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The Royal Botanic Gardens, Kew, is preparing to procure a new ticketing and admissions system. As part of this process, we are conducting early market engagement to gauge the market's interest and capability to tender for the delivery of this solution.

Attached, you will find an early market engagement form along with the draft functional requirements for the new system. We have indicated which requirements are likely to be Pass/fail and which are likely to be considered “must have”. Other requirements are desirable. This is not the final list and may be updated prior to issuing the tender.

RBG Kew recently completed an internal project to transition our ticketing operations from third-party platforms to an in-house solution. This experience has given us a much better understanding of our essential requirements versus desirable ones, all outlined in the attached documentation.
The intention is to issue the tender before the end of this calendar year and aim to start delivery in April 2025.

For the avoidance of doubt:
· This notice is to conduct early market engagement and will not formally begin the procurement or constitute any commitment by RBG Kew to undertake any procurement exercise. 
· This notice does not guarantee an invitation to participate in this or any future procurement that RBG Kew may conduct, nor that RBG Kew will procure any services or accepts any proposals offered.  Potential bidders will not be prejudiced by any response or failure to respond to the early market engagement exercise.  
· No expense in responding to this early market engagement will be reimbursed by RBG Kew.  
· Any procurement by RBG Kew will be carried out strictly in line with the Public Contracts Regulations 2015.
· We will not accept any responsibility or liability for advising of any changes or additions to the information contained in this document.
· No representation, warranty or undertaking, expressed or implied is, or will be, made and no responsibility or liability will be accepted by RBG Kew as to the accuracy or completeness of the document or any other written or verbal information made available to any interested party or its advisors. Any liability however arising is expressly disclaimed.

If you feel that your organisation can contribute to this exercise, please provide the information requested below.
	Return information

	Name of requirement
	RBG Kew Ticketing
	Time for response
	12pm on 06/12/2024

	Address to return this questionnaire to
	EVE@kew.org



	Specification

	Summary of requirement
	Replacement ticketing and admission system for RBG Kew

	Requirements Specification
	See attachment entitled ‘RBG Kew Ticketing Draft Functional Reqs’





	Questionnaire

	Supplier Name

	

	Contact Details

	Name: 
Email: 
Phone: 

	Kew intends to issue the formal tender for this shortly. 
When RBG Kew progresses in procuring this opportunity, would your organisation be interested in submitting a tender?  
If not, it would be helpful if you could help us to understand why not (e.g. timescales and team availability, fit for the requirements, etc)

	

	Would you be able to provide a solution to meet the Specification?

	

	What advice would you give to improve the clarity of the draft specification?

	

	What is the name of the solution you would provide to meet the Specification?

	

	What is the estimated delivery timescale from kick-off to go-live for a solution to meet the Specification?
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RBG Kew Ticketing Draft Functional Reqs.xlsx
Sheet1

		Functional Requirements 

		Ref		Area		Functionality		Supplier's Response A		PASS / FAIL		Essential (must have)

		FR001		Admissions 		The solution must be capable of issuing unique tickets with barcodes that can be validated at point of entry to the gardens or events. 				PASS / FAIL

		FR002		Admissions 		The solution should have the ability to issue unique barcodes to add-on products and deliver these to the customer in a similar process to garden entry tickets and redeemable as a ticket.

		FR003		Admissions 		It should be possible to issue compounded tickets (multiple tickets on one barcode).

		FR004		Admissions 		It should be possible to issue a single barcode for a whole ticket booking e.g. ticket, add-on, vouchers.

		FR005		Admissions 		The solution must offer the capability to validate tickets as part of entry to venues or component attractions.						Essential

		FR006		Admissions 		It should be possible for the ticketing solution to issue multiple tickets as part of a group ticket sale

		FR007		Admissions 		It must be possible to for the ticketing solution to issue single tickets as part of a group ticket sale						Essential

		FR008		Admissions 		The solution should have the ability to validate tickets and deactivate tickets on site after scan via mobile devices and POS

		FR009		Admissions 		The solution should be able to assign barcoded entry to specific gates/access areas.

