Questions from Tenderers, with Responses from HM Land Registry
[bookmark: _GoBack]Q1. In terms of assessing the extent to which HMLR's proposition is known and understood by its customers and how well the proposition is delivered, could you please advise what mechanisms you have in place for getting customer feedback on these issues, or is it anticipated that the supplier will deal directly with your customers to gather this feedback? For example, is HMLR currently running surveys with customers to establish if the proposition is known and understood, or are you looking for someone to provide this service? 

A1. We have some contextual insight into this from customer satisfaction surveys, but suppliers should assume that we will need to sample afresh.  We have an in-house customer insight which can assist with recruiting samples of customers, but suppliers should assume that they will be responsible for devising and running an appropriate methodology to generate suitable qualitative and quantitative responses to this.


Q2. Do you require feedback on the experience of those using the website or do you need feedback from those contacting you via phone or in person at office locations? 

A2. We are looking for feedback on the experience of the end to end customer journey. Channels used will largely depend on the customer segment but will extend beyond just the website.

Q3. Does your database classify the type of customer based on your 5 segment groups that can be used to target invites?

A3. There are likely to be some basic flags but where this isn’t the case, we will be able to classify for survey purposes.

Q4. If not, do you hold the data in your database that would allow us to classify the customers prior to survey?

A4. Yes


Q5. Would permission be granted to allow a pop up survey to appear on the website to catch current users?

A5. It will depend on nature proposed survey, timing, location etc but we’d do what we could to facilitate this. 


Q6. Do you have ideas yourself for improvements to the service that we can test or are you expecting the customers/ agency to provide these?

A6. We do have ideas but we’d naturally expect the agency to use customer insight to provide recommendations and impacts

