
Scottish Government: 
Tender – SP-21-017 

 Page 1 of 8   

Technical Envelope:  1.2  
Delivery of the Services and Service Levels  
Section Weight = 55%  
 
Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.2.3  
Weighting 65% (Word Count 2400) 
 
Please provide full details of how your organisation will deliver the services detailed in 
Schedule 1 and Schedule 1A of the Model Framework Agreement. Within your response, 
please detail how you will draw on your communications research, social marketing research 
and behaviour change expertise. Your response should pay particular attention to the 
following points: 
 
• Understanding and interpretation of the purpose, specific objectives and scope of the 

requirement; 
• How robust methodology/project plans will be produced and delivered; 
• Methodologies of relevance that you will use, including to reach seldom heard audiences  
• Audience segmentation techniques you will use  
• How you will achieve high quality delivery across all stages of a project (from set up to 

reporting, including liaison with relevant stakeholders)  
• How you will add value to your deliver of communications and social marketing research 
• How you will ensure your reporting is concise but tells the story of the data and delivers 

real audience insights  
• How you will meet the tight timescales that are sometimes required (e.g. during and 

unpredictable period such as the COVID-19 pandemic)  
• How risks will be identified and mitigating actions pub in place  
• Where applicable, include use of subcontractors, their contribution to delivery and how 

you will manage and monitor them 
 
 
Understanding and Interpretation of the Purpose, Specific Objectives and Scope of the 
Requirement 
 
We can confirm that we have read and fully understand Schedule 1 and Schedule 1A.  
 
Our understanding and interpretation of the purpose, specific objectives and scope of the 
requirement reflects our broader understanding of the emerging and changing 
demands/challenges facing the Public Sector in Scotland and is evidenced by our experience 
and expertise in a number of key areas. 
 
Market and Consumer Primary Research which is becoming increasingly important across 
the Public Sector as a result of: 
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• Declining financial resources increasing the need to identify/meet consumer needs in a 
cost-effective and proactive manner 

• Increasing consumer demands/expectations  
• Emerging competition for services delivered within the Public Sector and the increasing 

potential for services to be delivered in alternative ways  
• The increasing need to conduct research which observes/reflects the real and actual 

behaviours/experiences of service users  
 
In recognition of the increasing importance of this type of research in the Public Sector, 
emphasis is placed on ensuring that appropriate methodological approaches are applied to 
produce accurate, robust and representative outcomes that promote the behavioural impact 
of social marketing strategies.   
 
Market and Consumer Primary Research has been successfully delivered to a range of clients, 
including [REDACTED] 
 
Business-to-Business Research is increasingly important for organisations across the Public 
Sector in the current economic climate, particularly in: 
 
• Determining levels of awareness/understanding of services available from them 
• Understanding the needs/expectations that businesses may have of them 
• Establishing the experience of businesses using services available from them  
• Delivering services that businesses require in the ways/to the standard that they require 
 
We have extensive experience of undertaking business-to-business research within the 
existing and previous Frameworks and outwith the Frameworks [REDACTED] 
 
Secondary Research is a highly cost-effective means by which Public Sector organisations can 
derive a range of extremely valuable information in relation to, for example, the: 
 
• Size, nature and structure of markets 
• Effectiveness of marketing strategies, initiatives and communications 
• Profile, nature and behaviour of existing/potential target audiences 
 
Existing research information/materials available can provide Public Sector organisations with 
highly cost-effective research solutions and can be an effective means of contributing to the 
development/delivery of primary research projects. 
 
Secondary research has been successfully delivered to many clients, such as [REDACTED] 
 
Marketing Evaluation is also an increasingly important research activity for Public Sector 
organisations in the context of: 
• Ensuring that resources devoted to marketing strategies/campaigns have produced 

effective results 
• Ensuring that value for money of marketing strategies and campaigns has been achieved 
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• Informing the future development/delivery of marketing strategies/campaigns  
 
Ashbrook has extensive experience of undertaking marketing evaluation research within the 
existing and previous Frameworks and outwith the Frameworks [REDACTED] 
 
Continuous Tracking is a highly effective tool for monitoring campaign strategy, policy and 
service delivery.  By tracking customer needs, expectations and experiences, Public Sector 
organisations can build a detailed profile of opinion which allows them to determine 
quality/cost-effectiveness of delivery and inform future improvement/development.  
 
Ashbrook has extensive experience of delivering continuous tracking studies over many years 
to clients such as [REDACTED]. 
 
Finally, Audience Segmentation has a key role to play in targeting specific products/services 
to particular groups/segments in a market, e.g. members of the public, businesses or 
partners.  By tailoring product/service offerings to specific market groups/segments, Public 
Sector organisations are able to ensure that they precisely meet the needs of service users 
and that products/services deliver maximum practical impacts and benefits. 
 
Over many years, Ashbrook has conducted market segmentation exercises on behalf of 
[REDACTED] and others.   
 
How Robust Methodology/Project Plans will be Produced and Delivered  
 
The production and delivery of robust methodological approaches and project plans would 
be achieved through involving/collaborating with clients and would draw upon four key 
elements: 
 
• Ensuring that we are open and transparent with clients in terms of methodologies and 

project plans proposed/developed in order to ensure that they fully understand these 
approaches/plans, have confidence in them and fully endorse them 

• Ensuring that methodologies and project plans entirely reflect the needs, aims and 
objectives of each study being conducted  

• Our application of methodological approaches and project plans which have been 
successful in previous research studies  

• Testing methodologies in advance of projects being initiated  
 
The production and delivery of robust methodological approaches and project plans will be 
achieved through our company’s Task Delivery System, which forms part of our ISO 
Accredited Quality Management System and will be the responsibility of the Ashbrook Project 
Manager. 
Methodologies of Relevance that we will use, including to Reach Seldom Heard Audiences  
 
The methodologies adopted for all projects will reflect their aims and objectives and will 
provide outputs which are accurate, representative, robust and actionable.  A wide range of 
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methodologies would be adopted both from a quantitative and qualitative perspective, 
including face-to-face interviews, structured telephone interviews, online surveys, pushed-
to-web surveys postal surveys, in-depth interviews and focus groups (both on a face-to-face 
or virtual basis), with all face-to-face activities taking cognisance of COVID-19 regulations in 
the short, medium and long terms.   
 
Although all of these methodologies are tried and with mainstream audiences, there can be 
challenges in applying them with seldom heard audiences.  However, they can be applied in 
such a way as to overcome barriers and provide opportunities for these audiences to 
contribute to research through, for example: 
 
• Ensuring that participant information on questionnaires is in an accessible format (for 

example, in terms of font size or typeface)  
• Providing interpreting and translation services  
• Recruiting staff who themselves could be considered to be from a ‘seldom heard’ 

audience and, therefore, have an understanding/affinity with those who also fall into this 
audience category  

• Allowing access to – and supporting – appropriate technologies  
 
Audience Segmentation Techniques we will Use  
 
The audience segmentation techniques we have used/will continue to use focus around 
characteristics such as: 
 
• Demographics (e.g. age, gender, income and education level) 
• Psychographics (including personality, values, interests and lifestyles)  
• Behaviour (e.g. in relation to requirements for/use of Public Sector services) 
• Geographic location (in required geographical categories)  
 
How Ashbrook will Achieve High-Quality Delivery Across all Stages of a Project  
 
At the heart of achieving high-quality delivery across all stages of a project is building effective 
working relationships with clients.  This is a principle to which Ashbrook strictly adheres to 
and is a key company KPI.  Our current Customer Satisfaction score is [REDACTED] 
 
Our Task Delivery System will ensure that we will achieve high quality delivery across all stages 
of the project.  Key to this is ensuring effective liaison with relevant stakeholders through pre-
contract, initial commissioning, project development client and project completion client 
meetings.  The extent to which clients such as [REDACTED] have commissioned our company 
on an ongoing basis over many years during the previous and existing Frameworks is evidence 
of the effectiveness in achieving high quality delivery across all projects and at all stages of 
projects undertaken on their behalf.   
 
1.  Task Delivery System 
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Pre-Project 
 
Stage One:  Pre-Contract Meeting.  This meeting is initiated when a brief is received and is to: 
 
• Discuss the brief’s requirements  
• Ensure a detailed understanding of the tasks required is established before tender 

development 
• Discuss the potential for the use of methodologies/approaches other than those 

suggested in the brief  
• Identify/review potential risks associated with the development/delivery of the project  
 
During Project 
 
Stage Two:  Initial Commissioning Meeting ensures that the proposals contained within our 
tender fully meet the requirements of the exercise and identify additions/amendments, if 
required (e.g. relating to information needs or methodologies).  Service Level Agreements and 
a Project Plan are agreed at this meeting, which include key project milestones.   
 
Stage Three:  Project Development Client Meetings are undertaken on an ongoing basis with 
the Framework Public Body Project Managers.  The purpose of these meetings is to design 
information collection mechanisms (e.g. questionnaires or topic guides) and review 
developments in the operational delivery of methodological approaches to be adopted.  An 
appropriate number of meetings are undertaken to ensure that information collection 
mechanisms and the nature/operational delivery of methodologies fully reflect the 
requirements of the contracted tasks.   
 
Stage Four: Piloting Processes.  This involves piloting information collection mechanisms and 
methodologies to ensure their appropriateness and effectiveness. 
 
Stage Five: Ongoing Monitoring and Review of Project Progression ensures all aspects of the 
research accurately reflect our understanding of the contracted tasks.  Its outcomes are 
communicated in a clear and concise manner to the client by the Ashbrook Project Manager.  
 
Post-Project  
 
Stage Six: Project Satisfaction Survey.  Clients are asked to arrange for the completion of an 
online Project Satisfaction Survey by those who had been involved in the development and 
progression of a project in order that our performance can be evaluated.   
 
Stage Seven: Project Completion Client Meeting.  The purpose of this meeting is to review all 
aspects of project delivery and to review the achievement of the service level agreement for 
the project and to capture ‘lessons learnt’ to improve future service delivery.    
 
2.  Working Practices 
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The effective design of methodological approaches and Project Plans will be ensured by: 
 
• Our practice of working closely with clients to ensure the provision of best value, tailored 

research solutions 
• Our existing processes for reviewing/reporting project progression to clients (including 

regular Project Management Information Reports which monitor outcomes in relation to 
key KPIs) 

• The mapping and monitoring of processes being implemented during projects, including 
identifying and monitoring roles and responsibilities of the Project Team and other staff  

 
Adding Value to Our Delivery of Communications and Social Marketing Research and 
Ensuring our Reporting is Concise but tells the Story of the Data and Delivers Real Audience 
Insights  
 
A critical part of our company’s philosophy is to continually add value to all research we 
deliver, including that pertaining to communications and social marketing research.  The 
principal way in which we achieve this is to go beyond simply telling the story of the research 
outcomes and producing reporting outputs which will facilitate actions taken by clients.   
 
This is achieved by reporting outputs incorporating a number of key elements:   
 
• An Executive Summary (which identifies key project outputs that require to be highlighted 

to clients)  
• ‘The story itself’ (incorporating, for example, cross-tabulation of statistical data and the 

content analysis of qualitative information gathered)  
• Key messages (i.e. specific points that clients should take on board/reflect upon when 

considering how to respond to research outcomes) 
• Recommendations (based on the outcomes of the research and drawing upon a previous 

knowledge and expertise in particular types of research)  
• Production of infographics summary reports  
• Providing extracts from reporting outputs which are suited to dissemination to a range of 

audiences  
 
With regard to the final bullet point above, we recognise that clients may have a desire to 
review the entire outcomes of a research study, but also would wish to disseminate outcomes 
to other audiences (either within or outwith their organisation).  Accordingly, as well as 
producing reporting outcomes in their entirety, it is our standard practice to produce 
additional outputs which are more specific in nature, for example, incorporating an Executive 
Summary, key messages and recommendation outputs (which would be more appropriate to 
– and digestible by – a wider audience).   
 
How we will Meet the Tight Timescales that are Sometimes Required by Clients  
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The key principles detailed in our response to Question 1.2.6 relating to accommodating a 
client’s urgent or emergency requirement would be applied in respect of meeting tight 
timescales that are sometimes required by clients, i.e.:   
 
• Reviewing appropriate resources available  
• Reallocating Framework and non-Framework resources, where possible and appropriate  
• Putting in place a Schedule of Activities which has well-defined and achievable milestones 

for project progression  
• Involving subcontractors with appropriate resources, skills and expertise  
 
It should also be stressed that we would always be open and transparent with clients where 
tight timescales they desire are inappropriate/unachievable and fully explain the reasons for 
this being the case.   
 
In all of our previous Framework experience where we have been required to work towards 
tight – but achievable – timescales, these have been met to the satisfaction of our clients, 
including a number of projects undertaken on behalf of [REDACTED] during the pandemic 
which required to be completed quickly in order to inform [REDACTED] response to emerging 
issues.   
 
How Subcontractors will Contribute to the Delivery of Projects and How Ashbrook will 
Manage and Monitor Them  
 
It is recognised that, on occasion, subcontractors can contribute to the delivery of projects, 
including:   
 
• Where Ashbrook’s Framework and non-Framework resources are stretched to the extent 

that the quality of project outputs could be compromised  
• In the unlikely event that specific areas of expertise or skills are required which are 

outwith Ashbrook’s capabilities  
 
Where subcontractors are appointed, this would be on the basis of the adherence to the key 
principles of due diligence, including: 
 
• Ensuring that subcontractors have the level of resource required, have a proven track 

record of delivering on-time, high-quality research outputs and fully understand the 
requirements being asked of them  

• Closely and continuously monitoring the performance of subcontractors through time  
• Putting in place a formal binding contract with subcontractors noting all of the above  
• Ensuring that clients are involved in approving subcontractor appointments  
 
How Risks and Mitigating Actions will be Identified and Mitigating Actions put in Place  
 
We have a Risk Register which effectively allows us to identify, evaluate and manage risks, 
thereby mitigating their impact.   
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The identification of risks and mitigating actions during projects delivered will be underpinned 
by the four key principles of:   
 
• Risk identification 
• Risk assessment (in terms of both likelihood and potential impact) 
• Control of risk (and, in particular, minimising impact) 
• Monitoring of risks (how the scale/nature of risks are changing through time) 
 
These are incorporated within our company’s Risk Management Process (part of our Quality 
Management System and the responsibility of the Ashbrook Project Manager).  The 
implementation of this process ensures that risks are identified/assessed at a very early stage 
and that measures to control and monitor risks are implemented immediately.   
 
Potential risks associated with any project will be discussed with the Framework Public Body 
Project Manager(s) during the Stage One Pre-Contract Meeting, during which the Ashbrook 
Account Manager will detail our process for identifying risks and mitigating actions, how this 
process will be implemented, managed and monitored and who will be responsible for doing 
so within the Project Team.   
 
Word Limit – 2400; Word Count - 2399 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.2.4  
Weighting 15% (Word Count 800) 
 
Please detail your organisation’s plans for implementing a process of continuous improvement 
that will ensure that best practice is followed when delivering the service paying particular 
attention to the following:   
 
• How you will you ensure staff are trained and developed in order to keep up to date with 

a Framework Public Body’s organisation and culture, with best practice, market 
developments and emerging technologies, so as to provide a current and innovative 
service to Framework Public Bodies 

• Proposals to monitor and improve your on-going levels of service e.g. customer liaison/ 
satisfaction surveys and how this information will be fed into the continuous improvement 
process. 

 
 
Ensuring Staff are Trained and Developed to Keep Up to Date with Organisation and Culture  
 
On an annual basis, all full-time staff participate in a Performance Review Meeting, during 
which their performance is reviewed, a training gap analysis undertaken and a Training Plan 
put in place which identifies areas of required knowledge/skills improvement and how these 
will be addressed.  In addition, for each project during Project Team development meetings 
and Project Team review meetings, the skills, abilities and knowledge of all team members 
are reviewed to ensure that they are fulfilling their roles effectively.   
 
Researchers are briefed before each project to ensure that they fully understand the 
requirements of the study and what the Framework Public Body is aiming to achieve.  
Questionnaires completed by Researchers on each project are reviewed on an ongoing basis 
so that any further instruction or training needs can be identified.  On an annual basis, 
Performance Review Discussions are undertaken with all Researchers to identify/address 
their skills and development needs.   
 
The training and development processes outlined above are detailed in our ISO Accredited 
Quality Management System. 
 
Keeping Up to Date with a Framework Public Body’s Organisation and Culture with Best 
Practice, Market Developments and Emerging Technologies  
 
Two mechanisms will be put in place (as during the existing Framework and during the 
previous Framework) - Environmental Scanning and External Benchmarking.   
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1. Environmental Scanning involves monthly reviews of key developments within our 
industry, the Public Sector in Scotland in general and Framework Public Bodies in 
particular.  These reviews seek to identify:   

 
• Emerging issues and trends  
• Key policy decisions  
• Emerging initiatives  
• Policy and practice reviews  
 
Environmental Scanning is primarily undertaken through reviews of relevant online 
resources and published documentation.  
 

2. External Benchmarking exercises are undertaken on a quarterly basis through online 
reviews of published research outputs both within and outwith the Public Sector.  These 
exercises are of critical importance in ensuring that we: 

 
• Are aware of key research themes within the Scottish Public Sector and the outcomes 

of research activities (including research themes/outcomes of research pertaining to 
the pandemic over the past two years) 

• Identify and review best practice within the Market Research industry in terms of 
methodologies, techniques and technologies utilised (including discussions that took 
place within the industry relating to the outcome of the Brexit vote which had not 
been predicted by most research companies)  

 
Both our Environmental and External Benchmarking mechanisms have had a very positive 
input to research delivered under the existing Framework – including in relation to COVID-19 
– and will continue to do under the new Framework. 
 
Monitoring and Improving our Ongoing Levels of Service  
 
The following processes – which form part of our [REDACTED] Accredited Quality 
Management System – will be applied in order to monitor our service levels, with areas for 
improvement being identified for action: 
 
• Developing the existing high levels of skills, abilities and qualifications of company 

personnel  
• Continued application of the principles of best practice which are part of Market Research 

Society Standards 
• Meeting and, where possible, exceeding requirements placed upon our company as an 

MRS Company Partner  
• Applying the [REDACTED]  Accredited Quality Management System  
• Implementing a range of formal mechanisms (detailed below) to ensure standards of 

service delivery improve continually  
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Key elements of these processes are Project Reviews (both during projects and on completion 
of projects), Project Satisfaction Surveys and our Improvement Log Register.   
 
Project Reviews 
 
Project Reviews have both internal inputs (through Project Team Review Meetings) and 
external inputs (through Project Completion Client Meetings).  These meetings are the basis 
for the production of a Project Review Report which incorporates suggestions that are taken 
on board for future service delivery improvements.  
 
Project Satisfaction Surveys  
 
At the end of each project, clients are asked to complete an online Project Satisfaction Survey, 
the outcomes of which are included in the Project Review Report and ensure that we identify 
areas for service improvement on an ongoing basis. 
 
Improvement Log Register 
 
To seek continued improvement, we operate an Improvement Log process within our Quality 
Management System.  In accordance with the open and collaborative culture of our company, 
all individuals involved in each project - including Framework Public Bodies - are asked to 
contribute to Improvement Logs.  
 
Examples of improvements to our level of service resulting from the processes noted above 
are: 
 
• Increased levels of use of telephone conferencing with clients, which allow greater 

interaction and consultation with clients and enhance the quality of project 
activities/outputs (and promote environmental benefits) 

• Upgrading of our broadband provision as a result of difficulties identified which greatly 
improved the quality of telephone conference calls with clients 

 
Responsibility for the Activities and Processes Detailed in our Response to this Question 
 
Ashbrook’s [REDACTED] will have overall responsibility for monitoring of all activities and 
practices detailed in our response to this question, with Ashbrook [REDACTED]having 
operational responsibility. 
 
Word Limit – 800; Word Count - 797 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.2.5  
Weighting 10% (Word Count 600) 
 
Please provide details of how you will ensure that sufficient capacity exists at all times to 
deliver the Framework, including Framework transition and periods of high demand, and how 
you will ensure that there is a consistent level of appropriate quality of service provided to 
Framework Public Bodies, regardless of spend or geographical spread across Scotland. 
 
 
Ensuring that Sufficient Capacity Exists at all Times to Deliver the Contract 
 
Internal Project Management Model 
 
Ashbrook’s approach to ensuring that sufficient capacity exists at all times to deliver 
contracts, including contract transition and periods of high demand, is ensured by our Internal 
Project Management Model which has been successfully applied under the existing and 
previous Frameworks, with no instances of insufficient capacity during these Frameworks. 
 
[REDACTED] 
 
The Team at Ashbrook  
 
Since being established in [REDACTED], Ashbrook’s Senior Management Team has changed 
very little, with only one member of our team having semi-retired (who provides us with 
advice on an ongoing basis, as noted later in this tender document).  Key responsibilities of 
this team are to ensure that we have capacity to fulfil all obligations pertaining to all projects 
in all respects. 
 
Their roles are as follows:   
 

Role 
 

Named individuals 

Ashbrook Account Manager [REDACTED] 
Ashbrook Project Managers [REDACTED] 
Operational Head: Fieldwork [REDACTED] 
Operational Head: Data Processing & 
Analysis  

[REDACTED] 

 
As part of ensuring sufficient capacity exists: 
• [REDACTED] will be supported by our team of data processors and data analysts.   
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• [REDACTED]also has a significant direct input to qualitative research activities 
undertaken and is supported by three highly experienced research professionals:  
o [REDACTED]  
o [REDACTED] 
o [REDACTED] 
o  

• Ashbrook has two teams of highly experienced Researchers who conduct quantitative 
research activities:  one in-house team that conducts telephone interviews and a 
Scotland-wide team that conducts face-to-face interviews. 

 
Mitigating Activities  
 
The following mitigating activities for periods of peak demand are in place: 
 
• Capacity planning: 

o projects are carefully planned in advance to minimise peaks 
o priority is given to Framework projects and, where required, resources reallocated 

from non-Framework projects  
 
• Facilities: 

o utilising technology to allow additional staff to work remotely 
o streamlining processes to allow fewer staff to provide the same level of service 

• Staff: 
o existing staff working additional shifts during week day office hours, week day 

evenings and weekends  
o researchers moving between the Fieldwork and Telephone teams  
o additional staff being employed where capacity planning identifies potential issues 

 
Ensuring that there is a Consistent Level and Appropriate Quality of Service Provided to 
Framework Public Bodies 
 
Standards of service delivered by Ashbrook will be consistent regardless of spend or 
geographical spread across Scotland.  This has been previously achieved – and will continue 
to be achieved – by: 
 
• Reviewing all invitations to tender received and identifying the ways in which projects will 

be delivered in accordance with levels of service required 
• Monitoring service levels delivered to all Framework Public Bodies  
 
The [REDACTED]will be responsible for assessing the consistency and Quality of Service by:   
 
• Monitoring and reviewing all reporting outputs for each project 
• Monitoring and reviewing customer satisfaction surveys undertaken after each project  



Scottish Government: 
Tender – SP-21-017 

 Page 3 of 3   

• Having ongoing contact with Framework Public Body Account Managers (in order to seek 
feedback from Framework Public Bodies across Scotland) 

 
Where inconsistencies are identified, these will be immediately addressed and resolved, with 
these actions being fed into our Task Delivery and Improvement Log Systems in order to 
ensure that they do not recur. 
 
The rigorous application of our Risk Management Process ensures a consistent level and 
appropriate quality of service is provided to the Framework Public Bodies. 
 
