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	3.
	Contractual Detail


	Contract Ref:
Incl. Framework name e.g. Catalist, and relevant section. Also include URN for Catalist and Cipher call offs. 
	
DWP Social and Economic Research Framework 2013

This Service Order is subject to the DWP Social and Economic Research Framework (2013) Terms and Conditions of contract and Clause D3 and D4 relating to the Official Secrets Acts and related Legislation, and Confidentiality, as detailed in Annex C – additional contractual information.


	Special Terms and Conditions:
e.g. overtime, expenses, travel & subsistence, notice period.
	HMRC will review its position after each of the milestones detailed in the specification on an ongoing basis and reserves the right to terminate the contract (for any reason) prematurely. For the purpose of this engagement the notice period will be 1 month.





	
4.
	Project Information


	Project Title:
	Experiences and behaviours of dissatisfied tax credits customers

	Start Date:
	June 2016

	End Date:
	October 2016 




	5.
	Payment Schedule

	#
	Milestone
	Anticipated delivery date*
	Total charge (excluding VAT)
(£)

	1
	Completion of Milestone One
	18/08/2016
	redacted under section 43 of the Freedom of Information Act

	2
	Completion of Milestone Two 
	28/10/2016
	

	
	
	
	

	* - The anticipated delivery date is not a fixed invoice point. Payment is made upon satisfactory receipt of services, certified by the Project Manager.
	Grand Total (£)
exclusive of VAT:
	£38,912

	
Invoices relating to this Service Order should be sent to the HMRC Invoice Processing Centre (provided at 1. above) by email in pdf format, unless otherwise indicated.  All invoices must quote the Purchase Order Number.

Invoices received without a Purchase Order number may be rejected.










	6. Summary of Requirements / Role Description / Deliverables


	The section below should be used to provide clear summary of the requirements for delivery of the project/assignment.  It should include, where appropriate, milestones / key deliverables with dates, and any proposals for skills transfer (where relevant).


	
Summary of Requirements 

Delivery of a qualitative research to explore experiences and behaviours of tax credit customers who have experienced the tax credits complaints or disputes process. The key aims are to gain insight into support needs and the customer journey.

The project will consist of:
· 40 face to face depth interviews with tax credits customers who have been through the complaints, disputes or mandatory reconsideration process.

The requirements of the study are set out in HMRC’s Invitation to Tender (ITT) issued on 13th May 2016.



Services will be provided by the Ipsos MORI as set out in their tender dated 27th May 2016 and revised costs note. 
TENDER REDACTED UNDER SECTION 43 OF THE FREEDOM OF INFORMATION ACT

Deliverables and payment milestones:

REDACTED UNDER SECTION 43 OF THE FREEDOM OF INFORMATION ACT

Any subsequent amendments or clarifications to the original response are to be delivered as agreed with the HMRC Project Leader or his/her nominated representative.




	8. Confidential Information


	As part of the Government’s Transparency Agenda, this agreement and any associated winning tender may be published.  The contractor must notify the project manager (provided at 1. above) of any commercially sensitive information to be considered for redaction prior to publication.  

(7.1) The following information shall be deemed Commercially Sensitive Information or Confidential Information:-

(7.2) Duration that the information shall be deemed Commercially Sensitive Information or Confidential Information:-





BY SIGNING AND RETURNING THIS ORDER FORM THE PROVIDER AGREES to enter a legally binding contract with the Authority to provide the Service specified in this Order Form together with, where completed and applicable, the mini-competition order (additional requirements) set out in section 3 of this Order Form.  Incorporating the rights and obligations in the Call-Off Terms and Conditions set out in the Framework Agreement entered into by the Provider and the Authority on 1st July 2013 and any subsequent signed variations to the terms and conditions.   
	For and on behalf of the Provider:-

	Name
	Personal Information: redacted under section 40 of the Freedom of Information Act

	Capacity
	

	Signature
	

	Date
	



	For and on behalf of the HMRC:-

	Name
	Personal Information: redacted under section 40 of the Freedom of Information Act

	Capacity
	

	Signature
	

	Date
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SPECIFICATION OF REQUIREMENTS

Customer experience and behaviours during tax credits disputes and complaints

1. [bookmark: _Toc358213291]Introduction

1.1 HM Revenue & Customs (HMRC) wishes to commission a qualitative research project to explore, in depth, customers’ experiences and behaviours during the tax credits disputes and complaints process. 