		FR010		Admissions 		The solution must be able to issue barcodes/tickets that allow multiple entry over different time periods.						Essential

		FR011		Admissions 		Should be able to integrate with future access control project for automated entrance gate projects. 						Essential

		FR012		Admissions 		The solution must able to issue and admit open ended tickets (complimentary ticket and partner vouchers)						Essential

		FR013		Admissions 		Cancellation of a booking/ticket will invalidate barcode entry after a barcode has been issued. 						Essential

		FR014		Admissions 		Time and date restriction can be overridden and validated at point at entry of e.g. early arrival or latecomers. 						Essential

		FR015		Admissions 		Validation can be restricted to specific dates and times for entry e.g. timeslots for the Pagoda or Children's garden.						Essential

		FR016		Admissions 		The solution should have a way to validate non-ticketed entry into component attractions e.g. walks ups for the Children's garden, Princess of Wales Conservatory for The Orchid Festival.

		FR017		Admissions 		The solution must allow RBG Kew users to view the number of admissions that have entered the attraction or attended an event as close to real time possible. (In your response if not real time identify the time delay)						Essential

		FR018		Admissions 		It must be possible for the solution to receive live updates of membership information and numbers from Dynamics 365 CRM 						Essential

		FR019		Admissions 		The solution should allow all OTA barcodes to be scannable on entry e.g. as we have currently with Tiqets						Essential

		FR020		Admissions 		The solution must allow for data capture of voucher codes issued from third parties partners at the gates for future reconciliation and tracking.						Essential

		FR021		Webstore 		The solution should provide a live ticket availability indicator for day and timeslot for customers, clearly showing how busy are date or time is.

		FR022		Webstore 		The solution should provide the ability to manually turn on or off availability indicator for certain events.

		FR023		Webstore 		The solution must provide the ability to display additional copy and images for each product.   						Essential

		FR024		Webstore 		The system must provide for a seamless online journey for the customer, this includes adding copy and images at page level and line item level. Customers should have clear and intuitive navigation between ticket selection, dates and events. 						Essential

		FR025		Webstore 		To adhere to gift aid regulations the solution must offer a clear with or without donation options on garden entry tickets rather than separate ticketing options. 						Essential

		FR026		Webstore 		The ticketing solution must present ticket and gift aid information in line with current HMRC regulations.				PASS / FAIL

		FR027		Webstore 		The solution must provide a clear itemised basket breakdown or itinerary before payment.				PASS / FAIL

		FR028		Webstore 		The solution must be able to display and have clear customisable error message. e.g. gift voucher expired, only available to Kew members, etc.						Essential

		FR029		Webstore 		The solution must have the ability to make mandatory or non-mandatory data fields as part of data capture.						Essential

		FR030		Webstore 		The solution must have customisable data fields in different formats e.g. pre selected option drop down, calendar, open text. (like a MS Form)						Essential

		FR031		Webstore 		The solution must allow any data captured in customisable field to  flow into Dynamics 365 CRM correctly.				PASS / FAIL

		FR032		Webstore 		It must be to easy to amend or remove ticket/items in basket.						Essential

		FR033		Webstore 		The solution should be able to add pop up windows against ticket types/products. Or have a mechanism for showing information should a customer require it. 

		FR034		Webstore 		Customers must be able to purchase events, resources and products and be charge/invoiced later. e.g. school groups booking garden entry, workshop and lunch rooms, which is later verified by the learning team. 

		FR035		Webstore 		The solution should be able highlight event or resource clashes at point of selection e.g. you are unable to book the children's garden at the same time as workshop.

		FR036		Webstore 		Promotional and gift voucher codes must be redeemable as part of the online customer journey and all other sales channels. 

		FR037		Webstore 		The solution must offer on sale day waiting room and high capacity call for events. 

		FR038		Webstore 		The system should be able to calculate and display the difference in price between the ticket sale and upsell to membership cost.

		FR039		Webstore 		It must be possible to sell specific product or events, with bespoke and customised landing pages. Such must also be only accessible via a direct link (and not navigable on the store).						Essential

		FR040		Capacity Management 		The solution must allow RBG Kew users to manage the amount of tickets available for an event or venue, by date, time slot or by ticket type.				PASS / FAIL

		FR041		Capacity Management 		The solution must allow RBG Kew users the ability to manage or amend capacities during and after an event on sale. 				PASS / FAIL

		FR042		Capacity Management 		Ability to manage inventory for add-ons e.g. catering or guided tours and turn them on or off as required.

