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Background, previous research, additional reading

1. HMRC's vision is for a personalised service designed around its customers’ specific needs, built on digital tax accounts and making better use of data (including the data HMRC already holds). Making Tax Digital will transform HMRC's interaction with customers, growing voluntary compliance through the use of digital tools. 

2. In December 2015, a Roadmap for the delivery of Making Tax Digital was published
. Making Tax Digital for Business (MTDfB)
 introduces a significant change to the way businesses interact with HMRC; moving customers away from a paper based/telephone first approach to digital services and a more regular cycle of updates to HMRC.

3. MTDfB will require most small business customers (including self-employed, partnerships, companies and landlords) to keep their business records digitally and to update HMRC quarterly for the following taxes: Income Tax Self-Assessment (ITSA) National Insurance, VAT and Corporation Tax (CT). We know that the majority of businesses want to get their tax right first time, but the latest tax gap figures show that too many find this hard, with more than £8 billion a year lost in tax as a result of avoidable taxpayer error by small businesses.

4.  HMRC is introducing these changes gradually, with new processes being rolled out over a number of years. Following a year-long pilot, during which volunteers will test the products and services thoroughly, mandation is due to begin with ITSA and National Insurance contributions (NICs) from April 2018, before VAT in 2019 and CT in 2020 are introduced. This staggering of start dates will allow time for products, services and systems to be tested and refined at the piloting stage, before mandation.
5. MTDfB will mean businesses being able to send tax data to HMRC digitally, using devices that many already use (PCs, smartphones, tablets).  Third party software or Apps will link securely into HMRC’s systems, allowing taxpayers to submit data to HMRC more easily and information we already hold will no longer need to be re-supplied. Through the use of third-party developed software/apps, businesses will be able to update HMRC more easily. With millions of businesses already banking, paying bills, shopping and interacting online, integrating tax with the day-to-day running of a business is a natural next step.

6. The current qualitative research will support the development of new, and improve existing, approaches aimed at increasing small businesses willingness and ability to fully transition to MTDfB.  Such approaches will seek to support and, as appropriate enable businesses transition both at all and at an earlier time within a voluntary window ahead of mandation.
7. The focus of the research will be on the smallest and most vulnerable businesses that will need most help from HMRC in their transition to MTDfB (for example, businesses that are unwilling to transition, have difficulties interacting with technology or need assistance with digital services) or who have more complex tax affairs (for example multiple sources of employment and self-employment) that may make the transition difficult. There are a number of reasons why some small businesses will be harder to transition to MTDfB than others. This includes access to digital resources, training, and fundamental willingness to use digital channels. Approaches to MTDfB will have to be tailored to these specific barriers faced by different businesses. This research will test these approaches to ensure positive engagement of those businesses within this group.
8. Previous research conducted for HMRC examined small businesses’ and agents’ overall understanding of, and reactions to the requirements of MTDfB (for example, their use of digital record-keeping tools, updating HMRC quarterly and options to voluntarily pay more frequently). The research also explored the impacts of MTDfB proposals, barriers to engaging with MTDfB and small business support needs for migrating to MTDfB.

9. HMRC has also recently conducted research exploring challenges faced by small businesses in transitioning to MTDfB and the broad support and communications needs to address those challenges.  This work has led to the identification of five segments of small business customers based on their likely engagement with MTDfB as predicted by attitudes, behaviours, capabilities and demographics. The research further identified main barriers and levers to engagement and pointed to priority groups to be targeted with communications and support. The current research will build on this segmentation work, the results of which (along with a set of “golden questions” for recruiting to particular segments) will be made available to the successful bidder.
10. Ultimately, the research will test - with prioritised customer segments - approaches aimed at facilitating positive engagement with the MTDfB requirements.  This will include improving existing HMRC support, addressing barriers to MTDfB engagement as well as the design of new solutions for supporting small businesses in MTDfB transition.
11. The primary objective of this research will therefore be to develop HMRC’s understanding in relation to the design of the most effective approaches by tailoring support to specific needs, enabling smooth transition to MTDfB of businesses falling on a spectrum with regards to willingness and ability to transition to MTDfB. While the main focus of the research will be on the businesses that will find the transition difficult, the research should also explore approaches to ensuring early transition among businesses that will be easier to transition to MTDfB.
12. This work will also involve concept testing as approaches are introduced to different user profiles, with their responses and perceptions analysed and interpreted to inform design. HMRC will come to better understand the needs of customer groups by exploring what approaches are appropriate for ‘who’, ‘where’ and ‘why’. 
13. A major objective of the research is to provide actionable results, including actionable design principles in relation to each explored support option along with tangible recommendations for MTDfB.
Overarching business objective/need