1.2 A contract will be agreed with the successful contractor in June 2016, and it is anticipated that the project will begin very shortly after this. 

1.3 The contract will be awarded to the supplier deemed to provide best value for money. Assessment will be based on the factors included in section 12.

1.4 Tenderers are invited to submit a tender of no more than 15 pages by 4pm 27th May 2016 (see section 16 for details).

2. [bookmark: _Toc262479059][bookmark: _Toc358213292]Context

2.1 Tax credits (TC), comprised of Working Tax Credit (WTC) and Child Tax Credit (CTC), are a flexible system of financial support designed to deliver support as and when a family needs it, tailored to their specific circumstances. They are part of wider government policy to provide support to parents returning to work, reduce child poverty and increase financial support for all families. The tax credits system is based on household circumstances and can be claimed jointly by a couple or by single persons. Entitlement is based on: age; income; hours worked; number and age of children; childcare costs; and, disabilities.

2.2 All existing tax credits customers (of working age) will gradually move to                       Universal Credit. It is estimated that over 2.5 million families will move from tax credits to Universal Credit.

2.3 There are established routes for customers to complain to HMRC, for example about any mistakes or how they were treated. There is also a separate route where customers disagree with a tax credits decision and specifically for disputing a tax credits overpayment. Further information on routes and escalation process for complaints and disputes is available in the attached Annex E  Additional information on disputed overpayments can be found here: https://www.gov.uk/tax-credits-overpayments/dispute-form-tc846 and appeals and complaints available here: https://www.gov.uk/tax-credits-appeals-complaints

2.4 Over the next 12 months HMRC will be developing and trialling a    number of initiatives intended to significantly improve how the department manages customer contact, both reactively and proactively, to best serve those customers who feel and voice their dissatisfaction. 

2.5 The research would aim to better understand customer behaviours during the tax credits disputes and complaints process including any trigger points and customer support needs at different stages of the tax credits cycle from which we can develop future operational initiatives and service improvements.

3. [bookmark: _Toc262479062][bookmark: _Toc358213293]Research Aims & Objectives

Aims

3.1 [bookmark: _Toc262479063]This research will be conducted with tax credit customers who have experienced the tax credits complaints or disputes process. 

3.2 The key aims of the research are to gain insight into:

· Customer journeys into disputes and complaint processes

· The causes of customer dissatisfaction

· What service improvements are needed

· Customer support needs

Objectives

3.3 The research will primarily focus on the following areas:

Customer journeys that lead to the disputes or complaints

· What are the trigger points to disputes or complaints?

· Are there shared experiences across customer groups or common themes that lead to dispute or complaint (e.g. a failure to report a change of circumstances)?

Use of current guidance and support 

· Is online (GOV.uk) guidance used? Is other non-HMRC guidance used? Is the guidance used useful?

· Where else do customers seek advice before pursuing a dispute or complaint?

· Why do customers choose a particular channel of contact (e.g. writing or calling)?

· How would customers like to be supported?



Experiences of the complaints and disputes process

· How important is it for the customer to receive a written verdict on their complaint or dispute?

· How do customers feel when they receive a no change outcome to their complaint or dispute? 

· What prompts a customer to escalate the complaint or dispute, or makes them decide not to. 

· What prompts a customer to further escalate their complaint to the Adjudicator? 

· What was the customer’s experience of the dispute and complaints process

· What could we have done differently?

4. [bookmark: _Toc262479065][bookmark: _Toc358213296]Methodology & Scope

4.1 Tendering companies are invited to propose a detailed qualitative methodology that will fully address the aims, objectives and requirements of this research project. The proposal must clearly outline the methodological approach including the proposed structure of the qualitative fieldwork.

