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PRELIMINARY

[bookmark: _heading=h.1fob9te][bookmark: _Toc149812197]              LOTTING 
1.1. The lots are defined as: 
Lot 1 – Provision of Qualitative Research and Insight for Customer Experience and Proposition Development; and 
Lot 2 – Provision of Quantitative Research and Insight for Customer Experience and Proposition Development 
1.2. Suppliers are invited to bid for both or either Lot(s). 
1.3. No supplier can supply both lots. At the decision to award stage, if the same bidder scores the highest for both Lots, they will be awarded Lot 1 and the second place bidder in Lot 2 will be awarded Lot 2.
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 ANNEX 1 - Provision of Market Research Services for Home Office Customer Services Lot 2 - Clarification Question Log


1. 

1. [bookmark: _Toc149812198]PURPOSE
1.1. The purpose of this procurement is for research suppliers to provide market research and insight services to His Majesty’s Passport Office (HMPO) and UK Visas and Immigration (UKVI), (Hereafter collectively referred to as the Buyer). 
1.2. The successful research supplier for Lot 2 will provide quantitative research support to the Buyer, which will contribute to the improvement of customer, stakeholder and the general public experiences, and will help inform changes to services. 
1.3. The initial contract term will be for 2 years, subject to a minimum extension period of at least 3 months. With a maximum extension period of 2 years. 

2. [bookmark: _Toc149812199]DEFINITIONS 
	Expression or Acronym
	Definition

	HMPO
	Means His Majesty’s Passport Office, which is part of the Home Office

	UKVI
	Means UK Visas and Immigration, which is part of the Home Office

	The Buyer
	Means the Home Office

	Sponsors
	A body or employer that is funding an applicant’s studies (course fees or living expenses or both) or employment

	MRS
	Market Research Society

	CATI
	Computer-Assisted Telephone Interviews



3. [bookmark: _Toc149812200]BACKGROUND TO THE CONTRACTING BUYER
3.1. His Majesty’s Passport Office (HMPO) and UK Visas and Immigration (UKVI) form part of the Home Office.  HMPO is also responsible for General Register Office (GRO) and Citizenship. The first duty of the Buyer is to keep citizens safe and the country secure. The Home Office plays a fundamental role in the security and economic prosperity of the UK. HMPO issues passports to citizens of the United Kingdom on behalf of the Crown; GRO oversees civil registration in England and Wales. Over 5 million passports are issued every year, and millions of births, adoptions, marriages, civil partnerships and deaths are registered every year with GRO. 
3.2. UK Visas and Immigration is responsible for making millions of decisions every year about who has the right to visit or stay in the country, with a firm emphasis on national security and a culture of customer satisfaction for visa applicants. In the 12 months to end Q3 2023, UKVI made over 3.4 million decisions on visa applications from people who wanted to visit, work, study and settle in the UK. 
3.3. The Buyer has three objectives underpinning its mission to deliver world class customer service:   
· Use insight to increase customer satisfaction;
· Innovate to promote the competitiveness of the UK as place to visit or settle;
· Prioritise responsive customer service.