Finally, it should be stressed that the application of the processes described identified no 
notable deficiencies in levels and quality of service delivered to all Framework Public Bodies 
in projects delivered under the existing and previous Frameworks.   
 
Word Limit – 600; Word Count - 595 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.2.6 
Weighting 10% (Word Count 800) 
 
Where a Framework Public Body has an urgent or emergency requirement, please provide, in 
detail, your structure for accommodating unforeseen requirements of this nature and your 
proposed formal processes to initiate such activity under each situation.   
 
 
Structure to Accommodate an Urgent or Emergency Requirement  
 
As a direct result of our involvement in the existing and previous Frameworks, Ashbrook 
already has in place a formal structure (our Code Red Action Plan) to accommodate a client’s 
urgent or emergency requirements.  The Plan is initiated by Ashbrook when notified of such 
a need, with the client being made fully aware of, informed about and involved in the 
application of this immediate and emergency service.  
 
Stage 1 
 
A key element in our company’s Code Red Action Plan is our Resource Availability Matrix. 
This Matrix applies to all resources available to Ashbrook, i.e. the Framework and non-
Framework resources. 
 
The key elements of this Matrix relate to the availability of: 
 
• Key project personnel 
• Researchers 
• Personnel/resources in respect of data processing and analysis 
• Appropriate subcontract and Associate personnel 
 
Accordingly, when a client has an urgent or emergency requirement, we review the Resource 
Availability Matrix as it applies to the Framework, and answers are sought to four questions: 
 
1. What resources are required to meet the urgent/emergency requirement, when and for 

how long? 
2. Do we have sufficient Framework resources immediately available that could be 

allocated to this requirement? 
3. If not, can Framework resources be reallocated to meet this requirement without 

impacting on the timescale, quality and integrity of other Framework projects? 
4. If not, is there an alternative means by which this requirement can be met, including the 

use of non-Framework resources (including subcontractors and Associates)? 
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Stage 2 
 
If dedicated Framework resources can be reallocated, then our Task Delivery System will be 
initiated. 
 
If there was to be a need to allocate non-Framework resources to meet an emergency or 
urgent requirement, this will only be done in the full knowledge - and with the approval - of 
the Scottish Government and in accordance with agreed provisions in respect of approval for 
change of named individuals.   Thereafter, our company’s Task Delivery System will again be 
implemented. 
 
Non-Framework resources are used on an ongoing basis for projects which are undertaken 
outwith the existing Framework.  This includes a pool of experienced individuals who can be 
called upon to provide additional resources.   
 
If required, subcontractors would be appointed in order to accommodate an urgent or 
emergency requirement, with these subcontractors being carefully selected, managed and 
monitored in terms of ensuring that they have the level of resource required to support 
Ashbrook, that they have a proven track record of delivering on-time, high-quality research 
outputs and fully understand and appreciate the requirements being asked of them.   
 
Although a formal process for the allocation of non-Framework resources to Framework 
projects is in place, it should be stressed that there has never been the need to do so for any 
projects under the existing Framework. 
 
Formal Processes for Initiating the Code Red Action Plan  
 
As is the case under the existing Framework, our Code Red Action Plan will be initiated on the 
following basis: 
 
[REDACTED] 
 
Framework Public Bodies will be informed that urgent or emergency requirements can be 
notified to Ashbrook from Monday to Friday during working hours by phoning a dedicated 
number.   Outwith working hours from Monday to Friday and at weekends, Framework Public 
Body Account and Project Managers will be informed that [REDACTED]can be contacted on 
[REDACTED] mobile number in order to ensure that we can initiate an immediate and 
emergency service on a 24/7 basis.  In the event that [REDACTED] is not available, a contact 
telephone number will be provided for [REDACTED] ([REDACTED] Depute). 
 
Thereafter, the standard procedures associated with all projects in terms of the development 
(of questionnaire samples, etc), allocation to Researchers, briefing of Researchers and setting 
up of data preparation, analysis and reporting requirements will be put in place. 
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Examples of Successful Responses by Ashbrook to Urgent or Emergency Requirements 
Under the Existing Framework 
 
An example of this relates to a project undertaken in [REDACTED] on behalf of [REDACTED] 
where circumstances surrounding COVID-19 meant that an immediate and significant change 
had to be made to the methodological approach for this project in order to ensure that a 
sufficient amount and quality of data was gathered.  Working in conjunction with our client, 
a solution was found within [REDACTED] hours which maintained the integrity of the data 
gathered and ensured that the aims and objectives of the project were fully met.   
 
Urgent or emergency requirements can also emerge during projects.  For example, in 
[REDACTED]during a study being undertaken on behalf of [REDACTED], the impact of COVID-
19 meant that the methodological approach adopted was proving ineffective due to 
difficulties in achieving target participant numbers.  Accordingly, through consultation with 
[REDACTED], alternative methodological approaches were developed/applied within two 
working days.  This meant that the required project outputs were delivered to the original 
specification of the project.  
 
Word Limit – 800; Word Count - 793 
 



Scottish Government: 
Tender – SP-21-017 

 Page 1 of 11   

Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.3.2 
Weighting 60% (Word Count 2400 excluding CVs, 250 per CV) 
 
Please find instructions attached.  Tenderers are required to answer the question contained in 
the attachment.   
 
Account Management - Please provide a detailed breakdown of your proposed Account 
Management delivery 
 
 
Key Principles of our Account Management Delivery  
 
There are a range of key account management principles which are at the core of our delivery.  
These have been consistently demonstrated in the delivery of all projects to which we have 
been appointed during successive Scottish Government Framework Agreements since their 
inception in [REDACTED] and are as follows:   
 
• Building relationships with clients in order that they can build trust and confidence in us  
• Liaising effectively with those we work with to ensure smooth and effective project 

progression  
• Contribute proactively to project development and delivery  
• Being reliable and, in particular, making sure that the promises we make are fully 

delivered, on time and to the high standard required  
• Ensuring that we always develop and communicate clear plans of action with which our 

clients agree and fully understand  
• Always looking forward to the future in areas such as market intelligence, technologies 

used, emerging research techniques and the skills of our workforce in order to ensure that 
we effectively reflect developments in these regards in order to ensure and future-proof 
our service delivery through time  

• Always ensuring that we provide a tailored service to clients on each and every project for 
which we are commissioned and, in particular, absolutely avoid off the shelf solutions.  
This is achieved by ensuring that the development, delivery and reporting of projects are 
always on a strictly bespoke basis and exactly meet/reflect the specific needs and 
circumstances of every commission 

• Communicate effectively with clients before, during and after a project in order that we 
fully understand their needs, react appropriately to these needs and provide outputs 
which reflect their needs  

 
The application of these key principles to promote effective account management delivery is 
evidenced by:   
 
• Our organisation structure for providing the service 
• Our Senior Management Team hierarchy  
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• The skills, expertise and experience of our Framework Project Team  
• The support staff who will be responsible for administering the Framework 
• Our ability to deliver and manage services for all geographical locations  
• Our mechanisms for approval of changes  
• The contingencies we have in place to ensure business continuity  
• Formal interfaces between the Account Manager and other internal staff  
• Internal standards and monitoring of approval/sign-offs  
• Our complaints procedures and escalation processes  
• Our ongoing process for training, developing and monitoring the performance of Account 

Managers  
 
The application of these key principles to promote effective account management delivery is 
evidenced by the following. 
 
Organisational Structure for Providing the Service  
 
Strong account management is of critical importance in ensuring that there is a consistent 
high level and appropriate quality of service provided to Framework Public Bodies.  Ashbrook 
has in place a robust and effective account management structure which has been 
successfully utilised under the existing and previous Frameworks.  
 
This structure will, as before, produce research outcomes which are of consistently high 
quality, relevance and value and will allow us to develop effective working relationships with 
Framework Public Bodies.  The success of our account organisational structure is reflected in 
a Customer Satisfaction rating for projects undertaken under the existing Framework of 
[REDACTED] 
 
[REDACTED] 
 
It is proposed that each Framework Public Body will nominate an individual as its Account 
Manager (Framework Public Body Account Manager).  The [REDACTED] will act as the 
principal point of contact with [REDACTED]who will manage the projects that make up the 
account of that Body ([REDACTED]).   
 
The [REDACTED] will have responsibility for liaising with [REDACTED] (i.e. the individuals 
within Ashbrook responsible for developing/delivering projects) and for ensuring that any 
operational issues are communicated to/resolved to the satisfaction of the Framework Public 
Body Account Manager.   
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Senior Management Team Hierarchy  
 
[REDACTED] 
 
Our Senior Management Team consists of [REDACTED] highly experienced research 
professionals – [REDACTED] – who have successfully managed all projects under the existing 
Framework (with [REDACTED] having done so on all other previous Frameworks).   The 
extremely high levels of Customer Satisfaction for all of these projects demonstrate that this 
is a highly effective management process as it allows a dedicated, highly motivated and 
highly skilled team of individuals to focus their efforts on projects undertaken under the new 
Framework.  This will ensure continuity of service delivery which, in turn, will mean that 
project processes and outputs continue to be of the highest possible standard. 
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Curriculum Vitae for the Framework Project Team  
 
[REDACTED] 
 
(Word Limit - 250; Word Count - 249) 
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[REDACTED] 
 
 
(Word Limit - 250; Word Count - 250) 
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[REDACTED] 
 
(Word Limit - 250; Word Count - 246) 
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[REDACTED] 
 
(Word Limit - 250; Word Count - 248) 
 
Support Staff who will be Responsible for Administering Projects Undertaken under the 
Framework  
 
[REDACTED] will have a key role to play in managing and overseeing the administration of 
projects undertaken under the Framework.  In particular, [REDACTED] will have responsibility 
for ensuring that all administrative activities are appropriate, effective and are carried out to 
a high standard.   
 
[REDACTED]  and other members of our Senior Management Team are supported by our 
Operational Team, which is headed up by [REDACTED].  [REDACTED]  and [REDACTED] team 
are highly skilled and experienced and play a key role in ensuring effective and efficient 
service delivery.   
 
We are also very fortunate to have access to [REDACTED].  [REDACTED]  contributing 
significantly to many of our previous Framework projects until [REDACTED].  
  
[REDACTED]  has an enormous knowledge of the Market Research industry and has vast 
experience in terms of the management of fieldwork processes.  Accordingly, [REDACTED] on 
a regular basis to seek [REDACTED] advice, guidance and thoughts.  This contributes 
significantly to the ability of our company to develop our Researchers and produce fieldwork 
outputs for fieldwork outcomes of the highest possible quality.   
 
How the Services will be Delivered and Managed for all Geographical Locations  
 
With respect to qualitative research, [REDACTED] and our team of Senior Researchers have 
undertaken face-to-face interviews and focus groups across Scotland and will do so under the 
new Framework.  In terms of quantitative research, Ashbrook has a highly experienced and 
highly trained team of Researchers who are located across Scotland.  This allows us to cover 
around 90% of geographical locations in the country.  However, in the rare event that an area 
is not covered by our Researcher Team, arrangements are made to allow Researchers to travel 
to these locations and, if required, stay overnight to achieve project requirements, thereby 
allowing us to cover the whole of Scotland when conducting quantitative research.   
 
It should also be stressed that readiness for any relaxation of COVID-19 rules which impacts 
on face-to-face contacts by Researchers, plans are already in place to allow us to react rapidly 
if and when regulations change.  Indeed, this has already been implemented in a number of 
recent face-to-face studies, including on behalf of SQA.   
 
Much of the research that has been undertaken under the existing and previous Frameworks 
has involved online surveys and telephone interviews (both structured and in-depth).  
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Accordingly, the applications of these methodologies pose no issues in terms of geographical 
coverage. 
 
All services will be delivered from our offices in [REDACTED]  . 
 
Mechanisms for Approval of Changes to the Proposals Noted Above  
 
Our arrangements for the delivery and management of services (for all geographical 
locations) are strongly embedded within Ashbrook’s strategic and operational practices, as 
defined in our [REDACTED]  Accredited Quality Management System.  Accordingly, there is 
very minimal likelihood of a requirement for change in these arrangements.  Nonetheless, in 
the event that this was to be the case (for example, if new best practice was identified), this 
will immediately be made known to the Framework Public Body’s Partners, details of any 
change will be proposed and formal approval sought from the Partners before any change is 
made.   
 
In the highly unlikely event that our Senior Management Team changes during the period of 
the Framework, this will immediately be made known to the Framework Public Body’s 
Partners and details of the proposed replacement (in terms of experience, qualifications and 
areas of expertise) will be provided, with the formal approval of the Partners being sought 
before this individual is appointed.   
 
Contingencies to Ensure Business Continuity 
 
During the entirety of the existing Framework, Ashbrook has delivered 100% business 
continuity, i.e. there have been no instances where absenteeism has occurred through 
holidays, sickness or key personnel leaving, or any emergency situations which have impacted 
on the quality or on-time delivery of projects.  This is due to the close interpersonal and 
working relationships of our Senior Management Team and is due to the implementation of 
a range of formal processes through our Business Continuity Plan (BCP) which is reviewed 
and amended as required on an ongoing basis by [REDACTED].   
 
The BCP was utilised in March 2020 following the implementation of the COVID-19 lockdown 
restrictions.  This allowed us to transition to continue to work with and meet our clients’ 
requirements during these unprecedented times, thereby ensuring business continuity.   
 
With regard to holidays, business continuity will continue to be ensured through annual leave 
scheduling.  In addition, before annual leave for any member of the Senior Management 
Team, there is a formal project handover process, which is overseen by [REDACTED] and 
includes the transfer of responsibilities to a nominated depute (as noted below), together 
with a written and verbal briefing of tasks which require to be completed and their associated 
timescales.   
 

Framework Project Team Member  
 

Depute  
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[REDACTED]  [REDACTED]  
[REDACTED]  [REDACTED]  
[REDACTED]  [REDACTED]  
[REDACTED]  [REDACTED]  

 
With regard to key personnel leaving, it should be noted that all members of our Senior 
Management Team have worked with Ashbrook for many years, have a strong commitment 
to Ashbrook, none have indicated any desire or intention of leaving the company and it is 
highly unlikely that they will do so.  Nonetheless, each of the Team members has a minimum 
notice period of three months which will be sufficient to recruit a suitable person to replace 
that individual. 
 
With regard to sickness or emergency situations, such occurrences will continue to be 
addressed through: 
 
• Effective review and realignment of work priorities 
• Access to additional support as required (in accordance with the mechanisms noted 

above for the approval of change for named individuals) 
 
These processes will be the responsibility of [REDACTED]. 
 
Ashbrook also works closely with Framework Public Bodies in order to overcome business 
continuity issues or problems that they encounter by ensuring that every effort is made to 
help alleviate such problems (for example, by liaison with alternative members of staff or 
seeking alternative project delivery solutions).  A recent illustration of this related to a 
Framework Public Body’s Account Manager who took the opportunity to retire at short 
notice.  Once his successor had been appointed, Ashbrook immediately met with her to brief 
her on all aspects of our relationship with that Body, including the systems and structures 
which we had in place to deliver projects on their behalf and to review current and previous 
projects that had been delivered for this Body. 
 
Formal Interfaces Between the Account Manager and Other Internal Staff 
 
The Ashbrook Account Manager has responsibility for ensuring that there is effective 
interaction between himself and the Senior Management Team.  This will be achieved 
through ongoing day-to-day contacts, our culture of open communications and through his 
attendance at:   
 
• Project Team Development Meetings: which are undertaken on a weekly basis for each 

project  
• Project Team Review Meetings: which are undertaken after the completion of each 

project 
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Accordingly, through these informal and formal mechanisms, the Account Manager will have 
a detailed understanding of projects being undertaken for each Framework Public Partner. 
This will facilitate the effective process of account management on behalf of each Partner.   
 
Internal Standards and Monitoring of Approvals/Sign-Offs 
 
During Project Team Development and Project Team Review Meetings, internal standards and 
monitoring of approvals/sign-offs will be discussed in detail.  In particular, the standards 
associated with these activities will be monitored and reported on by [REDACTED] on an 
ongoing basis in order to ensure that they meet the stringent standards required by each 
Framework Public Body Partner.   
 
Complaints Procedures and Escalation Process  
 
Throughout the period of Ashbrook’s delivery of research services under the existing and 
previous Framework Agreements, there have been no notable or significant complaints made 
in relation to any project.  Although occasional minor operational difficulties were 
encountered with projects, none of these escalated into a complaint.   
 
On the basis of our historical performance, we believe that the risk of complaints not being 
resolved to the satisfaction of clients is extremely low.   
 
The key principles underpinning our Complaints Procedure (as detailed in our ISO Accredited 
Quality Management System) is to ensure that complaints are dealt with quickly, effectively 
and efficiently and that resolutions to complaints are achieved which are entirely to the 
client’s satisfaction.  The key elements of this procedure are as follows: 
 

Occurrence  
 

Actions  

Complaint raised by client  • Formal recording of complaint 
• Detailed discussion of the extent and nature of 

problem  
• Formulation of appropriate response to complaint  
• Response to client  

Escalation of complaint by client  • Formal recording of escalation of complaint by 
client  

• Detailed discussion of the extent and nature of the 
escalated problem 

• Formulation of appropriate response to complaint  
• Response to client 

 
All communications with clients concerning complaints will be confirmed verbally and 
recorded and, where actions are taken, these will be recorded and formed into an 
Improvement Log for future reference, including in relation to remaining actions required.     
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Upon the resolution of any complaint, we will review:   
 
• The feasibility of improvements and change in working practices  
• The risk of a similar complaint being raised in future  
• Any other actions which could be taken to avoid recurrence of similar issues, difficulties 

or problems  
 
The outcomes of these processes will be recorded by [REDACTED], will be incorporated in an 
Improvement Log for future reference and communicated to the client. 
 
Training/Development and Monitoring of Performance of the Account Managers 
 
The monitoring of the performance of the Ashbrook Account Managers will involve elements 
of both internal and external review: 
 
• Internally:  review of performance during Project Team Review Meetings  
• Externally: review of performance during Final Project Client Meetings  
 
These mechanisms will identify improvement requirements that will be addressed by Account 
Managers receiving appropriate training/development.  The performance of Account 
Managers in relation to areas of identified weakness will be monitored by [REDACTED] to 
determine if training/development activities which they have undertaken have sufficiently 
addressed weaknesses identified.   
 
On an annual basis, all staff – including Account Managers – participate in our Annual Staff 
Review Process.  This provides a further mechanism by which their training and development 
needs are identified and addressed. 
 
Word Limit Main Text – 2400; Word Count – 2399 
Word Limit CVs – 250 per CV; Word Counts – 249/250/246/248 
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Technical Envelope:  1.3  
Account Management Business Management  
Section Weight = 35%  
Ashbrook Research & Consultancy Ltd – Question 1.3.3 
Weighting 30% (Word Count 1500) 
 
Business Management - In order to meet the contract management requirements outlined in 
Schedule 1 and Schedule 1A of the Model Framework Agreement, the Contractor must have 
well established formal tracking tools to deliver the service, ensuring business continuity at all 
times. These must be used as a formal monitoring mechanism within your organisation. Please 
provide a detailed breakdown of your processes for tracking and delivery, paying particular 
attention to the following: 
 
• details of all tools and processes to track and report on progress of tasks and how you keep 

abreast of the latest tools and technologies in the sector; 
• details of the management of reporting arrangements in play to monitor tasks; 
• details of how these outputs will contribute to the management of risk and inform future 

activities;  
• details of formal methods/process for identifying and addressing errors, including how and 

at what stage the Framework Body is informed  
 
 
Context of Our Response  
 
We have a detailed, systematic approach to contract management.  This has been formalised 
within our Quality Management Systems and incorporates a number of key tools/processes 
which:   
 
• Have been consistently and successfully implemented across all projects undertaken 

under the existing Framework  
• Are fully embedded elements within our Project Management Models  
• Were in place before Ashbrook was appointed to the existing Framework 
• Were enhanced and developed during the existing Framework 
• Are rigorously recorded, monitored and auditable and are reviewed to reflect client 

requirements and industry best practice 
 
Tools and Processes Proposed to Track and Report on Progress of Tasks 
 
At the Initial Commissioning Meeting for each project, a Project Plan is developed which 
identifies: 
 
• Key requirements/processes 
• Actions required to satisfy these key actions/processes  
• Individuals responsible  
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• Timescales  
 
This Project Plan is used as the formal basis through which progression of tasks is tracked and 
reported upon, including the provision of feedback to clients using a method and a frequency 
they desire.  Progression towards the achievement of key project milestones are reviewed on 
a weekly basis in order to ensure that they are being met within agreed timescales and, if not, 
that potential and actual slippages in timescales can be identified and remedial actions taken 
as part of the Task Delivery System.   
 
Keeping Abreast with the Latest Tools and Technologies in the Sector  
 
Ashbrook undertakes an ongoing programme of External Benchmarking exercises.  These 
exercises are undertaken on a quarterly basis through online reviews of published research 
outputs, including: 
 
• [REDACTED] 
• [REDACTED] 
• [REDACTED] 
• [REDACTED] 
• [REDACTED] 
• [REDACTED] 
• [REDACTED] 
 
These exercises are of critical importance in ensuring that we can identify and review best 
practice in the market research industry in relation to methodologies, techniques and 
technologies utilised.  These exercises have had a very positive input to research delivered 
under the existing and previous Frameworks (e.g. through more effective use of online 
research tools and the upgrading of data analysis software) and will continue to be reflected 
in our ability to respond effectively to the emerging complex and dynamic research needs of 
Framework Public Bodies. 
 
Proposed Management Reporting Arrangements Employed to Monitor Tasks 
 
Each project incorporates a programme of [REDACTED], during which all relevant 
management information is provided verbally to the Framework Public Body Project 
Manager. 
 
In addition to these meetings, the Framework Public Body Project Manager is provided (at a 
frequency of his/her choosing) with [REDACTED]incorporating:   
 
• Review of progress on key action points  
• Review of progress towards achievement of key project milestones   
• Identification of difficulties or problems emerging (and actions proposed and/or 

implemented to address these difficulties or problems)  
• Response mechanism for comments and queries from the client  
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Contribution of Outputs to the Management of Risk and Informing Future Activities 
 
The tools/processes detailed above have a critical role in terms of our approach to managing 
risk and informing future activities.  The [REDACTED] and [REDACTED] processes allow the 
early identification of problems (as in accordance with our Risk Contingency Plans), both in 
terms of their nature and scale. 
 
Immediately upon a problem being identified that could impact on the successful delivery of 
a project, the following Risk Management Process is implemented: 
 
[REDACTED] 
 
The outcomes of these processes in relation to the identification, assessment and resolution 
of problems are critical in terms of managing risk in respect of any specific project, but are 
also fed into Project Review Reports in order that lessons can be learnt and applied in the 
delivery of future research activities. 
 
Project Management Information Reports are tailored for each project and for each 
Framework Public Body and are clear, accessible and concise.  If required, ad hoc 
management information will be provided where this is requested by a client or felt to be of 
value by ourselves.  For example, ad hoc management information is provided to one 
Framework Body Project Manager with whom we work under the current Framework who 
often requires to provide updates to his Senior Management Team.  
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Formal Methods and Processes for Identifying and Addressing Errors or Under-Delivery  
 
Ashbrook has an excellent track record in delivering projects on time and to a standard with 
which clients are highly satisfied, both for Framework and non-Framework research 
undertaken.  Our Customer Satisfaction rating is [REDACTED]for existing Framework projects.   
 