4.2 HMRC welcomes alternative and innovative designs. Proposed methodologies must meet the aims, objectives and timescales outlined in this ITT, providing a clear approach and rationale for the preferred methodology. Tenderers should include clear costings for their proposal; please see section 11.

4.3 A suggested methodology is to carry out approximately 40 in-depth face to face interviews with a mix of respondents, in terms of different customer profiles by type of complaint and dispute (including mandatory reconsiderations related to compliance decisions), in order to explore reactions across different tax credits customer groups. 

4.4 The sample will be drawn from HMRC’s tax credits records. It will comprise of tax credits customers who have been through the disputes, complaints or mandatory reconsideration process over the last 6 months. 

4.5 The tax credits population is extremely diverse and wide-ranging. It includes the employed, the self-employed and unemployed, those with and without children, disabled workers, couples and single people. The population also includes individuals from a variety of socio-economic backgrounds with varying degrees of reliance upon tax credits as their main source of income. 

The sample should include a broad cross-section of tax credits customers who have been through disputes, complaints or mandatory reconsiderations including:



Customers who have complained through different channels either directly to HMRC or other routes, for example the Adjudicator. 



Customers with different complaints or circumstances, for example overpayments or debt

 

Customers who have had different outcomes as a result of their complaint, for example whether it was upheld or not and whether the complaint was further escalated.

4.6 In considering recruitment and methodology, tenderers should consider and explain how they will manage the possible challenges below. The response should specify any impact on cost:



4.6.1 To capture views from a wide range of former tax credits customers. The research should include customers from various age, income and family groups. Certain individuals may have literacy or numeracy problems. The population will also include some customers who may not speak English as their first language. Tenderers should outline how they would address the issues associated with conducting research with these groups. 



4.6.2 Tenderers must be flexible in the timing of their recruitment and fieldwork. Many people in the sample will be working and/or have children, so recruitment and fieldwork must be carried out to fit around their availability. Tenderers should also pay attention to any school holidays during the fieldwork period and take into consideration the current research timetable. 



4.6.3 Due to the nature of the topic, we expect the sample to be drawn from a wide geographical area, fieldwork should be undertaken in a range of different geographical locations within the UK to ensure access to a broad range of views. 



4.6.4 Tenderers are expected to identify any other relevant diversity, sensitivity, and/or ethical issues for working with this group along with how they will be effectively managed as part of their bid. The appointed contractor will design the topic guides for this work. Its content will need to be agreed by the HMRC project manager before it can be used.



4.7 It is essential that respondents are assured of confidentiality and that is maintained throughout. It will be the responsibility of the successful contractor to ensure that the information provided by respondents remains strictly confidential and that HMRC cannot identify which individuals have participated in the research.



Data capture and Analysis

4.8 Tenderers should provide details of their proposed techniques for qualitative data capture and analysis, supported by relevant rationale. Each stage of the analysis process should be outlined and analysis must deliver against the research aims for this project.

4.9 Tenders should specify how the analysis will be quality assured. This should be included as part of the quality plan, see section 8.1.

5 [bookmark: _Toc358213299]Timetable

5.1 The timetable for the research is set out in Table 1. Tenderers need to demonstrate their capacities to deliver the research on time, and meeting all the milestones.  We invite tenderers to comment on the feasibility of the suggested timetable.

5.2 A final presentation of findings must be delivered by the end of September. The final reporting must be signed off by the end October 2016.

5.3 Tenderers should set out their approach for delivering the requirements, specifying which requirements they plan to deliver by when.

5.4 Tenderers should include the option of some initial findings by the second week of September. In their tender, they should provide details of the format of this, and the likely number of interviews that this will include.

5.5 Please note contractors may be expected to attend an interview on 7th June and the successful contractor will be expected to attend a start-up meeting on 14th June 2016.

