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QUALITATIVE CALL-OFF CONTRACT

Summary 

In March 2011 HM Revenue & Customs (HMRC) commissioned a Qualitative Call-Off Contract to fulfil the need for undertaking urgent small and medium sized projects with quick turnarounds.

This Qualitative Call-Off contract, managed by the Behavioural Customer and Insight Team (BCI), expires at the end of July 2016.

We are seeking to re-tender this contract through the Market Research MR130001 Framework, Lot 3: Develop and Test Concepts for Communication Products and Services and anticipate this call-off contract will last for two years with the option of extending it by a further two years. 
This call off contract is in two parts:

Part 1 will run for a period of two years and Part 2 is provisional and if approved at the time, will run for a further period of two years.  Tenderers are required to provide detailed costing’s of all work within Part 1 plus to clearly demonstrate how costing’s are to be determined for Part 2.

HMRC reserves the right to cancel the contract at the end of Part 1 for whatever reason, without penalty.
Tender Exercise

This document is a specification for a tender exercise from which we envisage appointing one Agency to manage HMRC’s Qualitative Call-Off Contract.
Background
To meet an increasing demand for external research that is needed to support HMRC business decisions, the Behavioural Customer & Insight Team set up a Quantitative call-off contract in March 2011. 
Since March 2011, over 66 qualitative projects have been delivered through the call-off contract.  Examples of Qualitative projects include, idea generation/customer journey workshops, exploratory research to help with client scoping, communications testing, online services testing and in-depth interviews with hard-to-reach customers.

The call-off is also suited for projects that require rapid turnaround (in 4 to 6 weeks) including form testing, guidance testing, recruitment for research internally by HMRC staff, in-depth discussion of customer attitudes towards HMRC services, Online and other IT user testing, and some forms of customer immersion, where HMRC staff can discuss issues with customers face-to-face.
There is an increasing demand within HMRC for actionable customer insight and we envisage that this demand will translate into a need for a series of small/medium sized qualitative research projects in this financial year (FY 16-17) and beyond.  

We define small and medium-sized projects as having a value of up to £xx and delivering small-scale research that may include approximately;

· Up to 12 focus groups, or
· Up to 30 depth interviews, or
· Up to 10 workshops
To ensure a seamless service to the business we propose re-tendering the Qualitative call-off through the Market Research MR130001 Framework Lot 3: Develop and Test Concepts for Communication Products and Services for an initial period of 24 months from the beginning of August 2016 with a provisional Phase 2 for a further two years. 
Benefits

Research needs sometimes arise rapidly within the organisation to support HMRC business decisions and hence it would be advantageous to be able to work immediately with one agency, who we have pre-appointed, to provide such qualitative research.  

By working with the appointed agency early in the initial project design phase, we can progress research quicker, and through familiarity improve the agency’s understanding of our issues and needs – thus improving the quality of project plans, outputs and insights generated. This can provide a more cost-effective and less burdensome way of commissioning urgent and/or small-scale qualitative research (for both HMRC and the agency selected). 

Our research needs

The focus of this call-off contract is all three of HMRC’s main customer groups which include (a) Individual customers, (b) Small, medium and large businesses, and (c) Agents. The specific details of our potential needs over the next year are, as yet, undetermined (the projects, by their very nature tend to be unplanned and urgent – therefore unexpected). However, as an illustration only, potential issues could include better understanding of:   

· Our customers’ experience of contacting HMRC

· Our customers’ views and perceptions of HMRC

· The drivers to better customer service and satisfaction

· The reputation HMRC has with its customers

· Our customers’ views on specific tax-related products, forms and processes

· The specific experience/views of different segments which may include:

· Socio-demographic segments (such as pensioners or young people).

· Behavioural segments (such as existing HMRC Individual and SME segmentations).

· Life-event segments (such as “those new to work” or “dealing with bereavement”).

· The experience of customers in on-line services such as Self Assessment.

· The support we provide to Tax Agents (e.g. accountants).

· The experience and views of businesses in complying with HMRC requirements.

· Testing of how different customer groups may react to different forms of communications. 

· Other aspects of customers’ interactions with HMRC. 

· It may also include conducting qualitative research with HMRC staff. 

Below is an illustration of potential issues and questions we would expect to use this qualitative call-off contract for:

· Quick answers to questions of immediate policy interest

· Information on a topic too brief to commission a survey a full bespoke research project

· Simple issues such as customer choices or social topics where respondents can be assumed to have a broad understanding of the topic area and of the consequences implied by particular response options.

· A sample of respondents for follow-up investigations by HMRC researchers

· Quick turnaround customer testing on communications.

· Insights into specific needs/preferences for HMRC online services?