3.4. The Buyer’s customer insight teams’ purpose is to build a rich picture of customer and stakeholder needs and behaviours, in order to improve processes and services, reduce cost to the business, improve effectiveness and increase overall customer satisfaction. We achieve this by gathering customer feedback and analysing it using a variety of research methods and data sources.
3.5. The Buyer is looking to appoint a single supplier for Lot 2 to work across HMPO and UKVI.  Over the lifetime of the contract, the Supplier for Lot 2 may be required to collaborate with the supplier of Lot 1 Provision of Qualitative Insight for Customer Experience and Proposition Development on specific mixed-method projects, such as segmentation. This collaboration is likely to take the form of sharing emerging findings or potentially sharing samples.
4. [bookmark: _Toc149812201]OVERVIEW OF REQUIREMENT
4.1. The Buyer is striving to deliver a world-class customer experience. The Customer Insight teams are working to develop clearer and more innovative ways to identify and share insight to the business.
4.2. The Supplier will provide a specialised quantitative service to support the Buyer to understand its customers better in order to set the direction for the next phase of customer service improvements. The current service improvement outcomes the Buyer is seeking are as follows: 
· Understand different customer needs e.g. through customer segmentation,
· Measuring and tracking of awareness and intention to use services made available by the Buyer,
· Improve the experience of customer applications and registrations,
· Support the ongoing digitalisation of applications and services.
[bookmark: _Toc149812202]
5. [bookmark: _Toc149812203]SCOPE OF REQUIREMENT 
5.1. The scope of the requirement extends to the following:
5.1.1. Conduct quantitative research with customers and other stakeholders, based both within the UK and throughout the world, to deliver insight on a large enough scale to provide robust bases and where appropriate, be able to measure statistical significance. 
5.1.2. Ability to conduct global research through multiple methodologies, specifically, but not limited to, online, panels, omnibus surveys and CATI.
5.1.3. Access to translation services to ensure representation from non-English speakers,
5.1.4. Sampling may be required from varying sources including the general public, customers of the Buyer and hard-to-reach customer groups. 
5.1.5. The supplier will have the required resources to provide fast turn-around research and insights as required. 
5.1.6. The Supplier will provide regular updates to the Buyer throughout the lifetime of each project, typically weekly but with frequency to be varied according to the specific and evolving needs of each one as agreed with the Buyer.
5.1.7. Deliverables required for each project should be discussed and costed on an ad hoc basis according to the specific objectives associated with each project as agreed with the Buyer.
5.1.8. The Supplier will provide consistent account lead(s) to facilitate relationship with the Buyer; including to support and present to stakeholders.
5.1.9. The presentation of outputs by the Supplier must be clear, visual and   provide actionable insights and recommendations as agreed with the Buyer for each project. Our insight is often presented to very senior Home Office internal stakeholders, including senior directors, so must win credibility by delivering against the specific objectives agreed at the start of each individually commissioned project, and reflecting a nuanced understanding of customer experiences.

6. [bookmark: _Toc149812204]THE REQUIREMENT
6.1. The Supplier shall provide the Buyer with quantitative research and analysis that will inform and advance the customer experience of the Buyer’s services. Initially, there are some indicative projects that will be necessary to conduct, but other research and insight will be required on a project-by-project basis as agreed with Buyer.

6.2. Indicative projects include:

6.2.1. [bookmark: _heading=h.2grqrue]Project A - New customer segmentation - There are gaps in our understanding for some customer groups, e.g. sponsors and other customers that fell outside of the scope of the initial customer segmentation exercise, e.g. Citizenship, Family and Human Rights (FHR) and Asylum. The Supplier will provide the Buyer with information and data to assist it to better understand these customer groups as a priority. In some cases, these customer groups may be low incidence, hard to reach or vulnerable in nature. For example, there may be a need to segment these customers, understand their communication preferences as well as the specific and varying needs and expectations of this customer group e.g. does a single male’s expectations vary from those of a family or single female asylum-seeker? As such, we would require the Supplier to have experience of working with hard to reach or vulnerable customers, and the complexities and challenges involved in delivering insight with similar cohorts. Requirement: 4 separate customer segmentations for the following customer groups:
6.2.1.1. Sponsors (Employers and Education institutions)
6.2.1.2. Citizenship
6.2.1.3.  Family and Human Rights
6.2.1.4. Asylum
The proposed sample size will vary depending on the size of the customer cohort but should be robust enough to ensure that a wide range of varying customer needs within each segmentation are representative of that group. The Supplier will provide a mix of online and telephone interviews as envisaged. The Supplier will be required to provide the following outputs: data tables, a full report of findings, and a verbal debrief.
6.2.2. [bookmark: _heading=h.vx1227]Project B - CATI - The Buyer conducts online Customer Experience and Customer Satisfaction tracker surveys. However, this is skewed by a sample that opts into online surveys and may not capture the views of customers who are less digitally able. The Supplier will provide a large-scale telephone survey to assess the use, attitudes and satisfaction of customers who have recently applied for services through the Buyer. Therefore, the ability to conduct large scale telephone interviews is a necessity for the potential supplier. The telephone interview will include an in-depth understanding of the route to application, and any issues within the journey to assess where the Buyer may need to direct improvements of the service. Requirement: We are flexible in terms of the frequency of this but would envisage this being run once or twice per year. The Supplier will be required to contact approximately 500 customers via telephone, with an element of translation for customers who possess low levels of the English language. This should be globally representative and capture customers who have low levels of IT literacy and as such would not typically choose to partake in an online survey.  It should include customers from the following visa groups: Visit visas, Study, Work, EUSS, Settlement, Family & Marriage, HK(BNO) and Ukraine. The following outputs are anticipated: - data tables, a full report of findings, a debrief.  The Supplier will be required to provide the following outputs: data tables, a full report of findings, and a verbal debrief.
6.2.3. Project C – An established omnibus monthly online tracker asking the UK general public about how likely they are to travel abroad this year, and if so, when. We also ask about passport validity and intentions to renew, with a view to understanding when latent demand built up over the pandemic will return. The deliverable is data tables only expected within 4 working days of sending the questions. Please provide costs for 6 months’ worth of data.
6.3. The Supplier will typically be required to complete the following tasks per project:    	
· Inception and Research Design
· Fieldwork
· Analysis of data / transcripts; 
· Drafting final report; 
· Presentation of findings/workshops

