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Specification for the Procurement of Market Research Services

MCA REFERENCE TCA 3/7/1047

The Maritime & Coastguard Agency (MCA) is an Executive Agency of the Department for Transport.  The MCA is responsible throughout the UK for implementing and developing the UK Government’s maritime safety and environmental protection policy.  That includes co-ordinating Search and Rescue at sea through Her Majesty’s Coastguard 24 hours a day, and checking that ships meet UK and international safety rules.  The MCA work to prevent the loss of lives at the coast and at sea, to ensure that ships are safe, and to prevent coastal pollution: Safer Lives, Safer Ships, Cleaner Seas.

The MCA provides a full range of search and rescue, counter pollution, survey, inspection and enforcement activities and has 12 major business activities:

	Survey
	Seafarers’ Services

	Inspection
	Search and Rescue

	Enforcement
	Pollution Response and Salvage

	Ship Registration
	Stakeholder Communication

	Navigation Services
	Ministerial Services

	Strategic Prevention Design/Development
	Regulatory Process



These activities are supported by support services responsible for providing a range of administrative functions including; infrastructure, MCA people, financial management and administration and corporate management.

In accordance with the Equality Act 2010, in our capacity as a public body we have a statutory duty to eliminate unlawful discrimination, promote equality of opportunity and promote good race relations between people of different groups.  Contractors will be expected to ensure that the service they provide promotes good relations between the MCA and its customers and does not directly or indirectly discriminate on the grounds of race in accordance with both the Act and the duty.

You are invited to submit a tender for the following project:


[bookmark: _Hlk512939163]The Procurement of Market Research Services


Project Number:	TCA 3/7/1047

Project Title:	
Specification for the Procurement of Market Research Services

1. Background
1.1. In September 2015 the Maritime Growth Study was published by Her Majesty’s Government.  Within this study were a number of recommendations for the MCA to maintain its status as one of the world’s leading maritime authorities.  Alongside the Maritime Growth Study, the MCA was initiating a programme to transform the way it carried out its surveys and inspections. One of the recommendations from the Maritime Growth Study, was for the MCA to implement its Survey and Inspection Transformation Programme (S&ITP) to create a more highly skilled, flexible and better rewarded surveyor workforce and improve MCA systems in order to better support industry customers while driving high standards.


1.2. The Survey and Inspection Transformation Programme has delivered significant changes to its organisation and is now looking to monitor the service it provides through an electronic survey and a telephone survey.  Until now, in terms of survey and inspection and oral exam activity, the MCA has not measured the level of customer service it delivers.  In order to measure this we need to be able to get feedback from our customer base.

1.3. The electronic (online survey) is currently being administered in-house and does not form part of this procurement exercise. However, we believe that there are clusters of our customer base that prefer not to conduct their business online, and it is therefore unlikely that they will respond to online feedback surveys.
  
1.4. To capture feedback from these customers in this demographic, we are procuring a service to conduct a telephone survey.

2. Procurement Timetable

	Proposed Contract Award
	20th July 2018

	MCA/Supplier Handover Period 
	23rd July - 31st August 2018

	Proposed Commencement Date of survey
	3rd September 2018

	Delivery of Milestone 1 – 1st Monthly report delivery
	1st September 2018

	Delivery of Milestone 2 – 1st Annual report delivery
	2nd September 2019

	Proposed Contract Termination Date (3-year contract)
	19th July 2021



3. Scope
3.1. Vessels that are registered in the UK (registered under the “UK Flag”) are subject to periodic surveys.  Surveys are arranged by the vessel owner operator to maintain the vessels certification.  This can be likened to an MOT for a car.  

3.2. All ships entering UK ports are also subject to ‘inspections’.  These are spot checks on vessel safety and can include both UK and international shipping.  This is like being stopped by the police to check the safety of your vehicle.

3.3. If a vessel does not meet the required standards, penalties may be imposed and in many such cases, the customer may not be happy with the outcome of the survey.  The feedback wanted is from our customers is their assessment of how well the MCA is performing against its core values; Safety, Trust, Professionalism and Respect.

· Safety – Our surveyors have a high level of specialist knowledge of safety.  Do they demonstrate this through the work they do on board when carrying out surveys, inspections or oral examinations?

· Trust – Do our customers put their trust in in the MCA and believe that the work we do contributes to the preservation of the safety of the people, the ship and the environment.

· Professionalism – When carrying out their duties are our surveyors doing so in a professional manner, demonstrating the qualities expected of a government official.  Especially when presented with challenging behaviours from customers.

· Respect – Whilst engaging with all persons, whether on board the ship or on shore, are they treating everyone with respect and dignity.

3.4. Customer demographics - The customer to whom this survey will be targeted fall into three broad categories.  The type of service they receive varies as described below.

· Medium to large commercial shipping company - For the large part; these companies will have a manned office/ admin facility with regular access to email and we expect that feedback from these customers will be captured through the electronic survey (currently being developed in-house).

· Small vessel operators, such tour boats, fishing vessels etc - These customers are also subject to similar survey and inspections to ensure the safe operation of their vessels and subject to similar penalties, including detention.  However, these customers are more likely to be small/ family or individually run businesses and possibly, with no dedicated admin office.  These customers may not have regular access to emails and may not be responsive to online customer surveys.  

