Joint procurement of customer satisfaction, customer panel, and employee engagement platform
Northern Trains Ltd – Clarification under G-Cloud framework
1. Purpose of this document

Northern Trains Ltd is seeking to procure a customer satisfaction platform, a customer panel platform, and an employee satisfaction platform through the Crown Commercial Services G-Cloud framework. In line with the G-Cloud guidance, we are seeking clarification on the extent to which potential products meet our requirements.
2. Context and background
2.1. Northern Trains Ltd
Northern plays a vital role in the north of England by connecting hundreds of thousands of people to work, leisure, education and more every day. We are the largest train operator in the UK outside of London, employs more than 6,000 people, and provides more than 2,500 train services every weekday. We operate trains across the whole of the north of England, serving a population of nearly 15 million, with almost 500 managed stations (around 20 per cent of all UK railway stations) and around 110 million customer journey each year (pre COVID). 

As a publicly-owned business – Department for Transport OLH Holdings Ltd (DOHL) took ownership of Northern on 1 March 2020 – there is an exciting future for the business with a number of projects already underway to improve the experience of our customers. These projects include: 

· Continued roll-out of 101 brand new trains

· Full refurbishment of the legacy fleet

· A major deep cleaning program of all trains to ensure every journey will be made on a train fit for passengers

· New technology to identify crowding pinch points to reduce overcrowding

· Extension of platforms at 30 stations across the network to allow for longer trains and to improve journeys

We aim to transform services across our network, reversing the recent trend of poor customer satisfaction, putting the needs of our customers first and reconnecting the railway with the people of the north.  We will restore confidence for customers and deliver tangible improvements.
COVID-19 has presented significant challenges for everyone – and the railway is no exception. Northern has seen its office-based staff move to working from home for several months, a significant percentage of colleagues have been shielding, and restrictions and advice have impacted the ability to operate a normal timetable.  Northern, along with the rest of the rail industry, has also witnessed a shift in the expectations and needs of customers as their rationale for train travel has evolved. In the face of these challenges, Northern is determined to ‘build back better’, putting customers at the heart of decision making and working to ensure all customers are given the standard of service they desire, deserve and therefore trust.
2.2. Customer satisfaction platform
Customer satisfaction is a key metric for the business. It is an important measure in its own right, and is also a driver of revenue and staff satisfaction – this has recently been recognised by the business, which has chosen Net Promoter Score as it’s ‘Pole Star’ lead KPI across all functions. This measure will provide a long-term understanding of business growth, complementing the more short-term customer satisfaction measure the business already collects. The business currently uses National Rail Passenger Survey data as its lead customer measure. While this data source is statistically robust, it is very laggy, with results being available 4 weeks after survey. Sample sizes are also fairly small, with c.400 responses per 4-week period. The content of the survey is also limited to the train/station experience, rather than gathering data across all touchpoints on the end to end journey. We are looking for a more modern form of data collection alongside this, which would provide high-volume, realtime feedback from customers, allowing us to proactively solve issues arising for our customers. We need a tool that will give us actionable insight, tying feedback to specific trains, stations, and allowing a comparison of pain points across all touchpoints, including our website and contact centre.
2.3. Customer panel 
While we have an understanding of satisfaction across a number of touchpoints through existing and proposed sources (including the customer satisfaction platform above), we currently have no facility to drive deeper understanding of what is causing poor/good satisfaction. For example, if satisfaction with train cleanliness is low, is this caused by litter, dirty tables, dirty seats etc? A panel of several thousand of our own customers who have signed up to be involved, would provide us with this kind of insight, and help us answer questions that the business is asking but the CX team cannot currently answer. We also wish to use the panel to improve our relationship with our customers, bringing engaged customers ‘into the tent’ and turning them into advocates of the business. It is therefore important that the panel platform we procure can support us in engaging positively with panellists, and sharing appropriate content with them.
2.4. Employee engagement platform
Whilst we currently have a fair understanding of employee satisfaction levels, based on our most recent survey, we would like to move to a ‘continuous listening’ method of employee feedback (in addition to an annual survey) in order to have real-time information on ESAT which will enable us to respond regularly and in a more timely manner.
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4. Requirements
Black = essential

Blue = nice to have, will be evaluated along with essential requirements
4.1. Functional
A. Customer satisfaction platform
	Simple for customers to use, encouraging high volumes of feedback. Please provide evidence demonstrating this where possible.

