OFFICIAL-SENSITIVE (COMMERCIAL)

	HM REVENUE & CUSTOMS SERVICE ORDER

SOCIAL AND ECONOMIC RESEARCH FRAMEWORK AGREEMENT


	1.
	HMRC Information

Purchase Order to be issued under separate cover

	Project Information 
	Project Reference: 16-17.CTS.03 

	Purchase / Limit Order No:
	 8500005118

	HMRC – Social and Economic Research Framework – Commercial Contact

	Name:
	Stuart Bishop

	Contact Tel No:
	03000 587 851

	Email:
	stuart.bishop@hmrc.gsi.gov.uk

	HMRC Budget Manager & invoice enquiries

	Name: 
	Mike Crumpton

	Contact Tel. No:
	03000 515 268

	Email:
	mike.crumpton@hmrc.gsi.gov.uk

	HMRC – Invoice payment 

All invoices should be sent to the HMRC Invoice Processing Centre

	Address:
	HMRC Invoice Processing Centre
PO Box 2092, J Spur, Barrington Road
Worthing, BN12 9AN

	Contact Tel No:
	01903 509224 

	Email:
	payments.team@hmrc.gsi.gov.uk 

	HMRC – Budget Authorising Officer

	Name:
	Brian O’Callaghan

	Contact Tel No:
	03000 589 686

	Email:
	brian.o’callaghan@hmrc.gsi.gov.uk

	HMRC Project Manager

	Name:
	Caroline Gryba

	Contact Tel No:
	03000 566509

	Email:
	Caroline.gryba@hmrc.gsi.gov.uk


	2.
	Contractor Information



	Vendor (Supplier):
	TNS BMRB

	Contact:
	Anna Cordes

	Contact Tel No:
	0207 656 5756

	Contact Address:
	222 Gray’s Inn Rd, 
London, 
WC1X 8HB

	Email:
	Anna.cordes@tns-bmrb.co.uk


	Consultant / Key Personnel:
	daniel.clay@tns-bmrb.co.uk


	3.
	Contractual Detail



	Contract Ref:

Incl. Framework name e.g. Catalist, and relevant section. Also include URN for Catalist and Cipher call offs. 
	DWP Social and Economic Research Framework 2013
This Service Order is subject to the DWP Social and Economic Research Framework (2013) Terms and Conditions of contract and Clause D3 and D4 relating to the Official Secrets Acts and related Legislation, and Confidentiality, as detailed in Annex B – additional contractual information.


	Special Terms and Conditions:

e.g. overtime, expenses, travel & subsistence, notice period.
	HMRC will review its position after each of the milestones detailed in the specification on an ongoing basis and reserves the right to terminate the contract (for any reason) prematurely. For the purpose of this engagement the notice period will be 1 month after the milestone date.  Outside of this the notice period will be 3 months, in line with clause H3.1 ‘Break’ in the Call-off Terms and Conditions (2013) for the provision of DWP Social and Economic Research Framework Services.



	4.
	Project Information



	Project Title:
	Mass Market Customer Survey: Qualitative research to understand customer experience of the acceptability of the time taken to reach end results

	Start Date:
	16/6/16

	End Date:
	03/10/16


	5.
	Payment Schedule

	#
	Milestone
	Anticipated delivery date*
	Total charge (excluding VAT)
(£)

	1
	Delivery of Milestone One
	20/07/16
	£13,073.40

	2
	Delivery of Milestone Two
	12/08/16
	£17,431.20

	3
	Delivery of Milestone Three
	03/10/16
	£13,073.40

	4
	
	
	

	5
	
	
	

	* - The anticipated delivery date is not a fixed invoice point. Payment is made upon satisfactory receipt of services, certified by the Project Manager.
	Grand Total (£)

exclusive of VAT:
	£43,578

	Invoices relating to this Service Order should be sent to the HMRC Invoice Processing Centre (provided at 1. above) by email in pdf format, unless otherwise indicated.  All invoices must quote the Purchase Order Number.
Invoices received without a Purchase Order number may be rejected.




	6. Summary of Requirements / Role Description / Deliverables



	The section below should be used to provide clear summary of the requirements for delivery of the project/assignment.  It should include, where appropriate, milestones / key deliverables with dates, and any proposals for skills transfer (where relevant).


