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Visitor Profiling Survey




1 Introduction 
National Museums Liverpool is looking to commission a research company to conduct out annual visitor profiling survey throughout our eight venues in the Liverpool City Region.  

Organisations are invited to put forward proposals based on the requirements outlined in this brief. 

2 Background

National Museums Liverpool is England’s only national museum group based outside London.  Our museums and galleries are home to varied collections covering everything from social history to space travel, entomology to ethnology, dinosaurs to docks, arts and archaeology.

Visitor profiling at National Museums Liverpool
National Museums Liverpool has collected visitor data for many years- including the numbers of visitors and a breakdown of who these visitors are and their motivations for visiting our venues. 

This information is used for reporting against Key Performance Indicators directly to the government through the Department for Culture, Media and Sport. In house, the information is also used extensively in the development of marketing and communications campaigns, exhibition planning and performance monitoring.
In recent years we have used face to face visitor interviews, carried out in our venues, to an agreed timetable throughout the financial year. This system has worked well and provided us with consistent data. 
The venues for which we require profiling information are given below, along with the visitor figures from the financial year 2015/2016.

	World Museum 
	684,856

	Walker Art Gallery
	264,776

	Merseyside Maritime Museum
	652,955

	Lady Lever Art Gallery
	234,114

	Sudley House
	44,083

	Museum of Liverpool 
	765,368

	International Slavery Museum
	434,567

	Border Force National Museum (Seized)
	375,590


3 The Brief – what we require

We require the development of a comprehensive quantitative visitor survey package that will provide us with a wealth of information about our visitors. 

The key data that we would need the survey to provide includes:
1) Basic profiling information

· Age and gender of respondent and those accompanying them

· Where the respondents live- postcode data
· Repeat visits to NML venues

· Museum & Gallery visiting habits in general and to NML specifically

· Ethnicity breakdown

· NS SEC breakdown (and SEG for comparison with historical data)

· Levels of disability among respondents

2) Marketing awareness information

· How respondents find out about the venues

· Awareness of temporary exhibitions

3) Motivational information

· How and why respondents decide to visit the venues

· Main factors that influence decisions to visit

· The appeal of temporary exhibitions

4) Satisfaction with visit

· How the visit matches up to prior expectations

· How likely respondents are to visit again or recommend to others
5) Media consumption
· Main radio station listened too
· Main newspaper read
· Use of social networking sites

The successful responder will need to take into account all the above requirements while developing a sampling frame that will allow for a realistic reflection of the visitor profile; particularly in relation to the timing of school holidays which can have a dramatic effect on the visitor profile. The majority of visits to our venues take place at weekends and the agency would be expected to show how this has been taken into consideration. The agency will also need to take suitable measures to ensure that data is collected in a way that allows for true comparisons with data collected in previous years, and to ensure that visitor diversity is properly reflected in the results.

We would expect that the agency would feed back to us at regular intervals, with quarterly reports summarising key findings as well as the delivery of a comprehensive written report for each venue and for NML as a whole at the end of the financial year. We would need the agency to be able to provide answers to ad hoc queries on the data throughout the year. A timetable for reporting will be agreed and form part of the final contract for work.
In addition we would like the successful agency to put the results of the survey into context of the local area and build in knowledge regarding the Liverpool City Region demographic breakdown to the report, to provide some comparison.

We would also expect to be given access to the data collected after each quarterly report is received.
Tender submissions should include:

· Outline approach for delivering the survey and subsequent reporting

· Detailed methodology including sample size for each venue

· Timetable of interviews and delivery of interim results

· Detailed breakdown of proposed fees

· Skills and experience of team who will be involved

· Relevant experience and references as appropriate

Based on the above brief, please outline costs for the period 1/4/2017 to 31/3/2018. We would also like to see costs for a two-year agreement (2017/18 - 2018/19) and a three-year agreement (2017/18-2019/20). 

4 Proposal and overall requirements 
· Organisations are asked to submit a formal brief for carrying out the visitor profiling survey as detailed in the brief. 
· Briefs will be considered within NML’s Tender process. Tendering is required by NMLs procurement processes that ensure that NML is adhering to Managing Public Money guidelines. 

· We require the tender submission to address all aspects outlined, the proposed methodology and approach. 
· The supplier is required to prepare its proposal and pricing based on the solution provided as well as implementation consultancy and information presented in this tender. Any assumptions that the supplier makes must be clearly stated in the appropriate section.

