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ORDER FORM
SUBJECT TO THE CALL-OFF TERMS AND CONDITIONS OF UK SHARED BUSINESS SERVICES LTD.  S3 - PRECEDENT FRAMEWORK AGREEMENT
FOR THE PROVISION OF MARKET RESEARCH SERVICES

FROM
	Authority
	The Department for Transport 

	Service Address
	Great Minister House, 33 Horseferry Road, London, SW1P 4DR 

	Invoice Address
	REDACTED TEXT

	Contact Ref:
	CCCO17A46

	Order Number
	To Be Confirmed

	Order Date
	To Be Confirmed



TO
	Provider:
	BritainThinks Ltd

	For the attention of:
	REDACTED TEXT
REDACTED TEXT
REDACTED TEXT


	
Address
	BritainThinks, 
West Wing,
Somerset House, 
London, 
WC2R 1LA


 
	1. SERVICES REQUIREMENTS

	1. Services and Deliverables Required:
As per the Statement of Requirements and the Provider’s Response (dated 19/09/2017), extracts of both are below.  

STATEMENT OF REQUIREMENTS
BACKGROUND TO REQUIREMENT/OVERVIEW OF REQUIREMENT
The Authority’s communication professionals and the activities they drive include:
· Helping the public and employees understand Government priorities.
· Informing people about legal or statutory requirements.
· Encouraging people to behave in a safe or healthy way.
· Letting people know about public services.
· Informing and reassure the public during a crisis.
· Enhancing the reputation of Britain’s transport industry.
The Authority has the occasional need to qualitatively test key messages around communications materials or policies.
These are commissioned by ministers, policy owners or communications senior managers, often at short notice.  The requirements are often linked to rapidly emerging situations and so are not always part of a wider planned programme.
The qualitative testing of communications messages or narratives allows the Authority to test the probable reception and understanding of communications materials and to make changes to ensure the more effective delivery of key communications plans.

[bookmark: _Toc368573030][bookmark: _Toc480979324]SCOPE OF REQUIREMENT 
The Authority requires a call off contract for qualitative message testing (including focus groups). The purpose of the contract is to increase the Authority’s capability and capacity to understand how proposed messages and plans might be received and to allow for improvements that will deliver more effective communications campaigns.
DfT Communications uses a Group Operating model which encompasses the central Department, Executive Agencies (including, but not limited to, the Driver and Vehicle Licensing Agency, the Driving and Vehicle Standards Agency, and the Maritime and Coastguard Agency) and other arms-length bodies (including, but not limited, Office of Low Emission Vehicles, Network Rail, Highways England and HS2 Ltd) DfT Executive Agencies and arms-length bodies will also be able to access the contract directly at the Authority’s discretion.
This will usually include the setting up of focus groups in a range of locations and covering broadly representative demographics.  It may also include other recommendations for qualitative insight gathering

[bookmark: _Toc368573031][bookmark: _Toc480979325]THE REQUIREMENT
The Authority requires access to ad hoc methods for the qualitative testing of communications messages and plans, often at relatively short notice and which are not a planned programme of activity.
The Authority needs to be able to test messages with a representative range of demographics and a cross a number of locations nationwide.
Recommendations are required for the achievement of the optimum results in each situation.  This is likely to involve the setting of focus groups but may require other innovative solutions for specific audiences.
Costed proposals are to be provided and agreed with the Authority in advance of any research. The proposal must set out the approach, recruitment and locations to be used for each research brief. 
Recruitment for testing will be needed, ensuring groups are representative, and the hiring of appropriate venues and facilities.
Scripts will be agreed in advance of any session.
Detailed feedback is to be provided after each session, with all comments recorded and the key points provided to the Authority in the form of a presentation.
The Authority will normally require results to be presented in person at the Authority’s premises, although may require formal written style reports in addition to presentation materials and management summaries.
The Authority may require further presentations to be made to senior management groups or ministers and will notify the Provider in advance of when/if this is required. 


[bookmark: _Toc368573032][bookmark: _Toc480979326]KEY MILESTONES
The Authority will require the availability of access to ad hoc testing within 2 weeks of the award of contract.
Thereafter the timings and milestones will be agreed in advance of each requirement, including dates for agreeing specifications, dates of fieldwork and dates for reporting.
[bookmark: _Toc480979327]AUTHORITY’S RESPONSIBILITIES
The Authority is responsible for providing all necessary information to allow the Provider to complete any described and agreed activities within agreed timeframes.
[bookmark: _Toc480979328]REPORTING
[bookmark: _Toc368573034]The Provider shall provide to the Authority’s contract manager reports after each completed brief with pricing and total charges for the services provided, prior to submitting each invoice. 
The Provider will also maintain records of the balance of the contract sum which must be available on request. 
[bookmark: _Toc480979329]VOLUMES
Due to the nature of the work it is difficult to be precise as to the volumes required.  It is expected that there is likely to be 4 or 5 pieces of work annually, but this is not guaranteed.  
The Authority will set an annual budget limit and work will be carried out within that limit, or up until that limit is exhausted.
[bookmark: _Toc368573035][bookmark: _Toc480979330]CONTINUOUS IMPROVEMENT
The Provider will be expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.
The Provider should recommend ways of working to the Authority during the specification of each tranche of work. 
Changes to the way in which the Services are to be delivered must be brought to the Authority’s attention and agreed prior to any changes being implemented.
PRICE
A guideline budget will be provided to the Provider for each project post award and the Provider will provide a suitably detailed costed project plan to the Authority for approval.
STAFF AND CUSTOMER SERVICE
The Authority requires the Provider to provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service to all Parties.
Provider’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract. 
The Provider shall ensure that staff understand the Authority’s vision and objectives and will provide excellent customer service to the Authority throughout the duration of the Contract.  
[bookmark: _Toc368573039][bookmark: _Toc480979333]SERVICE LEVELS AND PERFORMANCE
The Authority will measure the quality of the Provider’s delivery by:
	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	Response times

