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

Q7. We would like to know where are the Customer Insight team are based? 
A7. Coventry 

Q8. If there are specific location(s) for the stakeholders and customer engagement? 
A8. Stakeholders and customers are based in various locations nationally. It is likely that several internal meetings can be co-ordinated to be in a couple of locations. 

Q9. Also, if it is feasible to do this online across Skype/Facetime? 
A9. Some of the meetings can be held via skype however we’d suggest that some of the workshops would be more effective face to face.

Q10. Please can you clarify the roles and responsibility of the inhouse customer experience practitioner. 
A10. There is currently 1 customer experience role who is responsible for reviewing customer experience and putting prioritised actions in place. This has included some journey mapping. There is additionally an insight team who are responsible for carrying out bespoke research and managing our customer satisfaction research.

Q11. Is there a customer feedback mechanism in place? 
A11. Yes

Q12. Have any journeys already been mapped? 
A12. Yes

Q13. How is internal quality of service measured? 
A13. Through quality and speed productivity measures. There is additional sampling for audit purposes.

Q14. Are any customer experience metrics in places? If so what are they? 
A14. No

Q15. And can you confirm the timings – that you are looking for the work to be completed in a 6-week timeframe; from appointment to completion?
A15. We anticipate that the work will be completed in 6 weeks, however we are willing to review responses

Q16. Can I ask what the budget is for this?
A16. The budget will reflect the bids we receive.

Q17. Are you able to give an indication of the budget for the above work?
A17. The budget will reflect the bids we receive.

Q18. Can you (HMLR) clarify organisation, roles and location of the Customer Insight team? And the extent of their participation in, and availability for the project?
A18. The customer insight team currently carries out customer research and manages our customer satisfaction survey programme. There is some customer experience work undertaken. The customer insight team will play a part in the project however we are keen to hear from agencies as to their approach and how they would best suggest working. The team is based predominantly in Coventry and has four researchers and an CX manager. We are recruiting a further 3 roles however it is unlikely that they would be in post for this work.

Q19. Can you share the thought process and criteria behind the re-segmentation of the customer base (to 5 segments).
A19. The segmentation is needs based.

Q20. Can you provide the full list of channels through which customers are engaged and services are provided (e.g. phone, email, social media)?
A20. Phone, post, email, social media (including web channels), face to face. Transactional services are provided via post (in some cases), a proprietary web based channel, xml feed / message exchange and web based citizen services.

Q21. Can you share more detail of the number and categorisation of the services and processes in scope? If so, to what extent are these repeated over the different channels and customer segments?
A21. Phone, post, email, social media (including web channels), face to face. Transactional services are provided via post (in some cases), a proprietary web based channel, xml feed / message exchange and web based citizen services.

Q22. Has HMLR done any Voice-of-Customer (VoC) research, and if so can you share the main outcomes (in terms of customer satisfaction, effort and NPS)?
A22. VoC work has been done – customer satisfaction is high, effort is high and NPS has been high although more recently these scores have dropped.

Q23. Has HMLR done any customer journey mapping exercises before this? If so can you share the main outcomes (in terms of actions taken to fix/leverage outcomes)?
A23. We have done journey mapping exercises before. Tactical improvements have been made and recommendations fed into new service delivery plans. Outcomes have also been used for various strategic developments.

Q24. We are aware of the tender in May titled HMLR Customer Contact Centre Review. Are the suppliers who won the bid involved in this procurement or are they registered as bidding for this work?
A24. HMLR has managed this procurement exercise including producing the specifications and questions internally. This is an open tender so all parties are free to bid.

Q25. Is there anyone/an organisation who has registered to bid for this work who already has a relationship with the Land registry in delivery of similar types of work? If so, has the standard of this work been satisfactory to the standards required by HMLR?
A25. This is an open tender so all parties are free to bid. We will assess tenders to ensure the proposals meet our standards.

Q26. As this is an ITT rather than an RFP, has a supplier worked with HMLR is defining this scope, requirements and evaluation criteria? 
A26. HMLR has managed this procurement exercise including producing the specifications and questions internally.

Q27. Is there an intention to contract the successful supplier for this ITT through the CCS Framework?
A27. No. This is an open Tender.

Q28. Is there a rate card from which responses will be compared/baselined against and if so, can this be supplied?
A28. No. We will compare all bids.

Q29. Regarding the quality evaluation, section 5. Is the request specifically for a case study for a public sector client who services B2B customers, OR is this an option between a Public sector or B2B case study option?
A29. We require evidence that bidders have experience of working with organisations similar to HMLR.

Q30. Please can you clarify if the fixed price has to include expenses for travel and accommodation?
A30. So we can compare all suppliers equally, please include all costs of providing the solution in your total price, including assumptions and rates as requested. 

Q31. Where are the Insight team based?
A31. Please see response to Q7 & Q18.