5.6 The contract will be agreed in mid-June with work commencing immediately after this date.

  



[bookmark: _Toc262479077][bookmark: _Toc358213300]

Table 1. Provisional Timetable 





		

		Dates

		Activity/Output

		Action



		Procurement

		27/04/2016

		EOI issued

		HMRC



		

		09/05/2016 (5pm)

		EOI deadline

		Contractors



		

		13/05/2016

		ITT issued to preferred contractors from EOI stage

		HMRC



		

		27/05/2016 (4pm)

		ITT deadline

		Contractors



		

		07/06/2016

		Interviews with selected contractors

		HMRC/Contractors



		

		09/06/2016

		Contractor appointed

		HMRC



		Development work

		14/06/2016

		Project set up meeting

		HMRC/Contractors



		

		05/07/2016

		Sample transfer

		HMRC



		

		07/07/2016

		Submit draft opt out letter and recruitment materials 

		Contractors



		

		11/07/16 – 22/07/16

		Opt-out period

		Contractors



		

		11/07/15

		Submit draft fieldwork materials

		Contractors



		

		22/07/16

		Agree recruitment materials

		HMRC/Contractors



		

		w/c 25/07/16

		Recruitment begins

		Contractors



		

		03/08/16

		Agree fieldwork materials

		HMRC/Contractors



		Fieldwork

		08/08/16 – 02/09/16

		Fieldwork to start

		Contractors



		

		16/09/16

		Interim findings

		Contractors



		Reporting

		w/c 26/09/16

		Presentation of findings

		Contractors



		

		w/c 10/10/16

		Draft report

		Contactors



		

		End of Oct 2016

		Finalise report

		HMRC/Contractors









6 Outputs (deliverables)

6.1 We expect the successful contractor to produce the following outputs at the appropriate stages:

6.1.1 A detailed project plan outlining key dates and milestones clearly indicating any actions for HMRC;

6.1.2 Opt out letter/s – drafting, printing and mail-out. 

6.1.3 Develop all fieldwork materials, including topic guides and visual aids such as show cards. All fieldwork material drafts must provide the HMRC Project Manager with sufficient opportunity to comment. All materials must be agreed with HMRC prior to their use;

6.1.4 Weekly progress updates to HMRC, highlighting current risks;

6.1.5 Draft report structure for each phase – agreed with the HMRC Project Manager in advance of drafting the first draft report;

6.1.6 Interim results - emerging topline findings part way through fieldwork;

6.1.7 Final results for each phase of research – including presentation of findings to HMRC analysts and officials; and, a written report of publishable quality, agreed with HMRC prior to publication on the HMRC website;



6.1.8 Technical summary of the conduct of the study - this should contain copies of any training material, interviewer instructions, screening/recruitment questionnaire, topic guides, any standard letters and associated documents sent to respondents and the documented details of sample selection and analytical outputs.



6.1.9 Pro forma summarising the findings from each interview/focus group.

6.2 The final report will be published on the HMRC website. HMRC reserves the right to publish or not to publish the final report. We would anticipate the concise report being a maximum of 15-20 pages (excluding appendices). Further guidelines will be provided to the successful supplier. 

6.3 We require high standards of presentation and expect all output drafts and final versions to be complete and to have been quality assured before being delivered. Tenderers should assume that reports, topic guides and presentations will require amendment in light of comments made by the Department, and that at least two drafts, including conclusions will normally be required before agreeing a final draft. Allowance should be made for this in the proposed timetable for the research.

6.4 Tenderers are also invited to suggest any additional outputs they feel would be relevant to this particular piece of research and provide separate costs. In particular we would be interested in ideas for how they can communicate results effectively in an engaging manner with senior stakeholders.



7 [bookmark: _Toc262479078][bookmark: _Toc358213301]Project Management and Contract Administration

7.1 Yuan Huang Chow is the HMRC Manager for this project. She will be responsible for the day to day management of the contract. Once the contract has been awarded, all contact with HMRC concerning the project should be made through her. The research organisation will be required to appoint a contract manager who will act as the principal point of contact for the Department.

7.2 The research organisation will be expected to work closely with the HMRC project manager and through her, with internal customers within HMRC throughout the duration of the contract. They must be kept informed of progress and key decisions must be agreed with them. Proposed changes in project staffing (at all levels) or deviations from the agreed work programme must be discussed and agreed with the project manager in advance. They are responsible for all decisions that involve funding.



