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ANNEX A

Customer Project Specification 

1. Background

1.1 Organisation & policy background
An independent body funded by the Department for Business, Energy and Industrial 
Strategy (BEIS), the Advisory, Conciliation and Arbitration Service (Acas) was estab-
lished formally by statute in 1976. Acas aims to improve organisations and working life 
through better employment relationships, and the services it provides are independ-
ent, impartial and confidential. These services include individual and collective dispute 
resolution services, workplace projects, telephone advice via the helpline, and online 
advice services. 

Alongside the telephone helpline, Acas’ website is its principle medium for offering em-
ployment-related guidance for employers, employees and their representatives on em-
ployment issues such as resolving problems at work, understanding employment 
rights and how better employment relations contributes to a high performing organisa-
tion. 

The website began a process of complete redesign in 2018, which has been mainly 
completed. The majority of our advice and guidance can now be found on the newly 
designed website1, although the remainder is currently linked to either an archived 
version of the old website or to the National Archives. The old website is due to be de-
commissioned in March 2021. For the purposes of this evaluation, the advice and guid-
ance solely available on the newly designed website is in scope for this evaluation.

Advice and guidance takes two forms, mainly comprising ‘short-form’ advice which 
provides an overview of a particular employment-related area, presented via HTML on 
the relevant webpage and which can be downloaded. ‘Chapters’ provide guidance on 
certain, often more complex, subjects such as disciplinary and grievance procedures, 
in a detailed step by step guide that people can follow. Both are in-scope for this eval-
uation. The online advice and guidance Acas offers on its website is in the ‘Advice’ sec-
tion (https://www.acas.org.uk/advice).

Figure 1: Acas Advice page screenshot (please not this screenshot does not show all
available categories)

 

1 Statistics presented in subsequent sections of this document all pertain to the new website  
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N.B. It is important to note that there are several navigation routes for accessing the same Acas guidance. 
Bidders are positively encouraged to spend time familiarising themselves with the range of different guid-
ance pages on the Acas website, which vary considerably in length, scope, topic, format and navigation 
placement. 
 
1.2 Previous Acas research relevant this evaluation

Acas regularly evaluates its services to ensure that it is meeting its statutory obliga-
tions and customer needs. The first (and to date, only) evaluation of Acas Digital Ad-
vice was undertaken in 2018 by IFF Research, on behalf of Acas. This research evalu-
ated the outcomes and effectiveness of Acas digital advice for its users and mapped 
user journeys, establishing these measures as a baseline to support future evaluation. 
We intend for these baseline measures to be carried over into this next evalu-
ation and contractors are strongly encouraged to familiarise themselves with 
the previous evaluation report. These baseline measures are outlined in more de-
tail in the Aims and Objectives section of this tender but include:

the user journey and experience
the ease with which the user can find what they are looking for
subsequent actions taken by the user on the basis of the information they have 
accessed
success and failure measures

Prior to this, an evaluation of Acas’ written guidance was conducted in 2010 when hard 
copy written guidance, distributed by post, still comprised the greater part of guidance 
requested and issued. The evaluation reflected this; participants were recruited pri-
marily from a list of those who had requested guidance by post, and the research aims 
and questions dealt primarily with hard-copy material and its distribution. As such, 
many of the findings of the 2010 evaluation are no longer relevant, and the mention of 
the evaluation here is merely to acknowledge that an evaluation of this type was pre-
viously undertaken.

Table 1: Recent Acas research relevant to this project

Research pub-
lished

Research undertaken Methods used



© Crown Copyright 2018 6 

Acas digital advice 
evaluation 2018 
(Ref: 02/18)

This report, the first of its 
kind, aimed to evaluate the 
outcomes and effectiveness 
of Acas digital advice for its 
users, map user journeys, 
understand the differences 
between user groups and to 
create a series of baseline 
measures to support future 
evaluation

A ‘pop-up’ survey invite was set 
up on the advice pages of the 
Acas website that invited users 
to opt-in to the research by 
providing contact details. 

This ‘pop-up’ appeared for all 
users that remained on the A-Z
contents page or any of the in-
scope guidance pages for a pe-
riod of 30 seconds. The ‘pop-up’ 
briefly introduced the survey 
and provided a form for users to 
fill in their contact details. This 
approach was designed in order 
to access users of the digital 
advice on the Acas website 
while causing the minimum pos-
sible disruption to their user ex-
perience and journey.