	Simple for analysts and other colleagues to use. Please provide evidence demonstrating this where possible.

	Ability to use our own branding, and change this a number of times over the life of the contract, with minimal effort.

	Allow for high volume of feedback responses Please state the maximum number of responses that can be delivered in a day, and whether performance deteriorates with number of responses.

	Multiple methods of contacting and being contacted by customer, including

· Via our app

· Via our website, and those of our suppliers

· Via digital boards at stations, on trains

· Via email

· Via SMS

· Via text messaging services such as Whatsapp, Facebook, Twitter, etc

· Via ticket office card payment machines or receipts
· Via Ticket Vending Machines
· Via telephone at our contact centre, following a call with an agent
Please advise of the process for adding/removing new comms channels, and whether there is a cost associated with this.

	Given a unique identifier by Northern for each, ability to disaggregate feedback by: 

· Time of day and day of week

· Station (or even part of station, e.g. platform)
· Rolling stock unit

· Point of sale

· Depot

· Staff member
· Ticket type 
· Ticket fulfilment channel

· Other customer touchpoint
Please advise of the process, including any associated costs, for increasing the number of segments which analysis can be carried out using

	Flexibility in terms of lead measure, including:

· Net Promoter Score

· Customer Satisfaction Score

	Flexibility on survey capability, including:

· Ability to run multiple surveys simultaneously at multiple touchpoints, and bring together results in a unified way
· Ability to run short high-volume surveys, and longer more detailed surveys

· Survey logic to allow different survey paths to be delivered depending on customer responses

· Survey builder, allowing Northern to build its own surveys, and release them, without input from the supplier

	High quality native analysis platform, including:

· Ability to create analysis of feedback by any dimension recorded

· Free text analysis, allowing verbatim comments to be categorised by subject and sentiment. Please state the type of analysis used, and any evidence you have for how effective it is at analysing meaning and sentiment.
· Analysis of survey effectiveness and efficiency, including survey channel
· Ability to create customised dashboards, allowing high level and detailed analysis depending on the audience. Please detail any standard dashboards available.
· Analysis of key drivers of satisfaction and dissatisfaction (and equivalent for NPS), and key priorities to drive up lead measures
· Multiple regression of drivers against overall measure (e.g. NPS)
· Analysis of response quality, for example flagging/excluding surveys in which the same response is used for all questions. 

	Data provided as close to realtime as possible, but at least daily. Raw data easily available for download and via API to other analysis platforms.

	Flexible categorisation of customer issues, specific to Northern’s business. Ability to adjust categorisation when required. Please state how many times per year it is possible to recategorize.

	Ability to weight responses to reflect Northern’s customer base

	Ability to ‘close the loop’ with customers, and engage on their feedback

	Benchmarking against competitors in rail and other industries

	Proven ROI of the platform to justify the investment

	Ability to pull in segmentation from other sources, for example our in-house personas from our CRM database


B. Customer Panel platform
	Easy management of panellists, including understanding who has received which surveys. Please state the maximum number of panellists.

	Segmentation of panel by on-boarding questionnaire, including by

· Age

· Gender

· Location

· Job type

· Job status

· Car ownership

· Primary journey purpose

· Frequency of travel

· Whether an app user

· Preferred booking channel

Flexibility to segment further as required.

	Survey builder tool

	Ability to carry out >=25 surveys per year

	Ability to filter those who receive the survey

	Ability of offer incentives to panellists

	High quality native analysis platform – as above

	Support of communication with panellists. Please highlight the tools you offer to support comms with panellists. 