8 [bookmark: _Toc262479079][bookmark: _Toc358213302]Quality and Risk Management 

8.1 Tenderers should include a quality control plan with their proposal, which should demonstrate their internal procedures to assure quality control. In particular, this should include strategies for recruitment of participants, monitoring of interviewer/facilitator performance, strategies for data capture and analysis and processes for ensuring final outputs meet HMRC’s needs. 

8.2 Proposals should also include an assessment of the key risks to this project. This should identify the most significant risks to successful completion of the work, assess the degree of risk (likelihood and impact), set out strategies for minimising these risks and managing the consequences if problems occur. See the separate excel sheet in Annex A as an example of the template HMRC require research contractors to complete.



9 [bookmark: _Toc262479080][bookmark: _Toc358213303]Data Ownership and Publication

9.1 Results and data from the research are not to be made public by the research contractor. HMRC retains copyright for the research. To preserve confidentiality and anonymity, details of individual participants in the research must not be included in the analysis and reports. 



10 [bookmark: _Toc262479081][bookmark: _Toc358213304]Expertise and Capability

10.1 We are looking for suppliers who can demonstrate that their proposed team incorporates those with previous relevant experience of and expertise in:

10.1.1 Delivering and designing in-depth qualitative research projects, including face to face interviews. 

10.1.2 Delivering similar projects to quality and within a tight timeframe.

10.1.3 Interviewing customers about their views on sensitive topics and changes of government operation. Bidders should evidence an ability to effectively communicate with the proposed participant groups and to maximise participation.



10.2 If an alternative research design is proposed, tenders should outline the relevant skills held by the project team to undertake the proposed research. All personnel to be involved must be named in the tender and their roles and number of allocated days must be specified. Proposals should summarise the skills and expertise that staff will bring to the project. Curricula Vitae of all personnel within the research team should be provided as an annex to the research proposal. 

10.3 The proposal should specify details of which parts (if any) of the project will be sub-contracted, the name of the sub-contractor who will work on the project, their experience of related research, and their responsibilities within the project. If it is proposed to sub-contract any of the work, the same details as those provided by the tenderer should be given about the qualifications, experience and responsibilities of staff involved along with a description of their respective roles and the management arrangements put in place.  Ultimately, however, the successful contractor will be held to account for the performance of any sub-contractor and needs to demonstrate their confidence to successfully manage sub-contractors.



11 [bookmark: _Toc262479082][bookmark: _Toc358213305]Resourcing and pricing

11.1 Tenderers are invited to propose how they would meet these requirements in the form of a programme of work. Tenderers must include a project plan and time schedule for the work that identifies the main tasks and key milestones that will be used to monitor progress, indicating clearly where HMRC expected to contribute. The plan should also be accompanied by a resource profile, giving a breakdown of the resources in person days to each task. 



11.2 The proposal must include a firm price offer (excluding VAT), based on your assessment of the required resources and the information contained in this document.  Costs for our suggested methodology, for example, 40 in-depth face-to-face qualitative interviews should be provided. Costs for any alternative methodological design should be presented separately, and should be included as an annex to the research proposal. Costs for the project must be broken down separately into:



		Activity

		Personnel (level of staff)

		No. of days per team member

		Cost (£)

		Total

(£)



		Development phase: including

Set-up meeting, recruitment, opt-out exercise and development of fieldwork materials (including screening questionnaire, discussion guides, standard opt-out letters and associated documents sent to respondents).

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		Fieldwork: including briefings, debriefings and data preparation.

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		Analysis

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		Reporting: including writing and delivery of interim findings, final report (inclusive of corrections to draft reports) and presentation in London or Preston. 

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		Project Management: including regular updates, progress checks and additional meetings.

		

		

		

		



		Other costs; including administration, travel and subsistence, incentives, printing and mailing.

		

		

		

		



		Institutional overheads (if appropriate).

		

		

		

		



		VAT (if applicable)

Please indicate whether VAT would be payable

		

		

		

		



		Overall Total

		

		

		

		£





*Please detail number of days each member of staff will spend on each stage of the project. i.e. specify level of staff and days ,i.e. X days of Research Directors time, X days of Project Manager etc.