1.3 Stats on the current use of the website

Between January 2020 and September 2020, around 9 million devices accessed the 
Acas website, which resulted in around 15 million sessions. Around 50% of these ses-
sions were accessed using a mobile device, 45% via desktop/laptop computer and 5% 
via a tablet. Any survey of users will need to work with all of these devices.

Around 70% of sessions on the Acas website come direct from search engines 
(Google, Bing, etc.), 15% from directly entering the web address and 7% were refer-
rals from other websites. Other details on visits, such as which browser is used, can 
also be made available.

The top visited advice pages on the Acas website for the same period are outlined in 
the table below, listing pages which received more than 100,000 unique visits. Unsur-
prisingly, a large proportion of these visits were to pages containing information about 
Coronavirus.

Table 2: Top visited advice pages on the Acas website from January 2020 to Septem-
ber 2020 (n.b. all advice pages highlighted blue pertain to Coronavirus)

Advice Page Unique Page  
Views  

Coronavirus 2,680,484  
Your rights during redundancy 396,153  
National minimum wage entitlement 364,226  
Coronavirus – using holiday 289,085  
Coronavirus – furlough scheme pay 284,151  
Checking holiday entitlement 274,121  
Absence from work 270,767  
Early conciliation 254,223  
Working from home 239,420  
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Grievance procedure step by step 218,652  
Manage staff redundancies 200,108  
Disciplinary procedure step by step 197,109  
Changing an employment contract 191,981  
Coronavirus – self isolation and sick pay 183,306  
Checking sick pay 171,567  
Making a claim to an employment tribunal 160,861  
Coronavirus – vulnerable people and high risk 151,218  
Supporting mental health workplace 139,318  
Investigations for discipline and grievance step by step 121,032  
How to raise a problem at work 115,453  
Checking your employment rights 114,067  
Zero hours contracts 112,777  
Lay offs and short time working 106,391  
The maximum hours an employee can work 104,359  

2. Aims and Objectives of the Project

2.1 Overarching aims and objectives

The aim of this research is to evaluate the quality and user experience of written guid-
ance on the Acas website, and ascertain whether or not the service is meeting cus-
tomer need. Despite the changes to the Acas website, and though these changes will 
inevitably affect the comparativity of this evaluation to the previous one, it is im-
portant that the baseline that was established from the last evaluation is preserved as 
much as reasonably possible.

To do this, we would like to evaluate:
the user journey and experience
the ease with which the user can find what they are looking for
subsequent actions taken by the user on the basis of the information they have 
accessed
success and failure measures (detailed below)

2.2 Supplementary aims – evaluating advice & guidance on the Acas website

The supplementary project aims for this evaluation are outlined below:

User motivation for seeking guidance
How easily was the user able to access the information required? It would be 
useful for the research to validate the Google Analytics measures we already 
have, e.g.

Exit rate after first search
Bounce rate
Refined (i.e. secondary) search rate

How valuable did the user find the information? 
How often do users access online written guidance?
How up to date do they feel the information is?
Do they feel that the information is pitched at the right level?
Engagement level – the amount of time spent on a page
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Do they feel that there is the correct volume of information on the subject?
Users’ degree of confidence to take action and confidence that this is the cor-
rect course of action to take, subsequent to accessing online guidance. (This is 
particularly relevant as the Helpline evaluation revealed that users call the 
Helpline for confidence purposes after finding the relevant information on the 
website.)
What actions did users subsequently take after accessing online guidance? 

This may include executive actions, such as holding an informal conver-
sation with an employee or changing a workplace policy, or informative 
actions, such as distributing the document to colleagues – such actions 
are considered success measures, as the service has enabled the user to 
take the action required for the task. 
Conversely, accessing web-based employment advice elsewhere, paid-
for HR or advice services, or calling the Acas Helpline for Information 
Only (IO) inquiries (not more complicated inquiries that cannot be re-
solved online) would be considered failure measures. 

User satisfaction with the service
Would the user use the service again or recommend it to others?
Whether harder to reach or vulnerable users use the website. This would in-
clude gig economy workers, platform workers, young people, etc. and could be 
explored by looking at demographics.

The research will also collect user characteristics in terms of:

Whether the service user is an employee or employer and, if the latter, if they 
have specific HR responsibility
The service user’s organisation’s sector and size. 
Personal characteristics of service users such as ethnicity, disability status, etc.
Geographic information of users. 

Please also note that the focus for this evaluation is purely on online advice and guid-
ance content described above. We are not seeking to evaluate the website as a whole, 
nor the plethora of other content hosted on the Acas website. In particular Helpline 
Online, E-Learning and Tools & Templates do not fall within the scope of this eval-
uation.