6.4. The Supplier will have necessary skills and capabilities of a supplier must include:
6.4.1. The supplier must commit to understanding the Buyer’s business in order to provide quality insights. Our insight is often presented to very senior internal stakeholders, including senior directors, so must win credibility by reflecting a nuanced understanding of customer experiences. Using previous experience or new solutions, the Supplier will propose how they will do this as agreed with the Buyer.
6.4.2. The Supplier will have the capability to conduct, manage and deliver multiple methodologies of research, specifically including CATI interviews, online research, omnibus research and panels both in the UK and internationally.
6.4.3. The Supplier will have specific experience of delivering projects with pricing and conjoint analyses, and A/B testing. Experience of gamification techniques, data modelling and market sizing is desirable. The Supplier will be expected to think creatively about the best methodological solution to each insight need, engaging in mixed methodology approaches where appropriate. The Supplier’s approach should vary to best suit the customer type and achieve the best outcome for any given project.
6.4.4. The Supplier must be able to offer services on an ad-hoc basis that provide fast turn-around of deliverables including: research questions, proposals, consultancy and coding. 
6.4.5. The Supplier will provide and respond to full research briefs, and provide advice and consultation on research and analysis from the Buyer. The Supplier will assess project briefs critically and objectively, and provide initial constructive feedback within two working days to the Buyer on methodology or other specifications. The supplier should then provide a fully costed proposal within five working days unless agreed otherwise.
6.4.6. [bookmark: _heading=h.2s8eyo1]The Supplier must have the in-house resource to provide global research, for the Buyer’s international customers, or provide an alternate solution that will deliver insight for these groups, including translations where necessary.
6.4.7. The Supplier must have the in-house resource to conduct large scale quantitative projects with various customer groups including, but not limited to, the general public, recent and previous customers of the Buyer and specialist groups i.e. assisted digital users. 
6.5. Necessary capabilities that require secure sharing and function between the Supplier and the Buyer include:
6.5.1. The supplier must commit to the ISO 20252:2019 standard and abide by the MRS Code of Conduct
6.5.2. The supplier must be fully equipped to handle data storage and abide strictly by UK data protection legislation protocols.
6.5.3. The supplier must or must develop the infrastructure to share files using the Home Office’s file sharing site MoveIT. 
6.6.  In addition, through the lifetime of the contract, the Buyer may require the supplier to test, new potential propositions that have been conceived. Therefore the Supplier will be flexible about projects – this could involve replacing one project with another, or embarking on new projects as we discover new concepts. 
6.7. The Buyer’s customers vary, with some very vulnerable customers, including asylum seekers, and customers with a multitude of physical and mental disabilities which may impact their ability to interact and apply for our products. Our customer groups include:
6.7.1. Passport applicants, including renewals, first time applicants, applicants on behalf of children or dependents, lost or stolen passports.
6.7.2. GRO customers including customers registering births, deaths and marriage. 
6.7.3. Visa and Leave to Remain customers.
6.7.4. Citizenship customers
6.7.5. Businesses/Employers, Higher Education Institutions (HEI’s), internal staff, and other UKVI stakeholders
6.7.6. Family and Human Rights customers
6.7.7. Asylum customers (including some very vulnerable customers), comprising.
6.7.7.1. Further leave applications.
6.7.7.2. Further submissions from failed asylum seekers
6.7.7.3. Applications for in-country administrative reviews 
6.7.7.4. Statelessness applications
6.7.7.5. Failed asylum seekers with no right to remain in the UK (refers them to IE for removal)
6.7.7.6. In-country, temporary, visa applications under family of a settled person (partner and parent), human rights and leave to remain outside the immigration rules.
6.7.7.7. Adult or family asylum seeker
6.7.7.8. Resettled refugees
6.7.7.9. Unaccompanied minors
6.8. The Supplier will pay special attention to maximising value and delivering cost-efficient ways of working and demonstrate these improvements to the Buyer.
6.9. Note that some projects may need to run concurrently, and we require that the supplier has access to resources to ensure this can happen.  As such, the Supplier must identify and adopt to be able to identify efficient ways to run two or more projects concurrently at any given time.
6.10. [bookmark: _Toc149812205]The Supplier of Lot 2 will be required to work closely and collaboratively with the Buyer and with the Supplier of Lot 1 Provision of Qualitative Insight for Customer Experience and Proposition Development in the event projects arise where the combination of both services would enhance outcomes.  The framework for joint working will be set out by the Buyer on a project-by-project basis. The Supplier will foster collaborative working relationship with the suppliers leading to greater value and improved outcomes for customers.