In the unlikely event that there will be the need to address the recovery of late or incorrect 
projects, our [REDACTED]will be put in place by [REDACTED], incorporating:   
 
• Commitment to inform the Framework Public Body Project Manager of the potential for 

late or incorrect project delivery within one working day of this potential being identified  
• Commitment to put forward proposals for recovery within three working days  
• Recovery Plan Agreement Document to be approved by the Framework Public Body 

Partner Project Manager (relating to the proposed Recovery Plan and its timescales) 
before being implemented 

 
It should be noted that there has been no need to implement this process in relation to any 
projects undertaken under the previous or existing Frameworks.   
 
Management Information  
 
Examples of management information provided to Framework Public Bodies for projects 
under the existing and previous Frameworks - and will be provided under the new Framework 
- include: 
 
• Reporting on project progression to date – in terms of meeting key project milestones 
• Identification of ‘next steps’ of the research process against prescribed timescales 
• Identification and review of any difficulties/problems that have emerged to date and the 

actions taken to resolve these problems (together with their outcomes) 
• Identification of potential or anticipated difficulties/problems (and proposals to resolve 

these should they arise) 
• Monthly/quarterly spend figures 
 
At tender stage, discussions will be undertaken with the Framework Public Body to determine 
the type, frequency and format of management information required. 
 
As part of the ‘rolling’ Project Management Reporting Process, management information will 
be provided as follows: 
 
• During Project Development Client Meetings (undertaken throughout each project - 

verbal Project Management Briefing by the Ashbrook Project Manager to the Framework 
Public Body)  

• In Project Management Information Reports (delivered by e-mail on a fortnightly basis, 
or otherwise, as required by each Framework Public Body for each project) 
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• Through quarterly spend figures (returned by e-mail) to the Scottish Government 
Procurement Department detailing billing and value for money savings for each project 
(which averaged [REDACTED] for existing Framework contracts)  

• Through quarterly reporting of sustainability and community benefits to the Scottish 
Government  

 
[REDACTED] of Management Information Reports have been delivered on or ahead of 
schedule during the existing Framework. 
 
Using Management Information to Identify and Manage Activities Across the Framework  
 
Management information provided to Framework Public Bodies for projects will be collated 
and reviewed on a quarterly basis by [REDACTED].  This allows identification of areas where 
Ashbrook is performing well and areas where improvements could be made.   
 
After each study, a [REDACTED]is produced.   This Report – as well as taking into account the 
Project Management Information Reports produced during each study – also makes reference 
to: 
 
• Client feedback received during the course of the project development implementation 

process 
• Client feedback received from the Customer Satisfaction Questionnaires 
 
As part of this process, consideration is given to the issue of management information and 
where clients have noted areas of additional need in this regard or deficiency – the project 
management information portfolio for that client is revised. 
 
Applicable Business Continuity Management Standards and Ensuring the Services Delivered 
in the Event of an Emergency Situation Occurring  
 
Applicable Standards 
 
Ashbrook’s business continuity planning follows the objectives of [REDACTED] 
 
Processes and Procedures to Ensure the Service is Delivered in the Event of an Emergency 
Situation Occurring  
 
Ashbrook has a robust Business Continuity Plan which provides detailed instructions in 
relation to actions for foreseeable incidents such as fire, equipment failure, etc.  This plan 
describes Ashbrook’s processes and procedures to ensure that the business can continue to 
operate after such an incident.  The plan is tested and reviewed on an annual basis to ensure 
all staff are aware of how to respond to an emergency situation.  
 
Word Limit – 1500; Word Count – 1495 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.3.4  
Weighting 10% (Word Count 1200) 
 
Please find instructions attached.  Tenderers are required to answer the question contained in 
the attachment.   
 
Tenderers are required to demonstrate their organisation’s approach to information security 
and the controls that are in place to protect the data shared with them and to ensure 
continuity of the service offered by providing a brief statement for each of the objectives.   
 
 
Management approach to Information Security and Data Protection, including 
Responsibilities and Risk Assessment 
 
The importance of cyber resilience is reflected in Ashbrook’s existing robust processes.  
Ashbrook understands that this is a critical issue for ourselves and our clients.  These risks are 
always captured in project Risk Contingency Plans and mitigated by the processes detailed.  
These processes have meant that we have not suffered any data breaches or losses of data. 
 
We have implemented the Cyber Essentials scheme and are certified to this standard. 
 
Details of policies followed, including those for assessing future risks:  
 
1. Information Security Policy – this policy and its procedures describe how Ashbrook 

protects information assets, ensures that there are controls in place proportionate to the 
risks, complies with relevant legal and customer requirements and the processes for 
continual improvement of information security. 

2. IT Security Policy 
3. Mobile Use Policy BYOD 
4. Mobile Use Policy Corporate 
5. Password Policy 
6. Business Continuity Plan (incorporating Disaster Recovery process) - contains detailed 

instructions of actions for foreseeable incidents such as fire, data compromise, equipment 
failure, etc.  It describes the processes and procedures to ensure that the business can 
continue to operate after such an incident. 

7. Data Protection Policy – describes how Ashbrook complies with the Data Protection Act 
2018 (DPA 2018), the UK General Data Protection Regulation (UK GDPR) and Data 
Protection & Research: Guidance for MRS Members and Company Partners, 2019. 

 
Ashbrook’s IT Security Policy, Password Policy and Cyber Essentials Certificate are attached to 
this tender.  All other policies will be available upon request. 
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Where data will be processed and how it will be secured, including any encryption controls 
and also including the measures put in place with subcontractors 
 
1. Ashbrook’s Computer Systems are appropriately protected to prevent unauthorised 

access by applying a level of encryption to sensitive or critical information which is 
proportionate to the business risk. 

2. All personal data is stored within the UK/European Union. 
3. All Confidential Information transferred outside of Ashbrook is encrypted prior to 

transfer.  
4. All removable media, including memory sticks, are encrypted. 
5. Mobile Device hard drives are encrypted.  
6. Mobile Devices are protected by passwords or PIN numbers.  
7. E-mails (including attachments) are encrypted whenever Confidential Information is 

contained or attached. 
8. Ashbrook’s policies also apply to subcontractors. 
 
Confidential Information in transit will always be encrypted.  Data which is already in the 
public domain (or would be of no adverse significance if it was to be so) may be sent 
unencrypted. 
 
How data will be secured during transmission between the Scottish Government, the 
contractor and subcontractors, including any encryption controls and use of USB memory 
sticks 
 
1. Data is generally shared via our clients’ own secure cloud portals or by e-mail with 

encrypted attachments.  Removable media, including USB memory sticks, are encrypted, 
but are now rarely used.    

2. E-mails (including attachments) are encrypted whenever Confidential Information is 
contained or attached. 

3. Ashbrook’s policies also apply to subcontractors. 
 
Measures in place to protect computers, software, middleware and infrastructure used to 
process data against loss or compromise from cyber-attack and crime, including the use of 
firewalls, user accounts and passwords, secure storage 
 
The undernoted procedures are in place to mitigate against cyberattack, see attached IT 
Security Policy sections 1, 2 and 3 for full details: 
 
1. Boundaries and Firewall 
2. Secure Configuration 
3. User Access Control 
 
There is a separate Password Policy.  See attached Password Policy, detailing the standard for 
creation of strong passwords and protection of those passwords. 
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Physical security of Ashbrook’s premises is good: an intruder alarm system is installed, back-
ups are stored off site in a secure UK location and are tested regularly. 
 
Measures in place to ensure that only authorised individuals have access to only that data 
required for them to perform their role and thus reduce the risk of information being lost 
or stolen 
 
• Integrity checks are carried out for all new employees 
• Provision of information, instruction and training relevant to their job function is provided 

so that all employees and contractors are aware of their responsibilities and legal duties  
• Employees only have access to information to enable them to do their jobs 
• No ex-employees have access to Ashbrook’s systems  
 
Measures taken to ensure that data processed digitally is protected from malware, virus 
and untrusted software 
 
The undernoted procedures are in place.  See attached IT Security Policy section 4 for full 
details: 
 
4. Malware Protection 
 
The processes in place to ensure that computers, software, middleware and infrastructure, 
upon which the service relies, are patched with updates/hotfixes to ensure they are not 
vulnerable to known security issues 
 
The undernoted procedures are in place.  See attached IT Security Policy section 5 for full 
details: 
 
5. Patch Management 
 
Training given to employees, contractors and subcontractors in regard to information 
security and data protection, including lone and home workers 
 
Prior to the implementation of UK GDPR, all staff were given refresher training. 
 
Ongoing training is provided as required to existing staff.  New staff receive training on 
information security and data protection as part of their induction training.  For lone and 
home workers, this is generally done by training via video conference.  Recorded training is 
available for staff to re-watch at their own convenience. 
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How back-ups of the data will be taken and protected.  Also, how data will be restored in 
the event of an incident to ensure business continuity and continuity of the service offered. 
Please indicate if such Disaster Recovery procedures are tested, how often, and the date of 
the last test 
 
The undernoted procedures are in place.  See attached IT Security Policy section 6 for full 
details: 
 
6. Back-up Policy and Back-up Procedures 
 
Testing of Disaster Recovery Policies and Procedures, Including the Dates, Duration and 
Frequency  
 
Ashbrook’s Business Continuity Plan describes Ashbrook’s IT disaster recovery incident 
response capability in detail.  The key stages of the processes involved in a cyber security 
incident are recorded in the following diagram.  When an incident/testing takes place, the 
incident response process starts.  On completion, lessons learnt are fed back to the Incident 
Response Team, thus ensuring continual improvement. 
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Incident Response Capability 
 
[REDACTED] 
 
 
This Plan is fully tested at least once a year, last completed [REDACTED] over a period of 
[REDACTED] days, other testing intervals shown in diagram. 
 
Methods for the Back-Up of Delivering Services should an Incident Occur, Including 
Manpower and Access to Equipment 
 
Ashbrook’s Business Continuity Plan details the actions which Ashbrook would undertake in 
the event of an IT system failure caused by computer viruses, attack by hackers or system 
failures.  The flowchart demonstrates this disaster recovery process: 
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Disaster Recovery Process 
 
[REDACTED] 

 
Timeline for 
Disaster 
Recovery  
 

Process 

Stage 1 [REDACTED]  
Stage 2 [REDACTED]  
Stage 3 [REDACTED]  
Stage 4 [REDACTED]  
Stage 5 [REDACTED]  
Stage 6 [REDACTED]  

 
Tenderers should provide details of any Information Assurance certification they possess, 
or standards they conform to 
 
Ashbrook is certified to: 
 

• [REDACTED]  
• [REDACTED], all policies/procedures relating to cyber security are included in this 

QMS.   
 
(Word Limit 1200; Word Count 1193) 
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Technical Envelope:  1.4  
Fair Work First  
Section Weight = 10%  
 
Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.4.2  
Weighting 100% (Word Count 800) 
 
Please describe and demonstrate how you will commit to adopting Fair Work First for workers 
(including any agency or subcontractor workers) engaged in the delivery of this contract.  This 
should include current and planned actions that show how you will embed these practices 
during the lifetime of this contract.   
 
Answers should include tangible and measurable examples and should also describe how you 
will report on and demonstrate progress to the contracting authority during the lifetime of the 
contract.   
 
Good answers will reassure evaluators that your company is committed to adopted Fair Work 
First and to progressing towards wider fair work practices set out in the Fair Work Framework 
for the workers engaged in the delivery of this contract and those in the supply chain working 
on this contract.  Answers need not be constrained to or be reflective of any examples given 
alongside this question.   
 
 
Since being established in [REDACTED], Ashbrook has been driven by a desire to be a best 
practice employer.  
 
Ashbrook is committed to supporting the Scottish Government’s Fair Work Policy by applying 
fair working practices.  Ashbrook has signed The Scottish Business Pledge which includes Fair 
Work First criteria aiming to promote fairness, equality and opportunity in Scotland.  
Consequently, a range of key principles and practices are incorporated at all stages – and in 
many ways – in the employee experience at Ashbrook.   
 
• All employees are paid at a level which ensures they do not suffer financial hardship or 

live in poverty.  Ashbrook is an Accredited Living Wage Employer and pays, as a minimum, 
the real Living Wage to all employees. 
 
Employees are rewarded for exceptional performance by means of bonus payments.  
Equal pay audits are carried out and reviewed annually.  Our Interviewers are paid the 
same rate irrespective of gender.    

 
• The recruitment of employees is undertaken in an open, honest, transparent and ethical 

manner, with a commitment to ensure that applicants are not discriminated against on 
the basis of any of their personal circumstances, including gender, age, sexuality, ethnicity 
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or disability.  These principles and practices are also applied during the period of 
employment of employees and are incorporated into our Equality and Diversity Policies 
and Recruitment Procedures. 

 
• We promote a workforce culture and principles which focus around the delivery of high-

quality services by a committed, motivated, well-trained workforce who work in an 
engaging, positive, fair, inclusive, progressive and enjoyable working environment.   

 
• During the induction of employees, great efforts are made to get to know each person, 

both from a personal perspective and in terms of their job or career aspirations with 
Ashbrook and beyond.  The induction process promotes the high standards that we set in 
terms of the attitudes, actions and behaviours of those who work with us.  In this way, we 
aim to enhance the working experience of employees and also ensure that they are 
contributing positively and proactively to the services delivered by our company.   
 

• Employees can also take up other benefits offered.  For example, in order to promote 
flexibility, Researchers are able to work – subject to constraints of particular projects – at 
times that suit them.  In addition, where possible and practicable, employees are given 
the opportunity to work from home (which also promotes environmental benefits).   
 
All staff are given access to Ashbrook’s company pension scheme.   
 

• On a day-to-day basis, employees are actively encouraged to engage with the company 
through contributing ideas that would be beneficial to specific projects or to the general 
service we deliver.  This is part of our broader open-door policy which involves our Senior 
Management Team being accessible, visible and actively involved with staff.  This includes 
being encouraged to express their opinions, make suggestions and raise concerns. 

 
• Ashbrook adopts a highly sympathetic approach to those who encounter health 

difficulties and may require to take time away from work (due to, for example, family 
commitments or health-related issues).  

 
• All employees are given access to appropriate learning and training opportunities.  As 

part of this, a review meeting is undertaken with each employee annually to determine 
the extent and nature of any skills gaps which they have and which they will wish to 
address. 

 
• Ashbrook promotes a positive working environment which is welcoming and enjoyable.  

This is achieved by promoting a positive communication culture within the company, both 
on site and off site (e.g. with Researchers working on our behalf remotely).  In addition, 
employees are encouraged to participate in social activities that include individuals from 
different functions and at different levels. 
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Ashbrook also: 
 
• Plays an active role in our community (including, for example, our Managing Director 

being on the [REDACTED], judging the [REDACTED] for over [REDACTED] years and 
sponsorship of client activities – such as [REDACTED]  

• All supplier invoices within 30 days  
• Only makes use of zero-hours contracts where this suits the needs and circumstances of 

Researchers 
 
Through these practices described within our response to this question, Ashbrook acts to 
support the Scottish Government’s Fair Work Policy driving Scotland towards having high-
quality and fair work across the labour market in Scotland.   
 
Our delivery of the principles and commitments referred to above will – on request – be 
demonstrated to the Scottish Government and Framework Public Bodies through a matrix of 
measurable indicators which will be populated and reviewed through time.   
 
Examples of tangible and measurable fields of information that will be monitored and 
reported on as part of ongoing contract management include the monitoring, recording and 
reporting of the number of: 
 
• Staff paid the real Living Wage or above  
• Training hours for staff  
• Staff making use of the flexible working arrangements in place  
• Hours’ experience provided to school/college students as part of our commitment to 

developing the young workforce  
 
Word Limit – 800; Word Count – 796 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.5.1  
Weighting 0% 
 
Please provide a statement which explains your sustainability policy and demonstrates how 
you will proactively support the delivery of the Framework Public Body(s) respective 
Sustainability (Social and Ethical) and Environmental Policies.  This should include any 
measures you have in place to ensure, monitor and report sustainability across your supply 
chain and any steps you will take whilst delivering under this Framework to engage with an 
provide opportunities to the local Community, SMEs and Supported Businesses.   
 
 
Yes, we can confirm that we will support the Scottish Ministers’ policies on Sustainability and 
Corporate Social Responsibility in delivering the services required under the Framework 
Agreement. 
 
At Ashbrook, sustainability is at the heart of what we do.  We have been on our sustainability 
journey for a number of years and have been reducing our carbon emissions through 
measures such as recycling and reducing travel.  Prior to the commencement of this contract, 
we commit to signing up to the Market Research Society net zero pledge.  Ashbrook is 
committed to reviewing our working practices, innovating and adapting our business to 
achieve the target of net zero.  As such, Ashbrook will be supporting the Scottish Ministers in 
achieving their goals of reducing emissions by 75% by 2030 and to net zero by 2045. 
 
In addition, we will ensure that our policies and procedures align with the Government’s 
Purpose, Values and National Outcomes detailed in Scotland’s National Performance 
Framework and Scotland’s National Outcomes to support the Government’s focus on creating 
a more successful country with opportunities for all of Scotland to flourish through increased 
wellbeing, and sustainable and inclusive economic growth. 
 
As demonstrated in our answer to Question 1.4.2, Ashbrook is committed to supporting the 
Scottish Government’s Fair Work Policy by applying fair working practices.  
 
 
Word Count 212 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.5.2  
Weighting 0%  
 
The Scottish Government is committed to contributing to the social, economic & 
environmental well-being of the people of Scotland. The Government has five objectives that 
underpin its core purpose - to create a more successful country, with opportunities for all of 
Scotland to flourish, through increasing sustainable economic growth. Accordingly, while the 
following community benefit objectives will not be evaluated as part of the tender process, 
the successful Contractor will be expected to consider the following Community Benefit 
themes in the delivery of their services for example: 
 
• targeted recruitment & and training for “disadvantaged” persons unemployed for over 6 
• months; 
• generate employment and training opportunities for priority groups; 
• up-skill the existing workforce; 
• equality and diversity initiatives; 
• make any proposed sub-contracting opportunities available to SMEs, the third sector and 
• supported businesses; 
• build capacity in community organisations. 
 
Tenderers should provide details of their proposals to support Scottish Procurement to meet 
SG overall community benefits policy through this Framework Agreement. 
 
 
Community Beliefs  
 
Ashbrook is committed to contributing to the social, economic and environmental well-being 
of the people of Scotland and will support Scottish Procurement by providing community 
benefits through this Framework Agreement. 
 
During the current and previous Frameworks, Ashbrook has played an active role in our 
community.  For example, our Managing Director – [REDACTED]  – has been a [REDACTED]  
for [REDACTED] years and judged [REDACTED] for a period of [REDACTED] years.  Ashbrook 
has also sponsored client activities, such as [REDACTED], and a number of smaller ongoing 
donations are made to colleagues and their friends taking part in local fundraising activities 
such as charity runs and events.   
 
Full details of the Community and Sustainability benefits provided by Ashbrook during the 
current Framework have been provided to the Scottish Government in the [REDACTED] – 
quarterly management information – benefits tracker reports.   
 
A major sustainability benefit achieved during the current Framework has been the large 
reduction in travel due to the increased utilisation of video conferencing for client meetings, 
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team meetings and participant interviews.  The adaption to – and acceptance of – this 
technology by our staff, clients and research participants during the COVID-19 restrictions has 
shown how we can all adapt and innovate to reduce our impact on the environment.  
Ashbrook will continue to look for ways to make our business activities more sustainable 
during the new Framework.   
 
Ashbrook undertakes training to ensure that our staff have all of the current skills required to 
undertake their jobs in a professional manner.  This is something Ashbrook would continue 
to do in the future.  However, in particular, in order to support the Scottish Government’s 
policies, we would also aim to increase our recruitment of people from areas of high 
unemployment and the long-term unemployed.  Accordingly, by employing and training 
individuals from these groups, we will be providing tangible community benefits through the 
new Framework.   
 
As part of the admission to the framework, Ashbrook will aim to provide the following 
community benefits annually: 
 
[REDACTED] 
 
 
Word Count 392 
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Marketing Services Framework  
Lot 5 – Market Research  
Ashbrook Research & Consultancy Ltd – Question 1.6.1 
Weighting 0%  
 
Transfer of Undertakings Regulations 2006, Tenderers must include a statement on their full 
consideration of whether the Transfer of Undertakings (Protection of Employment) 
Regulations 2006 will apply in respect of this Framework, including details of any perceived 
implications and/or risks and how these will be mitigated. 
 
 
Having undertaken relevant investigations, it is our belief that TUPE [REDACTED]  to any 
contracts awarded under the auspices of the Framework Agreement.  However, in the event 
that this were to be the case, we can give a commitment to fulfilling and satisfying any and all 
requirements placed upon our company pertaining to TUPE. 
 
Word Count 55 
 



LOT 5 - MARKET RESEARCH

STAFF ROLE UNIT

VOLUME OF HOURS 
PER STAFF ROLE    

(for evaluation 
purposes only)

HOURLY RATE          
PER STAFF ROLE        

excluding VAT           
£

TOTAL PRICE       
PER STAFF ROLE   

excluding VAT      
£

Comments

Director Price Per Hour 1777 REDACTED REDACTED

Account Director Price Per Hour 358 REDACTED REDACTED

Research Director Price Per Hour 2051 REDACTED REDACTED

Account Manager Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

Account Executive Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 3248 REDACTED REDACTED

Board Director Price Per Hour 1690 REDACTED REDACTED

Technical Director Price Per Hour 150 REDACTED REDACTED

Qualitative

Senior Research Executive Price Per Hour 328 REDACTED REDACTED

Research Executive Price Per Hour 53 REDACTED REDACTED

Telephone Executive Price Per Hour 10 REDACTED REDACTED

Field Interviewers Price Per Hour 10 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 638 REDACTED REDACTED

Online Scriptors Price Per Hour 10 REDACTED REDACTED

Data Analyst Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

 

Quantative

Senior Research Executive Price Per Hour 5513 REDACTED REDACTED

Research Executive Price Per Hour 184 REDACTED REDACTED

Telephone Interviewers Price Per Hour 20644 REDACTED REDACTED

Field Interviewers Price Per Hour 1439 REDACTED REDACTED

Data Analyst Price Per Hour 698 REDACTED REDACTED

Data Processor Price Per Hour 977 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 220 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

Field Manager Price Per Hour 1301 REDACTED REDACTED

Segmentation

Senior Consultant Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Data Planner Price Per Hour 10 REDACTED REDACTED

Database Administrator Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

REDACTEDTOTAL OVERALL PRICE 



 

 

1.2.3 1.2.3 

 Please provide full details of how your organisation will deliver the services detailed in 
Schedule 1 and Schedule 1A of the Model Framework Agreement. Within your response 
please detail how you will draw on your communications research, social marketing 
research and behaviour change expertise. Your response should pay particular attention to 
the following points: 
 
• Understanding and interpretation of the purpose, specific objectives and scope of the 
requirement; 
• How robust methodology/project plans will be produced and delivered; 
• Methodologies of relevance that you will use, including to reach seldom heard audiences; 
• Audience segmentation techniques you will use; 
• How you will achieve high quality delivery across all stages of a project (from set-up to 
reporting including liaison with relevant stakeholders); 
• How you will add value to your delivery of communications and social marketing research; 
• How you will ensure reporting is concise, but tells the story of the data, and delivers real 
audience insights; 
• How you will meet the tight timescales that are sometimes required (eg. during an 
unpredictable period such as the Covid-19 pandemic); 
• How risks will be identified and mitigating actions put in place. 
• Where applicable, include use of subcontractors, their contribution to delivery and how 
you will manage and monitor them. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not 
have their tender considered further or proceed to the Price/Quality ratio calculation. 
 