The specific details of our potential needs will emerge/evolve over the year, and may vary depending on strategic and/or operational changes across the organisation and other pressing business issues.

How the call-off contract will work

Tendering the call-off contract 

We will tender the call-off contract in July 2016 through the customer experience category (qualitative research) of the Market Research MR130001 Framework Lot 3: Develop and Test Concepts for Communication Products and Services. We intend to appoint one agency onto the call-off contract. The call-off contract will provide for a range of qualitative research methodologies that the agency can provide together with an estimation of outline costs for some standard approaches provided in a rate-card. The agency will be required to adhere to the assumptions made in these costings for any subsequent assignment from the call-off contract. The successful agency would then be “on standby” for any information needs raised by the Department which fit the nature of this call-off contract (i.e. small–medium scale qualitative research with our customers).

Commissioning an assignment under the call-off contract  

Assuming that HMRC has a need for qualitative research, the envisaged assignment commissioning process would be:

· HMRC project manager contacts the agency call-off lead and provides a quick brief of the issue.

· The agency appoints a named project lead who discusses the research needs and potential research approaches with HMRC officials – to clarify the potential approach, issues and timescales. There may or may not be a written specification provided by HMRC.  

· Should HMRC wish to proceed, the agency would then provide a detailed written workplan and costed proposal for the project which will form the basis of the contractual arrangements for that assignment. 
The agency and HMRC can freely interact during this process as we will not be constrained by rules regarding the flow of information related to the project that a project under competitive tender requires.   This should permit a much quicker understanding of contexts, issues and needs resulting in a best ‘fit-for-purpose’ proposal. (Note: The proposal will need to be consistent with the principles and approaches detailed in the original call-off proposal, including staffing, quality assurance and costings).

· Concurrently with writing the proposal, the agency may begin planning the implementation of the project giving some time advantage.

· At the same time HMRC may be seeking internal authorisation to proceed. 

· Assuming HMRC agree to the proposal, the assignment will be formalised through the issues of a specific Service Order detailing the cost of this assignment and the invoicing dates. 

· The research project would then run under similar arrangements to a standard project in terms of day-to-day project management, quality assurance, timetabling, milestones etc.

Maintaining the call-off contract 

Both HMRC and the appointed agency will each nominate a member of staff who will be the main point of contact for all work related to this call-off contract for duration of the agreement. Both leads will maintain a close working relationship throughout the length of the contract. 

Use of the call-off contract

We are unsure how many times – if at all - we will use this call-off contract throughout the two year period.  The award of this call-off contract does not guarantee a minimum amount of work during the contract period.   
Whilst previous use of the HMRC Qualitative Call-Off contract is no guarantee of future use, it is worth noting that to-date 66 projects have been delivered through the present call-off contract. 1
Whilst we anticipate using this call-off contract for discrete qualitative research needs with our customers, we do reserve the right to choose to commission such work through other means and with other suppliers as we see fit.

Methodology

Broad methods 

We require the appointed call-off agency to be able to deliver a range of different types of qualitative research. Below is a list of some generic types of qualitative research and we require tenderers to demonstrate that they can provide this type of research and state briefly what skills and experience they have in each area:

· Depth interviews (face-to-face and phone)

· Focus groups

· Participatory research approaches (eg action learning)

· Deliberative methods (eg deliberative focus groups)

· Customer panels (longitudinal) 

· Insight and idea generation workshops

· Communications and Product testing

· Online research (e.g. online group discussions, online services testing, exploring digital services)

· Observational and Behavioural research such as ethnography

· Other (tenderers should provide details of other qualitative methods they think may be suitable)

NB Tenderers do not need to show experience across all these types of research as we envisage most requirements will dictate the use of depth interviews and focus groups.

Recruitment
Depending on the assignment, either HMRC will be able to provide customer contact details, or we may require the call-off agency to free-find customers for research. We would most likely set socio-demographic or segmentation-based parameters for recruitment. Proposals must detail the approach and cost of free-finding customers. Occasionally HMRC staff also undertake qualitative research directly with customers and it would help if you could state whether you would be prepared, in these circumstances, to recruit customers for us – and what the cost of this would be. This can be added into the contract as a specific service. 

Should you subcontract sample collection services, then please provide details of the subcontractors and the confidentiality arrangements that would apply to any sub-contracting arrangement (including any formal confidentiality agreements you would put in place).

Facilities and equipment
Within your proposal please outline briefly the facilities and equipment that you would envisage using for qualitative research and the costings (if any) of this. For example, please specify:

· What geographical coverage (across the UK) you can provide either internally within your organisations or through using other facilities (and rough cost assumptions for this).

· Whether you can provide viewing facilities for qualitative research (it is common for us to require viewing for a few HMRC staff members in the London region).