	Summary of Requirements 
HMRC’s specification of requirements are as follows: 

Design and conduct qualitative research on customer experience of the acceptability of time taken to reach the end result.  The research will help HMRC to understand what is driving the Mass Market Customer Survey results on time taken to reach the end result, and what can be done to meet customer needs and improve experience in this area. The study will involve a total of 45 interviews with three customer groups: Individuals, Financial Agents and Small Businesses.
The requirements of this study are set out in HMRC’s Invitation to Tender (ITT) issued on 24th May 2016.

Summary of supplier’s proposal 

Services will be provided by TNS-BMRB as set out in their tender dated 8/6/2016.  
The tender provided an additional option of Vox Pops [Personal Information: redacted under section 40 of the Freedom of Information Act] which HMRC opted for.
During post tender negotiations HMRC requested an additional 5 interviews with individuals, [Personal Information: redacted under section 40 of the Freedom of Information Act]
These amendments give a revised total project cost of £43,578.
Deliverables and payment milestones

Payment Milestone 1 - £13,073.40  + VAT 
Payable upon satisfactory receipt of the following deliverables, anticipated milestone date: 20/07/16. 

· Set up meeting

· Detailed project plan

· Draft recruitment screeners and topic guides signed off 
· Weekly progress reports
· Feedback after 3 pilot interviews

Payment Milestone 2 - £17,431.20 + VAT 

Payable upon satisfactory receipt of the following deliverables, anticipated milestone date: 12/08/16. 

· Interviews with 50 customers (15 each with agents and small businesses, and 20 with individuals)

· An interim topline report

· Copies of all research materials used
· Weekly progress reports
· Draft presentation structure agreed

Payment Milestone 3 - £13,073.40 + VAT 
Payable upon satisfactory receipt of the following deliverables, anticipated milestone date: 03/10/16. 

· A presentation of final findings in London including customer journey maps and vox pops, agreed with HMRC with a copy of the slides provided
· A final report of the findings completed to publishable standard including annexes detailing technical information

· Weekly progress reports
HMRC reserves the right to terminate the contract (for any reason) at each review point with one month’s notice.
Any subsequent amendments or clarifications to the original response are to be delivered as agreed with the HMRC Project Leader or his/her nominated representative.



	


	7. Confidential Information



	As part of the Government’s Transparency Agenda, this agreement and any associated winning tender may be published.  The contractor must notify the project manager (provided at 1. above) of any commercially sensitive information to be considered for redaction prior to publication.  

(7.1) The following information shall be deemed Commercially Sensitive Information or Confidential Information:-

· Detailed cost breakdown (only overall contract value should be published);

· Such material including but not limited to the Contractor’s methodologies and proprietary tools and techniques as the Contractor reasonably considers by virtue of the intellectual property contained therein i) to be a trade secret; or ii) that their release into the public domain would prejudice its competitive, commercial interests;

· Staff details;  

· The Contractor’s proposal document(s);

HMRC understands that the Contractors proposal document(s) are not a factual document(s) but a commercial proposition and undertakes to remove any copy of or extract from the Contractor’s proposal document(s) that may be inserted in, appended or embedded in the publication or release of the contract under FOIA or the Government’s Transparency Agenda.

To the extent that it is necessary for HMRC to include any parts of the Contractor’s proposal or the contract in any external or public report or publication or publicity concerning the Project and such requirement cannot be satisfied by access to other key (published) documents such as a technical appendix or data tabulations (or high level summary of the approach if report has not yet been published), HMRC undertakes to agree mutually acceptable redactions with the Contractor which will be discussed and concluded in good faith. 
HMRC undertakes to notify the Contractor prior to any release of any FOIA request to view the Contractor’s proposal document(s) or any extracts thereof and will not release or publish same without the Contractor’s prior written consent.  HMRC undertakes at no time to release or publish the Contractor’s staff details or pricing information or breakdowns other than the total contract price.

The Contractor undertakes that it will not unreasonably withhold or delay its agreement in relation to FOIA requests or the Government’s Transparency Agenda.
(7.2) Duration that the information shall be deemed Commercially Sensitive Information or Confidential Information:-
5 years 



By signing and returning this Order Form the Provider agrees to enter a legally binding contract with the Authority 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 3 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 the Authority on 1st July 2013 and any subsequent signed variations to the terms and conditions.   

	For and on behalf of the Provider:-

	Name
	Daniel Clay

	Capacity
	Director

	Signature
	

	Date
	

	For and on behalf of the HMRC:-

	Name
	Brian O’Callaghan

	Capacity
	Head of Research

	Signature
	

	Date
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