	Native comms with panellists, bypassing the need for a third-party comms platform such as a CRM


C. Employee engagement platform
	Simple for colleagues to use, encouraging high volumes of feedback

	Flexible deployment, including via:

· Email

· SMS

· Digital poster board

	>=6500 staff members

	Full survey once or twice per year

	Kiosk style daily feedback method to allow for continuous listening

	Segmentation data gathered via back office link with Workday, including:

· Workplace (office, depot, station, etc)

· Line manager

· Role

· Length of service

· Age

· Gender

· Race

Ability to add further segmentation – please state if there would be a cost associated with this.

	Flexible lead measure of colleague engagement and satisfaction, including

· eNPS

· ESAT

	Survey builder tool

	Ability to easily compare ESAT data with CSAT data for corresponding periods of time

	High quality native analysis platform, including:

· Ability to create analysis of feedback by any dimension recorded

· Free text analysis, allowing verbatim comments to be categorised by subject and sentiment

· Dashboard creation

· Analysis of key drivers of satisfaction

	Data provided as close to realtime as possible, but at least daily. Raw data easily available for download and via API to other analysis platforms.

	Benchmarking against other organisations


D. Cross-platform interactions
	Where you offer all three tools within your platform please state any benefits that would come from offering all three of these tools within one platform for example comparing employee satisfaction with customer satisfaction.


4.2. Performance 
	>= 10 full analysis users

	>= 500 ‘read only’ users

	User experience. Please state the measures taken to ensure optimal performance for users, in terms of bandwidth, load speeds, etc.


4.3. Standards 
	Ability to interface with third party visualisation tools such as Tableau, via API. No limits on data available in this way.

	Ability to interface with Customer 360 tools such as Salesforce via API, with no limits on data.

	Ability to interface with Workday via API, with no limits on data.

	All-purpose API to expose data to other third-party apps/platforms.

	Planned approach to development of API functionality, including process for client-requested updates.


4.4. Security
An InfoSec questionnaire has been supplied with the clarification documentation – please return this along with the other clarification documentation, in addition to stating whether you meet the requirements in the table below.
	Cloud services to be delivered in line with NCSC (National Cyber Security Centre) Cloud Security principles https://www.ncsc.gov.uk/collection/cloud-security/implementing-the-cloud-security-principles

	A cyber security management plan for the service to be delivered and approved within the timescales defined in the G-Cloud framework


4.5. Training
	Full training support. Please state the training package you offer with your product


4.6. Implementation

	Single point of contact for implementation process

	At least weekly progress calls


4.7. Contract/Service Management Requirements

	Dedicated contract manager

	4-weekly performance review meetings

	Access to technical helpdesk within normal office hours, preferably by phone

	High availability of service. 

· Please state service availability to your existing clients in the year to 31 July 2020.
· Please state maximum downtime for any customer in that period.

	High quality technical support.

· Please state your SLA for replying to helpdesk contacts

· Please state how you performed against this in the year to 31 July 2020.

· Please state your SLA for resolution of client issues, and performance against this over the same period.

· Please state any other aspects of technical support you wish to highlight.

	Software upgrade. Please state your device management plan, for example how you intend to react to Apple/Android/Windows updates over the life of the contract.


4.8. Procurement and Contractual Requirements 

For procurement and contractual requirements, please see the G-Cloud framework.
5. Procurement Procedures
We intend to procure the Customer Satisfaction Platform and the Customer Panel as a single lot to the same supplier.

The Employee Engagement Platform may also be procured through this supplier, or may be awarded to a separate supplier.

The contract will be awarded on the basis of cost and quality/functionality, with a 70:30 split in favour of quality/functionality.
6. Format and content of response

Please respond to each row of the tables in the Requirements section, stating how your product meets our requirements. Please also fill in the attached InfoSec questionnaire.
Please set out the cost of the product solution you propose to meet the specification, broken down, where applicable, by the three tools listed above.
[image: image1.jpg]


[image: image2.jpg]



2