· What approaches you have for videoing, recording and transcribing interviews / focus etc and rough cost assumptions. 

The Deliverables

Analysis and reporting
Please provide details of:
· The main types of analysis that you would consider undertaking for different types of qualitative research and any particular methods, tools, techniques or software packages you may use for analysis. 

· The types of reporting that you would consider appropriate, and any cost implications.  For example typically we would require some or all of the following:

· A full written report in Power Point or other format to be approved in advance; documenting all analysis, findings and insights in an engaging manner and with clear recommendations for further action (approximately 20 pages)

· A one page standalone summary of the research including key findings and any insights which can be circulated to stakeholders and published on our internal Customer Zone.

· In addition, as part of our publication process, we require a publication version of the research findings to feature on Gov.UK.  The report will need to include all the key findings of the research, and should be reasonably short (approximately 8-10 pages in Word). A standard template and guidance will be provided.
· Face-to-face PowerPoint presentations (25-30 slides) on key findings plus Q& A session to a group of HMRC officials - typically in London
Please provide indicative costs for analysis and reporting detailed above (using the attached rate card template). 

xx
When populating the rate card can you also consider key research activities including (workshop, detailed project plan, weekly progress reports and fieldwork updates).
Research personnel
Please provide a list of staff who would potentially be available to undertake qualitative research assignments with HMRC customers and a brief CV covering their training, experience, any methodological specialisms and experience with HMRC taxation issues (if any). In order to be clear of the costings assumptions of each call-off assignment please indicate the grade (or equivalent) of each staff member and the day-rate to be used in costing their time.

Travel and subsistence
Please outline your approach to travel and subsistence necessitated by research and the associated cost assumptions.  

Other
Please provide detail of any other issues that you believe would be useful to highlight or clarify in terms of the approach, staffing and operation of individual call-off assignments or the call-off contract as a whole. 
What we need from you

You are required to provide a proposal (including populated rate card) of how you would meet our requirements for the call-off contract. Your proposal should not be more than 25 sides of A4 (not including any appendices such as CVs which you may want to include).
By necessity, your proposal cannot be detailed in terms of exact methods and costs that you would apply to any individual research call-off requirement in future. However, it needs to outline the approaches, considerations and costing assumptions that would be used to detail a call-off assignment. 

The proposal should be e-mailed to xx by cop Wednesday 3rd August 2016.
Your proposal should include:
· Evidence of your understanding of our business and knowledge and expertise in relation to tax-related research. 

· The range of methodologies you are able to offer to deliver call-off contract assignments (taking due regard of the methodologies listed in the methodology section above).
· Costings should be exclusive of VAT (but state whether VAT is payable or not).

· The proposal should specify who will be the lead contact for the call-off contract.

· Please be clear on staffing skills, experience and associated day rates.  

· Ensure that equivalent details are provided of any sub-contractors that you would likely employ.  
Assessment criteria
Your proposal will need to be well worked through and contain suggestions on the best approach to meeting our needs. Your proposal will be evaluated on best value for money and against the following criteria:

Your proposal will be assessed against cost and quality: 40% of the marks available will be allocated to the cost of the proposal, and 60% to the quality of a proposal. 

The lowest cost bid will receive full 40% of the marks. Scores for other bids will be applied proportionately, relative to their difference from the lowest cost bid. The 60% for quality is split into three sub-criteria. We award a score of 0 to 5 for each quality criteria; you must score 3 or above (out of 5) to remain in the tendering process. Each criteria has been given a weighting. 

The following criteria will be used to evaluate your proposals for this specification:

Quality Criteria 1. Ability to deliver across the range of methodologies required and including a range of survey types and sizes (30%)

Quality Criteria 2. Evidence of delivering qualitative research to tight timescales 20%)

Quality Criteria 3. Extent to which the proposed project team has appropriate experience and skills to delivering qualitative research (10%)

Cost Criteria – Price. The VAT exclusive cost of the services including day rates (40%)
The scoring key below will be used when assessing your proposal. 

	Score
	‘Open’ Question Criteria

	5
	The response is excellent and completely relevant. The response is comprehensive, unambiguous and demonstrates an excellent understanding of, and meets, the requirements in all aspects, with no clarification required. The response is well thought out and/or provides

· highly credible examples;

· benefits; or 

· innovation.  

	4
	The response is good and highly relevant. The response indicates a good understanding of the requirements and provides sufficient detail across all areas. The response demonstrates how the requirements will be met in the main, which may require minor clarification only. 

	3
	The response is satisfactory and relevant. The response indicates a satisfactory understanding of the requirements in most aspects, although may lack detail in certain areas. The response suggests that the requirements would be met satisfactorily, but may require some clarification.

