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Understanding the Customer
Research brief
EdTrack: CUSTOMER SATISFACTION TRACKING SURVEY FOR SME YOUTUBE SUPPORT PRODUCTS
October 2016
Summary

Previous quantitative research was carried out to track customer views of SME digital support products such as webinars and emails.  However, YouTube products were not included in this research because this is a relatively new channel for HMRC and evidence is now needed to track views of these products as they are our fastest growing SME digital support channel.  
The findings will be used to identify the effectiveness our YouTube products and their impact on compliance attitudes, behaviours and customer satisfaction. The results will also assist HMRC in identifying any weaknesses in these products and areas in need of improvement.
HMRC can provide email addresses and contact names for customers who have recently used a selection of SME YouTube products to the contractor to carry out a web based survey to seek their views about the product.  The survey will take place over a six month period with findings reported back to HMRC each month.

Qualitative research maybe commissioned to supplement this work, but this will be procured separately.
Background to this research
The Business Customer & Strategy Directorate contributes to HMRCs customer-centric business strategy by maximising the extent to which businesses comply with their tax obligations at best cost to both us and them. It has developed a strategy for the 4.8 million SME customers, with overarching objectives to improve compliance and the customer experience, whilst reducing the overall cost of servicing these customers.
Driving the strategy is the SME compliance segmentation, identifying the attitudes and behaviours on businesses in relation to tax. The segmentation allows HMRC to help treat groups differently according to their particular needs, but with a common outcome in mind ‘to ensure everyone is paying the correct amount of tax and receiving the correct amount of benefit at the right time’. 
As part of this, we provide a range of digital business support channels for those who need help around life events, for example, setting up in business or taking on staff. Our educational products are designed to influence customer behaviour and attitudes. 
We know that while the majority of SMEs want to get their tax obligations right, they find our tax systems difficult and need help to avoid making mistakes. We currently offer support targeted to specific customer groups based around tax cycle of business life events. 
Previous research 

Edtrack

An online survey began in 2011/12 to pilot tracking the satisfaction of customers receiving SME support and to create a baseline to track attitudes and experience against.  In 2012/13 this work was built on with over 3,600 web based surveys completed by customers who had undertaken a form of SME digital support such as webinars and educational emails. This survey was supplemented with a small number of qualitative interviews.  The report can be found here
 and the technical report which includes a copy of the questionnaire is included at Annex A.
Further tracking research took place in 2013/14 with over 1,900 online surveys completed by SMEs who had recently accessed a form of HMRC education.  This was supplemented with a longitudinal element where 130 respondents who had taken part in the main research also completed a follow up survey.  There were also a small number of qualitative interviews include in this research.  The report can be found here
.
The main findings of the Edtrack research include:

· Support is working well for customers with nearly 9 out of 10 satisfied or very satisfied with the service received.

· More interactive channels such as live webinars and E learning are rated particularly highly.

· The support is having the desired impact with the majority of business reporting they are taking action as a result.
· A high proportion of businesses intend to access HMRC online products in the future 

This current brief is to cover tracking of a selection of SME YouTube support products which were not covered as a channel in the earlier Edtrack research.

The decisions we want this project to help us take

HMRC needs to assess whether the YouTube education provided for SMEs is fit for purpose by:

· Maximising revenue flows – measuring the impact that support has on the compliance attitudes of customers and how the learning has been implemented by customers. 

· Stabilise and improve the customer experience – we need to ensure that the YouTube support  products are fit for purpose, meet the needs of customers, and where they fall short assess the impact and revise products if necessary in as timely basis as possible.

· Create sustainable cost reductions – we are seeking to move customers to our most effective channels and insight from customers is helping us to formulate improved ways to migrate customers into digital education channels.