Weighting 65% (Word Count 2400) 

  



 

Lot 5 of the Framework will be used by public bodies in Scotland to cover a wide range of 
market and customer research requirements to support marketing and communications 
activities. These requirements will encompass insight gathering, creative testing and 
evaluation for a range of purposes, utilising qualitative and quantitative research methods. 
Audiences may include the public, businesses, the third sector or specific groups including 
those considered harder to reach. 

Successful delivery of Framework commissions will therefore require: 

• Expertise in the design and delivery of communications research, including behaviour 
change expertise; 

• Capabilities to deliver quantitative and qualitative research, including across all 
survey modes; 

• High quality analysis, including advanced analytical techniques such as 
segmentation and clear, insightful reporting; 

• Effective project management approaches to ensure successful delivery including to 
tight timescales.  

 

We are confident that BMG Research are very well-placed to successfully deliver these 
requirements, bringing a strong track record of delivering communications research and 
expertise to add value to Framework clients.  

Our capabilities 

BMG Research is a full-service research and insight agency with in-house capabilities 
across all quantitative and qualitative methodologies, with our core research and operations 
teams supported by a number of specialist teams and individuals. We highlight below the 
key features of our capabilities.  

Online surveys  
BMG conduct a large number of online surveys each year, including large tracking studies 
and anticipate drawing particularly on this approach for commissions under the Framework. 
We use industry-leading software to ensure a high-quality participant experience. Through 
our panel network, BMG is able to survey a robust sample quickly and robustly. We do this 
by [REDACTED] 
 
Telephone survey data collection 
Much of BMG’s work is the delivery of telephone surveys of varying scale, involving 
respondent numbers from a few dozen or hundreds, up to over thirty-five thousand. BMG 
has its own call centre capabilities with its own telephone field force.  Prior to Covid-19 these 
were based in [REDACTED]. As a result of Covid-19 we have now transitioned 
[REDACTED]. Our telephone centre is particularly experienced [REDACTED]  

Face-to-face survey data collection 
We have our own large and diverse field force, spread across the UK, and are adept at 
conducting large-scale face-to-face surveys amongst diverse and hard to reach 
communities. [REDACTED] 



 

We also frequently undertake large scale postal surveys and increasingly use ‘push to 
web’ approaches for robust local and national surveys.  

Qualitative approaches 
BMG’s qualitative researchers bring expertise across a range of qualitative approaches 
including focus groups, depth interviews and case study approaches. [REDACTED] We 
cover a range of methodologies, [REDACTED] Our researchers utilise a range of creative 
techniques to establish rapport and draw out insights from participants, including 
[REDACTED]. 

 

Our relevant expertise 

Behaviour change 
BMG’s behaviour change experts are experienced in using behaviour change models. The 
models we most commonly use are: 

[REDACTED] 

[REDACTED] inform the design of research programmes and as a framework for analysis 
and reporting including shaping recommendations.  

 

 

Case study: [REDACTED]  

 

Campaign evaluation 

BMG have extensive experience in [REDACTED].  Through our work with clients such as 
[REDACTED] we tailor to each individual campaign. This typically includes the below as a 
minimum, although we expect to tailor our approach to clients’ specific campaigns and 
needs: 

[REDACTED] 

 

Case study: [REDACTED]  

 

Segmentation 
We regularly develop segmentation solutions for our clients – [REDACTED]   
 
Case Study: [REDACTED] 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
Analysis solutions 
In addition to segmentation, described above, the BMG [REDACTED] offer clients a range of 
solutions, including: 

[REDACTED] 

Our approach to delivery 

We will draw on the expertise and research capabilities outlined above to design research 
programmes to address the objectives of client briefs received under the Framework. We 
take a collaborative approach to research design, working with the client to design the best 
solutions for their needs, challenging assumptions where necessary and devising solutions 
that meet clients’ research objectives, budgets and timescales.  

Delivery of projects commissioned through this contract will be underpinned by BMG’s tried 
and tested approach to project management. BMG operates the [REDACTED]. The stages 
adopted through the Prince2 approach ensures that we implement effective management of 
any research project, which includes: 

 
[REDACTED] 

 

Meeting project timescales 

Underpinned by the processes outlined above, we have taken the following steps to ensure 
we can meet timescales for implementation and delivery particularly where quick turnaround 
is needed. 

Sufficient resourcing: we ensure we allocate sufficient resource throughout the project 
lifecycle, particularly points where rapid turnaround is likely to be needed.  
 
Clear roles and responsibilities: BMG will appoint a project lead for each project 
commissioned. The Project lead is the main point of contact and will oversee all aspects of 
the research.   
  
Close working with clients: We put in meetings and discussion with our clients throughout 
projects, and on different aspects of the research (for example questionnaire design) to 
expediate the process of agreeing deliverables and ensuring shared clarity on objectives. 
Frequent communication will be key to successful delivery and fast turnaround. Where 



 

possible, we facilitate workshops with your stakeholders around design and research 
findings to support consensus building and buy-in as well as an efficient approach for 
incorporating different stakeholder views.  
 
Change management We recognise that clients’ needs may change during the project, for 
example early findings may prompt changes to the ongoing questionnaires. We have an 
established process for change management to ensure we can respond flexibly and 
promptly while effectively managing any risks of implementing changes.  
 
Risk Management 

BMG proactively manages and mitigates risks across all aspects of its operation and 
projects – and its ability to service clients has been maintained throughout the disruption of 
the past 18 months. We develop a project risk register at the inception phase, setting out 
risks, potential impact, rating of likelihood and severity and mitigations. This is monitored and 
updated throughout the project, with each risk assigned a named owner.  

 

Analysis and reporting 

We pride ourselves on our ability to deliver engaging and actionable outputs to our clients – 
in their insight teams and wider stakeholders.   

We will work closely with Framework clients to ensure reporting will be impactful and meet 
stakeholder needs.  As standard, we are committed to: 

[REDACTED] 

Underpinning our understanding of client needs is a review process we undertake with 
clients and their programme stakeholders to review how they will use the research findings, 
[REDACTED].  We summarise this back through a single document outlining 

[REDACTED] 

This framework provides a framework through which we are able to approach our analysis – 
[REDACTED]. 

When reporting, we are able to use this framework to tailor the outputs – [REDACTED]. 

We prepare outputs in a range of formats and are increasingly using [REDACTED]. 

 

 
2387 words 

1.2.4 1.2.4 

 Please detail your organisation’s plans for implementing a process of continuous 
improvement that will ensure that best practice is followed when delivering the service 
paying particular attention to the following: 
 
• how you will ensure staff are trained and developed in order to keep up to date with a 
Framework Public Body’s organisation and culture, with best practice, market 
developments and emerging technologies, so as to provide a current and innovative 



 

service to Framework Public Bodies; and 
• proposals to monitor and improve your on-going levels of service e.g. customer liaison/ 
satisfaction surveys and how this information will be fed into the continuous improvement 
process. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not 
have their tender considered further or proceed to the Price/Quality ratio calculation. 
 
Weighting 15% (Word Count 800) 

 

BMG Research are committed to ensuring continuous improvement and [REDACTED]. 
 

The Framework will benefit from BMG’s ongoing [REDACTED].  

 

Measuring and reporting on customer satisfaction 
BMG Research prides itself on delivering a high quality of customer service on all contracts, 
which is ensured by the procedures set out within the [REDACTED].  
[REDACTED] is an integral part of the way in which we run our business and forms the 
cornerstone of all aspects of our service delivery. [REDACTED].  
[REDACTED].  
 

 

 

 

1.2.5 1.2.5 

 Please provide details of how you will ensure that sufficient capacity exists at all 
times to deliver the Framework, including Framework transition and periods of high 
demand, and how you will ensure that there is a consistent level and appropriate quality 
of service provided to Framework Public Bodies, regardless of spend or geographical 
spread across Scotland. 
 
Weighting 10% (Word Count 600) 

 

 

Capacity 

BMG successfully delivers a large number of projects each year with many projects running 
concurrently. We have the infrastructure in place to support the successful delivery of 
multiple projects with consistently high standards of client service. 

Resource management 

We plan and book resource in [REDACTED] so that we can ensure we have sufficient 
capacity to deliver existing projects and new commissions. [REDACTED] to monitor 
resource across projects, ensuring that sufficient capacity is in place for each project and 
that individual staff have manageable commitments. Capacity in our [REDACTED].  



 

BMG have a pool of over [REDACTED] research staff, [REDACTED]. Our research teams 
are supported by our [REDACTED]. We also have [REDACTED]. 

We will assign an [REDACTED] to this Framework who will be the [REDACTED].  

Effective project management 

Delivery of projects commissioned through this Framework will be underpinned by BMG’s 
tried and tested approach to project management. To ensure our many projects run 
smoothly and efficiently, [REDACTED] BMG operates the [REDACTED], adopting a number 
of key features including: 
[REDACTED] 
 
Key BMG staff are [REDACTED] which includes: 
[REDACTED] 
 
Quality Assurance 
 
All of BMG's activities are governed by our [REDACTED].  

 

1.2.6 1.2.6 

 Where a Framework Public Body has an urgent or emergency requirement, please 
provide, in detail, your structure for accommodating unforeseen requirements of this 
nature and your proposed formal processes to initiate such activity under each 
situation. 
 
Weighting 10% (Word Count 800) 

 

We recognise that Framework Public Bodies may have urgent requirements which need to 
be onboarded. BMG are familiar with dealing with such requests, for example [REDACTED]. 
One example [REDACTED]. Based on our experience we have established effective ways of 
working for rapid delivery which we would draw on for this Framework. 

We will ensure that Framework Public Bodies have contact details for the named Account 
Manager and Deputy and BMG’s new business team. When initial contact is made by a 
Framework Public Body, the Account Manager will be responsible for alerting relevant staff 
across BMG that there is a potential new requirement. BMG’s new business team will 
confirm with the Account Manager that they have received the communication from the client 
and are able to respond. The Account Manager will reply to the FPB to confirm receipt of the 
communication on the same working day.  

The details of the potential requirement will be confirmed either through a call between the 
Account Manager and client or receipt of a brief. The Account Manager will confirm 
timescales for responding to the brief.  

The Account Manager will liaise with key individuals in BMG including the new business 
team and operational staff as appropriate to confirm that BMG has the capacity to carry out 
the new commission and to organise the response to the brief.  BMG’s [REDACTED] means 
that we can have [REDACTED] will undertake their responsibilities with support from 
[REDACTED]. 



 

To maximise efficiency, we propose establishing a template for briefs and responses. This 
will help to ensure that key information is included and save time on clarifications on both 
sides. The key information that we would require from the client will include information on 
the purpose of the research, any specific approach required, deliverables, timing 
requirements and (if possible) the available budget. 

BMG will prepare a response to the brief that sets out what we propose to do, the outputs we 
will deliver, the timescales for delivery, the staff resource that will be used and a breakdown 
of costs. We anticipate that final details will be agreed through discussion with the client and 
the Account Manager will respond promptly to any requests for further information. 

Once commission is confirmed by the client, the Account Manager will hold a Start Up 
Meeting to brief the BMG team on the commission, outlining the requirements and the 
timescales.  We anticipate drawing on senior resource in order to initiate urgent 
requirements, including [REDACTED] 

We have a number of approaches that we can draw on to support rapid delivery of urgent 
requirements. These include: 

[REDACTED] 

We are able to supply outputs for rapidly delivery after fieldwork, for example [REDACTED]. 
We increasingly provide our clients with [REDACTED]. 

Case study: [REDACTED] 

 

1.3.2  

 
1.3.2 

 Please find instructions attached. Tenderers are required to answer the question 
contained in the attachment. 
 
Account Management - Please provide a detailed breakdown of your proposed Account 
Management delivery 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not 
have their tender considered further or proceed to the Price/Quality ratio calculation. 
 
Weighting 60% (Word Count 2,400 excluding CVs, 250 per CV) 

 

 

Account team 

We have carefully selected an Account team for this Framework who provide the expertise 
required across research approaches, with sufficient senior input.  

[REDACTED] 

Key Account roles 

[REDACTED] 

 

Location 

https://www.publictendersscotland.publiccontractsscotland.gov.uk/esop/toolkit/negotiation/rfq/detailRfqResponse.do?userAct=downloadInstrAttachment&groupIndex=2854803&paramIndex=13104148&envelopeToEdit=tech


 

BMG operates from offices based in [REDACTED].  

Managing changes in personnel and absence 

We have procedures in place to minimise disruption if key personnel leave or are 
unexpectedly absent during the contract. [REDACTED]. Should a member of the team 
become unavailable during the contract, [REDACTED].  

[REDACTED] 

Methods of interfaces between Account Manager and internal staff 

When a new Framework or call-off contract is commissioned the Account Manager will 
communicate details of the contract to internal staff ensuring all relevant individuals are 
notified. Once ways of working have been established with the client, the Account Manager 
will hold a meeting with relevant internal staff to communicate these and ensure that staff 
understand the types of potential commissions which may arise and possible timings.  

[REDACTED]  

Escalation 

BMG have established processes for the escalation and resolution of issues raised by 
customers or members of the public. [REDACTED] 

1.3.3 1.3.3 

 Business Management - In order to meet the contract management requirements 
outlined in Schedule 1 and Schedule 1A of the Model Framework Agreement, the 
Contractor must have well established formal tracking tools to deliver the service, ensuring 
business continuity at all times. These must be used as a formal monitoring mechanism 
within your organisation. Please provide a detailed breakdown of your processes for 
tracking and delivery, paying particular consideration to the following: 
 
• details of all tools and processes to track and report on progress of tasks and how you 
keep abreast of the latest tools and technologies in the sector; 
• details of the management reporting arrangements employed to monitor tasks; 
• details of how these outputs will contribute to the management of risk and inform future 
activities; and 
• details of formal methods/process for identifying and addressing errors including how and 
at what stage the Framework Public Body is informed. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not 
have their tender considered further or proceed to the Price/Quality ratio calculation. 
 
Weighting 30% (Word Count 1,500) 

  



 

Key Personnel  

[REDACTED] 

 

Project Management Approaches 

BMG successfully runs between [REDACTED]. BMG is therefore [REDACTED].   To 
facilitate this, BMG operates the [REDACTED], adopting a number of key features including: 

[REDACTED] 

Key BMG staff are [REDACTED], which includes: 

[REDACTED] 
 

Project Management Systems 
 
[REDACTED] 

 
Resource Management 

Resource management across the business is [REDACTED].  

 [REDACTED] 

Data Quality and Addressing Errors 

[REDACTED]   

 

Fieldwork Management 

 [REDACTED] 

 

 

 

 

1.3.4  

 
1.3.4 

 Please find instructions attached. Tenderers are required to answer the question 
contained in the attachment. 
 
Tenderers are required to demonstrate their organisation’s approach to information 
security and the controls that are in place, to protect the data shared with them, and to 
ensure continuity of the service offered, by providing a brief statement for each of the 
Objectives. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will 
not have their tender considered further or proceed to the Price/Quality ratio 
calculation. 

https://www.publictendersscotland.publiccontractsscotland.gov.uk/esop/toolkit/negotiation/rfq/detailRfqResponse.do?userAct=downloadInstrAttachment&groupIndex=2854803&paramIndex=13104150&envelopeToEdit=tech


 

 
Weighting 10% (Word Count 1,200) 

 

Information Security 

Certification 

BMG is accredited to [REDACTED]. The most recent surveillance audit was completed on 
the 14th May 2021 with zero non-conformances.  We are also accredited to [REDACTED], 
the audit is conducted externally by [REDACTED] on an annual basis. Copies of certificates 
are appended. 
 

Management responsibilities 

[REDACTED] 
 
Data processing and storage 
[REDACTED] 

Data transfer 

[REDACTED] 

Protection against cyber attacks 

[REDACTED] 

User access 

[REDACTED] 

Protection from malware 

[REDACTED] 

Updates 

[REDACTED] 

Training 

[REDACTED]  

Back ups 

[REDACTED] 

Business Continuity Planning 

[REDACTED] 

 



 

1.4.2 1.4.2 

 Please describe and demonstrate how you will commit to adopting Fair Work 
First for workers (including any agency or sub-contractor workers) engaged in 
the delivery of this contract. This should include current and planned actions 
that show how you will embed these practices during the lifetime of this 
contract. 
 
Answers should include tangible and measurable examples and should also 
describe how you will report on, and demonstrate progress, to the contracting 
authority during the lifetime of the contract. 
 
Good answers will reassure evaluators that your company is committed to 
adopting Fair Work First and to progressing towards wider fair work practices 
set out in the Fair Work Framework for the workers engaged in the delivery of 
this contract and those in the supply chain working on this contract. Answers 
need not be constrained to, or be reflective of, any examples given alongside 
this question. 
 
Weighting 100% (Word Count 800) 

 

We confirm that BMG Research are committed to adopting Fair Work First, ensuring that our 
workforce has fair opportunities, good working conditions and is treated with respect and 
dignity. We highlight below some of our policies and practices and our plans over the next 
year. 
 
[REDACTED] 

1.5.1 1.5.1 

 Sustainability - Tenderers must confirm that, where appropriate, they will support the 
Scottish Ministers policies on Sustainability and Corporate Social Responsibility in 
delivering the services required. 
 
Please provide a statement which explains your sustainability policy and demonstrates 
how you will proactively support the delivery of the Framework Public Body(s) 
respective Sustainability (Social and Ethical) and Environmental Policies. This should 
include any measures you have in place to ensure, monitor and report sustainability 
across your supply chain and any steps you will take whilst delivering under this 
Framework to engage with and provide opportunities to the local Community, SMEs 
and Supported Businesses. 
 
Further details on Scottish Government’s Sustainable Procurement Policy are available 
at: 
 
Procurement Reform (Scotland) Act 2014 (the Act): statutory guidance - updated June 
2021 - gov.scot (www.gov.scot) ; 
 
Sustainable Procurement/Procurement Journey ; and 
 
Sustainable Procurement (sustainableprocurementtools.scot) 
 
Public sector procurement: Fair work and procurement - gov.scot (www.gov.scot) 

 

Sustainability 



 

 
BMG Research is committed to working with Framework public bodies to actively support their 
Sustainability and Environmental policies throughout the lifetime of the Framework. 
 
BMG Research recognises that its business activities have an impact on the local and global 
environment, and has made a commitment to continually improve its environmental 
performance by following an Environmental policy We are also signatories to the MRS Net 
Zero Pledge and working to meet our commitments under this Pledge.  
 
BMG Research acknowledges and strives towards the following sustainable development 
objectives: 
[REDACTED] 
 
We will ensure that every aspect of our activities is conducted in accordance with sound 
environmental practices by: 
 
[REDACTED] 
 
 

1.5.2 1.5.2 

 Community Benefits 
 
The Scottish Government is committed to contributing to the social, economic & 
environmental well-being of the people of Scotland. The Government has five 
objectives that underpin its core purpose - to create a more successful country, with 
opportunities for all of Scotland to flourish, through increasing sustainable economic 
growth. Accordingly, while the following community benefit objectives will not be 
evaluated as part of the tender process, the successful Contractor will be expected to 
consider the following Community Benefit themes in the delivery of their services for 
example: 
 
• targeted recruitment & and training for “disadvantaged” persons unemployed for over 
6 months; 
• generate employment and training opportunities for priority groups; 
• up-skill the existing workforce; 
• equality and diversity initiatives; 
• make any proposed sub-contracting opportunities available to SMEs, the third sector 
and supported businesses; 
• build capacity in community organisations. 
 
Tenderers should provide details of their proposals to support Scottish Procurement to 
meet SG overall community benefits policy through this Framework Agreement. 

 

 

 

BMG Research confirm our commitment to work with Scottish Government to deliver 
community benefits through this Framework.  

Actions we propose to take include: 

[REDACTED] 



 

1.6.1 1.6.1 

 Note to Tenderers 
 
Transfer of Undertakings Regulations 2006, Tenderers must include a statement on 
their full consideration of whether the Transfer of Undertakings (Protection of 
Employment) Regulations 2006 will apply in respect of this Framework, including 
details of any perceived implications and/or risks and how these will be mitigated. 

 

 

BMG Research considers that TUPE will not apply. 

 

 



LOT 5 - MARKET RESEARCH

STAFF ROLE UNIT

VOLUME OF HOURS 
PER STAFF ROLE    

(for evaluation 
purposes only)

HOURLY RATE          
PER STAFF ROLE        

excluding VAT           
£

TOTAL PRICE       
PER STAFF ROLE   

excluding VAT      
£

Comments

Director Price Per Hour 1777 REDACTED REDACTED

Account Director Price Per Hour 358 REDACTED REDACTED

Research Director Price Per Hour 2051 REDACTED REDACTED

Account Manager Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

Account Executive Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 3248 REDACTED REDACTED

Board Director Price Per Hour 1690 REDACTED REDACTED

Technical Director Price Per Hour 150 REDACTED REDACTED

Qualitative

Senior Research Executive Price Per Hour 328 REDACTED REDACTED

Research Executive Price Per Hour 53 REDACTED REDACTED

Telephone Executive Price Per Hour 10 REDACTED REDACTED

Field Interviewers Price Per Hour 10 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 638 REDACTED REDACTED

Online Scriptors Price Per Hour 10 REDACTED REDACTED

Data Analyst Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

 

Quantative

Senior Research Executive Price Per Hour 5513 REDACTED REDACTED

Research Executive Price Per Hour 184 REDACTED REDACTED

Telephone Interviewers Price Per Hour 20644 REDACTED REDACTED

Field Interviewers Price Per Hour 1439 REDACTED REDACTED

Data Analyst Price Per Hour 698 REDACTED REDACTED

Data Processor Price Per Hour 977 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 220 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

Field Manager Price Per Hour 1301 REDACTED REDACTED

Segmentation

Senior Consultant Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Data Planner Price Per Hour 10 REDACTED REDACTED

Database Administrator Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

REDACTEDTOTAL OVERALL PRICE 



 Please provide full details of how your organisation will deliver the services detailed in Schedule 1 and Schedule 
1A of the Model Framework Agreement. Within your response please detail how you will draw on your 
communications research, social marketing research and behaviour change expertise. Your response should pay 
particular attention to the following points: 
 
• Understanding and interpretation of the purpose, specific objectives and scope of the requirement; 
• How robust methodology/project plans will be produced and delivered; 
• Methodologies of relevance that you will use, including to reach seldom heard audiences; 
• Audience segmentation techniques you will use; 
• How you will achieve high quality delivery across all stages of a project (from set-up to reporting including liaison 
with relevant stakeholders);  
• How you will add value to your delivery of communications and social marketing research;  
• How you will ensure reporting is concise, but tells the story of the data, and delivers real audience insights; 
• How you will meet the tight timescales that are sometimes required (eg. during an unpredictable period such as the 
Covid-19 pandemic);   
• How risks will be identified and mitigating actions put in place. 
• Where applicable, include use of subcontractors, their contribution to delivery and how you will manage and 
monitor them. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not have their tender considered 
further or proceed to the Price/Quality ratio calculation. 
 
Weighting 65% (Word Count 2400) 
 
The methodology we propose to deploy on the project will be adaptable and expert based. We 
will make available to our clients a wide range of tools and techniques at the cutting edge of the 
market analysis methodologies. We understand that the clients will require us to perform tasks 
along the whole of the market analysis value chain:  

- Primary research:  
o Consumer primary research: we anticipate that primary research initiatives will 

include participant recruitment, collection of quantitative and qualitative data, 
data processing and presentation.  

o Business primary research: as per consumer research, we anticipate that primary 
research initiatives will include participant recruitment, collection of quantitative 
and qualitative data, data processing and presentation. 

