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REQUEST FOR QUOTE: RFQ

RE: Visitor and Customer Data Collection Service   VP208S1601
NAME OF ORGANISATION: 

1. INTRODUCTION

1.1 Vibrant Partnerships has a requirement for the Provision of Visitor and Customer Tracking Research Services.
1.2
Vibrant Partnerships is a charitable organisation which thrives on delivering community focused, accessible programmes through sport, leisure and entertainment to create the ultimate visitor destination.

1.3
We currently manage Lee Valley Regional Park Authority’s leisure operations including three London 2012 legacy venues – Lee Valley VeloPark, Lee Valley White Water Centre and Lee Valley Hockey and Tennis Centre – and 11 of its other sport and leisure facilities.

1.4
Our business philosophy is centred on working in partnership with our clients to deliver measurable benefits – from identifying and maximising commercial opportunities, to creating operational efficiencies and enhancing profitability and growth for future years.

1.5
Vibrant Partnerships’ nine board members and senior management team have extensive leisure industry knowledge, contacts and a wealth of experience in business in both the public and private sector. This expertise provides dynamic governance and a flexible management structure to ensure that commercial opportunities are realized whilst working hand in hand to create opportunities for local communities and inspire future generations.

1.6
Our vision and values

1.6.1
Our vision is to create vibrant visitor destinations.
1.6.2
We are committed to delivering exceptional service and deliver what we promise and in doing so, create vibrant destinations that are buzzing with life and activity and delight our customers.

1.6.3
Commercially driven – Through innovative product development, investment in venues and services and through effective marketing plans the commercial potential of all venues are realised.

1.6.4
Delivering outcomes – We are focused on delivering the outcomes and objectives of our clients such as striving to become a world class visitor destination and 
promoting our client’s brand. This means being outstanding in all that we do and setting new standards in the sport and leisure industry with a commitment to legacy.
1.6.5
Aspiring for excellence – We aspire for excellence to exceed our customers’ expectations and deliver exceptional service in all that we do whilst recognising the values and importance of our customers and staff.

1.6.6
Innovation and creativity – through embracing new ideas and using expert knowledge we develop commercially viable products and projects to increase visitor numbers and enhance the visitor experience.

2. REQUEST FOR QUOTE: RFQ

2.1 You are invited to submit a formal quotation for the provision of Visitor and Customer Tracking Research Services noted above and further detailed within Specification Brief set out in Section 10.

2.2 You are required to complete and return the Pricing Schedule, which can be found at Section 11 of this Request For Quote (hereinafter “RFQ”), together with your written quotation. 

2.3 Please submit your written quotation and pricing schedule to the following postal address only:-
RFQ: For the Provision of  Visitor and Customer Tracking Research Services
VP208S1601

Performance and Information Department
Vibrant Partnerships
Myddelton House 

Bulls Cross 

Enfield 

Middlesex 

EN2 9HG

By 12:00 Noon on Wednesday February 24th, 2016
2.4 Vibrant Partnerships shall endeavour to answer written clarification queries; these must be sent no later than Wednesday 17th February, 2016. Should you require any clarification of any aspects of this RFQ, you should contact the Authorised officer Jamie Monk, Research Officer at the above address or by email: procurement@vibrantpartnerships.co.uk. Clarifications will be collated and responded to at the following buyer’s profile link (under Lee Valley Leisure Trust trading as Vibrant Partnerships) by close of business Thursday 18th February, 2016.
http://www.leevalleypark.org.uk/en/content/cms/corporate/business-finance/procurement/#current-tenders
2.5 PROCUREMENT TIMETABLE
The indicative timetable for this procurement is set out in the following timetable:
	Procurement Stage 
	Dates 

	Request for Quote  (RFQ) issued
	5th February 2016

	Deadline for Receipt Quotations 
	24th February 2016

	Deadline for Clarifications and Queries
	Noon, 17th February 2016

	Quotation Analysis
	25th February- 4th March 2016

	Award Notifications 
	Week Commencing March 7th 2016

	Envisaged Contract start date
	April 2016








*Dates for indicative purposes only 
2.6 The packaging (envelope(s) or parcel etc.) of the documents MUST NOT bear any name or indication as to the identity of the sender. The envelope(s) or parcel(s) (if more than one) should be taped together securely using clear self-adhesive tape.