		FR043		Capacity Management 		The solution must allow RBG Kew users to view the number of tickets sold for each day and/or event vs the number of tickets validated for entry.						Essential

		FR044		Capacity Management 		The ticketing solution must allow RBG Kew users to stagger the release of tickets for an event, venue or attraction, by date, time slot, and/or by ticket type.

		FR045		Capacity Management 		The solution should allow certain RBG Kew users to be able to oversell on an event. 

		FR046		Capacity Management 		The solution must allow for RBG Kew users to clearly view ticket availability for each venue/attraction, for any given day and/or timeslot via all sales channels. 				PASS / FAIL

		FR047		Capacity Management 		The solution must allow for events or products to be quickly taken off sale. 						Essential

		FR048		Capacity Management 		The solution must allow for split capacity between ticket types and/or audiences. e.g. a split capacity for members/non members for an event - and to move capacity between groups.						Essential

		FR049		Capacity Management 		The solutions must allow for two separate events to share an over arching capacity. Allowing for separate online customer journeys e.g. a total capacity of 1000 with 60% for member and 40% for the public.						Essential

		FR050		Capacity Management 		The solution must be capable of selling tickets for Garden Entry via resellers via API connecting to live inventory

		FR051		Capacity Management 		The solution must be capable of selling retail, food and beverage and experiences e.g. The Children's Garden including zero value products via POS and the webstore

		FR052		Capacity Management 		The solution must be capable of selling tickets for capacity restricted RBGK Events via API connecting to live inventory for resellers e.g. The Children's Garden

		FR053		Capacity Management 		The solution must allow RBG Kew to control Partner capacities and be able to put products on and off sale connected via the API.

		FR054		Ticketing 		The solution should allow authorised RBG Kew users certain sales channels to the sell tickets for dates/times that are in the past to facilitate financial reporting and reconciliation and update visitor numbers.						Essential

		FR055		Ticketing 		The solution should offer tickets, pricing and events based on customer account or customer account type eg Travel Trade, corporate or school accounts. The customer account/ type must also allow for differing commission rate, credit amounts and discounts				PASS / FAIL

		FR056		Ticketing 		The solution should be capable of issuing tickets that allow customers to add to a device wallet (i.e. Apple Wallet & Google Wallet)

		FR057		Ticketing 		The solution must allow RBG Kew users to generate HTML email templates pulling order references, ticketing information, transactional information etc. via Outlook for back of house administration.						Essential

		FR058		Ticketing 		The solution must allow RBG Kew users to amend bookings on behalf of customers e.g., change date or time, change, ticket type, add additional tickets, etc. 						Essential

		FR059		Ticketing 		The solution should offer the option for the customer to cancel zero value tickets themselves. e.g., Orchid Festival or children’s gardens. 

		FR060		Ticketing 		The solution must have a waiting list function that will trigger automated emails notifying customers of availability of tickets or a manual process that notifies customers of availability. (In your response identify how automated this process would be).						Essential

		FR061		Ticketing 		The solution should offer a clear calendar of ticketed events that can be filtered by audience, date, price, programme within it's webstore.

		FR062		Ticketing 		The solution must allow for bulk emails and text messages to be sent to customers in case of urgent cancellation or event amendment						Essential

		FR063		Ticketing 		The solution must provide automated post purchase confirmation with a RBG Kew branded email originating from a RBG Kew sub domain with dates, times, payment confirmation, ticket-specific conditions (e.g. bring Membership ID), Kew general text, PAH ticket and option for attachments and link to kew.org within X minutes of booking. 				PASS / FAIL

		FR064		Ticketing 		The solution must provide automated RBG Kew branded post purchase confirmation of transactional information for payment and refunds.						Essential

		FR065		Ticketing 		The solution must be capable of issuing tickets and confirmation of payment that allow customers to print at home or present on a device.