Note: Tenders that do not supply a schedule of costs in the format outlined above will not be accepted. Rows/columns can be added to the above table as necessary.

11.3 Please indicate whether VAT would be payable. VAT costs are not a factor in determining which tender is successful, but the information is useful to assist our financial planning.

11.4 In costing your tender you should allow for attendance at up to three meetings to be held in London and/or Preston. These might include the following:

· A set-up meeting

· Presentations of the findings

12 [bookmark: _Toc262479083][bookmark: _Toc358213306]Tender Evaluation Criteria

12.1 Tenders will be evaluated on best value for money. This will be judged on the basis of an assessment of their proposals only (supplemented where relevant by discussion at interview), against the following quality criteria set against overall cost (excluding VAT):



		Criteria



		Addressing aims & objectives: 

· How well the aims and objectives are addressed; including the extent to which the tenderer demonstrates an understanding of the context, the policy/operational needs of HMRC, key issues for the project and how methodology will be applied to meet this.





		Team: 

· The extent to which the proposed team have expertise and a track record of delivering qualitative research and analysis to shape policy and operational development and dealing with sensitive topics;

· The extent to which the proposed team have experience in conducting face-to-face qualitative research with tax credits customers or similar populations;

· The extent to which the proposed team has experience of conducting research about/on customer journeys, providing relevant examples. 

· The appropriateness of the proposed team composition and management including days input for each team member at each stage of the project and their day rates.





		Proposed methodology and scope: 

· Appropriateness of methodology, data analysis and sample design proposed;

· The extent to which the proposed approach to research design will meet the project aims;

· The effectiveness of the supplier’s intended approach to recruitment and sampling; strategies for maximising successful contact and recruitment;

· The suitability of proposed techniques to analyse qualitative data to deliver against research aims;

· The quality and suitability of outputs offered;

· Identification of key risks to the project and proposed strategies to mitigate these risks, including the ability to respond flexibly to changes in research design;

· Whether the appropriate professional and ethical standards will be met.







		Delivery to time & reporting: 

· Demonstration of the capacity to undertake this project in the specified timeframe (with regards to the field forces and research/project management team), with contingency plans as appropriate; 







The contract will be awarded on the basis of an ability to identify and address all key areas and issues relevant to the study. 

12.2 HMRC will select the successful tendering organisation based on assessment of value for money as described above. Tendering organisations may be invited to interview by HMRC before the selection is made, with interviews provisionally scheduled for 7th June 2016. Following final selection, any necessary post tender negotiations will be held with the preferred supplier in order to finalise the work programme prior to awarding the contract.

13 [bookmark: _Toc358213307]Transparency 

13.1 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.  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.





14 Data Security

14.1 In accordance with Section 3 of Schedule 4 of the DWP & HMRC Joint Research Framework terms and conditions, HMRC requires all suppliers to provide a Security Plan before any contracts are let.  If a supplier has not already submitted a Security Plan to HMRC, they are required to do so when they submit their proposal (by the tender deadline). The Security Plan does not form part of the tender evaluation; however the award of any contract will be dependent upon agreement being reached on the content of the Security Plan with the preferred supplier. See Annex B.



15 Freedom of Information (FoI) 

15.1 HMRC is committed to meeting its responsibilities under the Freedom of Information Act 2000. All information submitted to a public authority may be subject to disclosure to a third party in response to a request for information under the Act. HMRC may also decide to include certain information in the publication scheme that we maintain under the Act.

15.2 The HMRC FoI Publication Scheme includes a commitment to publish outputs of research projects within the HMRC External Research Programme (which this project is). In some instances publication may be delayed if a relevant exemption under the Freedom of Information Act applies.

15.3 If you consider any of the information included in your response to this invitation to tender to be commercially sensitive and therefore exempt from disclosure under the Act, you should identify it and explain (in broad terms) what harm may result from disclosure if a request is received. Please also note that the receipt of any information marked ‘confidential’ or equivalent by the public authority should not be taken to mean that the public authority accepts any duty of confidence by virtue of that marking.