14. This research will develop HMRC’s understanding of the impact and effectiveness of specific approaches aimed at supporting businesses’ transition to MTDfB, addressing the issues around this transition. 
15. The research will address the need to develop and test new and existing support and engagement solutions, which help small businesses in need of support to transition effectively to MTDfB. This will therefore be an important study in helping HMRC identify and test the most effective ways to overcome the barriers faced by those who will be least able and/or willing to enter MTDfB.  Ensuring early and effective transition of these groups will support HMRC delivery of MTDfB, minimising customer errors, delivering customer benefits, and HMRC cost objectives.
Research Objectives
16. The primary aim of this research is to provide insight on the most effective design for solutions addressing the issues faced by the smallest businesses and landlords (i.e., sole traders, 1 employee, 2 – 4 employees, 5 – 9 employees, and potentially some slightly larger businesses) in need of support from HMRC in their migration to MTDfB. 
Specific objectives are to:

A. Explore businesses’ views on a range of existing and potential support approaches,  such as:

a. Communications messaging – including channels for non-digital customers and ways of improving non-digital customers’ understanding of MTDfB, the associated delivery timetable and obligations.
b. Software – educating businesses on the issues they need to consider when choosing the right software package, tailored to the customers’ needs, with considerations of the cost of new software, training, security concerns and ongoing support.
c. Digital support – purchasing and costs of hardware, training, internet access and using HMRC digital support products such as webinars and web chat.
d. Guidance – improving tax knowledge and resolving queries through self-help channels.
e. Wider policy issues – financial assistance, exempted and deferred groups and incentives.

HMRC would like to explore the impact of such approaches primarily on the businesses in prioritised segment groups, but potentially also businesses outside of the segmentation model. While the main focus of the research will be on the businesses and landlords that will find the transition difficult, the research should also explore approaches to ensuring early transition among businesses that will be easier to transition to MTDfB. Through this, HMRC will learn about the likely use of these approaches, their impact on transition decisions and the potential barriers to their effectiveness in supporting MTDfB transition both at all and/or at an earlier point ahead of mandation.
B. Support the identification and development of new approaches and improvements to existing services, facilitating smoother and/or earlier transition to MTDfB in collaboration with customers. Including:
a. Supporting the development of design principles in relation to the transition approaches explored in objective A.

b. Explore the levers that can be incorporated into different approaches to encourage transition and facilitate engagement.
c. Concept test approaches for different user profiles, exploring reactions to and effectiveness of these approaches.
Proposed Methodology
17. We anticipate the research aims and objectives can best be met with a qualitative approach, which will involve recruiting groups of UK-based small business and landlords (sole traders, 1 employee, 2 – 4 employees, 5 – 9 employees, and potentially some slightly larger businesses) participants and conducting discussion groups and co-design sessions with each group over a short period of time. The research aims to primarily focus on segments which are either low in willingness and/or capability to transition, with potential to further investigate businesses with varying levels of willingness and capability to transition to MTDfB.