Research Aims
YouTube is the fastest growing channel used for providing support to SME’s and there is a no evidence about its effectiveness and the impact on compliance attitudes and customer satisfaction. We would like to replicate the Edtrack work carried out for other channels to undertake an ongoing online survey of businesses who have received YouTube support over a six month period.  The aims of this project are to:
· Measure the satisfaction and value that YouTube support products provide to our customers. 

· Identify the impact YouTube products have on improving the compliance attitudes of customers. 

· Quality check the delivery of our YouTube support products. 

· Understand the relative value and success of the YouTube support offering. 

· Identify any areas where our YouTube products can be improved to increase customer satisfaction and compliance.

Methodology

Questionnaire
This survey will also be an online self-completion questionnaire which will be run for six months with monthly reporting of findings to HMRC required along with a report on the whole project at the end of the six month period.  As an example the previous questionnaire is attached and we would anticipate it would take 10 minutes to complete at most.  However, questions will need to be redrafted as YouTube videos are very short compared to the other support channels that this work focussed on.  This is an area we would like to focus the discussion on at the kick off meeting.
Sample
As in the previous Edtrack research, a name and email address will be generated internally by HMRC for a provision of a sample frame of customers to be surveyed. This will be achieved by collecting customer details of those who access YouTube support (and who agree to receive education emails from HMRC).  We estimate focussing the survey on approximately 5 YouTube products, but again this will be an area for discussion at the kick off meeting.
Although we need to work with our data guardian to confirm processes and compliance with data protection rules, the intention is these contact details will be given to Ipos Mori using the secure shared workspace area.  This will allow Ipsos Mori to send the link to the survey to our customers and help maintain the independence of the research.  This is another area we would like to discuss in more detail at the kick off meeting.
We welcome any recommendations on how we could maximise response rates, including whether there are any benefits to the appointed agency sending customers reminders to complete the survey. 

This follow on work will need to be comparable in approach to the previous research, although we welcome thoughts on how it can be built on. 
Further qualitative research
To complement this survey, it is possible we will separately commission some qualitative research with users of the YouTube education products to gain a greater understanding of customer views or explore any unexpected findings identified by the survey in more detail.

The deliverables

We would like the following deliverables on this project: 

· Face-to-face kick off scoping meeting with the agency and main internal stakeholders. 

· Regular checkpoint meetings to discuss updates as fieldwork begins and progresses.
· Top line reports each month detailing results from the survey. HMRC will review the project at these points to validate that value for money is being achieved.
· A full technical report will be required at the end of the six month fieldwork period detailing key insights and implications.  This will be published on the HMRC website and a standard report template and guidance will be provided. 
· Presentation of key findings to HMRC stakeholders at the end of the six month fieldwork period.

· A one page ‘stand alone’ summary of the research incorporating the key findings and any insights which can be circulated to stakeholders.
· Data tables.
· We will also require a clean, fully coded SPSS datafile.  This should include all cases, all variables including analysis variables such as crossbreaks, clear labelling, correct bases, and should have all coded responses incorporated.
· Post project support – additional meetings and deliverables can be agreed on an ad-hoc basis based on requirement.
What we need from you

Please provide a proposal detailing how you would meet our requirements, with an accurate time schedule and fixed costs. 
Your proposal should include:

· Evidence of your understanding of our business and knowledge and expertise in relation to our objectives. 

· Your suggested approach and methodology for undertaking the study. 

· An outline of question areas and length of survey.

· Detail of your proposed deliverables / outputs.

· Details of the main risks you see in this project, together with proposed mitigation.

· Personnel, including background and experience.
· Equivalent details of any sub-contractors whom you may employ.

We are not able to disclose exact budget information.  Please provide a cost for the project design set out above and set out alternatives if you feel these would better meet the research objectives. 

We have provided the following table to give you a rough idea of the budget on this particular project. We are not able to provide any further detail and the exact budget could fall at any point inside the range selected.