		FR066		Ticketing 		The solution must allow RBG Kew users the option to generate clear itineraries or booking breakdown of orders seamlessly in bulk. That include times, dates, quantity etc. and pull data's from all fields both standard and customised. e.g. school booking orders capturing necessary school data.						Essential

		FR067		Ticketing 		The solution must be able to capture specific learning data for school bookings key stage, year group, SEN etc. via customisable fields.						Essential

		FR068		Ticketing 		The solution must have data capture fields for marketing permissions and link to Kew's Privacy Policy.						Essential

		FR069		Ticketing 		The solution must be able to record marketing consent against the permissions message served at the time.						Essential

		FR070		Ticketing 		The solution should be able to have multiple marketing consents, in the instance of partner events.						Essential

		FR071		Ticketing 		The solution should offer marketing opt-ins collected in line with RBG Kew policies and unique identifiers included (such as membership ID).						Essential

		FR072		Ticketing 		The solution should offer the ability to capture Direct Debit details for memberships and donations at point of sale.						Essential

		FR073		Ticketing 		The solution must offer fully customisable ticket design/formatting in accordance with RGB Kew branding						Essential

		FR074		Ticketing 		The solution must allow RBG Kew users to issue and reissue PAH tickets via all sales channels. 						Essential

		FR075		Ticketing 		The system must allow RBG Kew super users to setup and administer all ticket events including, garden entry, school booking and third party events. This process must include a clear approval workflow for publishing to live environment. 						Essential

		FR076		Ticketing 		The solution should be able to trigger an email to RBG K users when event are sold out or reaching capacity. 

		FR077		Ticketing 		The solution should be able to trigger an email to RGB K users when certain events or resources are booked or are close to selling out.

		FR078		Ticketing 		The solution must offer multi part bookings of both events and resources e.g., school bookings that have lunchroom, workshops, garden admission etc. 						Essential

		FR079		Ticketing 		The solution must allow for tickets and voucher to be issued physically and digitally via sale channels				PASS / FAIL						3 or more

		FR080		Ticketing 		The solution must offer the booking of resources, event spaces and equipment as well as tickets.						Essential

		FR081		Ticketing 		The solution must provide an ability to validate name and membership number when purchasing tickets for events. 						Essential

		FR082		Ticketing 		The solution must allow customers to purchase and redeem gift vouchers on sales channels						Essential

		FR083		Ticketing 		The solution could offer the sale of tickets via self service Kiosk 

		FR084		Ticketing 		The solution must offer variable pricing based on demand, admission date, sales date, customer or ticket types. 						Essential

		FR085		Ticketing 		Tickets must be able to have a donation added by a fixed price or a percentage of the ticket value. 				PASS / FAIL

		FR086		Ticketing 		Tickets with a donation amount must be eligible and trigger a gift aid ask upon purchase via all sales channels.				PASS / FAIL

		FR087		Ticketing 		The POS solution must offer the ability for RBGK users to use mobile/portable/handheld POS 						Essential

		FR088		Ticketing 		The solution must have address look up system such as Locate. 						Essential

		FR089		Ticketing 		The solution must allow customers to purchase gift tickets via all sales channels - with the ability to email the gift recipient directly.

		FR090		Ticketing 		The solution must allow customers to redeem gift tickets via all sales channels

		FR091		Ticketing 		The solution must provide multi component ticket for offer bundles. e.g. garden entry, guidebook and picnic.

		FR092		Ticketing 		The solution must be capable of staggering tickets on-sale by ticket type.

		FR093		Ticketing 		The solution should allow customers to login to an account area where they can view transactional history and view/update their key details and download their tickets. 

		FR094		Ticketing 		The solution must ensure that any customer data captured is subject to validation at the point of entry (such as Address, Bank Account details, etc), for some products such as new membership or alcohol products. 						Essential

		FR095		Ticketing 		The solution must be capable of selling tickets via resellers, e.g. trade accounts, OTAs through an API						Essential

		FR096		Ticketing 		The solution should be capable of changing sales cut off time for specific partners.

		FR097		Ticketing 		The ticketing solution must be capable of supporting tickets for events that are only sold to Members via membership number validation. 

		FR098		Ticketing 		The Ticketing system must automatically apply discount to specified products for Membership holders via membership number validation e.g. retail upsell						Essential

		FR099		Ticketing 		The system must allow for a customer to buy Memberships on site at via all sales channels.

		FR100		Ticketing 		The system should allow customers to purchase gift membership with the ability to email the gift recipient directly.