18. Your expertise will be essential here, and we do not wish to be overly prescriptive in defining the methodology.  We expect to work collaboratively with you following the appointment to further develop and agree the best approach to the work.  However, we envisage the following stages and methods:
· Phase 1: Four 60-minute group interviews will be conducted to explore wider issues around transition to MTDfB common among each prioritised segment identified in previous research. During these group interviews, the agency and HMRC researchers will gain an understanding of current barriers affecting each segment’s businesses’ ability and willingness to transition to MTDfB; further, the researchers will gain an understanding of whether existing services provided by HMRC aid in overcoming the barriers faced by businesses within each group and gather ideas about how existing services could be modified and improved (and/or what new services could be developed) to address existing shortcomings (including exploring preferred channels, particularly for non-digital customers). HMRC will work closely with the contractor to develop a topic guide; this will be an iterative process and will be developed with stakeholder input. 
19. Following Phase 1, participants will be reconvened for a second phase of the research undertaken in co-design sessions (Phase 2). Prior to Phase 2, researchers on the side of the agency and HMRC stakeholders will discuss the outcomes of Phase 1 and agree on the focus of Phase 2, preparing stimuli to be explored in the co-design sessions. These will include prototypes, design principles and possible customer journeys, which will incorporate software design.
· Phase 2: Four ‘co-design’ workshop’s for each prioritised business segment involving active engagement from HMRC staff will help to revise proposed (or existing) HMRC solutions (for example policies, communications, support services, solutions around software use, digital skills and how tax guidance is sought) derived from previous evidence on the issues faced by these groups. At the end of the workshop, the researchers will have a set of service improvements or new service designs that will support the transition of small businesses with varying levels of support needed for MTDfB by segmented groups.
20. Details of methodological approach will be agreed with the successful bidder at the inception of the project.
Sampling and target Audiences

21. We expect the winning agency to free-find the sample for this work – please advise on any particular challenges associated with this.

22. The primary target audience is unincorporated businesses and landlords meeting the threshold for mandated migration to MTDfB (that is, turnover or gross annual income from property of above £10,000).
23. We would like to include a range of digital confidence, capability and willingness to transition to MTDfB with a particular focus on those who will find it hardest to transition. While the results of the recent segmentation research will provide the key focus to participant recruitment (segmentation questions will be provided to successful bidder), there is also a possibility that businesses outside of the segmentation model may need to be recruited. The exact recruitment specifications will be confirmed at inception of the project.

24. Within this we would want a good cross-section, where feasible, of:
a. Business sector:  include a mix of business sectors, to ensure we have a better understanding of the different needs and factors that may increase the potential for transition.
b. Business size: The priority is to focus on the smaller end (i.e., sole traders, 1 employee, 2 - 4 employees, 5 - 9 employees, and potentially some slightly larger businesses). 

c. Taxes engaged with – CT, ITSA and VAT.

d. Use of Agents:  we would like to ensure there is a balance within the sample of those that do and do not use an agent.
e. Years business has been operating (e.g., 1 – 2 years, 3 – 4 years, 5 – 9 years, 10 years +).
25. We envisage that the recruitment will need to screen for digital capability and willingness to transition in order to place participants into similar groups, using a set of “golden questions” developed as part of the recently conducted segmentation work. Please note that there is a possibility of a need to recruit businesses that do not fall into the segmentation model. 
26. The design should strive for a good geographical spread across the country and where feasible a reasonable mix of demographics as relevant to the business sectors sampled. If a geographical spread of businesses is not possible, a sole London focus should be avoided.
27. Please note: Four focus groups and co-design sessions have been mentioned here but this is not fixed and is open to direction and advisement. 
28. HMRC expects to discuss and agree the appropriateness of the deliverables based on each focus group and/or ‘phase’ of co-design session/s with the successful supplier. HMRC envisages working collaboratively with the successful supplier to better understand the priorities for focus groups and co-design (as they unfold and are informed by the findings of the primary research and the formal consultations). HMRC also envisages an organic process where time is allowed between each individual session or ‘phase’ of sessions to enable reflection and a foundation to build on, for successive co-design sessions. 
29. Actionable design principles in relation to each explored approach to MTDfB and tangible recommendations for MTDfB will be required the end of the project.
Other issues that may have an impact on this project
30. It is possible that HMRC analysis to identify segments who might struggle to transition to MTDfB may not be fully complete to inform the sample design, in which case, we will use early emerging views to inform this. It is also dependent on the development of early prototypes to use as stimuli in the research. 
31. Key risks that will need to be considered and mitigated include:

