice of paying only for work satisfactorily completed. All work should comply with the Code of Conduct of the Market Research Society. The Standard Conditions of Contract are available on request.  
Payment terms have been negotiated to split as follows on most projects (however there will always be exceptions – which we will do our best to cater for)

30% on commission

30% on Fieldwork commencement

40% on completion

When costing proposals it would be helpful to ensure we can see these key stages clearly.  

Some key elements of our standard terms are below:
Contractual obligations 

As a result of government policy to achieve greater transparency in public procurement and help deliver improved value for money, HMRC is obliged to publish tender documents for all contracts with a whole life value of over £10,000.  There is a further obligation to publish all contracts with a whole life value of over £10,000 with effect from January 2011.  It is a condition of bidding for this work that applicants accept these obligations and agree to the subsequent publication of the contract once awarded.
Data handling

In most cases, any data we supply will be encrypted, probably using the highest encryption used by Winzip v9 or above. It is your responsibility to ensure appropriate steps are taken to ensure you are able to receive and decrypt our data.

We also require confirmation at appropriate times of the deletion of customer records from both removable and fixed media within your organisation.
Please note that HMRC does not permit the use of USB sticks and so all electronic versions should be provided on CD.

Once appointed, you should agree with your HMRC contact what security rating any data or documentation you produce should have and how it subsequently should be handled.
As part of our standard data handling requirements, as part of your proposal we will require details of your plan to receive, store and use any data that we may supply to you. In most cases the data we supply to you will contain customers’ personal details and we need to be sure that you will treat this data appropriately.

This should include precise details of the data handling and security procedures you have in place. In particular, please detail how, once we have delivered the data to you, how you will transfer and store it and who in your organisation will be able to access it. You should also detail your processes for archival of and/or destroying the data that has been finished with. As an example this should include, what systems you have that are accessible from the internet, how access to the information is managed, and details of how your data servers are backed-up and maintained.

If you have supplied current information, this does not need to be provided again.
Documentation

HMRC will require the publishable report delivered in both pdf and word formats. The pdf document should include the file size as part of the filename.
In addition, HMRC will require draft copies of all key documents, such as recruitment questionnaires, presentation charts, top line and final report. These are to be submitted in sufficient time for comments to be incorporated into the final version and for our approval to be given for production of the final version to take place.
� A recent HMRC report examined the digital capability of agents � HYPERLINK "https://www.gov.uk/government/publications/hmrc-tax-agent-segmentation-research" �https://www.gov.uk/government/publications/hmrc-tax-agent-segmentation-research�
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