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•	10/10/2018 supplier proposal deadline (5pm)
Summary 

a) Background
The National Careers Service is the government funded service that provides free, up to date, impartial information advice and guidance on careers, skills and the labour market in England to anyone aged 13 years and upwards. Moving people into employment or learning through upskilling or re-skilling continues to be an important priority and focus for the service.
The National Careers Service is delivered via three channels. Local area based contractors provide access to face-to-face and telephone advice, the National Careers Helpline offers webchat and telephone support and customers have 24/7 access to the National Careers website.
The National Careers Service digital offer is currently being developed, with a range of tools and products being introduced incrementally from April 2018. In line with Government Digital Service guidelines, each new product is researched with user groups and piloted to incorporate additional feedback, prior to full implementation. This is a commitment of the Careers Strategy, and communications activities will raise awareness of the additional functions. 
As well as the digital offer, the National Careers Service offers face to face services throughout England. The face to face service is delivered by locally contracted providers at locations including Jobcentres, libraries and community centres. It is aimed at customers less able to ‘self-serve’ using other channels. The National Careers Service has a national helpline, offering information and advice via telephone, webchat and email. The helpline is available from 8am until 10pm every day of the week. The helpline has capacity to serve more citizens, freeing up face to face adviser time for those in greatest need.  
The audience is predominantly for adults as there is a separate duty on schools and colleges to ensure their students have access to impartial careers information, advice and guidance. The only National Careers Service provision for those aged 13+ is via the helpline, available via telephone, webchat, email and text message, 8am to 10pm daily.
The DfE, via the Careers & Enterprise Company, is also funding career hubs to help develop schools’ ability to improve the quality of careers advice in schools, but that activity is beyond the score of this research brief.
Within the wider post-16 landscape, the intention is to position the National Careers Service as the primary source of impartial careers information, advice and guidance for individuals, with a blended service offering self-serve, helpline support and adviser-led information, advice and guidance. 
b) Why is the research needed?
To support the launch of the ‘new’ digital first National Careers Service and drive traffic/support access to the new website and telephone support line we need to create a two year marketing campaign.

To plan a campaign of this scale we need to pull together our existing audience insight and research and fill any identified gaps. We need to design a campaign that meets the needs of our audience groups and influences the behaviours we are looking for. 

c) Budget
Up to £15,000 (excl. VAT)

d) Timescales
The supplier must be able to deliver the review findings and insight gap recommendations by 26th October 2018. 

Objectives
1. Review existing research findings and customer insight. 
2. Identify any gaps which may require original research. 

Broadly we’d like to understand:
· Are people aware of the National Careers Service, and what are their attitudes towards it? 
· How does the public perceive what the National Careers Service does? Who is it for?
· How these perceptions are formed– who/what influences an individual’s view? 
· What triggers people to use the National Careers Service? 
· What are the motivations and objections/ barriers to accessing the service?
· Attitudes to a “blended” service? Motivations/barriers to self-serve via the website? Motivations/barriers to contacting the helpline?

We would like to explore the following in detail
· The factors that influence potential users of the service – including those in our identified priority groups and the broader population
· The factors that influence current users of the service – have those that have seen an adviser in person then used the website?
· How people view the National Careers Service compared to its competitors
 
 Context 
The National Careers Service offer is predominantly for adults (and the key priority groups within the adult population) with the helpline offering additional support to young people aged 13+. Previous insight tells us:
· Awareness of the National Careers Service was extremely low or non-existent.
· Respondents thought the service was just for young people, or for the long term unemployed.  
· Many associated the name with the armed forces and military jobs.  Also many felt the name sounded institutional and governmental. 
· Many did not believe a national government service could provide them with tailored career advice specific to their needs.
· Phone lines and web chat are underutilised – especially by under 18s
· Typical customers to the web chat want a change but have no idea what they want
The ESFA and CACI conducted research in 2017 to identify the National Careers Service Priority Groups and Regional Analysis. CACI modelling suggests that there are 8.7 million adults aged 18-64 in England who satisfy one or more of the priority group criteria – representing 27% of the population.  
Research for Review 
Please see below a list of the research for review: 
1.  Decision making of adult learners (September 18), Qualitative 
Word count: ~22,615
2. GfK National Careers Service campaign tracking research (December 13), Quantitative
Word count: ~1,700
3. National Careers Service Manage My Career Review (September 18), Qualitative
Word count: ~3,800
4. National Careers Service Customer Satisfaction and Progression Review (June 2018), Qualitative and Quantitative
Word count: ~1,100
5. National Careers Service 13-18 Discovery Research (June 2018), Qualitative 
Word count: ~6,300

Total word count: ~35,515
Agency response 
We expect to see the following in a written response:
· Outline of project and processes, demonstrating how the review will be conducted 
· Timing plan including key deliverable milestones
· Agency background including details of any relevant case studies of other work
· Information on the team who will be involved in the delivery of your work
· Arrangements for managing this work and how you would like to work with the DfE during the project
· An overview of how the findings will be presented/final research report (templates and examples of delivery of similar report would also be helpful) 
· Detailed budget, including a breakdown of time and cost per activity and team member

a) Marking scheme 
Responses will be evaluated against the following criteria:
· Objectives: Understanding of and ability to meet brief (including budget and timings) – 40%
· Outline of project and processes, demonstrating how the review will be conducted – 40%
· Value for money delivered – 10%
· Experience – 10%

b) Further stage(s)
We would like to receive final proposals by 5pm on Wednesday 10 October 2018.

If you have any questions on the brief, please send these through in writing to Asif Siddiquee via insight.evaluation@education.gov.uk before 12pm on Friday 5 October 2018. Written responses to questions will be sent out to all agencies involved in the pitch. 

We intend to award the contract by 5pm on Thursday 11 October 2018. 