· Difficulty obtaining relevant sample due to customer groups being hard to reach (e.g. those with low digital capability)
· Low recruitment response rate due to respondents’ disengagement
· Availability of initial tangible prototypes to use as stimuli 

· Fieldwork slippage and any capacity bottlenecks 
32. Sensitivity The impact of MTDfB on small businesses, especially ones facing barriers in their transition to MTDfB is a sensitive issue. This research is intended to improve HMRC’s approaches to small businesses and reduce any risks to them of the new system. However, the work will need to be handled tactfully and contractors’ bids will be expected to demonstrate an understanding of how to handle sensitive topics.
33. Participation and respondent burden. The motivation for this work is based on the limited appetite of small businesses to absorb additional administrative burden. Research can contribute to this burden. Contractors will be expected to demonstrate a plan for minimising burdens on participants whilst enabling participation by micro businesses and sole traders.
34. Focused and constructive participation. Participants will be asked how a specific future policy will affect them based on their current situation. Bidders will need to demonstrate expertise in probing participants on specific topics when they may be tempted to talk about generalities (whether tax should be made digital at all, or the burden of tax), ‘stress testing’ participants assumptions about their responses to hypothetical events, and facilitating robust discussion so that it is productive and relevant.
35. Timelines. Bidders should have a comprehensive plan for maintaining momentum, identifying risks to prompt delivery, and getting interim results to policy makers in a digestible format.
What we need from you – The Deliverables
The Proposal

36. The proposal submitted should include:

· Understanding of the research brief

· A detailed breakdown of your research design including sampling proposals and clear rationale for the methods you propose

· Timetable

· Personnel, including background and experience

· Whether any part of the project will be subcontracted, and if so to whom
37. The proposal should specify who will be responsible for delivering this project and should provide detail of the input into the project that will be provided by each named person.

38. We expect to discuss the requirements and the approach in more detail at set-up with project team and key stakeholders.

39. Please let us know on receipt of this brief whether you think there will be any conflict of interest in your submitting a proposal.
Project Deliverables
40. Interim Deliverables/Requirements
· A set up meeting with the project team and key stakeholders

· Detailed implementation plan and timetable for each phase of the research

· Face to face stimulus development meeting (1 hour)

· Progress reports to designated HMRC team (weekly) 
· An opportunity for wider stakeholders to view the co-design groups, where facilities allow

· Interim findings (in PowerPoint), focussing on the key areas of evidence from Phase 1, with a summary of key findings

· Face to face presentation of Phase 1 findings with HMRC project team

· Action planning workshop to inform design of material for Phase 2

· Face to face set up meeting for Phase 2
41. Final Deliverables
· Face to face presentation of the findings at HMRC’s London Office (100 Parliament Street) in PowerPoint), plus Q&A session

· Full report (slide pack) for internal use with a summary of key findings up front.  This document should include analysis, findings and insights in an engaging manner with supporting quotes, providing clear recommendations for future action and implementation (approx. 40-50 slides)

· Publication report suitable for publishing on gov.uk (c.10 pages in MS Word format) to a set publication template to be provided

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

42.  All presentations and reports should be concise and written in plain English. They should be of a high (publishable) standard and HMRC expects all drafts to be complete and to have been proof-read before delivery. 
43. HMRC will require draft copies of all key documents, such as draft questions, stimulus, presentation charts and summary reports. These are to be submitted in sufficient time for comments to be incorporated into the final version and for HMRC’s approval to be given for production of the final version to take place.
44. Please send proposals back to via email at by Monday 27th February 2017 by 17.00.
Assessment Criteria 
45. 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. 
46. 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 five 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. 
47. The following criteria will be used to evaluate your proposals for this specification:
· Quality Criteria 1 (Weighting 20%): Understanding the objectives of the immediate work and wider context it sits within.
· Quality Criteria 2 (Weighting 20%): Demonstration of expertise, experience and skills to carry out qualitative group interviews and co-design sessions on part of the agency and dedicated research team.
· Quality Criteria 3 (Weighting 20%): Identification of key risks to the project and proposed strategies to mitigate these risks.