		FR101		Ticketing 		It must be possible for Members to be able to renew their existing membership via all sales channels.

		FR102		Ticketing 		The solution should have the capability display and sell a number of timed ticketed add-ons during the booking flow e.g. The Children's Garden, The Great Pagoda and Orchid Festival				PASS / FAIL

		FR103		Ticketing 		It must be possible for existing Members to change their Membership type.

		FR104		Pricing 		The solution must allow for ticket basket rules or dependencies based on date, time or tickets type  e.g. child ticket cannot be bought without an adult ticket, or add-on tickets (such as an entry slot to the Children’s Garden) cannot be bought for a slot earlier than entry to gardens slot.						Essential

		FR105		Pricing 		The solution must be capable of managing and applying discounts to certain ticket types, venues, attractions, or dates & times or ticket bundles.				PASS / FAIL

		FR106		Pricing 		The solution must have the capability of creating, managing, and enforcing rules that allow valid combinations of tickets to be purchased.

		FR107		Pricing 		The solution should be capable of restricting ticket sales to only allowed customers as identified by mechanism such as voucher code or customer type.

		FR108		Pricing 		The solution must be capable of offering differentiated pricing by date and/or time of visit - standard and advance pricing, peak and off peak via APIs for RBG Kew's for trade ticketing.						Essential

		FR109		Pricing 		Promotions or promotion codes must be able to be shared by a code or via embedded web link.						Essential

		FR110		Pricing 		The solution must be able to display the promotions or saving applied to the ticket baskets where they have been automatically applied due to a promotion rule via POS and webstore e.g. you have received a family discount for your tickets. 						Essential

		FR111		Pricing 		The ability to apply correct discounts based on customer types e.g. members discounts

		FR112		Pricing 		The ability to issue unique discount codes per event, product or customer.						Essential

		FR113		Pricing 		The solution must be able to generate promotion or voucher codes at fixed prices or percentage discount.						Essential

		FR114		Pricing 		Promotions must be triggered by the use of a code or certain basket conditions. e.g. 2 adults and 2 children ticket trigger a family discount. 

		FR115		Pricing 		The solution must be able to cap number of tickets based in basket, date, amount, or type in one transaction.						Essential

		FR116		Pricing 		The solution must have the capability of creating, managing promotion codes and their validity with complex rules. e.g. based or visit date, transaction date, ticket  etc.						Essential

		FR117		Pricing 		The solution must be capable of suggesting other events or memberships that are relevant to the customer based on current basket, e.g. ticket type, visit date or type of activity.

		FR118		Pricing 		The solution must be capable of suggesting other events or tickets that are relevant to the customer based on previous visit information, expressed interests, and/or website analytics.

		FR119		Pricing 		The solution must be able to offer denominational gift vouchers for ticketing.						Essential

		FR120		Pricing 		The solution should be able to sell vouchers that allows customers to load their own balance.

		FR121		Pricing 		Any refund of a product must be refunded back to the original payment type, where this is a zero rated voucher the a mechanism for reissuing the voucher should available. 						Essential

		FR122		Pricing 		Voucher should be able to generate for use against all products on sale and for specific products of events. e.g. short course vouchers.

		FR123		Pricing 		The solution must be capable of offering differentiated pricing and or commission by travel trade partners and customers e.g. wholesalers, OTAs, gift experience 						Essential

		FR124		Pricing 		The solution must be capable of offering differentiated commission or pricing by date & time of visit - standard and advance pricing, peak and off peak pricing for resellers via an API						Essential

		FR125		Gift Aid		The solution must support gift-aid giving on applicable products or part of products (i.e. some Products may  be comprised of a number of elements, of which, not all are eligible for gift aid) and must operate with HMRC guidance at all times.				PASS / FAIL

		FR126		Gift Aid		Ability to provide Gift Aid opt in and complete Gift Aid declaration to HMRC requirements 				PASS / FAIL

		FR127		Gift Aid		Solution should offer journeys options for donation ask - for example order of donation asks, default to ticket prices with donation first before without donation.						Essential

		FR128		Gift Aid		The solution must be to able to integrate with D365 to update customer's Gift Aid declarations or opt in on later bookings.				PASS / FAIL