2.7 No RFQ will be considered unless it is packaged as described above and delivered by the deadline by one of the following means:

2.7.1 Via the postal service – ‘Registered Post’ (except Datapost who indicate the sender on the envelope); or
2.7.2 During office hours (09.00 - 17:00) by hand to Vibrant Partnerships, Myddelton House, Bulls Cross, Enfield, Middlesex, EN2 9HG.

2.8 Vibrant Partnerships does not undertake to consider quotations received after the due date and time as specified in 2.3 above. 

3. OFFER AND ACCEPTANCE

3.1
Your quotation shall represent a clear unequivocal and irrevocable offer to contract subject to the agreement with Vibrant Partnerships of commercial terms and conditions. 

3.2
Furthermore, your quotation will remain open for acceptance by Vibrant Partnerships 90 days from the quotation deadline as stated in 2.3 of this RFQ. The quotation cannot be unilaterally withdrawn or amended by you whilst still within this validity period. 

4. CONTRACT AWARD 

4.1 Vibrant Partnerships will accept the most economically advantageous quotation; each quotation will be assessed on price (70%), and the quality of the bidder’s proposed quotation (30%) with due consideration given to value for money.
4.2 The quality assessment will be evaluated on the bidder’s previous relevant contracts (15%), proposed approach and methodology (10%) and sample reports (5%).
4.3 Vibrant Partnerships does not bind itself to accept the lowest or any quotation, and reserves the right to accept the quotation of any supplier for whole or part of the Visitor and Customer Tracking Research Services quoted for without accepting the whole of the quotations submitted. 
4.4 Accordingly, Vibrant Partnerships reserves the right to award the contract either in its entirety to any one Supplier or parts to one or more Suppliers, or not to award the Contract at all.
4.5 The initial term of the contract will be for a three year period. If satisfactory performance has been delivered Vibrant Partnerships will opt to extend the contract annually, under the same contractual terms and conditions no greater than 2 further years. 
5. SUBMISSION OF RESPONSES

5.1 The following instructions are relevant to this RFQ:-
5.1.1 Vibrant Partnerships accepts no liability for the preparation or delivery of your submission. You must bear all the costs associated with the preparation and submission of the quotation.
5.1.2 Prices shall be stated in pounds sterling unless otherwise stated. 
5.2 If requested you must provide documentary evidence establishing your eligibility to quote and your qualifications to fulfil the contract if your quotation is accepted.
5.3 The fact that a Supplier has been invited to submit a formal quotation does not necessarily mean that it completely satisfies all of Vibrant Partnerships’ requirements. Vibrant Partnerships may require further information as appropriate.
5.4 The information contained in this document must be treated with the strictest confidence, at all times. No information may be disclosed to any third party, other than relevant subcontractors, without the prior written permission of Vibrant Partnerships.

6. FORM OF CONTRACT

6.1 The contract with any successful Supplier in respect of this RFQ will be in the form of Lee Valley Leisure Trust’s Terms and Conditions (trading as Vibrant Partnerships).
6.2 For the avoidance of doubt, your own terms and conditions will not be applicable to any such contract.

7. FREEDOM OF INFORMATION & ENVIRONMENTAL INFORMATION REGULATIONS

7.1 The Supplier shall upon request by Vibrant Partnerships (and within such period as Vibrant Partnerships may specify) provide Vibrant Partnerships with all assistance and information under its control to enable Vibrant Partnerships to respond to a request for information in line with the Freedom of Information Act 2000 (FOIA) and the Environmental Information Regulations (EIR) 2004 and within the time for compliance prescribed by the FOIA 2000, and the EIR 2004.

8. DATA PROTECTION

8.1 In providing the service to Vibrant Partnerships the Supplier must:-

8.1.1 at all times comply with the Data Protection Act 1998 as amended and any other statutory instruments, rules, regulations or codes of practice made thereunder.