· The costs must be fully itemised and transparent.

· If the supplier has additional information that is directly relevant to the stated requirements but not explicitly requested, this may be added to the end of the most appropriate section under the heading “Additional Information” or referenced out to appendices

· The supplier must provide evidence of relevant skills and experience and the details of the team members including their relevant experience and professional qualifications and relevant references.
Please see full instructions in APPENDIX A for submitting a tender brief. 

The closing date is 5pm 3 March 2017

6 Target timetable

The target timetable for this project is shown in the table below but suppliers must be aware that whilst every effort will be made to meet these dates, the timetable may change for operational reasons

[image: image2.emf]Step Task Date

3Deadline for response to queries 

24/02/2017

6Notification to unsuccessful bidder 10/03/2017

7

Provisional notification to successful 

bidder

10/3//2017

8Successful bidder briefing meeting  16/03/2017

9Order placed & contracts signed

20/03/2017

10Fieldwork to commence – from  01/04/2017

4Deadline for tender response  03/03/2017

5 Supplier selection decision 08/03/2017

1Tender issued  08/02/2017

2Deadline for queries 22/02/2017


8. Related information

National Museums Liverpool 

· National Museums Liverpool  www.liverpoolmuseums.org.uk 

	9. Instructions to Suppliers
	


9.1 Basis of tender

The Supplier is requested to propose a solution that will meet the current and future requirements of NML, as detailed within this tender pack. 

This tender is not an offer to contract. Acceptance of a proposal neither commits NML to award a contract to any supplier, even if all requirements stated in this tender are not satisfied, nor does it limit NML’s right to negotiate in their best interest. NML reserves the right to contract with a supplier for reasons other than the lowest price. Contract award will be post the tender process and may be awarded without discussions or negotiations

NML also reserves the right to cease discussions with any supplier from the date of submission of supplier tender.

Failure to meet a qualification or requirement in this tender will not necessarily subject a proposal to disqualification but may do so. 

Please Ensure Appendix A is read and all instructions are followed

9.2 Confidentiality and Non-Disclosure

The information contained in this Tender (or accumulated through other written or verbal communication) is confidential. It is for proposal purposes only and is not to be disclosed or used for any other purpose.

Information received by NML in this Tender will be held in strict confidence and will not be disclosed to any party, other than within NML and their engaged consultants if appropriate, without the express written consent of the supplier. 

NML undertakes not to publicise any information obtained during this Tender process, either generally or to any other suppliers involved in the Tender. Additionally, there will be no obligation on the part of NML to share any of the results or conclusions of the Tender process with any supplier.

9.3 Cost of Preparation

NML will not accept any liability or responsibility for any costs incurred by the supplier in preparing this Tender document or any associated work effort.

9.4 Oral Agreement or Arrangements

Any alleged oral agreements or arrangements made by the vendor with any NML agent or employee will be disregarded in any proposal evaluation or associated award.

9.5 Independent Price Determinations

The vendor shall warrant, represent, and certify that the following requirements have been met in connection with their proposal for this tender:

The costs proposed have been arrived at independently, without consultation, communication, or agreement for the purpose of restricting competition as to any matter relating to such process with any other organisation or with any competitor;

Unless otherwise required by law, the pricing proposed has not been knowingly disclosed by the vendor on a prior basis directly or indirectly to any other organisation or to any competitor; and

No attempt has been made, or will be made, by the proposed to induce any other person or firm to submit or not to submit a proposal for the purpose of restricting competition.

9.6 Payments against a Contract Award

Under no circumstances shall the successful vendor begin to perform under the contract prior to the effective date of the contract. NML shall assume no liability for payment of services under the terms of the contract until the successful vendor is notified that the contract has been agreed by both parties.

9.7 Questions and Additional Information
Formal queries concerning the content of this tender and the supplier’s submission should be submitted in writing by e-mail to Ian Lindsay (Ian.Lindsay@liverpoolmuseums.org.uk) with the subject title “NML Visitor Profiling Survey” 
Where questions are raised by suppliers and answers given clarify NMLs requirements for the tender, then these questions and answers may be shared with other suppliers responding to this tender.

Queries must not be directed through any other employee, contractor or consultant who is engaged as part of the tender working party. 