	Budget Banding

	1.0 £0 - £9,999                                FORMCHECKBOX 

	1.1. £10,000 - £24,999                    FORMCHECKBOX 
        

	1.2. £25,000 - £49,999                    FORMCHECKBOX 

	1.3. £50,000 - £99,999                     FORMCHECKBOX 


	1.4. £100,000 - £149,999                FORMCHECKBOX 

	1.5. £150,000 - £249,000                 FORMCHECKBOX 


	1.6. £250,000+                               FORMCHECKBOX 

	1.7.  Undisclosed                              FORMCHECKBOX 



Costs must include travel and other expenses broken down separately. Costs should include all fees and expenses but exclude VAT.

Please email your proposal to by close of play 18 October 2016.
Our project timeline 
The initial timetable is below with the remainder to be discussed at the kick off meeting.
	
HMRC to issue research brief
	12 October 2016

	Ipsos Mori to submit proposal
	17 October 2016

	Kick off meeting
	19 October 2016

	Sample data transferred to Ipsos Mori
	Early November

	Ipsos Mori to provide draft questionnaire
	Early November

	Remainder of the timetable to be agreed with Ipsos Mori
	


General Terms and conditions

On receipt of a satisfactory proposal, the successful research agency will be awarded a fixed price contract for the project. The Standard Conditions of Contract governing research commissions are laid down by HMRC and are not negotiable.  HMRC observes the general practice of paying only for work satisfactorily completed. All work should comply with the Code of Conduct of the Market Research Society. The Standard Conditions of Contract are available on request.  
Payment terms have been negotiated to split as follows on most projects (however there will always be exceptions – which we will do our best to cater for)

30% on commission

30% on Fieldwork commencement

40% on completion

When costing proposals it would be helpful to ensure we can see these key stages clearly.  

Some key elements of our standard terms are below:
Contractual obligations 

As a result of government policy to achieve greater transparency in public procurement and help deliver improved value for money, HMRC is obliged to publish tender documents for all contracts with a whole life value of over £10,000.  There is a further obligation to publish all contracts with a whole life value of over £10,000 with effect from January 2011.  It is a condition of bidding for this work that applicants accept these obligations and agree to the subsequent publication of the contract once awarded.
Data handling

In most cases, any data we supply will be encrypted, probably using the highest encryption used by Winzip v9 or above. It is your responsibility to ensure appropriate steps are taken to ensure you are able to receive and decrypt our data.

We also require confirmation at appropriate times of the deletion of customer records from both removable and fixed media within your organisation.
Please note that HMRC does not permit the use of USB sticks and so all electronic versions should be provided on CD.

Once appointed, you should agree with your HMRC contact what security rating any data or documentation you produce should have and how it subsequently should be handled.
As part of our standard data handling requirements, as part of your proposal we will require details of your plan to receive, store and use any data that we may supply to you. In most cases the data we supply to you will contain customers’ personal details and we need to be sure that you will treat this data appropriately.

This should include precise details of the data handling and security procedures you have in place. In particular, please detail how, once we have delivered the data to you, how you will transfer and store it and who in your organisation will be able to access it. You should also detail your processes for archival of and/or destroying the data that has been finished with. As an example this should include, what systems you have that are accessible from the internet, how access to the information is managed, and details of how your data servers are backed-up and maintained.

If you have supplied current information, this does not need to be provided again.
Documentation

HMRC will require the publishable report delivered in both pdf and word formats. The pdf document should include the file size as part of the filename.
In addition, HMRC will require draft copies of all key documents, such as recruitment questionnaires, presentation charts, top line and final report. These are to be submitted in sufficient time for comments to be incorporated into the final version and for our approval to be given for production of the final version to take place.
NB ‘Personal’, ‘Confidential’ and ‘Commercial’ sensitive information has been redacted according to the provisions in the FOI Act (sections 40, 41 & 42).[image: image1.png]



� � HYPERLINK "https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/344748/report287.pdf" �https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/344748/report287.pdf�


� � HYPERLINK "https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/371730/Report339.pdf" �https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/371730/Report339.pdf�
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