- Secondary research: we understand that this will include a large part of desk research. 
We also suggest that we utilise methodologies such as expert calls and interviews and 
expert focus groups in that process.  

- Marketing evaluation: we anticipate that the evaluation of marketing initiatives will 
include a primary research element as well as a range of tools from the digital space to 
measure the effectiveness of marketing campaigns.  

- Continuous tracking: performance analysis of marketing initiatives on the long term. This 
includes regular primary research initiatives as well as trends qualitative analysis.  

- Segmentation: this includes definition of scope and structure of audiences from B2B and 
B2C initiatives as well as combination of market segmentation methodologies to 
optimise the research outputs.  

 
• How robust methodology/project plans will be produced and delivered 
For each of the call-off contracts we will perform a similar approach to project planning and 
project plan preparation. After receiving a brief from the client, the [Redacted] will review the 
brief with any further staff member as appropriate. We will develop a project plan for the call-off 
contract in order to fulfil the client’s requirements. This project plan will include the detail of the 
resources to be deployed as well as a Gantt chart and an initial risk analysis. We will use 



[Redacted]  to identify the relevant methodologies to be utilised during the course of the project 
and to meet the client’s expectations. If we identify that the client’s requirements are not 
reasonably fulfillable (e.g. non-realistic deadlines), we will engage with them to explain why we 
believe the brief is not achievable and will put forward a proposal to modify the scope of the 
project or its timelines to make it achievable. We will discuss in good faith with the client to find 
the best possible way to meet their requirements.  
Once the project plan has been finalised, we will organise a kick-off meeting with the client in 
order to review:  

o The proposed project plan 
o The brief and scope to be achieved and how the project plan is achieving them 
o The deliverables, their expected contents and format 
o The project milestones 
o The project risks and the mitigation actions for the highest criticality risks 
o The KPIs to be monitored during the course of the project 
o Any other point that the client wants to raise or discuss.  

At the end of the meeting, an initiation report will be prepared and will include the agreed upon 
detailed plan.  
 
• Methodologies of relevance that you will use, including to reach seldom heard 
audiences 
We are planning to use a wide range of methodologies, but we can share some pivotal 
methodologies that will be integrated into our approach below:  

o Interviews: they take the form of 1 to 1 question and answer based on 
standardised questionnaire. These forms of data collection are performing at 
gathering high quality of data but is not exempt of bias. Indeed, when a sub-part 
of the population is not making themselves available for interview scheduling or 
is not replying to solicitations by [Redacted], this methodology can bring bias. 
However, it also allows to reach populations which are not highly connected 
when the interviews are conducted face to face. This methodology is also 
expensive as an interviewed has to be mobilised for the whole time of the data 
collection per individual.  

o Surveys: they are usually conducted online, and consist in replying to a number 
of standard answers questions. We utilise simple data collection tools 
([Redacted]) to process quantitative information. For qualitative and more 
complex data analysis we utilise our [Redacted] to utilise artificial intelligence 
tools to process the data from the survey. Surveys are a cheap mean of reaching 
a large panel of people, but there is usually a strong biais towards internet users 
as non-internet users are often excluded from the range of surveys as these are 
often conducted online. We can complement an online survey by a postal survey 
to reach a wider audience, at a higher cost though.  

o Focus groups: Focus groups are used to collect data from a small group of 
people who are often subject matter experts in the topic of research or form part 
of a pre-selected range of consumers/target audience. Discussion is initiated 
between the group members to discover their thoughts. This method is 
commonly used by businesses to gain insight into niche markets and learn about 
their customers. These can offer an in-depth analysis of the reasons of particular 
answers from a survey and usually complement surveys.  

o Observation: Observations are carried out impartially, by simply observing an 
event and taking organised notes. In this method, there is no direct interaction 
between the researcher and the subject. This method removes the potential bias 
which could be encountered during an interview or survey as the encounters 



observed are genuine reactions. Observations can be carried out by camera or 
by a trained observer. This method is commonly used by toy manufacturers 
when testing their products on children. As an example we have conducted in the 
past observation analysis of consumer behaviour in supermarkets and this 
methodology helped us understanding the drivers and dynamics behind product 
selection by consumers. Our [Redacted] allows us to process camera footages 
in an efficient manner and extract information from long recording times very 
effectively.  

• Audience segmentation techniques you will use 
The process of segmentation is pivotal to market analysis. As a consequence, we will deploy a 
wide range of methodologies which can adapt to the client’s needs. The aim of all these 
methodologies is to group a population in sub-groups that exhibit similar patterns of responses 
across a set of variables. These methodologies may be applied a priori, particularly when we 
utilise segmentation as a manner to reduce bias in a population, or a posteriori, primarily when 
we use segmentation to draw insights out of the primary research conducted. The aim of a priori 
and a posteriori methodologies are different but often entwined, as, for example, the results of 
an a posteriori segmentation can be used for a priori segmentation for a new survey. Amongst 
the methodologies utilised by Hylman for a pirori and a posteriori segmentation we can identify:  

o Demographic segmentation: demographic separation involves dividing a larger 
population into groups based on shared demographic characteristics, such as 
race, gender, ethnicity, income, age, education, and economic status. It is not 
uncommon for demographic separation to be conducted with cross-tabulated 
tables of demographic characteristic and outcomes. Demographic factors are 
proving to be a significant behavioural predictor.  

o Hierarchical empirical clustering: statistical procedures for collapsing complex 
data into meaningful and interpretable answers. While empirical clustering can be 
done with demographic variables, it is typically performed on proximal, 
psychosocial predictors. Hierarchical involves a measurement of how far apart 
two people are within the population. We then use this metric to form groups.  

o Non-hierarchical empirical clustering: similar to hierarchical clustering with the 
nuance that here, the groups are formed not thanks to given values of a 
measured variable but by groups of a given number of individuals each.  

• How you will achieve high quality delivery across all stages of a project (from set-up to 
reporting including liaison with relevant stakeholders);  
The process described above will ensure the alignment of the project plan with the client’s 
objectives and expected performance. This plan agreed upon during the kick off meeting will be 
the base for the definition of what conformity to client requirement means.  
During the course of the project, the engagement director will be in charge of ensuring the 
highest level of quality for the deliverables. We will take a number of initiatives to ensure the 
project is delivered to the highest quality standard:  

- Partner review: All deliverables will be reviewed by the partner in charge of the project 
prior to submission.  

- Internal performance evaluation: every team member will be subject to our internal 
evaluation process on a monthly basis when on a project. If underperformance has been 
identified, corrective actions will be put in place, in line with our HR department.  

- Steerco Meetings: We are aiming to conduct steering committee meetings during the 
course of the project, these meetings will be a forum to review Hylman’s performance 
with regards to the agreed upon KPIs. 

• How you will add value to your delivery of communications and social marketing 
research  



Our online capabilities and our ability to leverage on social marketing research will rely on our AI 
tools and methodologies as well as our experience evaluating marketing campaign for the e-
commerce industry:  

o Hylman has a research lab with AI capabilities. We have developed 
methodologies to analyse social media platforms and extract posts and 
communications around specific words and topics. For example we have the 
ability to deploy our research tools to analyse the evolutions of positive and 
negative mentions of brands on social media platform, allowing us to draw 
performance indicators of  marketing campaigns.  

o Hylman has extensive experience working with e-commerce brands which has 
helped us developing in house tools and techniques for analysing the 
performance of marketing campaigns online on consumer goods. As an example, 
we have developed tools for analysis of marketing campaigns online, this 
includes data collection from [Redacted], advanced keyword analysis, data 
analysis from PPC reports from [Redacted] and [Redacted].  

• How you will ensure reporting is concise, but tells the story of the data, and delivers 
real audience insights; 
Our teams have experience in presenting data analysis in a concise, but yet comprehensive 
view. We will agree with the client on the format of the deliverables to ensure that we are 
aligned on the level of detail and points of focus expected prior to the delivery. We will ensure 
that all deliverables include an executive summary and will typically produce a concise analysis 
with appendices detailing computations. When preparing PowerPoint presentations we use the 
3-communication level technique as well as the [Redacted] principle to ensure storytelling, 
conciseness and insights.  
• How you will meet the tight timescales that are sometimes required (eg. during an 
unpredictable period such as the Covid-19 pandemic);   
Hylman is a global business with over [Redacted] individuals and experts. We have the ability 
to quickly scale up or down a team to accommodate for changing requirements and tight 
timescales. Adapting the experience and size of the team to the requirements and timelines will 
be the director’s responsibility.  
• How risks will be identified and mitigating actions put in place. 
At the beginning of the project, we will conduct a project risk analysis and create a project risk 
log. This risk log will be managed by the project manager, and an update on the risk log will be 
presented at each steering committee meeting. The risk log will also be updated each time the 
project team identifies a new risk. The risk log will identify the risks and include an evaluation of:  

- Risk likelihood 
- Risk impact 
- Risk criticality (measured as the likelihood score times the impact score) 
- Risk description 
- Mitigation/Monitoring: high criticality risks will be assigned a mitigation plan while low 

criticality risks will be assigned a monitoring plan.  
• Where applicable, include use of subcontractors, their contribution to delivery and how 
you will manage and monitor them. 
We anticipate limited use of sub-contractors in this project as Hylman has the ability to deliver 
the requirements laid out in the tender documentation in-house. However, should 
subcontractors be utilised, we would manage the relationship with them based on the following: 
We carry out rigorous due diligence when selecting sub-contractors. Some of the factors we 
consider are:  

o Product or service quality and reliability.  
o Strategic direction of company and product.  
o Understanding of the market.  



o Approach to partnership.  
o Adherence to quality and environmental standards.  
o Ability to meet the requirement.  
o Use of appropriate methodologies, quality assurance and testing regimes.  
o Compliance with prescribed or comparable policy such as security and physical 

data management.  
o Price.  

Processes to monitor sub-contractor performance is integrated into our formal project 
governance and Quality Management System, working together with the procurement 
department. and monitors the:  

o Actual costs against contracted cost  
o Service Delivery and Service against agreed SLA or contractual commitments  
o Key Milestones against the agreed project plan  
o Services which have not met the agreed Customer SLA or project plan.  
o For each project we will agree Contracts with the Subcontractors that contain 

suitable measures to monitor performance. In the event of non-performance of a 
sub-contractor Hylman  immediately implements a performance improvement 
plan with the sub-contractor to address the issues. Where performance is not 
improved as agreed Hylman will invoke its step-in rights and will either take over 
or appoint another subcontractor. We deploy our own resources at our own cost 
to ensure performance is achieved.  

Acceptable service delivery is achieved by adopting an approach that includes the sub-
contractor products and services as if they were our resources. To ensure successful delivery 
we will:  

o Accept full contractual responsibility and accountability to the client for the acts 
and omissions of its sub-contractors.  

o Ensure sub-contracts will be on terms which enable us to fulfil the terms of the 
prime contract.  

o Integrate where possible the project teams and their respective plans.  
o Expect that sub-contractors will adhere to the general principles of our quality 

processes and therefore commit to providing the appropriate deliverables to the 
prescribed standard and format.  

o Apply its risk management approach to all sub-contractor activity and would 
expect sub-contractors to also undertake their own risk management. 

 



 Please detail your organisation’s plans for implementing a process of continuous improvement that will ensure 
that best practice is followed when delivering the service paying particular attention to the following:   
 
• how you will ensure staff are trained and developed in order to keep up to date with a Framework Public Body’s 
organisation and culture, with best practice, market developments and emerging technologies, so as to provide a 
current and innovative service to Framework Public Bodies; and 
• proposals to monitor and improve your on-going levels of service e.g. customer liaison/ satisfaction surveys and 
how this information will be fed into the continuous improvement process. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not have their tender considered 
further or proceed to the Price/Quality ratio calculation. 
 
Weighting 15% (Word Count 800) 
 
Continuous improvement is at the heart of what we are doing, and is based on the plan-do-check-
act-standardise principles. In the context of the proposed project, this methodology translates into 
the following:  

- Plan:  
o Project scoping and context understanding: At the start of any project, the 

[Redacted] will collect any requirements form the client, and discuss those 
requirements when necessary (e.g. any clarification needed). Once those have been 
identified, the [Redacted]  and the [Redacted]  will meet with our planning team, 
to identify all people within the organisation with relevant experience. If applicable, 
people with relevant experience will be pulled into the project and will support with 
project planning and staffing.  
At the beginning of every project, the team will have a kick off meeting with any 
relevant project stakeholders at the client’s side. The purpose of this meeting will 
be to identify specific projects requirements, present the approach to the project, 
present an initial risk analysis and discuss any other business required to the right 
conduct of the project.  

o Selection of appropriate consultants based on training and experience: amongst our 
pool of consultants available throughout [Redacted], we will select the team with 
the experience, knowledge and expertise closest to the client’s requirements.  

o Identification of knowledge and experience gaps (when applicable): if we identify 
gaps between the knowledge and experience available within the team mobilised 
and the experience and expertise required for the project (for example after a scope 
change requested by the client), we will identify the gap and offer training for the 
team or support from more experienced colleagues at Hylman. This process is under 
the [Redacted]  responsibility.  

o Creation of a performance monitoring process: At the beginning of each 
assignment, we will agree with the client on a performance monitoring process by 
which we will monitor continuously the performance of our teams. This process is 
made of an internal performance appraisal process as well as a client-agreed 
process. The internal process is made of an individual appraisal for each team 
member to be conducted within two weeks of the start of the project, and then on a 
monthly basis. This process is aiming at evaluating the individual performance of 
each individual on the team as perceived by their manager, with client’s inputs.  

- Do:  



o Experience sharing within the team during the course of the project: during the 
course of the project, all team members involved int the project, including any 
subject matter experts that may be interviewed for the course of the project, will 
participate to a weekly gathering, this will be an opportunity to share their 
experience and work collaboratively to solve any issues identified.  

o Utilisation of internal subject matter experts: We have at Hylman a network of over 
[Redacted] worldwide with a wide range of functional and industry expertise. 
When our team on a project feels they can benefit from a specialist advice, we 
organise interviews with any relevant expert from our network.  

o Market news and new methodology monitoring: As an organisation, market 
analysis and market research is at the heart of what we are doing. As a consequence, 
we conduct an internal press review on a fortnightly basis to keep updated on the 
main trends and news within the industry. On top of this, we regularly utilise 
publications and participate in events by the [Redacted], [Redacted]  as well as 
other professional associations in Europe, such as the [Redacted].  

 
- Check and act:  

 
o We will conduct a performance monitoring process agreed with the client, this 

performance monitoring process will include the KPIs identified in the tendering 
documentation and will be reviewed on a quarterly basis during the course of the 
framework between the director and the client (as long as at least one call-off 
contract has been awarded to Hylman). The process will include a review of formal 
and informal feedback gathered by the client, as well as the KPI monitoring 
reviewed by Hylman.  

o At the end of each project, Hylman will send out a questionnaire to all relevant 
project stakeholders to assess the level of satisfaction as to the services delivered. 
This questionnaire will include qualitative questions with the opportunity for the 
respondent to comment and provide examples. These questionnaires will be 
reviewed and a feedback document will be sent to the client, with any corrective 
actions identified to remedy recurrent or material issues.  

o One team member will be in charge of maintaining a quantitative dashboard of the 
project’s KPIs. We are routinary checking metrics such as average time to respond 
to emails or other queries, and we will identify other relevant quantitative metrics 
to report at the beginning of the framework.  

 
 



 Please provide details of how you will ensure that sufficient capacity exists at all times to deliver the Framework, 
including Framework transition and periods of high demand, and how you will ensure that there is a consistent level 
and appropriate quality of service provided to Framework Public Bodies, regardless of spend or geographical spread 
across Scotland. 
 
Weighting 10% (Word Count 600) 
 
Hylman has access to a wide network of professionals globally. We have access to an extensive 
pool of talents and thousands of years of professional experience. Totalling at [Redacted] 
experts, from strategy and market research to marketing and communication to public relations 
professionals from multiple sectors, Hylman has the capacity to scale up and down the delivery 
team as required at any time and at any magnitude needed. 
The [Redacted] is ultimately responsible for the appropriate staffing of the team. If [Redacted]  
identifies a requirement for additional staff to be positioned on the project, either to fulfil 
capacity requirements or to bring a particular expertise, [Redacted]  will get in touch with the 
planning department at Hylman.  
Once the planning department has been informed of a requirement for additional staff within 
the team, they will work with the [Redacted] to fulfil that requirement. We always meet 
staffing requirements on our projects within a two weeks timeframe and thrive to fulfil them 
within a week when required by urgency.  
The [Redacted] is ultimately responsible for providing the highest level of service quality and 
consistency. We thrive to keep a consistent quality of service, including during peak activity 
periods during which we may use our wide network of consultants in [Redacted], [Redacted] 
and beyond. In order to do so we ensure:  

- That the project’s management team remains the same during the course of the 
project, the engagement director and partner involve remain the same.  
- We monitor performance of our staff against stringent internal performance 
metrics and customer satisfaction metrics. Any team member involved in the delivery of 
the project will be appraised against our internal appraisal tool, and any individual 
reaching a total score below [Redacted]  will be undergoing special performance review 
and a performance improvement programme.  
- We will ensure that customer satisfaction is maintained and the continuous 
improvement process will ensure that any performance limitation is identified and 
actioned upon.   

We also have an emergency response team on call [Redacted] including at least a member of 
the staff at [Redacted] level or above. Our global footprint and ability to work across time 
zones means we have at all time a number of associates working and able to answer requests 
of the highest urgency.  
 
 



 
 Where a Framework Public Body has an urgent or emergency requirement, please provide, in detail, your 

structure for accommodating unforeseen requirements of this nature and your proposed formal processes to initiate 
such activity under each situation.   
 
Weighting 10% (Word Count 800) 
 
Operating points and how we will respond and accommodate in normal and abnormal situations 
As it applies to all its projects and clients, HYLMAN strives to keep the best response time, 
accommodating any urgent or emergency requirements, to all kinds of engagements, around the clock and 
even outside working hours. This is done through operating under different working schedules (Sun-Thu, 
Mon-Fri, and dedicated Sat oncalls, morning schedules/night schedules, and rotational orientation). The 
way a response is approached is by maintaining the generic contact point that all response teams have 
access to, directly or indirectly, from management to coordinators. According to stats, the team at 
HYLMAN have maintained a 90%+ response rate so far (which is an indicator of the time to response, 
quality of response, satisfaction of the recipient/client, feedback on support, and time to engagement). The 
time to response to this specific contact point is usually within the hour at anytime during the working 
day, slightly higher outside normal working hours at 1-2 hours, unless the query requires 
partners/directors inputs in more complex scenarios in which case can take between 2-6 hours. All queries 
go through a ticketing and management tool that assesses complexity, urgency, and persons of concern. 
Support staff often assess immediately and share the necessary info then respond to the query in a prompt 
fashion. The contact point is [REDACTED], which is dedicated for tenders in the UK that our 
applicable teams would support in the UK. 
 
Taking into consideration the framework and the way a call off commission can occur, our designated 
[Redacted], [Redacted], will be the appointed contact for the initial telephone conversations and 
engagement from [Redacted]  for cases that may arise at any time as part of the formal process in 
emergency situations. As availability is confirmed by this initial contact, the email sent to him and our 
contact point will then be raised to the governing committee that will plan how the engagement will take 
place immediately, the named specialized team to be deployed and arrangements, guide and schedule the 
delivery. Suffice it to say that any commissioning/call-off work would not be missed at any time. 
 
To ensure business continuity from the team’s side, all named specialists are replaceable for up to 3 levels 
(3-tier backup for every expert) should emergency arises or they’re incapable to performing their duties 
efficiently as expected. 

mailto:ukdeployment@consultingcentrale.com


 Please find instructions attached. Tenderers are required to answer the question contained in the 
attachment.  
 
Account Management - Please provide a detailed breakdown of your proposed Account Management 
delivery 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not have their tender 
considered further or proceed to the Price/Quality ratio calculation. 
 
Weighting 60% (Word Count 2,400 excluding CVs, 250 per CV) 
 
HYLMAN operates a global management and legal consultancy, [Redacted], which powers advanced 
intelligence and enhanced capabilities for optimal advisory efficiency while retaining a vast pool of 
professionally qualified talents and experts worldwide in all sectors, fields, and industries who are readily 
available and deployable based on the required specialty and skill. HYLMAN’s vast dedicated professional 
pool of talents worldwide includes all kinds of experts, those of which that are readily available for 
deployment and are the primary subject matter experts that will be deployed immediately, and others that 
are more international and can be called in within short notice to work either remotely or physically. 
Through its network at [Redacted], HYLMAN retains a network of [Redacted] specialised experts 
worldwide. All of HYLMAN’s resources to be mobilized in this framework are filled directly. 
 
HYLMAN and its leadership is an official management consultancy supplier to the UK government and 
public sector in a [Redacted] framework. HYLMAN’s management systems are fully certified with QMS 
[Redacted] ensuring compliance with best industry practices. 
 
Our team dedicated to this project. 
 
[Redacted]  and the framework with expertise in marketing, PR, economics, strategy, business case 
development, marketing and communication, management of intelligence, autos and PPE. And 
[Redacted], Senior Partner of [Redacted]  and the framework with expertise in wealth management, 
market study, business case development, assets trading, management of portfolio and evaluation of PPEs. 
Besides running artificially intelligent structures that rely on advanced and complex technologies with a 
global reach in the B2B and C2C sectors, they are also experienced in marketing initiatives and public 
awareness with case developments across multiple sectors and regions such as the [Redacted]. They use 
and reflect their accreditations for [Redacted] in quality management systems and [Redacted] in 
environment management systems for any project with assured value to ensure high level execution, 
sustainable practices, social and environmental responsibility, and quality outcomes.  
[Redacted] will provide oversight and direction to the teams. 
 
[Redacted], also the lead of the project with expertise in Strategy, M&A, Business Operations, and 
Marketing. [Redacted] will serve as the [Redacted]  as well as in-depth expert in the strategy of 
workstreams and operational management of the team. [Redacted]  will manage all consultants and 
support teams involved daily to ensure quality execution of the work plan on every engagement. 
[Redacted] brings significant strategic experience, as well as experience leading complex teams in 
strategic and operational support. [Redacted] successfully led large-scale projects for carrying out media 
and public awareness frameworks across [Redacted]. 
 



[Redacted] with [Redacted]  years of experience in marketing leadership, also the lead of the project 
with expertise in strategy, sales and marketing communication, business operations, and business 
development. [Redacted]  is an in-depth expert in marketing holding substantial roles for many years with 
high emphasis on strategic evaluation, financial and economic analysis, and case management.  
 
[Redacted], [Redacted]  years of experience as a business management and marketing consultant in 
leading large-scale companies, strongly positioned to lead teams and managing large portfolios particularly 
in his roles that pertain to management, marketing and sales required to steer companies for client 
acquisition, retention, and streamlining sales and revenues across [Redacted].  
 
[Redacted] , [Redacted]  years of experience as an experienced and seasoned management consultant 
and marketing professional in UK’s primary institutions. [Redacted]  is highly specialised in the 
leadership of companies in the UK from the banking and insurance industries. She was responsible for 
managing and handling large portfolios across [Redacted]  with particular focus in leadership and steering 
teams with high emphasis on large scale public awareness campaigns.  
 
[Redacted], a “pure marketing, PR, communications, and research expert” specialized in leading, 
handling, and managing the branding of large clients and portfolios from research and strategic planning 
all the way to execution and analytics across the UK. He is experienced in managing large teams and 
capable to ensure lean operations and efficiency to execute plans based on schedules. [Redacted]  relations 
skills allowed him to possess strong attributes to event coordination for public awareness purposes across 
various industries.  
 