7. [bookmark: _Toc149812206]DELIVERABLES AND REPORTING
7.1. The Supplier will engage in a contract inception meeting to take place within two weeks of the contract being awarded.
7.2. Over the duration of the contract, the Supplier will, as a minimum provide the Buyer with an executive summary with key insights and recommendations at the end of each project.  This is a minimum requirement in terms of project output and the Supplier will provide outputs for each project which will vary depending on the scope, subject matter, audience and usability of the project as agreed with the Buyer.
7.3. The Supplier will send raw data for all project in an SPSS file format, and an Excel format, unless there are good reasons why this is not possible.
7.4. The Supplier, in collaboration with the Customer Insight teams, will be required to work with, but not limited to, the Buyer’s Operations, Customer Experience, Customer Champions, Strategy, and Digital teams to help them identify the root cause of customer issues if any are identified in the research. The Supplier’s engagement may be in the form of workshops or consultations with Home Office teams and will be agreed with and working in collaboration with the Customer Insight team. The Supplier will be required to run in person and virtual sessions with the Buyer’s stakeholders to share findings and recommendations and work out solutions with said stakeholders. Where a complex project requires more engagement than usual, we would require this to be costed into the supplier’s approach.
7.5. The Supplier will have established creative ways of visualising project outputs, brought to life, in a variety of ways. The Supplier will provide outputs that can tell a story about how customers use the Buyer’s services, how they benefit from them and what difficulties they find. 
8. [bookmark: _Toc149812207]VOLUMES
8.1. Whilst the current priority projects outlined in section 6 provide a picture of the types of research the Buyer is currently exploring; these are subject to change and dependent upon changing priorities across the Buyer. As such, the number of projects could increase or decrease or change in nature. The Supplier will be required to flex and plan it’s resourcing to ensure it has the capacity to meet the Buyer’s priorities.  
9. [bookmark: _Toc149812208]CONTINUOUS IMPROVEMENT
9.1. The Supplier shall assist the Buyer in continuous learning with a view to ensure continuous improvement. The Supplier will identify if there are obvious necessary improvements, and these should be communicated as soon as possible to the Buyer’s Customer Insight team so that an issue is resolved quickly, rather than waiting for the project to complete or a report to be produced. The Supplier will use agile work methods are used, and assist the Buyer to build its understanding in real time throughout each project, rather than simply through the production of a full report at the end of each project. 