9. COMMERCIAL & TECHNICAL REQUIREMENTS 

9.1 Your written quotation should be priced in relation to the detail provided within Section 10 of this RFQ and this should include
9.1.1 Bidders Response to the Requirements and Price Breakdown 
	Is your organisation a member of the Interviewer Quality Control Scheme (IQCS), accredited to the Market Research Quality Standards Association (MRQSA) ISO 20252, Market Research Society (MRS) partner Company or a scheme which is equivalent 
Please ensure you provide supporting evidence with your response
Please be advised that Vibrant Partnerships will not consider any proposals which cannot provide proof of  the above-mentioned criteria

	Yes (Evidence Provided)
No



	DATA PROTECTION

	In the past three years have you been referred to the Information Commissioner regarding Data Protection breaches? (Data Protection Act 1998)

Yes

 No


a) Description of the proposed approach and methodology, whilst also setting out the delivery capability to fulfil Vibrant Partnerships’ requirements and timescales for the contract (i.e. specified  in Section 10 of this RFQ);
b) Please provide details of up to three references, in any combination from either the public or private sector, that are relevant to Vibrant Partnerships’ requirement (see page 6)
The named customer contact provided should be prepared to provide written evidence to confirm the accuracy of the information provided.
	
	
	Contract 1
	Contract 2
	Contract 3

	1.
	Name of Customer Organisation
	
	
	

	2.
	Point of Contact in customer organisation
Position in the organisation

E-mail address 
	
	
	

	3.
	Contract Start Date

Contract Completion

Estimated Contract Value
	
	
	

	4.
	In no more than 500 words, please provide a brief description of the contract delivered including evidence as to your technical capability in this market 
	
	
	


c) A fixed price quote including all costs and expenses (excluding VAT); Costs should be clearly broken down for the various elements of the services (i.e specified in Section 11 of this RFQ)
d) Details of general and Employers and Public and Products Liability, plus Professional Indemnity insurance arrangements for your company; these details will be checked by Vibrant Partnerships’ Finance Team; and
e) An undertaking that there has been no collusion between yourselves and any third person with regards to your and/or any other organisation providing a quotation. Vibrant Partnerships will be entitled to cancel the contract and recover from you any loss resulting from the cancellation, if you, or anyone on your behalf, has committed any offence under the Bribery Act 2010, or under Section 117(2) and (3) of the Local Government Act, 1972.
9.2 Payment Requirements

Vibrant Partnerships’ payment terms are monthly 30 days in arrears. 
9.3 Company Documentation 

In addition, please include within your quotation the summary details in the following areas for your organisation:-

a) Data Protection;

b) Statement on Equalities practice;

c) Health & Safety Policy Statement; and

d) Statement on Environmental practice.

9.4 Timescales

The work must be completed to the entire satisfaction of Vibrant Partnerships (as per specification).
9.5 Budget
Vibrant Partnerships is seeking a cost effective proposal for the delivery of the Visitor and Customer Tracking Research Services described in this RFQ. For the avoidance of doubt, Vibrant Partnerships' 'affordability envelope' and estimated outlined budget for this contract is £60,000.
9.6 Key Officers

Vibrant Partnerships requires the supplier to be responsible for all necessary liaisons with Vibrant Partnerships designated Project Manager to ensure satisfactory implementation of the contract. 
10. REQUIREMENT SPECIFICATION

10.1 Scope and Objectives
Vibrant Partnerships is looking for a research agency or data collection company to fulfil the following requirements set out within the Requirement Specification.

Vibrant Partnerships’ objectives are: 

· To measure customer/visitor satisfaction levels and profile visitors across venues and parklands randomly throughout the year
· To monitor customer feedback, positive or negative, on topics customers may have raised, thus highlighting areas of concern at an early stage.