3. Suggested Methodology

3.1 Research method and response rates

The previous evaluation utilised a predominantly online survey design supplemented 
with a number of telephone interviews2. Users were initially invited to take part in the 

 

2 The CATI element accounted for 30% of overall responses.  
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survey online, before being contacted over the phone one week after their initial invite 
to complete the survey online. Users were grouped into batches to ensure that all of 
the sample was contacted an equal number of times and in an even and consistent 
way. All email invites were sent to each user an equal number of times and no user 
was given priority over another.

We invite proposals from contractors regarding:

1. The method of contact and administration of the survey (online, CATI etc.)
2. The means and frequency of follow-up contact and administration attempts.

In each case, proposals should discuss a) advantages and limitations of each method; 
b) the cost and anticipated recruitment rate (and achieved sample sizes); and c) 
demonstrate where the contractor has effectively employed this method previously, 
showing outputs and outcomes.

3.2 Sampling approach

Due to the nature of website access, we do not have a comprehensive sample frame 
or the means to contact potential participants other than through the website itself. 
Therefore, similar to the previous digital advice evaluation in 2018, we envisage that 
recruitment of participants will be via strategically-positioned website pop-ups on rele-
vant guidance pages. These pop ups will invite users to opt-in and provide their con-
tact information, allowing for follow-up contact to be established at a later time point 
(e.g. two weeks later, by email). This approach is preferable to using pop-ups to actu-
ally survey people during their visit to the website for three main reasons: 

1. We require sufficient time to elapse after the user’s interaction with the guid-
ance in order to ask them questions relating to its medium-term impacts (e.g. 
whether a person took specific actions off the back of the guidance), whilst rec-
ognising that this will affect respondent recall

2. We seek to minimise the degree of interference with people’s intended use of 
the website so as not to adversely affect their user experience

3. We seek to both maximise response rates and the representativeness of the 
achieved sample and are sceptical as to whether a conventional pop-up survey 
could be effective on either count.

We anticipate that this ‘pop-up’ will appear for all users that remain on any of the in-
scope guidance pages for a period of 30 seconds. The ‘pop-up’ should briefly introduce 
the survey and provide a form for users to fill in their contact details. This approach 
aims to cause minimum disruption to the user experience and journey and mirror the 
approach taken in the 2018 evaluation.

Contractors will need to have the capability to write code to generate a pop 
up for embedding on our website. The code must meet WCAG AA accessibility 
standards and follow the Acas digital brand.

3.3 Instrument

The existing questionnaire utilised in the previous evaluation will need to be used with 
necessary adaptations. Nevertheless, we envisage that the questionnaire will be simi-
lar in style and length. As such, the contractor is required to familiarise them-
selves with the questionnaire in detail in order to make effective adaptations. 
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The questionnaire should be adapted in close collaboration with Social Researcher’s in 
Acas’ Research, Analysis and Insight (RAI) team.

4. Deliverables
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Research outputs

Please cost and provide full details as to your approach (with details of relevant expe-
rience) for producing the following:

4.1 Dataset

A fully labelled, clean data set in SPSS format is required to allow us to carry out fur-
ther analysis should we need to. This should be provided alongside some top line find-
ings prior to the final report.

4.2 Report
The final output required is a report comprising a commentary of the results, with a 
short executive summary bulleting the headline findings and a technical annex to allow 
the research to be replicated. The analysis should be presented as a series of tables 
showing frequencies and percentages for each question, and some key breaks and 
cross tabs where appropriate. 

It is important that the report follows the Acas style guidance for research publications 
found in Annex A. It is also important that any visualisations follow the Office for Na-
tional Statistics guidelines which can be found here. Any submissions that do not take 
this guidance into account will not be considered.

For any questions that were used in the last evaluation as a baseline upon which to 
build future evaluations, the report should make comparisons and reference the equiv-
alent figure for the last evaluation. The report will be used both internally and exter-
nally and needs to be written and presented as such, in similar style to the report from 
the 2018 evaluation, only where the aforementioned style guidance allows.

4.3 Presentation of findings

This will need to cover the main points covered in the final report in presentation for-
mat. A slide deck in Microsoft PowerPoint may be the most appropriate format, alt-
hough we are open to suggestions should contractors have other more suitable medi-
ums to use.  This is likely to be held in Summer 2021.



ANNEX B 

Supplier Proposal 
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Part 2: Contract Terms

 