[Redacted], a graduate of [Redacted]  from [Redacted], experienced in brand management, strategy, 
and corporate finance across leading consultancy firms in the [Redacted] [Redacted]  was equipped with 
high achieving asset management responsibilities to handle high figure portfolios for brands and manage 
their public awareness strategies under brand management frameworks.  
 
[Redacted] are examples that represent our international senior consultant grade pool of experts that will 
be deployed to provide Scottish Procurement with high achieving results. 
 
Each of the deployed teams will be comprised of one or more senior consultants as well as additional full-
time consultants and analysts, who will provide around-the-clock support to research, analysis, assessments, 
and framing of options for accurate decision-making in writing the evaluation as well as coordinating with 
the research lab and related agencies and staff. Our teams will also draw upon their extensive subject matter 
expertise and dedicated lines of service in business case development, cost-benefit analysis, economic 
decision making reviewed from existing cases, and research including data scientists from HYLMAN’s 
research lab performing the required evaluation of data, research and analysis to positively enable the team 
for support. 
 
HYLMAN’s team-based client service approach maximizes partnership with our clients and minimizes 
their risk, and the following experts’ summaries and qualifications will explain why they’re best suited for 
this rapid response work. It is comprised of leadership, a full-time task team, senior experts, research lab, 
industry knowledge, tools and advanced analytics that will be made available to the teams involved in every 
engagement 24/7. Everyone involved is a subject matter expert in the strategy and commercial advisory 
and will support each other plus further deployed teams that will contribute to the maximum value for the 
client at every work package.  
 



HYLMAN is fully equipped with a private research lab that provides extensive insights to its team on a 
variety of topics, information, sectors, and industries with accuracy driven data from research based on 
intelligence and expertise. HYLMAN intends to use this lab for evaluating the best approaches to the market 
research, not only from a domestic perspective but also international to achieve optimal value in cases, and 
delivering efficient results under every workstream and further, including in-depth subject matter experts 
in developing full cases, monitoring strategic objectives, and evaluate the economics of operations. 
 
Location where the work is delivered 
The work will be majorly out of [Redacted], UK. However as some members of the core team or further 
support teams will be more remote from neighbouring countries such as EU, the entire delivery teams will 
work together in an efficient norm using specialized task management tools, live task tracking, CRM, video 
conferencing for daily audio/video conferencing, and handled according to dedicated per-team managers 
for every commission and call off project. 
 
Contingencies in place and operations assurance 
Operating points and how we will respond and accommodate in normal and abnormal situations 
As it applies to all its projects and clients, HYLMAN strives to keep the best response time, 
accommodating any urgent or emergency requirements, to all kinds of engagements, around the clock and 
even outside working hours. This is done through operating under different working schedules (Sun-Thu, 
Mon-Fri, and dedicated Sat on-calls, morning schedules/night schedules, and rotational orientation). The 
way a response is approached is by maintaining the generic contact point that all response teams have 
access to, directly or indirectly, from management to coordinators. According to stats, the team at 
HYLMAN have maintained a [Redacted] response rate so far (which is an indicator of the time to 
response, quality of response, satisfaction of the recipient/client, feedback on support, and time to 
engagement). The time to response to this specific contact point is usually within the hour at anytime 
during the working day, slightly higher outside normal working hours at [Redacted] hours, unless the 
query requires [Redacted]  inputs in more complex scenarios in which case can take between 
[Redacted] hours. All queries go through a ticketing and management tool that assesses complexity, 
urgency, and persons of concern. Support staff often assess immediately and share the necessary info then 
respond to the query in a prompt fashion. The contact point is [Redacted], which is dedicated for tenders 
in the UK that our applicable teams would support in the UK. 
 
Taking into consideration the framework and the way a call off commission can occur, our designated 
director, [Redacted], will be the appointed contact for the initial telephone conversations and engagement 
from [Redacted]  for cases that may arise at any time as part of the formal process in emergency situations. 
As availability is confirmed by this initial contact, the email sent to him and our contact point will then be 
raised to the governing committee that will plan how the engagement will take place immediately, the 
named specialized team to be deployed and arrangements, guide and schedule the delivery. Suffice it to say 
that any commissioning/call-off work would not be missed at any time. 
 
To ensure business continuity from the team’s side, all named specialists are replaceable for up to 3 levels 
(3-tier backup for every expert) should emergency arises or they’re incapable to performing their duties 
efficiently as expected. 
 
Internal methods of interface 
Digital conferencing tools, CRM, task management tools, centralized organizational structure, formal 
interface processes. 
 
How internal standards and monitoring of approvals/sign-off are managed 
Leadership (including the partners and lead director) manage sign offs. The process is as follows: 



The way HYLMAN is managing call-off contracts goes from the proposal preparation to execution and 
monitoring.  

- HYLMAN works on each call-off contract and allocate the particularly specialised experts to the 
project. All experts at HYLMAN are subject matter experts and are directly supported at all times 
by HYLMAN’s extensive research lab that is dedicated to supporting on all types of projects 
providing all-encompassing insights, industries and market data, assessments for evaluations, 
financial reviews, strategic business reviews, simulated projections, and technical information 
using the latest in data technologies and advanced intelligence.  

- HYLMAN will allocate the experts most suited for the need of the project, following lean and 
efficient principles of [Redacted] as well as lean [Redacted] and [Redacted] methodologies, 
out of its vast pool of professional talents worldwide, staff, and contractors. We aim to build the 
most competent and cost effective team structure and, for a given project, the team will usually be 
made of a number of experts, having 5 to 10 years minimum experience with international 
exposure: A project manager, whose role is to ensure the project is kept on track and within budget, 
a number of consultants and analysts depending on the magnitude and requirements of the project, 
and a project director who has extensive experience managing large scale projects and leading a 
team of experts towards the delivery of their objectives.  

- Upon the allocation of a call-off contract, HYLMAN will organise a project management model 
for the project and fill out an initiation document. This document will highlight the timeline 
(including [Redacted]), team, objectives, KPIs, deliverables, and steering committee for the 
project. In parallel of this document, we would start a risk log, which is a live and trackable registry 
that will follow the project all the way to completion, recording the risks identified by the project 
team, mitigation solutions proposed as well as logging the materialisation of such risks.  

 
Details of complaints procedure and escalation process 
Attached. 
 
Training/development and monitoring of performance of the Account manager(s). 
The framework performance will be followed based on the work performed by the project managers on 
every call-off contract specifically supported with specialised care and skill. They will ensure the to meet 
the time-bound 24-hr commissioning KPI, timeliness delivery of the projects, lean operations in conducting 
reviews, and effective man days to ensure results are being delivered on time and in the budget, 
accommodating any discrepancies. The performance, throughout the framework will be monitored at two 
levels:  

- At project level, through a close performance monitoring process taking place at the project’s 
steering committees during which the project manager will escalate issues and report on delays and 
budget issues, and during which the client’s support staff, as well as other key stakeholders, will 
share their points, issues, feedback, suggestions, comments and complaints if any. 

- At framework level, in the framework management meetings, during which the director from 
HYLMAN and the framework manager will meet and discuss progress and any issues arising from 
the projects or the framework. 

 

Project’s Organogram 
 
For this particular framework, the following organizational chart with the allocated leadership for the 
team involved takes part. 
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 Business Management - In order to meet the contract management requirements outlined in Schedule 1 and 

Schedule 1A of the Model Framework Agreement, the Contractor must have well established formal tracking tools 
to deliver the service, ensuring business continuity at all times. These must be used as a formal monitoring 
mechanism within your organisation. Please provide a detailed breakdown of your processes for tracking and 
delivery, paying particular consideration to the following: 
 
• details of all tools and processes to track and report on progress of tasks and how you keep abreast of the latest 
tools and technologies in the sector; 
• details of the management reporting arrangements employed to monitor tasks; 
• details of how these outputs will contribute to the management of risk and inform future activities; and 
• details of formal methods/process for identifying and addressing errors including how and at what stage the 
Framework Public Body is informed. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not have their tender considered 
further or proceed to the Price/Quality ratio calculation. 
 
Weighting 30% (Word Count 1,500) 
 
Details of all tools and processes to track and report on progress of tasks and how you keep abreast of the 
latest tools and technologies in the sector; 
Besides manual processing of tasks between senior team members as part of the internal flow and QMS 
policies, we will use dedicated task management tools that support the entire management of a project, its 
objectives, KPIs, agenda, expectation and tasks which will be assigned to each named individual/group 
who will be reporting on their progress live and as per the timeline put forth to meet any deadlines with 
proficient live communication terms among the team members. These tools will also be supported by the 
use of further subject-professional analytics tools such as [Redacted], [Redacted], [Redacted]]  
(where appropriate) among others to support live tracking of progress of a delivery with regards to an 
advertisement or awareness performance, which includes various logical indicators such as for example 
impressions, clicks, conversions, type of audience, demographics, and more that will be visible on the 
spot. All these tools will support the team to make sound judgement when needed at all times to target the 
right segment and improve the return on investment on every applicable scenario concerning digital 
marketing, PR, or market research. 
We always keep our digital tools updated and following the latest trends in the [Redacted]  softwares, 
whether they’re standalone solutions or internal digital resources, to allow room for new changes and 
technological advancements. This is usually supported by our IT dedicated department who keeps us 
regularly informed whether there is an update, its necessity, and the type of improvements we are 
expecting with the update to make sure we are using both the latest hardware and software for every 
delivery. When an issue is identified and stays or crystallizes with a new update, our IT team works with 
the solution provider to sort out the issue as soon as possible. Suffice it to say that we are very tech-savvy 
according to the latest tools and technologies. 
 
Details of the management reporting arrangements employed to monitor tasks; 
Other than the live risk register that is shared to all parties directly involved in the delivery of a project, 
the team also uses other digital sharing management reporting tools that allows latest data, information, 
reports, or progress be shared and seen with on time communication to give the chance to all parties and 
team members to communicate their feedback, comments, suggestions, inputs, and further actions at all 
times. These arrangements support our task management tools employed to track tasks, progress, 
timeline, completion, contributions by team members, and feedback regularly. Additionally, all team 
members are also subject to routine daily scrum calls for more manual status updates to ensure everyone 
is up to speed on each other’s works given that each work package put forth will complement each other 
and the final works planned entirely. These management processes follow [Redacted], [Redacted], 



[Redacted], and other best industry practices and international standards that ensures our efficiency in 
work and delivery appraised by senior management routinely. 
 
Details of how these outputs will contribute to the management of risk and inform future activities; 
Risks will always be noted according to priority, from highest level extreme to lowest level notice, in 
which all outputs supporting business continuity will be directly associated with a predefined agenda/KPI 
that is also related to a certain risk (if any), in which an item of order cannot be completed and put to rest 
unless its risks have been formally tackled and managed with management approval on their solving, 
which is also trackable by live management tools. All work and outputs will support the planning of 
future activities given that every engagement is lined up in phases/workstreams that support the build-up 
of a final delivery, besides the involvement of ongoing experiential learning that will support the steering 
of a quality delivery. 
 
Details of formal methods/process for identifying and addressing errors including how and at what stage the 
Framework Public Body is informed 
HYLMAN’s service best practice includes continuous improvement processes from each team as part of 
the delivery cycle to capture key learning which may be of value to the framework public body, the client, 
and direct stakeholders. Structured "Experiential Learning" workshops are held with the delivery team, 
steercos, framework body and relevant stakeholders. These workshops use a defined agenda from pre-held 
internal review and are run by managers who are not directly involved in a specific delivery. Customer 
feedback, from the framework or the commissioning client, is either sought before the workshop as part of 
the closure interview through our official feedback procedure, or the customer is invited to the session to 
share their feedback or suggestions directly. Lessons learned may be reviewed at key milestones or at the 
end of assignments in order to address any errors that have not been resolved or “elephants” in the room. 
The public body is informed at all stages of risk, from identification, registering, identifying counteractive 
measures, progress monitoring, crystallisation, resolution, and post-solution learnings, allowing the public 
body to be in the picture directly with every engagement for clarity and support. 
 
Key lessons are documented in a business continuity report that includes risk register and contingency 
plans, along with any comments for anticipating unplanned events that can hurdle progress. Reusable 
material such as service designs, reusable processes, checklists, example plans, methodologies from 
protocols and reports are included in the Experiential Learning pack so that other teams can derive better 
value and reduced risk customisations or variation using lean [Redacted] best practices and by re-using 
the customisations employed and proven by other teams.  
 
Review and Refinement Process  
Experiential Learning materials are reviewed by the relevant Practice Continuous  
Improvement Controller and Lead from HYLMAN, often the overarching director in the project or second 
tier in line. They assess the impact and relevance of the learning to ensure that actions are taken to make 
any necessary changes. Problems with operational processes are acted on by the Operations Manager. The 
Continuous Improvement Lead will approve the resulting plan, risk registry and contingencies on the 
knowledge tool and will inform colleagues from other commissions who could encounter similar issues so 
they can learn from the experience within the framework. Colleagues responsible for the maintenance and 
development of these tools will routinely scan it to learn from current experiences. 
 
Our corporate, long term commitment to quality and continuous improvement Delivery methodology 
complies with [Redacted] standards and incorporates a proven process and toolsets for measuring the 
quality of operational services and progress against their implementation plan covering participant 
satisfaction level, monitoring and progression of participants, and quantifiable and qualitative outputs as 
outlined for the delivery of the programmes. All quality management systems employed to monitor the 
quality of operational services and progress are subject to a rigorous and consistent process of quality 



control, risk registry to assess the levels of risk associated in terms of performance and delivery, and 
contingency plans for the high risk/substandard delivery according to the registered elements. 
 
 
 



 Please find instructions attached. Tenderers are required to answer the question contained in the 
attachment.  
 
Tenderers are required to demonstrate their organisation’s approach to information security and the 
controls that are in place, to protect the data shared with them, and to ensure continuity of the service 
offered, by providing a brief statement for each of the Objectives. 
 
Tenderers who fail to achieve a moderated average mark of “50.000%” or more will not have their tender 
considered further or proceed to the Price/Quality ratio calculation. 
 
Weighting 10% (Word Count 1,200) 
 
Hylman is certified with [Redacted], [Redacted], [Redacted], and [Redacted]. 
 
The data protection policies and strategy in place by HYLMAN, following [Redacted] and [Redacted]  
standards, comprises of a number of data management procedures followed specified to every house of 
data respective of client or in house information or processes, imposed by management and administrators 
that maintain and protect its privacy with strict monitoring and management initiatives. It consists of data 
lifecycle management with a routine checking from registry to archiving to destruction when needed as 
well as managing the protection of information throughout its lifecycle, clear data protection and privacy 
policies, data risk management, encryption technologies, data backup frequently and recovery process 
under [Redacted] initiatives, data access controls by management, management of data storage, 
preventing data breaches with cybersecurity protection measurements using network security and 
antivirus/firewall systems to block unauthorized access, strict confidentiality and privacy management 
with staff training on information security awareness methods routinely, monitoring and trace 
management to track confidentiality compliance, password management procedures and policy, testing 
security and exercising taskforce to ensure protective defense and compliance with the data protection 
standards, monitoring and reviewing all aspects associated with the protection of data privacy and its 
security. 
Records of data, comprised of personal and non-personal data, are protected on a secure in-house cloud 
panel and housed physically in the EU and/or UK for safety and in accordance to [Redacted]  and 
[Redacted] principles. 
 
Access to systems and data is given according to grade, roles and responsibilities, mandated 
by [Redacted]  standards, and to as-needed basis within the organisation's FTEs and further dissected 
into low, medium, high, and super high classes. Also applicable to subcontractors that have access to 
client data. Super high levels are provided to the senior executives only ([Redacted]) that approve all 
inferior level accesses. User access is subject to a monthly regular review by the administrators that 
oversee security on the type of users in place and who has access to databases respective on the type of 
work/client involved. At the same time review any security concerns or updates to resolve and fix. 
Databases with commercially or personally sensitive information and their oversight is secured to only 
senior executives, with restricted access by the administrators that manage its maintenance and safety 
with limitations. Authentication levels for access are password protected (password policy include multial 
phanumeric, symbols, and caps), unless access to data requires higher grade which then would entitle the 
[Redacted]  (OTP, verification, keys, validation) and further manual authentication by administrators, 
and senior executives if needed. 
 
Logical security (technical) controls in place for the transfer and access to data and dedicated private 
servers include passwords and multi-layered authorisation, network firewalls and unauthorized access 



prevention software, patch management, datacentre physical security controls, access control lists, 
malware protection, and encryption. Some baseline security configuration standards include removing 
unnecessary users, imposing strict change for default or low level security passwords to 
multialphanumeric and strong password mandated by the policy, disabling unneeded software, disabling 
autorun features that don't necessitate manual authorisation, manual authentication of users before 
allowing them to access sensitive information or data, change passwords periodically especially when 
suspected that this password is leaked or has been compromised, and adhere to policies involved 
associated to the security standards mandated. Compliance with these standards and tasks are monitored 
by routine checking and maintenance besides auto detecting and notification for password policy 
adherence at every point of access and transmission, including the use of physical storage devices. 
HYLMAN ensures few criteria through its controls: security, confidentiality, availability, 
integrity, and privacy. 
 
We use up to date software/hardware versions and approved systems adhering to [Redacted] and 
[Redacted] standards with the use of antivirus/antimalware protection software and encryptions, and 
allowed according to grade, data requested, and manually authorised access. 
 
Security controls in place include strong levels of authentication to allow controlled and monitored access 
with [Redacted], besides hardening of mobile and IoT devices along with access control policies that set 
out the standards and requirements for each level access. Imposing also embedded security system 
solutions within externally portable devices and applications with access into data communications and 
sensitive information. Corporate network, where applicable, is protected using latest technologies of 
firewalls and antivirus protection software. Network monitoring tools are used and checked by 
administrators using tools such as [Redacted]   to investigate interface numbers in size in the bandwidth 
from network connected equipment, which also falls in place for detecting unauthorised devices, traffic 
packets, or connections. 
 
In addition to direct monitoring by management and administrators according to authorised access and 
class levels, data privacy controls that are in place include physical and virtual separation of clients' data 
and information with dedicated storage and cloud protection services.  
 
The security systems run automatic scanning routinely. To identify vulnerabilities, 4 stages are 
followed: discovery, reporting, prioritisation and response. To do so, maintenance is held routinely that 
works to identify any hardware or software flaws from the operations being run on a frequent basis that 
need to be managed and moved up the command to treat and effectively handle, urgently or when 
possible depending on the level of breach or issue. All vulnerabilities and steps are documented and 
shared to the relevant administrators and management involved in the department, besides the senior 
executives that may make the call for additional support when needed to level the issues. Security testing 
that include pen-testing is also held routinely to exploit any vulnerabilities and ensure the cyber defense 
of our organisation is well maintained and secured. Other types of security testing include 
vulnerability scanning and risk assessment. 
 
Any personnel that we seek to hire full time at HYLMAN, in the preemployment procedures, they go 
through primary source verifications, educational and professional background checks, and security 
checks similar to [Redacted] to evaluate their ability to work, with prior authorisation where needed, 
including their right to work, identity, criminal and judicial record, employment history, international 
exposure, limitations or conflicts, and competence for capability to handle sensitive information relevant 
to their grade for work.. New staff members, after successfully meeting all criteria from the screenings 
carried out priorly, go through an intensive initial phase of professional training on their role and 



responsibilities that includes how to handle sensitive information, examining their comprehension at the 
end of training to ensure full understanding on how to carry out the work with integrity and principles. 
Cyber security training is provided to new staff members to display the channels and networks followed 
in the organisation, how to use and support, and what measurements of security is in place to handle. 
Training materials are refreshed semi-annually to annually according to programs provided by 
information security awareness teachings such as [Redacted], and as per internationally accepted 
industry standards [Redacted]) 
 
In order to limit the risk of misclassification, data should become automatically anonymized after a given 
period of time after storing to minimize incidents.  
The tracking of data export is a critical part of the risk mitigation process in which HYLMAN will ensure 
to be able to trace any data export by users in case some data has leaked or was compromised in order to 
be able to put in place mitigations measures and track back the breach.  
 
 



 
 Please describe and demonstrate how you will commit to adopting Fair Work First for workers 

(including any agency or sub-contractor workers) engaged in the delivery of this contract. This should 
include current and planned actions that show how you will embed these practices during the lifetime of 
this contract.  
 
Answers should include tangible and measurable examples and should also describe how you will report 
on, and demonstrate progress, to the contracting authority during the lifetime of the contract. 
 
Good answers will reassure evaluators that your company is committed to adopting Fair Work First and 
to progressing towards wider fair work practices set out in the Fair Work Framework for the workers 
engaged in the delivery of this contract and those in the supply chain working on this contract. Answers 
need not be constrained to, or be reflective of, any examples given alongside this question. 
 
Weighting 100% (Word Count 800) 
 
HYLMAN is committed to advancing the Fair Work First criteria, specifically:  
 
1. We have an appropriate channel for effective employee voice  
We recognise Trade Unions across all employee groups and encourage membership  
We engage in constructive dialogue with our employees and their Trade Union representatives to address 
workplace issues and disputes. Employees are offered supportive contact with their supervisor as well as a 
channel for “whistleblowing”.  
We have zero tolerance of bullying and other forms of abuse and harassment.  
 
2. We invest in workforce development  
We provide learning opportunities for employees at all levels.  
We are committed to providing apprenticeships and other opportunities for young and disabled people   
Formal and informal learning is offered and encouraged across the workforce, relating to specific roles as 
well as wider development  
 
3. We do not use zero hours contracts inappropriately  
Supply and casual contracts are only used when necessary and workers on these contracts are not obliged 
to accept work when this is offered. We have a clear policy allowing workers to move from a 
supply/casual contract to a temporary contract where a longer-term need for the work has been identified  
 
4. We take action to tackle the gender pay gap and create a more diverse and inclusive workplace  
Our equality outcomes support a number of actions to ensure we continue to understand any perceived 
barriers to employment with the company and address these  
We gather data to understand our workforce diversity and pay gap information  
We support flexible working across the company  
 
5. We commit to paying the Real Living Wage  
All of our employees are to be paid at least the real living wage. All contracts are to be formed in such a 
way that a subcontractor has a possibility to make at least the real living wage. It is though understood 
and clear, that the vast majority of employees at Hylman are highly qualified workers, paid well above the 
Real Living Wage.  
  
The company will be living wage accredited before the start of the contract.  
 



To help assessing our practices as an employer, please find below an extract from our employee 
wellbeing policy:  
 
Work-life Balance 
• All employees with at least [Redacted]  year continuous service are entitled to request flexible  
working setting if they have not made a similar request in the past [Redacted] months.  
• Requests to work from home will be given careful consideration. A request will only be  
allowed if it will not have a negative impact on the smooth operation of the organisation.  
• Employees who work part time will be encouraged to attend team briefings.  
Providing Medical Assistance to Employees and Promoting Healthy Options 
• Provide private health insurance for all employees. Details of the scheme will be given to  
the employee in their contract of employment. 
• Provide access to a confidential counselling service.  
• Promote healthy eating.  
• Support employees trying to give up smoking. 
Encouraging Employee Fitness 
• Provide subsidised gym membership where applicable.  
• From time to time, events will be arranged for employees to participate in fitness  
activities. It is aimed to arrange at least one charity run each year, with similar events  
taking place throughout the year. Employees wishing to arrange an event should contact  
the HR Department. 
Promoting Dignity at Work 
HYLMAN believes that all employees should be able to work without fear of being harassed or  
distressed by their colleagues, customers or other contacts in the workplace. 
• Any employee who is distressed by events at work and believes that their dignity has  
been violated or they have suffered harassment should talk to their line manager.  
• If it is not appropriate to speak to the line manager employees should speak to a member  
of the HR department. 
• The organisation will add promptly to investigate any allegations of unacceptable  
behaviour in the workplace. 
• The organisation will support employees in getting over any distress that has been  
caused. 
• Employees who harass colleagues, or engage in otherwise upsetting behaviour, could be  
subject to disciplinary action. 
Minimising the Stressful Impacts of Work 
• All jobs can have times when the work is particularly busy, or particularly demanding.  
HYLMAN recognises this and will support employees by allowing regular breaks for the  
employee to rest from these demands. 
• Employees are not expected to be answering emails from home in the evenings or after  
completing their day work schedule, except in exceptional circumstances. If employees find that they are 
regularly needing to work from home after their day work schedule they must discuss this with their line  
manager to try to find a solution. 
• HYLMAN will always take steps to cover the absence of colleagues, without putting  
undue demands on other employees. 
• if employees are struggling to cope with the demands of their job they should discuss this  
with their line manager or a member of the HR Department. 
 