· Examination Candidates – As well as its regulatory and Survey & Inspection function, the MCA also issues a wide range of Certificates of Competency (CoC) to seafarers.  These certificates are evidence of an individual’s competency to sail on board a vessel at their given capacity.  One of the minimum requirement of receiving a CoC is to sit an oral examination with one of the MCAs qualified Marine Surveyors.  


4. What we want to achieve?

4.1. We want to identify how well we are performing against agency values and to learn what works well for our customers and where there are areas for improvement.

5. Quality Assurance Requirements

5.1. Customer contact details will be provided to the supplier.

5.2. To increase the response return rate and to allow for varying customer routines, at least 3 attempts to make contact must be made.

5.3. If, on any of the call attempts, the caller does not reach the intended customer, but a colleague, wife, husband or other person answers the phone and indicates that the customer is not currently available, a reasonable attempt should be made to re-arrange the call for an appropriate date and time.  The call will only be successfully completed once the intended customer is reached. 

5.4. Each attempt must be separated by minimum of 1 day and must be made at different times of the day (unless a time/date has been agreed with the customer), e.g., Day 1, 1000; day 2, 1300; day 3, 1600.

6. Service Conditions

6.1. In all cases the caller will be contacting the customer when we, the MCA, has provided a service and this ‘transaction’ is complete.  The outcome of the ‘transaction’ may not be favourable to the customer, for example, they failed an exam or they were required to invest in work before they could use their vessel, and so, if the outcome is unfavourable, they are likely to be unhappy with the result.  However, the results are not what this survey is designed to capture.

6.2. The caller should understand the purpose of the survey and be skilled at achieving a high response rate and maintaining focus on the specific questions asked.

6.3. The caller should be skilled at defusing challenging customers who may be frustrated because of an unfavourable outcome or simply unhappy about being contacted to participate.

6.4. The caller is not expected to tolerate any form of verbal abuse or threatening behaviour.  Should they encounter any offensive behaviour, this caller should explain that inappropriate behaviour or language will not be tolerated.  The customer should be given the opportunity to continue. However, if poor behaviour continues, the call may be terminated.

7. Implementation

7.1. Implementation is expected to take place as per the timetable in section 2.  The successful bidder will be expected to demonstrate how it will meet the MCA’s stated commencement date and identify if this adds any risk to the objectives.  The implementation will require input from the MCA in terms of who to contact and when.  This process is currently being developed and will be shared with the successful bidder in due course.  Any specific requirements regarding this process should be identified in the tender response.

8. General Data Protection Regulation (GDPR)

8.1. The supplier will be expected to have and demonstrate compliance with the new EU General Data Protection Regulation and its six data processing principles, as well as ensuring the rights of data subjects (processed on behalf of the MCA) are protected.

8.2. The MCA, as ‘Data ‘Controller’, will provide the supplier with the relevant data handling information and instructions in order to carry out the survey.  As a ‘Data Processor’ the supplier will be expected to demonstrate how personal information is accessed, stored, used, corrected and retained/destroyed for the purpose of the survey.

8.3. The type of data provided to the Data Processor will be classified as OFFICIAL under the Government Security Classification Scheme, see 9.3 below.  Transfer of personally identifiable information must follow the protocols of secure transfer (as described by the Information Commissioners Office) if being sent via the public internet.  

9. Security

9.1. The service provider must be able to demonstrate compliance with the principles as set out in the in the Cabinet Office HMG Government Security Policy Framework https://www.gov.uk/government/publications/security-policy-framework

9.2. The supplier shall complete the Cabinet Office Statement of Assurance questionnaire and provide sufficient detail so that the MCA can determine the suppliers approach to security and the application of proportionate controls.   

https://www.gov.uk/government/publications/government-supplier-assurance-framework 

9.3. The service provider must also recognise and understand the Government Security Classification policy and the classification of information. 
https://www.gov.uk/government/publications/government-security-classifications

9.4. The service provider shall explain how they will dispose of/destroy any personal information collected during the life of the contract.


10. Sustainability

10.1. The MCA is committed to sustainable procurement.  This means making the necessary decisions to operate our procurement activity in an economically, socially and environmentally responsible way, in accordance with the policy published at https://www.gov.uk/government/collections/greening-government-commitments.  

11. Requirements

11.1. Tenders will be evaluated according to the criteria in the following table and should be priced as detailed in the pricing schedule (ANNEX A).  Please provide supporting evidence for each requirement, but in order to provide consistency please can you provide your response in the appropriate box in the table below or follow this format in your tender response, using a maximum of 1,000 words for each response (anything above this will be ignored). Please describe in detail and provide evidence for;

	ID
	Description
	Importance

	
Service Conditions

	1.1
	The caller must be skilled at achieving a high response rate and overcoming customer reluctance to engage in the survey.  The caller should also be skilled at maintaining focus on the specific questions asked.
Please describe how you will achieve this, including the experience of the staff to be used for the survey and examples of previous experience managing a similar customer survey.
	High

	Supplier Response














	1.2
	The caller will be given a set number of questions or statements to which the customer will agree/ disagree on a scale of 1-5 (i.e. 1 = strongly disagree; 5 = strongly agree).  The caller will give the customer an option to provide additional comments, relevant to that question.  The caller will record the score and comments for each question. Accuracy is essential.
Please describe how you will achieve this
	High

	Supplier Response
















	1.3
	We would expect customers to be contacted between the hours of 1000-1800, Monday - Saturday. 
Please describe how you will manage/schedule calls.
	
