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Framework Agreement
FROM
	Customer
	The Department For Transport 

	Service Address
	[REDACTED]


	Invoice Address
	[REDACTED]


	Contact Ref:
	Name: [REDACTED]
Phone: [REDACTED]
E-mail: [REDACTED]

	Order Number
	To be quoted on all correspondence relating to this order:

	Order Date
	



TO
	Provider:
	Systra Ltd

	For the attention of:
Telephone Number
Mobile Number
	[REDACTED]
[REDACTED]
[REDACTED]
[REDACTED]


	
Address
	[REDACTED]




	1. SERVICES REQUIREMENTS

	(1.1) Services and deliverables required:
The supplier shall provide a scoping study on Rail Staff engagement. The scoping study may lead to a larger piece of work, however this is yet to be finalised by the Authority. 
The aim of the work is to explore the experiences of a group of customer-facing rail staff to fill the existing evidence gap and inform potential future research the Authority may wish to commission. 
The research will utilise a qualitative methodology to explore the topics outlined in The Requirement section of the document.
The exact number of respondents shall be decided between the Supplier and the Authority, but it is envisaged that the research would be undertaken within a maximum of four Train Operating Companies (TOC) and around 50-75 participants maximum (for the total project). 
Respondent organisations should be drawn (where possible) from a range of Train Operating Company (TOC) type (it is envisaged that one of these will be a long distance provider), size and location; Network Rail staff may also be considered for inclusion where relevant.
At present the Authority (in collaboration with other organisations) are working with a small number of TOCs in order to gain their ‘buy-in’ to the research. It is envisaged that the TOCs will be in place at the start of the award contract, and therefore a sample frame will be available for the Potential Provider.
Out of Scope
Potential Providers should note that the following is out of scope:
Understanding passenger perceptions of staff. This research is solely about the experience of employees. 
[bookmark: _Toc368573031][bookmark: _Toc506993791]The requirement
The exact nature of the topics that will be explored in the research are not set and will be determined largely by the research and the methodology chosen.
Research of the topics to be explored shall include, but not be limited the following;
· Rail delays and disruption and the impact on staff.
· Tools and technology available to staff to help them in their customer facing role (for example tablets, information systems, communication systems etc.)
· Employee wellbeing provision/policies.
· Employee loyalty and attachment to employer/role.
· Employee understanding and view on the wider work of their organisation/organisational purpose. 
The key deliverables from investigating the above topics are to understand what provisions are in place and the employees’ perceptions of each of the above topics. 
The scope of this research will involve people who work in the rail industry in Great Britain in a customer-facing role. 
A non-exhaustive list of the type of roles expected to be in scope include: 
· On-platform staff;
· Station staff;
· Ticket office staff; 
· On-train staff and, people working in customer service roles, including social media, who may be based at a TOC Head Quarters or other locations.
· TOC head office/regional staff (including those running TOC social media platforms)
[bookmark: _Toc368573032]The Supplier shall be responsible for conducting recruitment of research participants, however, the Authority will help with providing access to TOCs (and possibly the RDG or Network Rail). The Authority will select the four TOCs to be used as part of the research and make initial contact with them. It is envisaged that the Authority will be able to provide a sample frame for the Potential Provider.  The Supplier shall conduct qualitative research with a range of customer-facing rail industry employees to explore topics related to employee engagement and experience.  Each employee who signs up to participate will be requested to give their consent for their details to be passed to the DfT or The Potential Provider in order for them to participate. These topics are set out in 6.2. 
The Authority requires a qualitative research approach (envisaged to be interviews or focus groups), however, the exact methodology and number of participants are not fixed. Potential Providers are invited to propose which approaches they believe are most suitable to explore the topics. Bidders must provide their reasoning behind their recommended methodology. 
During the inception meeting the Authority will provide a sample frame detailing a list of individuals willing to participate, from which the Supplier shall be responsible for recruiting research participants.
The Supplier shall develop a qualitative research instrument shortly after the award of the contract and the start-up meeting. The research instrument should be developed in conjunction with the Authority’s project manager, and where appropriate the project stakeholder group. 
The exact topics for inclusion on the instruments will depend on the methodology, but it is envisaged that these will be discussed and agreed between the successful bidders and the Authority’s project manager. 
The Supplier shall provide a clear and detailed analysis and reporting of the data. The exact type of analysis that will be required will be largely dictated by the methodology. 
Reporting and analysis approaches will be confirmed during the inception meeting, however the Authority require a high quality and detailed thematic analysis of the qualitative data.
The following scenario is designed to provide an overview of the Authority’s requirements for this research and is not intended as a prescriptive methodology or approach: 
The Authority requires primary research with current rail employees across 4 TOCs. 
This research will provide the provision and employees perceptions of the following: 
tools and technology available to staff to help them in their customer facing role (for example tablets, information systems, communication systems etc.), 
employee wellbeing provision/policies 
employee loyalty and attachment to employer/role. 
employees’ understanding and view on the wider work of their organisation/organisational purpose, and rail delays and disruption and the impact on staff. 
There are numerous methodological possibilities for this project (for example face to face interviews, telephone interviews, and focus groups). These could be undertaken in person with employees or via video or telephone routes. The Supplier shall draft research instruments suitable for the methodology they propose (e.g. discussion guides for interviews or focus groups).  
The Potential Provider shall collect the ideas and views of a range of rail employees including, but not limited to; 
· on-platform staff 
· station staff
· ticket office staff 
· on-train staff 
· staff working in customer service roles, and TOC head office/regional staff.
The ideas and responses from rail employees shall be collated by the Supplier and inform a thematic report. 