	Costed project plan proposals within 5 working days of receipt each separate project brief
	95%

	2
	Reporting
	Records of the balance of the contract sum within 1 working day of request.
	95%

	3
	Reporting
	Report for each completed research project with pricing and total charges for the services provided within 3 working days of completion of the final presentation for each research project.
	95%

	4
	Performance
	Performance review to be scheduled between the Provider and Authority within one month of each project. 
	95%

	5
	Quality
	Respond to emails and telephone calls within 24 hours.
	95%

	6
	Quality
	Respond to and offer resolution to all complaints and issues within 5 working days
	95%



Any clarifications the Provider needs to complete the project brief must be requested promptly as not to impact the identified delivery date. 
The Authority will measure the quality of the Provider’s delivery by their performance against agreed quality and delivery timetables including the indicators below and any additional measures that will be agreed ahead of each tranche of work.
· Prompt, well considered responses to briefs and questions.
· Delivers against agreed time schedules and budgets.
· Provides an accessible and flexible team.
· Provides accurate presentation/reports and invoices.
· Clarity and quality of client presentations and reports.
· Demonstrates understanding of our business in recommendations.
· Demonstrates knowledge of audience and market in the evaluation process.
· Work effectively with our arms-length bodies or other agencies or suppliers if and when required.
Performance is to be reviewed between the Provider and Authority to ensure maximum value is being received by the Authority.  This should take place within one month of each tranche of work to allow improvement opportunities to be identified. 
The Authority will provide the Provider one months’ notice to improve on failings and a further one months’ notice should the service be unsatisfactory.
[bookmark: _Toc368573041][bookmark: _Toc480979334]INTELLECTUAL PROPERTY RIGHTS (IPR)
[bookmark: _Toc368573042]Any Intellectual Property arising from the contract shall be treated in line with the Terms & Conditions of the Framework Agreement.  
[bookmark: _Toc461197069][bookmark: _Toc480979335]PAYMENT
All Provider invoices must quote the appropriate Purchase Order number supplied by the Authority. The Authority may provide separate Purchase Order numbers for different services and projects.
Provider invoices should be sent to either (not both):
By email to SSa.invoice@sharedservicesarvato.co.uk in PDF format. Restricted apply and it is the Provider’s responsibility to ensure the email is received by the Account Payable team; or
By post to: Accounts Payable, Shared Services arvato, 5 Sandringham Park, Swansea Vale, Swansea SA7 0EA.
The Provider will be paid by BACS within 30 days of receipt of a valid invoice provided the management information detailed in the Reporting section has also been received no later than the invoice.
Payment can only be made following satisfactory delivery of pre-agreed deliverables. Payment will be made on a ‘pay as you go’ basis after each completed research project. 
All invoices should list an elemental breakdown of services supplied.
The Authority will notify the Provider at the earliest opportunity if it believes there is an error or omission in respect of the invoice which requires the Provider’s attention before the invoice can be paid.
[bookmark: _Toc461197070][bookmark: _Toc480979336]LOCATION 
The location of the Services will be hosted at the Provider’s own premises or other venues with the agreement of the Authority. The successful Provider may be required to attend meetings at the Authority’s London offices, currently at Great Minster House, 33 Horseferry Road, London, SW1P 4DR.

REDACTED TEXT  


	(1.2) Commencement Date:
Friday 13th November 2017


	(1.3) Price Payable by Authority  
As per the Provider’s proposal of: 19/09/2017 

REDACTED IMAGE




	(1.4) Completion Date: The initial completion date shall be Tuesday 13th November 2018.  There will be an option to extend the Contract, if required by the Authority, for a further one (1) year.  





	2 ADDITIONAL REQUIREMENTS

	(2.1) Supplemental Requirements in addition to Call-Off Terms and Conditions:
Not Applicable

	(2.2) Variations to Call-Off Terms and Conditions
Not Applicable



	3. PERFORMANCE OF THE SERVICES 


	(3.1) Key Personnel of the Provider to be involved in the Services:
REDACTED TEXT
REDACTED TEXT
REDACTED TEXT


	(3.2) Performance Standards
As per section 1.1

	(3.3) Location(s) at which the Services are to be provided:
The Services shall be hosted and delivered at the offices of the Provider or any other venue with the agreement of the Authority.  The Provider will be expected to attend meetings at the offices of the Provider from time to time.  These offices are at; 
Great Minister House, 
33 Horseferry Road, 
London, 
SW1P 4DR

	(3.4) Quality Standards
The Provider is required to perform the services in accordance with the MRS Code of Conduct.
The Provider will adhere to Framework quality standards, as referred to in section B1-3-2 of the Framework Agreement.

	(3.5) Contract Monitoring Arrangements
As per section 1.1



	4. CONFIDENTIAL INFORMATION

	(4.1) The following information shall be deemed Commercially Sensitive Information or Confidential Information: 
Confidentiality must be maintained on information indicated by the Authority, to the Provider, as such.  This will be indicated on a project by project basis.  
(4.2) Information shall be deemed Commercially Sensitive Information or Confidential Information until the end of the Contract Services.  




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 2 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 UK SBS and any subsequent signed variations to the terms and conditions.   

	
For and on behalf of the Provider: -


[bookmark: _GoBack]REDACTED TEXT

	For and on behalf of the Authority-


REDACTED TEXT
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