Medium

	Supplier Response












	
Number of calls and call details


	1.4
	Number of Calls

We expect approximately 1,500 calls to be made per annum. 

Most of the calls will be to fishing vessel and small boat operators. However, a proportion of calls (about 100 per annum) will be to follow-up calls to seek clarification or further information on comments raised in the e-survey.  These calls and the purpose of the call will be highlighted in the data provided to the successful bidder. 

The nature of the work the MCA carry out is cyclical with periods of intense activity and periods where demand is reduced. Therefore, the number of calls required will fluctuate monthly.

Please describe how you will manage fluctuating demand

	
Medium

	Supplier Response














	1.5
	Call length (minimum)
Where the customer chooses to engage in the survey and responds only with the pre-set answers we expect a single call to last no more than 2-3 minutes.
Call length (maximum)
Where the customer responds with the pre-set answers and chooses to provide additional comments; we expect this type of call to last up to 10 minutes.
Where a customer has volunteered, through the e-survey, to provide additional information and is willing to participate in a telephone survey follow-up, the call may last up to 15 minutes. 
Please describe call charges and banding thresholds/ premium charges based on length of call/time of day etc.
	High

	Supplier Response











	Monthly Reporting of Customer Responses

	1.6
	The MCA expects to receive a monthly report on customer responses, in a meaningful format, allowing us to evaluate our performance and drive improvements that are important to our customers.  The report should be submitted to an agreed timetable at the beginning of each month. 
Please describe in detail what this will include and how you will achieve it in order for the MCA to achieve the objective of the survey.

	
High

	Supplier Response










	1.7
	Each monthly report submission will also include the raw data collected, in the form of an excel spreadsheet or CSV file.  

Please describe in what data will be included and how it will be presented to the MCA in order for us to use the data effectively.
	
High

	Supplier Response














	
Management Information


	1.8
	   The MCA expects the supplier to provide management information, in the form of a monthly report or annex to the customer feedback report detailing the following:
· Date and time of call
· Number of calls attempted
· Number of calls answered but the respondent was unwilling to participate
· Number of successful calls ‘hits’
· Number of pending calls (a call has been arranged for a later date/time 
· Number of calls that were not completed after 3 attempts, ‘misses’
· Number of calls abandoned due to inappropriate behaviour and/or offensive language
· Customer type (survey and/or inspection or oral examination)
Please describe in detail how you will achieve this
	
High

	Supplier Response











	
Sustainability


	1.9
	The MCA is committed to sustainable procurement.  This means making the necessary decisions to operate our procurement activity in an economically, socially and environmentally responsible way, in accordance with the policy published at https://www.gov.uk/government/collections/greening-government-commitments
	
High

	Supplier Response



`
















	
GDPR & Security


	2.0
	Please describe in detail how you meet the GDPR & Security Requirements and please complete the Statement of Assurance Questionnaire (see section 9 above in this document):
	High

	Supplier Response

















6.2	Please complete in detail the Firm Price Schedule (see pricing schedule attached ANNEX A).

12. Evaluation and Scoring

12.1. Tenders will be evaluated by a 60:40 split between quality and cost.

12.2. All quality criteria will be assessed by each member of the tender evaluation panel using the following scale:

	SCORE
	DESCRIPTION

	0
	Does not meet the requirement.

	1
	Below requirement

	2
	Meets the basic requirement

	3
	Fully meets the requirement and provides additional Added value.



12.3. Below is a description of how the scoring and weighting would work in this specification:

12.4. Weightings

	Quality Score represents 60% of Total Scores
	Weightings

	Service Conditions
	30%

	Number of calls and Call Details
	10%

	Monthly reporting of customer responses
	20%

	Management Information
	20%

	Sustainability
	10%

	GDPR and Security
	10%



12.5. Quality Points

12.6. As not all requirements are equal in their importance, each requirement will be further weighted as follows:

	Importance
	Weight

	High
	5

	Medium
	3



Quality Score represents 60% of the Total Score



12.7. Cost Score

Price Score represents 40% of Total Scores

12.8. Lowest Bid Cost


TOTAL SCORE = Total Quality Score + Total Cost Score







ANNEX A
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FOR
THE MARITIME COASTGUARD AGENCY 

PRICE SCHEDULE

Tenderers for the above contract should complete the tables below, indicating what they would charge for each required element.  Prices must:-

· Be stated in Pounds Sterling;
· Include all other charges and overheads associated with the element being priced.
· Additional rows can be added if necessary

Suppliers Name: ……………………………………………………………………………………...


	Requirement
	
Firm Price
(exc VAT)
£
	
Total Price
(inc VAT)
£

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Total
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