[bookmark: _Toc506993792]key milestones
The Supplier should note the following project milestones that the Authority will measure the quality of delivery against:
	Milestone
	Description
	Timeframe

	1
	Start-up Meeting
	w/c 26th March 2018

	2
	Draft qualitative research instrument(s)
	By 13th April 2018

	3
	Final qualitative research instrument(s)
	By 20th April 2018

	4
	Fieldwork
	By 9th May 2018

	5
	Interim findings overview report
	By 11th May 2018

	6
	Draft research report
	By 1st June 2018

	7
	Final research report
	By 22nd June 2018

	8
	Face-to-face debrief presentation
	By end of June 2018



[bookmark: _Toc506993793][bookmark: _Toc368573033]Authority’s Responsibilities
The Authority will provide a single point of contact to engage with the Supplier. This single point of contact will be provided to manage the Research Project and provide support to the Supplier Provider as required. 
The Authority’s Project Manager will convene and manage a small stakeholder group comprised of the relevant internal stakeholders, and where relevant key external stakeholders. This group may be used to help secure access to research participants. 
If the Authority’s Project Manager becomes unavailable, the Authority will provide another Project Manager to take over responsibility for the management of the project.
The Authority will help with providing access to TOCs (and possibly the RDG or Network Rail). The Authority will select the four TOCs to be used as part of the research and make initial contact with them. It is envisaged that the Authority will be able to provide a sample frame for the Supplier.
[bookmark: _Toc506993794]Reporting
[bookmark: _Toc368573034]The Supplier shall provide a detailed report from the research undertaken. The details of this report will be decided between the Authority and the Supplier, but will be expected to include detailed technical discussion of the mandatory requirements, and the most salient themes to emerge from the research (i.e. a thematic report).
The exact type of analysis that is required will be largely dictated by the methodology employed. These will be finalised and discussed at the inception meeting.  
However, it is the Authority’s expectation that the report is likely to be in Word Format (or other similar word processing programme).
The report must be of a publishable quality and adhere to Authority’s publishing standards in line with 9.5. It is Authority’s intention to publish the report or extracts from the report arising from this study. The date of this publication will be decided with Policy customers within The Authority, however is expected to occur during summer 2018. 
Further information around these reporting requirements can be found here: https://www.gov.uk/government/publications/instructions-for-organisations-producing-reports-for-the-department-for-transport.
The report may be used to inform a specification for a larger piece of research on employee engagement in the rail industry that the Authority may wish to commission at a later date. Procurement for this larger piece of work is expected to take place during summer 2018.