15.4 HMRC shall not be liable for any loss or damage suffered by the Contractor, whether in contract, or any other way, as a result of the Customer disclosing information in response to a request made under FOIA.

15.5 Further information on the Freedom of Information Act 2000 can be obtained through the www.gov.uk or from the Information Commissioner’s Office for enforcing the Act www.ico.org.uk.

16 [bookmark: _Toc262479084][bookmark: OLE_LINK6][bookmark: OLE_LINK7][bookmark: _Toc358213308]Commissioning Conditions

16.2 The duration of the contract with HMRC will be from the date of award to the successful tendering agency until completion and reporting of the final outputs.

16.3 HMRC retains the right not to commission the study, or any element of it.

16.4 The DWP/HMRC Research Framework Terms and Conditions will form the basis of the contractual agreement between the successful tendering organisation and HMRC. 

16.5 Terminating the research - HMRC reserves the right to terminate the contract prematurely (for any reason) should this be deemed necessary. In the event that it would become necessary to terminate or adjust the contract, HMRC will cover costs for services provided up to that point. Contractors should not book or schedule fieldwork until written confirmation has been provided by HMRC. Contractors should provide a cancellation policy, including details of charges (if any) should it be necessary to cancel fieldwork. 

16.6 [bookmark: _Toc262479085] Additional contractual information is included in Annex C.

[bookmark: _Toc358213309]Summary of requirements



16.7 Tenders should include the following information:

4.1 Tenders should include the following information:

· A summary of proposals including a firm price bid (exclusive of VAT);

· A detailed explanation of proposals to meet the aims and objectives outlined above. This should include details of the best methodology for data collection, recruitment and sampling;

· A detailed timetable for the proposed research, taking into account that outlined in Section 5;

· For those who have not previously submitted a security plan, a completed security questionnaire;

· A complete risk register;

· Curricula Vitae of all personnel within the research team, their status within the company, area of expertise and details of their individual chargeable day rates;

· Chargeable rates for other personnel proposed. Where these can be identified as groups (e.g. administration, support etc.) then a group rate will suffice;

· Any further costs identified.



[bookmark: _Toc358213310]Queries on this research specification

16.8  Tenderers with any queries about the research specification should contact Yuan Huang Chow, in the Department’s KAI Directorate, on e-mail: yuan-huang.chow@hmrc.gsi.gov.uk.  The deadline for queries is 1pm Wednesday 18th May 2016.

16.9  Please note that answers to queries raised in response to the ITT will be shared among all organisations invited to express an interest, anonymously.

[bookmark: _Toc262479086][bookmark: _Toc358213311]Information on how and when to return tenders

16.10 Tenderers should submit a tender of no more than 15 pages and that text should be in Arial font size 11 (including full details of proposed methodology but excluding the risk register, curricula vitae, data security plan and letter noting commercially sensitive information) stating how all the requirements outlined in this document will be met. 

16.11 Tenderers should provide notification of their intention to submit a proposal by email to Yuan Huang Chow (yuan-huang.chow@hmrc.gsi.gov.uk ) by 5pm on Friday 20th May 2016.

16.12 Please read the enclosed Instructions for Tenderers Annex D carefully. 

16.13   You should send a PDF or read-only electronic copy of your tender by e-mail to arrive at the following e-mail address Lee Rose (lee.rose@hmrc.gsi.gov.uk) by 4pm on Friday 27th May 2016 (unless the date is subsequently amended in writing by the Department). No hard copies of the tender are required. 



In summary, tenders should note the following:



		Action

		Deadline

		Contact



		Submit queries on ITT

		(1pm) Wednesday 18th May  

		yuan-huang.chow@hmrc.gsi.gov.uk



		Notify your intention to submit a proposal

		(5pm) Friday 20th May 

		yuan-huang.chow@hmrc.gsi.gov.uk





		Submit read only tender via email 

		(4pm) Friday 27th May

		lee.rose@hmrc.gsi.gov.uk
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This document is confidential. Please do not copy, cite, or circulate without permission from HMRC.
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