10. [bookmark: _Toc149812209]SOCIAL VALUE AND SUSTAINABILITY
10.1. [bookmark: _heading=h.2u6wntf]The Supplier shall develop and maintain an effective approach to the Governments Social Value agenda set out as the government’s social value priorities, as set out here: 
PPN 06/20

10.2. The Supplier shall develop the Social Value Theme and Policy Outcome in the following table and produce reports during the service is set out below. Specific measures to report against will be agreed at the commencement of the service:

	Themes
	Policy Outcome
	Measures

	Wellbeing

	Improve health and wellbeing

	Demonstrate action to support health and wellbeing, including physical and mental health in the workforce.
· A ‘Method Statement’ or policy, stating how this will be achieved, with a timed project plan and process, including implementation. 
· Understanding of issues relating to health and wellbeing, including physical and mental health, in the contract workforce
· Actions to invest in the physical and mental health and wellbeing of the contract workforce.
· Methods to measure staff engagement over time and adapt to any changes in the results. 
· Processes for acting on issues identified



11. [bookmark: _Toc149812210]QUALITY
11.1. The supplier must commit to the ISO 20252:2019 standard and abide by the MRS Code of Conduct throughout the delivery of this Contract. 
11.2. Quality will be measured continually by the Supplier and reported quarterly to the Buyer and will be discussed in quarterly review meetings. We require the Supplier to be prepared to discuss, address and act upon any feedback to resolve any quality issues that may arise.

12. [bookmark: _Toc149812211]PRICE
12.1. Projects outlined in Section 6 need to be costed separately with the requirement, timescale, and price set on a project-by-project basis. The Supplier will provide a proposal for each project as required, which will be agreed with the Buyer before the project is initiated. This shall include costs for each project, including but not limited to:
12.1.1. Set-up costs and ad hoc costs for each individual project, including details of design customisation and optimisation.
12.1.2. Project Management costs
12.1.3. Costs of participant recruitment. Whilst we have records for many of our customers, there will be instances when some will also need to be free found.
12.1.4. Analysis & Reporting 
12.1.5. Software hosting and technical support
12.1.6. Any on-going or maintenance costs (clearly outlined and explained)
12.1.7. Travel costs
12.1.8. Translation costs where applicable
12.2.   Prices will remain fixed throughout the life of the contract. 
12.3. As with all government projects, value for money will be a key criterion to determine the successful supplier. 

13. [bookmark: _Toc149812212]STAFF AND CUSTOMER SERVICE
13.1. The Supplier shall provide a sufficient level of resource throughout the duration of the Contract in order to consistently deliver a quality service if and when required to run projects simultaneously. 
13.2. The Supplier’s staff assigned to the Contract shall have the relevant experience to deliver the Contract to the required standard. The Buyer requires that the staff responsible for the project commit to the ISO 20252:2019 standard and abide by the MRS Code of Conduct. 
13.3. The Supplier shall ensure that staff understand the Buyer’s vision and objectives and will provide excellent customer service to the Buyer throughout the duration of the Contract. 
13.4. The Supplier may sub-contract specific pieces of work to other suppliers/agencies or partners in order to deliver the best possible outputs. Details regarding sub-contractors must be provided as part Potential Bidder bid submissions and during the lifetime of the Service. 

14. [bookmark: _Toc149812213]SERVICE LEVELS AND PERFORMANCE
14.1. The Buyer will measure the quality of the Supplier’s delivery by:

	KPI/SLA
	Service Area
	KPI/SLA description
	Target

	1
	 Delivery timescales
	Timelines to be agreed at the start of a project and adhered to, unless there are extenuating circumstances. The Buyer should be informed of any slippage in timescales as soon as possible 
	95%

	2
	Quality of work
	The quality of the work throughout the contract should be at a standard whereby there is minimal need for substantive change or re-work as requested by the Buyer
	98%

	3
	Communication
	Communication throughout the lifecycle of the contract is required to be open and honest with regular meetings and accessibility to supplier contacts at all times
	100%

	4
	Specific Sampling
	Engagement of a range of customer groups as detailed in Section 6.7 
	90%

	5
	Representative sampling
	Wherever possible, data will be statistically representative, and sampling will be robust
	90%