The Provider will provide the services in line with their proposal of 6 th March 2018, this can be found within Annex A – Suppliers Proposal. This is a call off Contract and any recommendations within the Provider’s response will only be actioned following agreement with the Customer.
 

	(1.2) Commencement date:
28th March 2018

	(1.3) Price payable by customer  
[REDACTED]

Rate Card

[REDACTED]


	(1.4) Completion date:
The expected duration of the contract is for 2 months and will expire upon completion





	2 ADDITIONAL REQUIREMENTS

	(2.1) Supplemental requirements in addition to Call-Off Terms and Conditions:
N/A






	(2.2) Variations to Call-Off Terms and Conditions
N/A








	3. PERFORMANCE OF THE SERVICES [AND DELIVERABLES]

	(3.1) Key personnel of the provider to be involved in the services and deliverables:
[REDACTED]


	(3.2) Performance standards

	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	Research Design
	The draft research instrument should be provided to the Authority by the 13th April 2018
	100%

	2
	Research Design
	The final research instrument should be provided to the Authority by the 20th April 2018
	100%

	3
	Report Delivery
	An interim draft report containing emerging themes should be delivered to the Authority by 11th May 2018
	100%

	4
	Fieldwork
	All fieldwork should be completed by 9th May 2018
	100%

	5
	Report Delivery 
	Draft research report shall be provided to the Authority by the 1st June 2018
	100% 

	6
	Report Delivery
	Final research report shall be provided to the Authority by the 22nd June 2018
	100%

	7
	Debrief
	Face-to-face debrief to the Authority’s stakeholders in Central London. 
	100%




	(3.3) Location(s) at which the services are to be provided:
Supplier: 
[REDACTED]
Authority:
[REDACTED]


	(3.4) Quality standards
The Authority requires the Supplier to detail the Quality Assurance process, including but not limited to, clear evidencing of sources.
The Authority reserves the right to examine any aspect of the Suppliers work in detail, or to commission suitable agents to do this. 
Potential Providers shall submit a quality control plan with their proposal outlining their internal quality control procedures.
The Supplier shall outline the coverage of scoping Research Project and methodologies applied in their bids. 
The Supplier shall provide evidence of the quality assurance activities undertaken as outlined in Section 9.
The report must be of a publishable quality and adhere to Authority’s publishing standards in line with the below link. It is Authority’s intention to publish the report or extracts from the report arising from this study. The date of this publication will be decided with Policy customers within The Authority, however is expected to occur during summer 2018. 
Further information around these reporting requirements can be found here: https://www.gov.uk/government/publications/instructions-for-organisations-producing-reports-for-the-department-for-transport.
Further details can be found within Annex A – Suppliers Proposal

	(3.5) Contract monitoring arrangements
In the event of poor performance through the failure to deliver KPIs to time and of appropriate quality, the Authority shall meet with the Supplier to understand the root causes of the issue. The Supplier shall formulate a Performance Improvement Plan to rectify these issues and meet the requirements in this statement.
If poor performance continues, following formal written warnings, early termination of the Contract will also be considered.
The Authority will monitor the work of the Supplier throughout the Research Project through regular day to day contact.




	4. CONFIDENTIAL INFORMATION

	(4.1) The following information shall be deemed Commercially Sensitive Information or Confidential Information
N/A

(4.2) Duration that the information shall be deemed Commercially Sensitive Information or Confidential Information
N/A



BY SIGNING AND RETURNING THIS ORDER FORM THE PROVIDER AGREES to enter a legally binding contract with the Customer 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 on 24.02.2014 and any subsequent signed variations to the terms and conditions.   

	For and on behalf of the Provider

	Name and Title
	[REDACTED]


	Signature
	[REDACTED]


	Date
	



	For and on behalf of the Customer

	Name and Title
	[REDACTED]


	Signature
	[REDACTED]
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	Date
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