	2
	The response is limited and partially relevant. The response indicates partial understanding of the requirement. The response contains ambiguities which suggests that the requirements would not be met unless significant revisions were made to the proposal.

	1
	The response is poor and only partially relevant. The response addresses some aspects of the requirements but contains insufficient/limited detail or explanation. The response demonstrates only limited understanding of the requirement. The response contains deficiencies which suggest the requirements would not be met. 

	0
	The response is not considered relevant. The response is unconvincing, flawed or otherwise unacceptable. Response fails to demonstrate an understanding of the requirement.  


Risk

1. Key risks that will need to be considered and mitigated including:
· Capability to resource potentially multiple projects through the call-off process -

given:  

a) Short notice

b) Tight deadlines

· Low recruitment response rate compromising data quality
· Difficulty obtaining relevant sample due to customer groups being hard to reach

· Fieldwork slippage
2. Please also stipulate how you intend to meet the deadlines outlined in the timetable below and identify key risks, over and above those provided, with mitigation strategies.  
Our projected timeline

The timings given below must be adhered to. 

	EOI and Research brief sent to agencies
	Fri 24th June 2016

	Agencies EOI delivered to HMRC
	5pm Friday 8th July 2016

	HMRC assess EOIs
	w/c 11th July 2016

	HMRC informs successful agencies at EOI stage
	Wed 13th July 2016

	Research Brief Issued to Bidders
	Wed 13th July 2016

	Proposals delivered to HMRC
	By cop Wed 3rd August 2016

	HMRC assess proposals, potential interviews and/or post tender clarifications
	4th Aug – 12th Aug 2016

	Inform successful agency and progress Service Order Letter
	Mon 15th August 2016

	Project set up meeting
	w/c 15th August 2016


Circulation:

	Name
	Title

	
	

	
	


General Terms and conditions

On receipt of a satisfactory proposal, the successful research agency will be awarded a fixed price contract for the project. The Standard Conditions of Contract governing research commissions are laid down by the MR130001 framework agreement and are not negotiable.  HMRC observes the general practice of paying only for work satisfactorily completed. All work should comply with the Code of Conduct of the Market Research Society. The Standard Conditions of Contract are available on request.  
Payment terms have been negotiated to split as follows on most projects (however there will always be exceptions – which we will do our best to cater for)

30% on commission

30% on Fieldwork commencement

40% on completion

When costing proposals it would be helpful to ensure we can see these key stages clearly.  

Some key elements of our standard terms are below:
Contractual obligations 

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.  There is a further obligation to publish all contracts with a whole life value of over £10,000 with effect from January 2011.  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.
Data handling

In most cases, any data we supply will be encrypted, probably using the highest encryption used by Winzip v9 or above. It is your responsibility to ensure appropriate steps are taken to ensure you are able to receive and decrypt our data.

We also require confirmation at appropriate times of the deletion of customer records from both removable and fixed media within your organisation.
Please note that HMRC does not permit the use of USB sticks and so all electronic versions should be provided on CD.

Once appointed, you should agree with your HMRC contact what security rating any data or documentation you produce should have and how it subsequently should be handled.
As part of our standard data handling requirements, as part of your proposal we will require details of your plan to receive, store and use any data that we may supply to you. In most cases the data we supply to you will contain customers’ personal details and we need to be sure that you will treat this data appropriately.

This should include precise details of the data handling and security procedures you have in place. In particular, please detail how, once we have delivered the data to you, how you will transfer and store it and who in your organisation will be able to access it. You should also detail your processes for archival of and/or destroying the data that has been finished with. As an example this should include, what systems you have that are accessible from the internet, how access to the information is managed, and details of how your data servers are backed-up and maintained.

If you have supplied current information, this does not need to be provided again.
Documentation

HMRC will require the publishable report delivered in both pdf and word formats. The pdf document should include the file size as part of the filename.
In addition, HMRC will require draft copies of all key documents, such as recruitment questionnaires, presentation charts, top line and final report. These are to be submitted in sufficient time for comments to be incorporated into the final version and for our approval to be given for production of the final version to take place.
NB ‘Personal’, ‘Confidential’ and ‘Commercial’ sensitive information has been redacted according to the provisions in the FOI Act (sections 40, 41 & 42).

1 Published research are accessible via Gov.uk website 





� HYPERLINK "https://www.gov.uk/government/publications/self-assessment-notification-letter-customer-testing" ��https://www.gov.uk/government/publications/self-assessment-notification-letter-customer-testing�





� HYPERLINK "https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/444770/HMRC_ResearchReport377-small-business-and-choice.pdf" ��https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/444770/HMRC_ResearchReport377-small-business-and-choice.pdf�
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