 Sustainability - Tenderers must confirm that, where appropriate, they will support the Scottish 
Ministers policies on Sustainability and Corporate Social Responsibility in delivering the services 
required.   
 
Please provide a statement which explains your sustainability policy and demonstrates how you will 
proactively support the delivery of the Framework Public Body(s) respective Sustainability (Social and 
Ethical) and Environmental Policies. This should include any measures you have in place to ensure, 
monitor and report sustainability across your supply chain and any steps you will take whilst delivering 
under this Framework to engage with and provide opportunities to the local Community, SMEs and 
Supported Businesses.  
 
Further details on Scottish Government’s Sustainable Procurement Policy are available at: 
 
Procurement Reform (Scotland) Act 2014 (the Act): statutory guidance - updated June 2021 - gov.scot 
(www.gov.scot) ; 
 
Sustainable Procurement/Procurement Journey ; and 
 
Sustainable Procurement (sustainableprocurementtools.scot) 
 
Public sector procurement: Fair work and procurement - gov.scot (www.gov.scot) 
 
As an intellectually based company our environmental footprint is small in comparison to those in the 
producing sectors. Nonetheless, we always aim to reduce our impact on the climate and environment even 
more. We only use air travel when absolutely necessary, travelling by train or having online meetings 
whenever it is possible. We have a very strong commitment to the environment as an organisation as 
demonstrated by the fact that we have achieved the [Redacted] certification (certificate available upon 
request).  
HYLMAN has been officially committed to environmental sustainability and making a positive social 
impact through the industry’s best practices as per internationally acceptable standards since [Redacted] 
after being officially certified with [Redacted]. HYLMAN, ever since its creation, has been committed to 
involve international policies to safeguarding the environment throughout its entire operations and 
activities, from top level management all through baseline operators, partners and subcontractors. In abiding 
to [Redacted], HYLMAN is using best practices firstly to train and keep its experts up to date, fully 
knowledgeable, and outright actionable concerning any relevant aspect during and prior to any awarded 
call off engagement on all lines of duties with integrity and as per the principles of the environmental 
management system and its sustainability, utilising best practices to meet and/or exceed the public body’s 
commitments and create new level of standards to environmental protection wherever possible. 
All qualities within the practices, under the classification of energy performance, is strictly mandated to all 
personnel, teams, experts and subcontractors, where dedication to understanding the systems was put to 
ensure ongoing adherence to the principles and measurements to take to ensure effective actions. Following 
on HYLMAN’s strict procedures for sustainability, it is also officially attested and certified with 
[Redacted], allowing for best quality management system principles and practices instilled within the 
entire organisation. 
HYLMAN seeks to perform, but not restricted to, the following to reduce energy consumption and minimise 
negative impacts on the environment from the initiation of a project until its final delivery and 
implementation of findings: 



• Clarify and educate practices, policies, protocols, and eco-friendly operations to all relevant persons 
through clear principles and quality systems abiding and excelling the environmental practices 
ensured by the public body. 

• Be energy efficient and reduce energy waste using latest eco-friendly technologies, practices, and 
lean operations to perform tasks and deliver. 

• Rely on remote work with travels reduced to necessity. 
• Switch to cleaner energy sources on every packet of energy used where possible, through 

performing the contract, communication, transmission, and through implementation of findings and 
advisory. 

• Rely majorly on electronic means of communication and transmission of documents securely, 
abiding by the officially certified principles to HYLMAN of [Redacted], rather than printing or 
paper works. 

• Focus on renewables and eco-friendly materials than plastics or environmentally inefficient 
processes. 

• Advise on reusable and recyclable production/manufactured materials that have zero to limited 
harm compared to other products or materials without compromising quality and effective 
outcomes. 

• Support local initiatives from an international placement on environmental sustainability as per 
HYLMAN’s corporate social responsibilities and principles. 

• Use best practices of [Redacted] to quality management systems to ensuring environmental 
sustainability and energy performance exercised by all persons from a managerial position. 

• Ensure energy, environment, and quality principles are abided to their best conditions. 
 



 Community Benefits 
 
The Scottish Government is committed to contributing to the social, economic & environmental well-
being of the people of Scotland. The Government has five objectives that underpin its core purpose - to 
create a more successful country, with opportunities for all of Scotland to flourish, through increasing 
sustainable economic growth. Accordingly, while the following community benefit objectives will not be 
evaluated as part of the tender process, the successful Contractor will be expected to consider the 
following Community Benefit themes in the delivery of their services for example: 
 
• targeted recruitment & and training for “disadvantaged” persons unemployed for over 6 months; 
• generate employment and training opportunities for priority groups; 
• up-skill the existing workforce; 
• equality and diversity initiatives; 
• make any proposed sub-contracting opportunities available to SMEs, the third sector and supported 
businesses; 
• build capacity in community organisations. 
 
Tenderers should provide details of their proposals to support Scottish Procurement to meet SG overall 
community benefits policy through this Framework Agreement. 
 
Social and environmental values are of great importance to HYLMAN. We follow the Fair Work First 
criteria, making sure that all our employees have at least a living wage as well as flexible work conditions, 
access to learning opportunities as well as equal pay for equal work regardless of gender, race or sexuality. 
HYLMAN also has a programme in place aimed at providing work opportunities and training for young 
people and disadvantaged people seeking to find new opportunities.  
 
As an employer we are committed to hire and retain the best individuals regardless of their background and 
to help them thrive in their professional life. By working with Hylman, you support an organisation which 
has the wellbeing of their employees at heart. For that reason, we are amongst the best in class with ensuring 
employees wellbeing. We have a strong safety and wellbeing policy which covers:  
• encouraging employees to seek work-life balance 
• providing medical assistance to employees 
• encouraging employee fitness 
• promoting dignity at work 
• minimising the stressful impacts of work 
• managing sickness absence effectively.  
 
Plan to address specific Community Benefits themes:  
We recognise that the majority of our staff to be involved in the project will be highly experienced and 
trained profiles, which is rarely the profile of persons in long unemployment and graduates. However, we 
also recognise that there are many opportunities within Hylman’s back office and administrative positions 
for these profiles, as well as good opportunities for graduates to join us as analysts and learn from Hylman’s 
practices and experience. As a consequence, we offer the following:  

- Targeted recruitment for back office and administration jobs within the “disadvantaged” persons 
unemployed for over [Redacted]  months in [Redacted], including working with local job centres 
to identify and target this particular public. We will propose work placements of a minimum of 
[Redacted] months but will be aiming at offering as much permanent contracts as possible. We 
propose the commitment to [Redacted]  recruitments within Hylman (or Hylman related 



companies or subcontractors) through this channel during the course of the framework, as long as 
at least one call-off contract is being awarded to Hylman.  
Once recruited, these professionals will be trained for the specific activities they will perform and 
receive a general administrative training as well as a basic bookkeeping training internally. They 
will be evaluated by Hylman’s management team and the most promising individuals recruited 
through this channel will be offered a position as an analyst within the Hylman’s client facing team 
(subject to employes showing the appropriate behaviour and personal skills). 

- Placement for [Redacted] years old around the concept of discovering the role of business 
advisor/management consultant. The objective here will be helping the young people participating 
into this programme to spend between [Redacted] and [Redacted]  weeks in our business,  
depending on their school availability. We will offer a minimum of [Redacted]  of these 
placements a year and the main purpose will be for the young people involved to shadow one or 
several members of the client facing team. They will be assigned a mentor within the organisation 
who will collect their aspirations and understand how the placement can help them with their 
particular career choices. The mentor will provide tutoring on general business understanding and 
will answer questions from the young person in the placement. This placement may be organised 
within Hylman or within a partner company or a subcontractor.  

- Hylman is committed to work with local SMEs for the purchase of a wide range of services, as well 
as for the subcontracting of part of the activities under this contract when relevant and effective in 
doing so. At the beginning of the framework, Hylman will review the need for external services to 
be provided and will commit to utilise, when effective and relevant to do so, to utilise in priority 
local SMEs to deliver these services. The foreseen services may be provision of surveys, software 
and mailing services.  

 



TUPE (Information Only) 
 

1 Tenderers should note that the Transfer of Undertakings (Protection of Employment) 
Regulations 2006 (TUPE) may apply to some or all of the personnel currently assigned to 
undertakings that are currently performing part or all of the duties described in the 
Statement of Requirements. 

 
2 In our opinion TUPE is unlikely to apply to the award of the Framework Agreement 

 
3 Tenderers must, prior to submitting their tender, take their own specific legal advice to 

ascertain whether TUPE could be held to apply to such undertakings and, if so, how that 
would impact on their tender. 

 
4 Tenderers must clearly state whether they have bid on the basis of TUPE potentially being 

held to apply.  Tenderers should state any assumptions made in this respect. 
 

5 Any tender that does not accord with all the requirements herein and in the covering letter 
may not be considered.  

 
 
With reference to the above, and our full consideration of the framework, TUPE 
(Transfer of Undertakings, Protection of Employment) in our case should [Redacted]. 



LOT 5 - MARKET RESEARCH

STAFF ROLE UNIT

VOLUME OF HOURS 
PER STAFF ROLE    

(for evaluation 
purposes only)

HOURLY RATE          
PER STAFF ROLE        

excluding VAT           
£

TOTAL PRICE       
PER STAFF ROLE   

excluding VAT      
£

Comments

Director Price Per Hour 1777 REDACTED REDACTED

Account Director Price Per Hour 358 REDACTED REDACTED

Research Director Price Per Hour 2051 REDACTED REDACTED

Account Manager Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

Account Executive Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 3248 REDACTED REDACTED

Board Director Price Per Hour 1690 REDACTED REDACTED

Technical Director Price Per Hour 150 REDACTED REDACTED

Qualitative

Senior Research Executive Price Per Hour 328 REDACTED REDACTED

Research Executive Price Per Hour 53 REDACTED REDACTED

Telephone Executive Price Per Hour 10 REDACTED REDACTED

Field Interviewers Price Per Hour 10 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 638 REDACTED REDACTED

Online Scriptors Price Per Hour 10 REDACTED REDACTED

Data Analyst Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

 

Quantative

Senior Research Executive Price Per Hour 5513 REDACTED REDACTED

Research Executive Price Per Hour 184 REDACTED REDACTED

Telephone Interviewers Price Per Hour 20644 REDACTED REDACTED

Field Interviewers Price Per Hour 1439 REDACTED REDACTED

Data Analyst Price Per Hour 698 REDACTED REDACTED

Data Processor Price Per Hour 977 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 220 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

Field Manager Price Per Hour 1301 REDACTED REDACTED

Segmentation

Senior Consultant Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Data Planner Price Per Hour 10 REDACTED REDACTED

Database Administrator Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

REDACTEDTOTAL OVERALL PRICE 
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Q.1.2.3 

The Contracting Authority and Framework Public Bodies (CA/FPBs) require robust market/ 
customer research activities to provide insight to inform communications work.  

The capabilities, tools and techniques needed are as wide-ranging as the requirement. The 
CA/FPBs require contractors expert in the full range of qualitative, quantitative and analytical 
methods to provide insight, deliver evidence that underpins communications development 
and robustly track and evaluate the impact and effectiveness of campaigns and behaviour 
change activity. 

Ipsos is ideally placed to contribute to your continued successful delivery. Through our 
leading-edge design, robust delivery and insightful outputs, we would be a trusted partner. 
We add value by providing: 

• A pro-active and solutions-focused Framework management approach. We 
work closely with government/public sector bodies to provide similar services through 
comparable models (e.g. [REDACTED]), many of which are long-standing. This 
demonstrates our ability to handle the contract’s demands and provide capability, 
skills and efficiencies to add significant value; 

• Best-in-class capabilities for online, telephone and face-to-face data collection 
across Scotland, the UK, and internationally: with Ipsos teams in [REDACTED] 
countries and capabilities in [REDACTED] countries;  

• Bringing the very best of Ipsos’ thinking, innovation and tools and techniques 
to answer communications challenges in Scotland. Our Edinburgh-based team will 
draw upon skills from across public and private sectors, with senior-level direction to 
ensure relevance and add value. We will draw on specialist expertise from our 
[REDACTED]) teams; 

• A senior team with a depth and breadth of Scottish policy expertise and 
considerable experience in successfully delivering similar requirements. We 
work across all devolved policy areas, and cross-cutting areas e.g. poverty, net zero, 
equalities. Our team brings considerable valuable insight into policy and research 
challenges across the CA/FPBs’ areas of work. 

 

Design and planning  

We determine the best design for your strategic/campaign objectives, the stage in the 
communications development cycle, target audience(s) and other considerations (e.g. 
timescales, budget). We build upon flexible tools/frameworks and standardised metrics to 
enable comparison and learning over time.   

At the heart of the design is the campaign’s theory of change/logic model (ToC/LM) where 
used: data collection, inputs and analysis are built upon hypotheses flowing from the LM. We 
have an excellent framework for developing/refining LMs with clients, based on 
[REDACTED], and can work with other frameworks as desired. Where policies/campaigns 
have behavioural outcomes, behavioural insights analysis is built into our design. 

We triangulate our data collection, approach and LM, integrating data to build a broader 
body of evidence (Figure 1). 

 

 

Figure 1: Example datasets 
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[REDACTED] 

We create a robust plan at inception, detailing interactions with other studies, methods, 
timings, responsibilities and budget. This remains a ‘living’ document throughout the project.  

 
Social marketing/behaviour change 
Social marketing/behaviour change expertise and understanding will be integrated 
throughout the insight/propositional or campaign development research/evaluation activity 
wherever relevant.    

We have worked closely with Scottish Government across a variety of behavioural 
models and frameworks ([REDACTED]). Where appropriate, we work through diagnosis, 
design, delivery and development stages of behaviour change campaigns, aligned with 
[REDACTED] guidance. [REDACTED] enables us to [REDACTED]. 

We work alongside stakeholders to prioritise communications approaches or digital 
‘interventions’ using established behavioural evaluation frameworks, e.g. [REDACTED]. 

Methodologies  

Ipsos employs a full range of tools and techniques, including qualitative and 
quantitative data collection, evidence reviews and passive measurement.  We bring 
significant expertise in their application within established frameworks to provide 
insight. This extensive range of capabilities/expertise has produced tangible client benefits. 
Examples include [REDACTED].   

Our tools/techniques and capabilities cover the full span of the communications 
development cycle (Figures 2/3 [REDACTED]), so we can recommend the optimal 
method/mix of methods to address your business questions.  Working with you throughout 
the development cycle, alongside your delivery agencies, means we provide the right 
insights at the right time to produce the best results.   
At the heart of the development cycle are your ToC/LM and behavioural frameworks: these 
form the basis of all activities (design, analysis, outputs) as we seek to optimise outcomes 
against objectives.  
 
Figure 2: Quantitative [REDACTED] 
 
 
Figure 3: Qualitative [REDACTED] 
 
 
Capabilities, innovation and audiences 

Ipsos has one of the largest data collection operations in Scotland and the UK, which 
includes: 

[REDACTED] 

 
Our Scotland-specific qualitative capabilities include [REDACTED] skilled in-house 
moderators and an extensive network of approved recruiters and freelance qualitative 
researchers, supported by our Qualitative Research and Engagement Centre and 
[REDACTED] experienced moderators across Ipsos UK.  
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We specialise in the application of the latest robust digital techniques for public 
sector clients to enhance and add further understanding to ‘traditional’ research 
techniques. 

Social listening and sentiment analysis monitor the performance of communication 
channels by combining rich social media data with rigorous analysis. Our preferred 
[REDACTED].  

We track behavioural journeys online– revealing what happens before and after comms 
exposure. [REDACTED] monitors and digitally observes online browsing, searching 
behaviour, application use and video on-demand. This shows how communications are 
landing in real time, journeys to those messages and resulting behaviours. We complement 
this with the [REDACTED]: [REDACTED] active participants UK-wide, including c. 
[REDACTED] in [REDACTED]. Ipsos IRIS passively tracks internet use and interaction with 
apps and websites, revealing digital journeys to and from your communications. It can be 
used in target audience analysis to add significant insight to media planning. 

 

 

 

 

We offer biometric techniques (e.g. eye-tracking), to objectively measure respondent focus 
on your communications. Our [REDACTED] uses eye-tracking research used to test content 
in a social media context (e.g. for [REDACTED]) by collecting behavioural data on content 
viewed and extent of engagement. We also employ cutting-edge neuroscience techniques, 
including [REDACTED]. 

We use non-survey based, innovative techniques to provide accurate assessments of 
inputs/outcomes and actual behaviour. Where possible we reduce reliance on recall/self-
report behaviour measures through:  

[REDACTED] 
 
We are experts in reaching different audiences to participate in research: consumers, 
businesses and other specialist audiences. Business research experience includes 
[REDACTED]. 
 
We have a proven track record of successfully recruiting research participants from 
specific communities, including seldom-heard audiences and those who are 
potentially vulnerable. Examples include: minority ethnic groups (e.g. [REDACTED]), 
refugees/asylum seekers, those in remote rural areas (e.g. [REDACTED]. We do this 
through working with community organisations and through our extensive network of 
recruiters; snowballing among people with similar characteristics; in-street recruitment; using 
sample from our online panels/omnibus surveys. 
 
Segmentation/analytics 
Our highly skilled team of analysts and econometricians provide analyses including: 
[REDACTED].  
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Our segmentations are built on a strong understanding of the attitudes and values which 
drive behaviours. The most appropriate approach depends on its end use – where the 
outcome is clear, [REDACTED] may provide clear/actionable groups for audience 
segmentation/targeting: where more nuanced understanding is required, or segments will be 
replicated over time, cluster analysis is more appropriate. Segmentation models will be 
robust, replicable and stable, and we take time to ensure that segmentations work from a 
common-sense and usability perspective (Figure 4[REDACTED]). 

Figure 4: Segmentation considerations 

[REDACTED] 
 
Segmentation outputs are designed around end-users to ensure segments are easy to 
operationalise and remain useful in the longer-term. Outputs include [REDACTED].  These 
enable us to work with you/your agencies to produce detailed target audience analyses with 
highly actionable channel/targeting plans.  We are currently developing a detailed target 
audience analysis for [REDACTED].    
Where relevant we provide results based on [REDACTED], enabling activation at a very 
local level (e.g. [REDACTED]). 
 
Understanding ROI/RoSMI  
Our ROI/RoSMI calculations attach levels of confidence which reflect the robustness of input 
variables. Measures are aligned with the LM as agreed with agencies/partners in LM 
workshops.  
We integrate a range of primary and secondary data sources to provide the most rounded 
view of campaign value, including marketing expenditure (total and by channel), uptake 
metrics (online/offline) and KPIs measured through survey or behavioural data.  ROI 
assessment is calculated at the following levels: 
[REDACTED] 
 
Reporting  

Our team’s skills and experience are the main means by which high quality reporting 
is assured. Our team brings considerable experience in creating high quality outputs, 
such as [REDACTED] and [REDACTED]. Communications research results are not always 
published (particularly creative development and tracking) but we would be pleased to 
provide examples confidentially if required. 
 
Our approach to reporting synthesises and triangulates data from multiple sources, drawing 
on agreed analytical frameworks.  These provide a systematic basis for the analytical 
work, containing hypotheses to be tested based on the LM and/or relevant behavioural 
frameworks. All analytical frameworks are reviewed by [REDACTED]. 

All our reporting outputs are clear, enable the reader to draw meaningful conclusions and 
provide evidence-based recommendations for future action.  We use a mix of written and 
visual reporting to support understanding of data.  All conclusions/recommendations are 
supported with commentary on how they were reached and contextualised in broader 
thinking. Different levels of reporting are provided to reflect differing audience needs.  

Output examples include written reports, chart decks, infographics, dashboards, debriefs, 
workshops, video outputs and datasets. Formats are chosen based on study objectives, who 
will use outputs and how they will be used (e.g. short-term to drive immediate decision-
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making vs. longer-term to drive strategy). Outputs will be of publishable quality, even if not to 
be published. Interactive outputs can also be provided (e.g. [REDACTED]).   

 

Figure 5: Example outputs [REDACTED] 

 

 

Timescales/risks 

Our tried and tested procedures enable us to meet tight timescales, including:  
• Careful planning and project management, detailed project planning;  
• Weekly project team meetings to anticipate/mitigate potential timing risks  
• Agreeing timings for the CA/FPB to provide input, including stakeholder review;  
• Proactive resource planning; 
• Clear, regular communication from the Ipsos project manager; 
• Interim/topline findings available at agreed intervals. 

 
Our size provides the major advantage that we always have enough skilled and 
experienced staff to deliver to a high standard ([REDACTED] in [REDACTED], 
[REDACTED] in Public Affairs UK-wide). We allocate a shadow project team for cover if 
team members become unavailable. We conduct the vast majority of our work in-house; any 
subcontractors are rigorously monitored and are approved suppliers passing our stringent 
quality standards. 
A risk register for each project includes mitigation measures, countermeasures and 
contingencies. This is kept under continuous review at project team meetings and between 
the project manager and CA/FPB contract manager. 
  
Delivery  

Quality accreditation and strict governance underpin our approach to high quality 
delivery across all project stages. We are [REDACTED] accredited and work to/exceed 
industry-specific quality standards: [REDACTED]. Processes incorporate the requirements of 
these standards, GDPR, Data Protection Act, the [REDACTED]. Ipsos’ Business Excellence 
System is continually reviewed to monitor and improve service quality, through training and 
internal/external audits.  

 

Named Project Directors are responsible for overseeing teams’ work and delivery of 
accurate analysis and outputs, including sign-offs. All staff sign up/comply with our Quality 
Management System and its processes/procedures. Effective project management and 
monitoring systems ensure activities are delivered to high quality standards and agreed 
timescales.  

Effective communication with the CA/FPB and relevant stakeholders will be tailored to the 
CA/FPB contract manager’s preferences and agreed at inception. We recommend: inception 
meeting followed by an inception report and project plan for approval; regular email updates; 
prompt response (phone/email) to queries; regular virtual meetings; liaison with stakeholders 
as appropriate (e.g. steering group, interim/final debriefs).  

 



1.2.4 Continuous improvement 

We will work with your team(s) to identify ways of improving and monitoring the quality, 
impact and cost-effectiveness of the studies commissioned reflecting the following 
principles:  

• Open-minded: implementing innovative and cost-effective solutions, looking at the 
contract continually rather than implementing the same solutions. 

• Challenging: questioning to push ourselves towards the most efficient and effective 
evidence-based solutions.  

• Evidence-led: drawing on the full range of data available, while being stringent and 
robust in our analysis.  