14.2. The Supplier shall provide a robust escalation procedure to help resolve any issues that may arise within project delivery. This should include the provision of a dedicated senior point of contact who can deal with and resolve such issues.
14.3. The Supplier shall maintain a record of its adherence to the agreed service level and performance timelines, and inform the Buyer immediately of any non-adherence or potential non-adherence. Any non-adherence shall result in performance review meetings between the Buyer and the Supplier, to provide a full debrief and explanations as to why the service level agreement was not met. Improvement plans will also be established during these meetings.  The Supplier will take reasonable measures at their own cost to rectify the failure to the satisfaction of the Buyer and ensure the failure does not reoccur. Illustrative examples of such measures would be replacing respondents who were found to be off-quota, or redrafting reports a limited number of times until the Buyer agrees that the research objectives have been met.
14.4.  Payments will be agreed on a project-by-project basis between the Supplier and the Buyer, with either;
14.4.1. 40% at inception and 60% on completion, 
14.4.2. or 30% at inception, 30% upon completion of fieldwork, and the final 40% upon completion for larger projects. 

Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables.

15. [bookmark: _Toc149812214]SECURITY AND CONFIDENTIALITY REQUIREMENTS
15.1. The Supplier must guarantee that all material used in the research will be treated as entirely confidential and that the anonymity of all parties involved will be preserved entirely. The Supplier must store and process all data collected via the research in a secure manner. 
15.2. Potential Suppliers must provide information on data management and security in their bids, and supply details about team members who are vetted. 
15.3. The potential Supplier must confirm their compliance with data protection legislation – Data Protection Act 2018 and UK GDPR. This shall include but not be limited to, the security measures employed by the Supplier where personal data is stored (physical and digital measures); the policies and procedures in place to support the facilitation of Data Protection Act 2018 compliance; the training provided to staff and its frequency, the ability to comply with individual’s rights under The Data Protection Act 2018 and the general compliance with the Data Protection principles listed in The Data Protection Act 2018 and UK GDPR. Potential Suppliers are to refer to DPS Joint Schedule 11 (Processing Data) of the contract document.
15.4. The Supplier must comply with the Data Protection Act 2018 as updated and comply with the processes around customer data management as set out in the Contract.  The Supplier shall additionally comply with the Buyer’s Security guidelines – these will be agreed during contract negotiations. Customer details held by the Supplier will need to be destroyed following completion of each project by the date agreed between the Supplier and the Buyer, with the Supplier providing confirmation of this via email to the Customer Insight team.
15.5. The Buyer is the data controller for all data generated through fulfilling this contract, and all deliverables and any new intellectual property rights created under this contract or produced using this data will remain the intellectual property of the Buyer.
16. [bookmark: _Toc149812215]PAYMENT AND INVOICING 
16.1. The Buyer will raise a purchase order on award of contract, and this will create a purchase order number at the beginning of the Service and at the commencement of each financial year (for HO, the 1st April).  This number will need to be quoted on all invoices raised by the supplier. Each invoice MUST state a valid purchase order number. 
16.2. Each invoice should list an elemental breakdown of services supplied. The Supplier should charge the Buyer for work properly carried out and duly evidenced under the contract in accordance with Schedule 5 DPS Order Schedule 5 (Pricing Details) of the contract document.
16.3. Payment will be made 30 days following receipt of a correctly submitted invoice.
16.4. The Buyer shall pay the Supplier in accordance with Clause 4 Pricing and Payments of the Core Terms for CCS DPS RM6126
16.5. All invoices should be submitted for the attention of Accounts Payable at the following address(s):

Home Office Shared Service Centre, PO Box 5015, Newport, Gwent, NP20 9BB.
Tel: 01633 581644.
E:  hosupplierinvoices@homeoffice.gov.uk.

17. [bookmark: _Toc149812216]CONTRACT MANAGEMENT 
17.1. The Supplier shall update the Buyer at least weekly on any in-progress work 
17.2. The Supplier and Buyer will have quarterly review meetings to maintain working relationship, where we can discuss the contract, ways of working, focus on improving relationship between the two businesses. 
17.3. Attendance at Contract Review meetings shall be at the Supplier’s own expense.
17.4. Ownership, attendance and administration of meetings shall be agreed at the commencement of the contract.

18. [bookmark: _Toc149812217]LOCATION 
18.1. The location of the Services will be carried out at: 
Home Office, Peel 2 SE, 2 Marsham Street, London SW1P 4DF or at other locations within Greater London as required.
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