		FR129		Gift Aid		The solution should be able to apply a gift aid declaration against a customer rather than a transaction. 						Essential

		FR130		Gift Aid		The solution must ensure the mandatory capture of customer details needed for a Gift Aid Claim as part of HMRC requirements. E.g. surname, postcode, house number.				PASS / FAIL

		FR131		Gift Aid		The system must be able to manage Gift Aid claim from sale to HMRC submission irrespective of sales channel. 						Essential

		FR132		Finance 		The solution must have payment methods such as  invoice/Voucher/ BACS/ cheques for school and travel bookings						Essential

		FR133		Finance 		The solution must support the use of gift cards as payment method						Essential

		FR134		Finance 		The solution must support Direct Debit as a payment method for regular donations (membership setup or 3D validation done later).

		FR135		Finance 		Allow authorised RBG Kew users to undertake full or partial refunds including after event or visit date				PASS / FAIL

		FR136		Finance 		The solution should allow RBG Kew to set up refund or cancellation reasons						Essential

		FR137		Finance 		Allow RBG Kew users to facilitate exchanges and extension to admission period						Essential

		FR138		Finance 		Allow the customer to have the ability exchange date tickets (partial exchanges)						Essential

		FR139		Finance 		The system must allow users buying membership or making regular donations to pay via  Annual Direct Debit						Essential

		FR140		Finance 		The system must allow users buying membership  or making regular donations  to pay via Monthly Direct Debit						Essential

		FR141		Finance 		Must has clear invoicing and reconciliation process for Trade  clients who use vouchers or do not use our API.						Essential

		FR142		Finance 		The solution must have the ability to change VAT rates easily and keep historical rates against transaction.				PASS / FAIL

		FR143		Finance 		The solution must have the ability to record historic pricing to allow for retrospective analysis.						Essential

		FR144		Finance 		The solution should be able to release deferred income based on the date of admission rather than date of transaction and provides clear reporting on deferred income. 						Essential

		FR145		Finance 		The solution should have an automated process whereby the income is released based on the date of admission. 						Essential

		FR146		Finance 		Integration should be able  to identify intercompany income e.g., RBG Kew and Enterprises.  						Essential

		FR147		Finance 		The solution should be able  via integration into Dynamics 365 import expected banked amount, sales, cashier comments etc. 						Essential

		FR148		Finance 		All product must be able to be associated with appropriate nominal accounts. 				PASS / FAIL

		FR149		Finance 		The solution must be  able to integrate with merchant banks and associated equipment.						Essential

		FR150		Reporting 		The solution should provide clear standard reports based for financial reconciliation by redemption and admission of tickets						Essential

		FR151		Reporting 		The solution should provide a standard report on refunds, discounts and cancellations						Essential

		FR152		Reporting 		The solution should provide clear standard reports or sales made via API for financial reconciliation by redemption and admission (to include areas such as sales, revenue, commission paid to resellers, etc)						Essential

		FR153		Reporting 		The solution should be able to provide live admissions and sales data via a dashboard that can be broken down by event, date, price (gross and net), ticket and audience type or program for operational functions. 						Essential

		FR154		Reporting 		Ability to automate admissions and sales data daily, weekly, monthly, etc that can be delivered by email to designated RBG Kew users. 						Essential

		FR155		Reporting 		The solution should be able to produce reports in line with HMRC requirements for the purposes of a Gift Aid claim.						Essential

		FR156		Reporting 		The solution should allow RGB Kew users to be able to create their own reports including the following data sets; transaction date, admission date, ticket or product value, (excluding and including VAT), seller, till point, transaction amount, ticket type, gift aid, discount applied.						Essential

		FR157		Reporting 		Cashier reporting for discrepancies, fraud detection, cashing up report, logs, journal, X and Z reads and financial data.				PASS / FAIL

		FR158		Reporting 		The solution should offer clear reporting around Gift Aid conversion that can be broken down by seller or till point on a daily or hourly basis. This should include the number of tickets sold, the number of tickets eligible for Gift Aid, the number of tickets sold with Gift Aid, the conversion rate of Gift Aid based on all tickets sold, the value of tickets sold with gifted claims.						Essential

		FR159		Reporting 		The solution should be able to run reports with a breakdown by year month day week and hour based for sales date and admission data.						Essential
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