· Identify any issues or areas of improvement that customers have with any of our facilities or services
· Provide summary reporting of research findings to operational managers
All questions/information will be based on a set of generic questions that will apply to all sampling points and variable questions that will apply to all sampling points and variable questions that are applicable to a particular sampling point. Included in the questionnaire will be space to add customer comments plus names and addresses should they wish to be included on Vibrant Partnerships’ Contact Database/mailing list. 
Key activities to be covered include: 

· Plan the programme of exit interviews based on the yearly sampling programme attached in Table 1. This programme must be a balanced approach to visitors and factored to when sites are busiest – normally weekends and evenings

· Undertake the exit interviews with customers/visitors at sites across the Park

· Provide and agree a monthly planned programme with Vibrant Partnerships’ Research Officer.

· Summary data files supplied on the 15th of each month including an update of responses from surveys over the previous month. These are to be provided in the form of a SPSS data file. 
· Summary report provided for each venue / parkland as specified in Table 1. Report to be based on a simple template (to be agreed after contract award) reporting, for example percentage scores of each response given per question, net promoter scores, average scores and any customer comments.
· Employ interviewers who will carry out the interviews along with any security personnel required.
· For two Marina sites there is a requirement for telephone interviews – Vibrant Partnerships will supply a list of customer phone numbers to use for this research.
· Ensure compliance with Data Protection Act.  
11. PRICING SCHEDULE 
PRICING SCHEDULE (excluding VAT)
CONTRACT: VP208S1601
	SERVICE REQUIREMENTS 
	FIXED PRICE QUOTE: (GBP) excl. VAT

	YEAR 1
	

	Undertake Interviews
	£0.00

	Data Entry and Supply of the Data Files 
	£0.00

	Production of summary reports
	£0.00

	YEAR 2
	

	Undertake interviews
	£0.00

	Data Entry and Supply of the Data Files 
	£0.00

	Production of summary reports
	£0.00

	YEAR 3
	

	Undertake Interviews
	£0.00

	Data Entry and Supply of the Data Files 
	£0.00

	Production of summary reports
	£0.00

	TOTAL FIXED PRICE OF QUOTATION: 


	£                          


DATE: 
PRINT NAME: 
EMAIL:
TELEPHONE NUMBER:
SIGNED ……………………………………………………..

FOR AND BEHALF OF:
[image: image1.emf]16/1717/1818/19

River Lee Country Park Highbridge StreetEN9 1BZ100100100

River Lee Country Park Pinder Car ParkEN8 9AJ100100100

River Lee Country Park Old Mills & MeadowsEN10 7AX100100100

River Lee Country Park Fishers GreenEN9 2EG100100100

Rye Meads Nature Park ReserveSG12 8JS100100100

1

TBC

Gunpowder ParkEN9 3GP1001001001TBC

Tottenham Marshes & Stonebridge LockN17 0XD1001001001TBC

Waltham Abbey GardensEN9 1XQ1001001001TBC

East India Dock BasinE14 9QS1001001001TBC

Waterworks Nature ReserveE10 7NU1001001001TBC

Middlesex Filter BedsE5 9RB1001001001TBC

Walthamstow MarshesE10 7NU1001001001TBC

Lee Valley Park FarmEN9 2EF1001001002Mar, Sep

Lee Valley Athletics CentreN9 0AR1501501501Oct

Pickets Lock Golf CourseN9 0AR1001001001Oct

Lee Valley Ice CentreE10 7QL1501501502Jan, Sep

Lee Valley Riding CentreE10 7QL1001001002May, Nov

Myddelton House GardensEN2 9HG1001001001TBC

Lee Valley White Water CentreEN9 1AB2002002002Apr, Sep

Lee Valley VeloParkE20 3AB2002002002Feb, Sep

Lee Valley Hockey & Tennis CentreE20 3AD1501501502Nov, Jul

Lee Valley Marina, Stanstead (phone interviews)E5 9BL5050501TBC

Lee Valley Marina, Springfield (phone interviews)SG12 8AL5050501TBC

TOTAL25502550255026

TBC

Total Interviews Per Year



Month 

Report 

Sent

1 combined 

for all River 

Lee Country 

Park

Existing SitesPost Code

No. Of 

Reports 

Per 

Annum
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