· Quality Criteria 4 (Weighting 20%): Definition of how the overall work will be managed (e.g. whether it needs to be broken down into phases) and who is responsible at each stage in the process.
· Quality Criteria 5 (Weighting 20%): Demonstration of ability to meet existing timescales.
48. NB:  Please don’t structure your proposal around the following Quality Criteria – this is for assessment purposes only and we expect they will be covered via the proposal deliverables mentioned above.
49. 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.  


Pricing

50. The proposal must include a firm price offer (excluding VAT) based on an assessment of the resources required and the information contained in this document. 
51. If the decision not to continue with this project at any stage has additional costs associated, this should be clearly identified and a justification for these costs provided. Any additional costs identified will be subject to negotiation and agreement with HMRC prior to any contract being awarded. 

52. Please indicate whether VAT would be payable. This is not a factor in determining which tender is successful, but the information is useful to assist HMRC’s financial planning.

Our project timeline 
53. Suppliers must include a project plan and time schedule for the work. The plan must identify the main tasks, key milestones and details of how progress will be monitored, indicating clearly where HMRC is expected to contribute.
54. The timings below are an estimate and will be reviewed and agreed with the successful bidder at the set-up meeting:
	Brief sent out 
	Monday 13th Feb 2017

	Deadline for submitting brief queries
	    4pm Friday 17th Feb 2017

	Proposal returned to HMRC
	5pm Monday  27th Feb  2017

	HMRC assess proposals
	w/c 27th Feb 2017

	Potential bidder interviews
	2nd March 2017

	Contract awarded to successful bidder
	By 6nd March 2017

	Project set up meeting
	w/c 6th March 2017

	Design of Phase 1 fieldwork materials & Approval
	Monday 6th March to Monday 27th March 2017

	Phase 1 qualitative fieldwork
	27th March to 14th April 2017 

	Phase 1 analysis
	w/c 17th April 2017

	Interim Phase 1 findings
	w/c 1st May 2017

	Design of Phase 2 co-design fieldwork material
	w/c 7th May 2017 to Monday 22nd May 2017

	Phase 2 Fieldwork
	w/c 22nd May 2017 – w/c 5th June 2017

	Phase 2 analysis and prep for debrief presentation
	w/c 12th June 2017



	Topline Phase 2 findings issued to HMRC
	w/c 19th June 2017

	Draft Debrief Presentation slides to HMRC
	w/c 26th June 2017

	Debrief Presentation (face-to-face) to HMRC
	w/c 26th June 2017

	Final presentation slides delivered
	w/c 3rd July 2017

	Publication report (initial draft delivered to HMRC)
	w/c 10th July 2017


Budget

55. We are not able to disclose exact budget information.  Please provide a cost for the project design set out above and set out alternatives if you feel these would better meet the research objectives. 
56. We have provided the following table to give you a rough idea of the budget on this particular project. We are not able to provide any further detail and the exact budget could fall at any point inside the range selected.

	Budget Banding

	1.1. £0 - £9,999                              FORMCHECKBOX 

	1.2. £10,000 - £24,999                     FORMCHECKBOX 


	1.3. £25,000 - £49,999                   FORMCHECKBOX 

	1.4. £50,000 - £99,999                     FORMCHECKBOX 


	1.5. £100,000 - £149,999               FORMCHECKBOX 

	1.6. £150,000 - £249,000                 FORMCHECKBOX 


	1.7. £250,000+                               FORMCHECKBOX 

	1.8.  Undisclosed                              FORMCHECKBOX 



57. Costs must include travel and other expenses, broken down separately. Costs should include all fees and expenses but exclude VAT.

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.
� https://www.gov.uk/government/publications/making-tax-digital


� https://www.gov.uk/government/collections/making-tax-digital-consultations


� https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/584867/Exploring_Small_Business_and_Agent_attitudes_and_engagement_with_Making_Tax_Digital.pdf
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