9.8 Vendor Misrepresentation or Default

NML may reject the proposal and void any award resulting from this tender to a vendor who makes any material misrepresentation in their proposal or other submittal in connection with this tender.

9.9 Timing and Delivery

The supplier must provide a full submission by email. Bids should be in Microsoft Word, Excel and PDF format. The submission must include a copy of “Form of Tender” (see Appendix B).

The submission must be made to tenders@liverpoolmuseums.org.uk. To ensure that your submission is successful you should ensure that each email is less than 8Mb. Emails should be titled “NML Visitor Profiling Survey”. If multiple emails are sent the header should indicate they are “Part x of xx”.

Tender responses must be received no later than 5pm 3 March 2017.  Any response received after this date and time may be discounted from further consideration. Any requirement that the supplier might have for proof of delivery is at the supplier’s discretion and cost.

No tender response will be opened before the deadline of 3 March 2017.

Suppliers should present a detailed timetable for planning, review and completion for the project as a whole.

9.10 Responses

Suppliers should present examples of work they have undertaken, explaining why they are relevant to this project and why we should select you.

9.11 
Evaluation

The tender responses will be checked initially for compliance with this ITT and for completeness. If the supplier does not have experience in visitor research and visitor profiling, the tender will be rejected. Responses that are not substantially complete and/or complaint may be rejected. During the evaluation period, NML reserves the right to call for further information from the bidders to assist in its consideration of their responses.

The tender responses will be evaluated according to the following criteria, to determine the highest scoring responses:

[image: image3.emf]Element of Evaluation Max score available 

Demonstration of understanding and 

interpretation of the brief 

50

Cost competitiveness 40

Evidence of experience of similar work - 

successfully completed preferably within the 

last 18 months 

10

Total  100


9.12  Statement of Requirements

The supplier is required to prepare its proposal and pricing based on the recommendations provided. Any assumptions that the supplier makes must be clearly stated in the appropriate section.

The costs must be fully itemised and transparent.

If the supplier has additional information that is directly relevant to the stated requirements but not explicitly requested, this may be added to the end of the most appropriate section under the heading “Additional Information” or referenced out to appendices.

9.13
Management Summary

The supplier must provide a concise management summary of their offering, including the following:

· A brief overview of the proposed strategy and spend including reference to any partners and third parties.

· Reasons why NML should choose the proposed supplier.

· Summary of the supplier’s commercial offer.

9.14
Company Background

9.14.1
Company Details

The supplier must provide the following information:
a) The registered name and address of the company

b) Details of any holding companies

c) The date the company was established

d) The main activities of the company

e) The proportion of the total business accounted for by the proposed services

f) The number and location of offices, identifying the main functions of each

g) Insurance details (Professional Indemnity cover, Employers Liability cover, IPR cover)

h) Company accreditations (professional body accreditations and trade body accreditations but excluding awards)

i) Certifications and last audit dates, e.g. ISO9000 / 9001

j) An organisation chart that highlights those functions that would be involved in the delivery and subsequent support of the proposed services

k) The quality assurance mechanisms employed by the supplier

l) Describe any recent mergers or acquisitions

m) Detail any significant partnerships that will be used to deliver the proposed services. Detail the specific nature of each partnership and describe the commercial and contractual implications

9.14.2
Financial Information

The supplier must provide audited accounts for the last three financial years.
9.14.3 
Reference Clients

As part of the selection process NML will require to contact existing customers of the supplier for similar solutions. The supplier must select 2 reference clients and provide the following contact information:

a) Company name and address

b) Description of services provided

c) Key contact name, title, and contact information

d) Length of the supply relationship

NML undertakes not to contact any reference company without arranging such contact via the supplier’s Account Manager first.

9.14.4 
Timetable

Suppliers should present a detailed timetable for planning, completion and review of the project as a whole.

9.14.5 
Responses

Suppliers should present examples of work they have undertaken –– explaining why they are relevant to this project and why we should select you.

9.15
Contractual Considerations
The supplier must provide a copy of their standard Terms and Conditions for the proposed services.

9.16  
Costs

A full breakdown of all costs is to be provided

This document details baseline requirements for the solution. This is not meant to be an exhaustive list of requirements but it will however serve to identify suitable solutions and suppliers. NML reserves the right to modify its requirements at any time.

Please provide details of any potential extra costs.
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