• Impactful: demonstrating the impact of the research and sharing it widely.  

 

Summary 

 

Developing client relationships/satisfaction 

We will undertake the following to build a close and productive working relationship with the 
Contracting Authority/FPBs and to continually improve:  

• Allocating watching briefs on each devolved policy area across the Account and 
Contract Management Team to ensure we understand the current policy context for 
the CA/FPBs. 
 

• Attending regular meetings with the relevant CA/FPB teams to ensure we fully 
understand the environment within which they are operating and any short- or longer-
term aspirations and challenges. 
 

• Running informal knowledge sharing sessions to bring CA/FPB and Ipsos MORI 
teams together away from day-to-day delivery. We envisage topics could range from 
bringing together what we know about specific audiences, to discussing innovative 
approaches for analysis, modelling or data collection.  
 

• Hosting regular introductory sessions for new staff to introduce them to our 
services and how we can work together.  

• Gathering post-project feedback via our Client Satisfaction Monitor which is an 
assessment of our performance across all aspects of the project. This is sent direct 
to our internal Business Excellence System (BES) team and any rating below “very 
good” is passed on to the relevant Head of Division for consideration and potential 
further action. This provides an opportunity for client teams to open dialogue with 
senior staff within Ipsos MORI on areas around quality.  
 

• Holding internal post-project reviews with the project team and the Account 
Manager; and external review meetings with the Account Manager, Project Director 
and CA/FPB. 



 
• We will seek continuous feedback through the quarterly review meetings with the 

CA to report on our performance and identify any areas for improvement. This will 
involve agreeing a Balanced Scorecard to measure our performance against KPIs. 
The Scorecard will be issued quarterly to the CA/FPBs for completion.  

The Account Manager will collate all feedback received through the above mechanisms and 
will set up internal discussions to agree actions, including any training and development 
needs. [REDACTED] will keep a log of all issues and improvement actions which will be 
shared with the CA. 

Training and developing staff 

We are committed to investing in skills and training to enable staff to meet their full potential 
and deliver the best possible work. Training and development needs are regularly identified 
and reviewed through annual individual performance development reviews, project inception 
meetings and project-specific feedback, we will identify the training and development needs 
of Framework staff. We have an in-house training and development Academy that covers 
a range of areas including personal development, leadership and research skills. 
Additionally, we run workshops to upskill staff in particular areas.  

Formal training is supported by our mentorship culture. We have weekly lunchtime 
sessions based on staff development needs: specific members of staff lead on thematic or 
methodological areas and are key points of contact to share knowledge throughout the 
company. Staff are also encouraged to develop expertise in specific areas of interest by 
attending external conferences, seminars and training, and using two ‘curiosity days’ 
annually to focus on research or policy areas of interest.    

Innovation, emerging technologies and market trends 

Research innovation is at the heart of Ipsos. In [REDACTED] we were [REDACTED]. As an 
organisation we are restless in our search for better and different ways to understand people 
and deliver more valid insights. Ways in which we support our staff to stay up-to-date with 
the latest developments (in addition to the training and development outlined above) include: 

[REDACTED] 

To ensure relevant research approaches are applied, the Account Management Team will 
have a watching brief on emerging methods in their specialism.  

We keep abreast of the external policy environment and regularly provide commentary and 
analysis on key policy issues in Scotland, thought pieces, news features and events.  

We also benchmark our services with our comparators: seeking out information on the 
services and projects that they provide by tracking their websites and social media accounts 
and seeking feedback on proposals.  

 

 

 



1.2.5 Capacity 
As the largest research agency in Scotland, and second largest in the UK, we are well 
placed to meet the Framework demands. In addition to the nominated Framework Team, we 
can draw on [REDACTED]. 

This gives us considerable flexibility – and we are therefore much less likely to encounter 
capacity issues than a smaller agency. If our capacity is stretched for a particular piece of 
work, we can: rearrange work internally; recruit temporary staff; and/or sub-contract. All sub-
contractors used would be approved Ipsos MORI suppliers who have passed our 
Compliance Department’s strict quality, compliance and information security assessments. 

Ensuring capacity 
Overall capacity is important, but effective processes need to be in place to ensure that this 
potential capacity is available when required. We will begin planning for the overall 
management of the Framework (e.g. in terms of key individuals’ schedules) immediately on 
appointment. 

For each individual requirement, the project plan will determine what capacity is needed and 
when. We will confirm capacity (e.g. checking the work-schedules and holiday planners of 
proposed team members and checking field capacity) at the proposal stage – and take 
immediate steps to address any problems. 

We have internal resource management systems in place which support effective resourcing 
and delivery of studies. This includes a Time Planning Tool, where researchers record their 
project and other commitments several months ahead. Weekly resourcing meetings consider 
resourcing and capacity across Ipsos MORI Scotland and avoid bottlenecks. These are 
supplemented by more tactical meetings for individual projects and teams.   

Framework transition 
The best evidence of our ability to manage contract transition is our track record of 
successfully taking over large-scale, complex projects and maintaining quality and robust 
trends. Examples include [REDACTED].  

Exit plan 
On appointment to the Framework we will agree an exit plan, which will be maintained and 
updated throughout. We suggest a review of the Exit Plan is an agenda item at each 
quarterly review meeting with the Contracting Authority. This will include all the elements 
detailed in s.44 of the Model Framework Agreement. 

Ensuring a consistent service 
We will provide a consistent, high level of service to the CA and to all Framework Public 
Bodies, regardless of their spend or their geographical location/spread. Our strong and 
systematic approach to account management enables us to deliver projects on time, meet 
Service Level Agreements and ensure that your teams are fully informed of what is 
happening, including early warning of any issues and early sight of key findings. 



We undertake small, medium and large research projects and our clients are based all over 
Scotland. Since the pandemic, we have shifted our qualitative research online, which has 
improved our ability to include participants from geographically more remote locations.  

Client satisfaction (as measured through our Client Satisfaction Monitor) among small 
organisations and on small projects is just as high as it is for larger organisations and larger 
projects. Our quality procedures make no distinction between projects on the basis of their 
monetary value or who the client is: we apply the same rigorous quality procedures to all 
projects.  

 

 

 



1.2.6 Emergency requirement 

We understand there will be occasions when the Contracting Authority (CA) or Framework 
Public Body (FPB) has an unforeseen urgent requirement. We have extensive experience of 
delivering quantitative and qualitative research within very short timeframes to a high 
standard. We have developed systems that are flexible, agile and responsive to support 
our political polling as well as other quick turnaround projects (e.g. [REDACTED]).  

We have established project management and fieldwork systems which enable us to 
identify a suitable team and mobilise additional resource, along with rapid approaches to 
analysis by designing flexible data management templates. Our size and flexibility means 
we are able to undertake high quality fieldwork, analyse and present data within days (e.g. 
crisis response research following terrorist attacks). To speed up early scoping of 
projects, we would develop a matrix of cost options and turnaround times for different 
sample sizes, questionnaire lengths and outputs. 

We can offer the “Code Red” service requested and lay out below the process we will 
implement. There are several advantages to highlight in our expertise, experience and 
capacity: 

• We regularly work to emergency or urgent requirements - conducting research 
which demands being available at all times, including dealing with unforeseen 
emergencies.  For example, when undertaking polling work immediately before major 
political events, urgent situations can occur which demand instant solutions. 

• Our clients recognise our ability to work to challenging, urgent deadlines - our 
expertise and provision of senior resources to such situations is often acknowledged 
in client feedback:  

[REDACTED] 

• We are able to deliver fast-turnaround products to deal with urgent 
requirements – such as the nimble approaches we have developed to capture 
consumer/stakeholder feedback specifically on communications/campaign studies.  

 

 

• [REDACTED] research staff – significant research resources to draw on at short 
notice. We will ensure that contact details for all senior staff working on all aspects of 
the work are given at the commencement of the contract, including out-of-hours 
contact details.  

The research staff in Scotland will be supported by specialist research staff who work 
[REDACTED]. These colleagues will also be available in urgent situations. We also 
have significant fieldwork capacity in Scotland, which can be valuable in emergency 



situations. This includes [REDACTED] telephone interviewers (UK wide team, 
managed by [REDACTED]) and over [REDACTED] face-to-face interviewers based 
across Scotland (most of whom are currently re-deployed in undertaking fieldwork 
using push to telephone/video approaches or 'knock to nudge' approaches). 

• Our quality systems and accreditations attest to our ability to cope with 
emergencies - our information security certification requires that we test and plan for 
any type of "Business Continuity” incident, which could be a major disruptive event 
affecting Ipsos MORI’s IT infrastructure or systems that are critical to either providing 
services to our clients or in managing our business.   

While all these factors offer reassurance of our ability to respond to emergency situations, it 
is important to set out the emergency processes. 

A call which quotes ‘Code Red’ will trigger the plan set out in draft below. Staff providing the 
service will be dedicated to the contract for the duration of the ‘Code Red’ action plan, which 
will only cease once agreed with the Contracting Authority/FPB that it is suitable to do so.  

‘Code Red’ Action Plan 

[REDACTED] 
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1.3.2 Account management 

Our approach to the management of this contract includes: 

▪ Highly experienced core account management team, based in Scotland, with senior 
management leadership and day-to-day involvement, and specialist skills provided by expert 
teams across our business. 

▪ Exemplar levels of service: ensuring that projects are delivered on time, we meet your Service 
Level Agreements and your teams are fully informed of what is happening, including early 
warning of any issues and early sight of key findings. 

▪ Proactive, responsive and flexible approach to communication/meetings with the Contracting 
Authority (CA) and Framework Public Bodies (FPBs). 

▪ Openness and transparency: sharing appropriate and agreed Management Information (MI).   

▪ Regular and thorough reviews of service and performance, internal and external, to enable 
monitoring and improvement. 

Team overview and structure  

We propose a dedicated core team comprising mixed-methods researchers with direct experience of 
working across Scottish policy areas, supported by a team of experts who will provide methodological 
and specialist input as needed. We regularly work in this way and it allows us to work simultaneously on 
various projects, bringing a wide range of skills and experience. 

Our core account management team will be led by [REDACTED]. 

The AM will have specific responsibilities to ensure exemplary service levels and customer care 
standards throughout: 

• Ensure the service is available to the CA/FPBs [REDACTED]. 

• Administer the ‘Code Red’ Action Plan in event of emergencies, and attend the majority of 
virtual/face-to-face (when allowed) meetings with the CA. 

• Sign-off cost estimates and proposals for projects, communicating steps taken to ensure Best 
Value. 

• Identify the most relevant and skilled team for each project. 

• Provide sound methodological advice to ensure robustness and quality  

• Ensure all projects are delivered in accordance with our quality procedures and to agreed costs 
and timescales. 

The AM will be responsible for the regular review of the contract, internally and with the CA/FPBs, and 
for providing information which allows these reviews to be meaningful and effective: 

• Submitting quarterly reports on contract performance, covering all issues as agreed with the CA 

• Attending a quarterly meeting to review issues and agree subsequent actions. 



 2 

• Providing all agreed MI.  

Throughout, the AM/DAM will be supported by experienced research staff based in [REDACTED] and 
able to cover the full geography of Scotland. We have included CVs for six research staff who will 
provide core resource to individual projects under the framework. 

We have also assigned methodological specialists with specific expertise in each of the service areas 
required to deliver campaign evaluation, audience segmentation, insight gathering for social marketing, 
creative testing and application of behaviour change models/behavioural insights (Figure 2 and CVs). 
For each project, the AM will agree the team, including identifying Project Director (often the AM/DAM), 
Project Manager and Project Researcher(s) (drawn from the core team researchers), bringing in 
additional resource where needed. 

[REDACTED] will act as Quality Director across Framework projects. The QD sits outside the core 
team, providing challenge at crucial points, ensuring maintenance of the highest quality standards. 
[REDACTED] will also be involved in the capacity of Communications Research specialist.  

Figure 1: [REDACTED] 

Figure 2: [REDACTED] 

Communication between the core team in Edinburgh and staff in other geographical regions will be 
managed over email and MS Teams (including the creation of Teams channels for individual projects). 
These methods have been successfully employed while staff have been working from home during the 
pandemic.  

We pride ourselves on our project management and ability to respond quickly to changing 
circumstances. Positive feedback we have received from Scotland clients in 2021 attests to this:  

[REDACTED] 
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Support staff  

Alongside research staff, successful delivery relies on a wide range of support staff. As a large company, 
we are well placed to provide the full range of support required. These staff are mostly based in Scotland 
and we will draw in experienced staff from elsewhere as appropriate. Much support will be provided by 
survey interviewers, either telephone or face-to-face. Ipsos has one of the largest data collection 
operations in Scotland and the rest of the UK, which includes [REDACTED].   

Where telephone interviewing is required, fieldwork will be led by [REDACTED]. [REDACTED] will 
manage supervisors/interviewers throughout, ensuring standards of performance, quality and timescales 
are met.  

Our face-to-face fieldwork team is led by [REDACTED] who will have overall responsibility for ensuring 
progress and standards are maintained. 

For online survey approaches we have Ipsos’ high quality random probability panel, [REDACTED].  

The success of qualitative research relies heavily on the quality of participant recruitment. For this we 
engage our free-find recruiters, a team of trusted suppliers working with experienced free-find recruiters 
based across Scotland. Recruitment is coordinated from [REDACTED] by [REDACTED]. 

Further support staff bring additional expertise and advice where required: 

[REDACTED] 

All support staff will report directly to the AM (Figure 1). 

Mechanism for approval of any change 

We would follow the process below: 

[REDACTED] 

 

 

Contingencies  

With regards to contingency planning, changes in the project team are a possibility due to the relatively 
long duration of the contract. We are able to ensure sustainability of appropriately experienced staffing 
and risk-free continuity, should any staff leave, or be unavailable for extended periods. We have a very 
low turnover of staff and several of our team members have been at Ipsos MORI for many years, 
including [REDACTED] and [REDACTED] who both have over [REDACTED] service. Given the size of 
our project team, team members will be able to cover for others in the case of short-term absence and 
below we have outlined specific contingency arrangements for individuals. Furthermore, the team can 
draw on over [REDACTED] researchers/evaluators within other parts of the Social Research Institute 
and a large number of skilled Operations staff. We therefore have sufficient capacity to ensure that 
project staff can be replaced with other staff of similar grade and experience.  

Our regularly updated business continuity plan further details contingencies which ensure personnel: 
risks are minimised: 

• All staff are expected to work outwith normal hours when required and do so when required. 
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• Planned absenteeism: we will discuss this with the CA/FPB immediately, and ensure 
replacement staff with similar levels of expertise are always available at both contract and project 
management levels.  

• Unplanned absenteeism/loss of key staff: risk register created at the start of each project will 
include unplanned absence or key staff leaving; actions will include guarantees of immediate, 
like-for-like, replacements of staff in the event of unplanned absence. 

• Appointing named deputies for key staff (Table 1) including for the AM/DAM roles.  

• Distributing tasks to offset risk to a single person (e.g. cross-team debrief sessions, knowledge 
sharing sessions, ensuring more than one team member is copied in all emails).  

• [REDACTED] and [REDACTED] will have oversight of different projects run under this contract, 
regularly meeting with project teams and being copied into key emails. This will enable them to 
act as an interim extra resource for a specific project, should members of the team be absent at 
short notice; and to promptly identify any need for extra resource.  

• Our Business Excellence System (BES) and quality procedures are designed to ensure complete 
documentation of all research stages, ensuring that staff changes can occur easily and with 
minimal loss of knowledge and disruption to clients. 

Table 1: Deputy cover [REDACTED] 

Formal internal interfaces  

[REDACTED] will work with colleagues to ensure projects are resourced appropriately and delivered 
effectively and to maintain oversight of the framework as a whole. Figure 1 details the reporting lines 
between [REDACTED] and other staff in the team.  

On individual projects, the AM will: agree project teams; attend the inception meeting of each project to 
discuss research design and requirements; hold regular progress meetings with the Project Manager; 
chair post-project reviews to identify improvements. 

Regarding internal account management, the AM will: 

• Hold quarterly internal review meetings before meetings with the CA, with all senior staff 
directing projects. Meetings will be structured around the agreed KPIs. Issues arising will be 
discussed and (if necessary) changes to internal processes and resourcing to prevent problems 
arising in the future will be agreed. These will also identify areas for continuous improvement, 
training and methodological innovation arising from current/recent Framework projects and briefs. 

• Collate and circulate MI –AM will collate MI data monthly from framework Project Managers 
(e.g. on costs, VfM savings, sub-contractor spend) and will circulate written reports internally, 
both to collate feedback on specific issues and to flag any issues arising. 

Internal standards, approvals and sign-offs 

Our Business Excellence System (BES) underpins our system of standards and sign-offs. All staff 
undertake compulsory training on our BES standards before passing probationary periods, and 
undertake regular mandatory refresher training. All BES standards are readily available for staff to refer 
to on a dedicated section of our intranet. Compliance is ensured by regular internal and external 
audits, with discrepancies followed up for corrective action. 
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On individual projects, approval levels for materials and outputs are clear and sign-offs recorded and 
tracked via our electronic ‘Key Responsibilities’ form. Each Project Manager is responsible for 
ensuring this is updated and appropriate evidence of sign-off is stored in the project folder, so that all 
sign-offs are documented and visible to external audit.  

Deadlines for client approval of materials/outputs are built into timetables in proposals, which also 
include a copy of the internal IM sign-off levels that apply to different outputs. 

Complaints and escalation  

We minimise complaints in a number of ways including: ensuring respondents are informed on how we 
received their details and the survey purpose (e.g. publicly available privacy policy), providing 
interviewers/qualitative recruiters with FAQs (including contact details of our research team) and 
conducting thorough interviewer briefings. Where complaints do occur, we have procedures for logging 
and resolving them. All complaints, whether from the CA/FPB, a study participant or a member of the 
public, will be: 

• Formally logged in a spreadsheet (maintained by the AM) 

• Allocated an ‘owner’ by the AM at appropriately senior level (Director) who will investigate and 
then communicate with the CA/FPB to agree the response 

• Responded to in writing, confirming actions taken (this will be logged and saved) 

• Resolved in a timely fashion - any that are not resolved within agreed timescales will be 
notified to the CA and escalated to [REDACTED].  

We would keep the CA informed of all complaints and our proposals for addressing them. Summaries of 
complaints and their resolution will be shared with the CA quarterly. 

Where a complaint against an interviewer is upheld, they are informed in writing and we document 
actions (ranging from extra coaching/supervision to dismissal). We write to the complainant to confirm 
the actions undertaken.  

In the case of the complainant not being satisfied with the response provided, formal complaints are sent 
to the Compliance Department who investigate and respond appropriately. Any corrective or 
preventative actions required will be instigated in line with our registrations to the international standards 
for Quality ([REDACTED]) and Information Security ([REDACTED]). If the complainant is not satisfied 
with the response provided by the Compliance Department, the complaint can be escalated to the 
[REDACTED]. If the complaint is in regard to processing of personal data, the complainant can also 
contact the Information Commissioner for advice and assistance. All staff will be briefed on this 
escalation procedure.  

Approach to training, development and monitoring of AM 

• Specific AM objectives set at start of contract, based on ensuring agreed KPIs are met and 
shared with the Strategic Contract Manager (SCM). Ongoing review of performance, formally 
reviewed at annual Performance and Development Review (PDR) and mid-year reviews.  

• Specific feedback from CA on AM performance sought biannually by AM’s line manager, to 
inform performance review. 
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• Training needs linked to objectives identified at start of contract and reviewed as above. 

• PDRs of all other key staff would have similar objectives linked to the contract, focusing on 
ensuring training on relevant methodological innovation. 

• ‘Watching briefs’ for methodological innovations maintained by senior staff allocated to each 
research service, who will be required to feed this back to the CA via AM quarterly updates. 

 

 

 

 

 

 

 

 

 

Core and specialist team CVs 
[REDACTED] 

 



  
 

1.3.3 Business management 

Tools and processes to track and report on progress 
We have several tools and processes to ensure projects are effectively managed and tracked at all 
stages (summarised in Figure 1). Foremost is our Business Excellence System (BES) (adhering to 
[REDACTED], GDPR regulations, MRS Code of Conduct) which: spans all aspects of project 
management to ensure quality is met throughout; is centrally managed and monitored by our compliance 
and information security department; and is supported by a systematic schedule of internal and 
external audits to monitor ongoing compliance and any areas for improvement.  

We also have further processes to monitor tasks and project progress, including: 

• Clear project roles and tasks assigned to each team member based on required tasks and 
individual skills and capacity. 

• A set-up meeting for each project commissioned to agree objectives, milestones and the 
timetable. At this meeting, we would agree a project plan, which would outline the key inputs, 
responsibilities and a timetable. This plan helps us to meet tight deadlines and gives you 
reassurance that we are meeting the requirements of the brief. 

• Clear scheduling of tasks - the project timetable outlines all milestones and where client 
input/sign off is required. If fieldwork is required, we set daily/weekly/monthly interview targets, as 
appropriate. 

• We also create an internal timetable to detail responsibilities and deadlines for each task. The 
project is booked-in using our electronic booking system and an internal Project Operations 
Schedule is created which provides details of the project specifications, the outputs required, 
and the date for delivery. 

• A project management toolkit, designed in line with BES, containing task checklists and 
templates for key documents to ensure no tasks are missed and that processes are undertaken 
in a systematic manner across projects.  

• Tracking sign-offs - all project materials (questionnaires, samples etc.) must be signed off by a 
staff member at a designated level before they can be used or sent to the client. An electronic 
Key Responsibilities Form for each project shows when sign-offs are received.  

 

 

 

 

 

 

 



  
 

Figure 1: Tools and processes 

[REDACTED] 

 

 

 

 

 

 

 

 

 

 
 

Management reporting arrangements 
Processes are in place to monitor project progress to ensure that any potential issues or risks can be 
identified early and corrective action taken. These include: 

• At least weekly internal team meetings to monitor progress, review emerging findings and risks, 
discuss any issues arising and agree on action. 

• Internal project management systems which allow processes to be monitored.  These include 
Symphony, our comprehensive business and project management information system, which 
allows project managers to monitor time spent, and overall project costs and resources. The 
Business Intelligence aspect of Symphony derives accurate project information from timesheets 
and project costs, and allows managers to ensure that actual time is aligned with what was 
forecast initially, identifying potential risks to the project and resources. 

• Fieldwork monitoring – we have purpose-built systems in place to monitor fieldwork on each 
survey mode: large face-to-face surveys use an electronic contact sheet to report daily 
information on progress; telephone surveys use the Dimensions system which allows for real-
time monitoring of progress (and results); online surveys are tracked by our online server 
software and dashboard. Qualitative recruitment is monitored daily using Excel spreadsheets.  

Upon commissioning, we will agree a management and governance structure which will ensure effective 
day-to-day management of all projects commissioned under the contract and regular check-in points. We 
anticipate it will include the following: 



  
 

• At least weekly project updates to Contracting Authority (CA)/Framework Public Body 
(FPB) clients to highlight any issues arising, and where appropriate, discuss any corrective 
action. We appreciate that the CA and FPBs will often need rapid response information and we 
can provide more frequent updates at short notice as and when required. We will also seek client 
confirmation that the information provided is useful – and whether more/different information 
would be helpful.  

• Management information provided – we will agree with each client the detail and frequency of 
all management information required.  

• A proactive and flexible approach to client meetings – our initial timetable will suggest dates 
for key meetings. We are also flexible about ad hoc meetings and, when face-to-face meetings 
are reinstated, can attend meetings in the central belt (in particular) at very short notice. 

All our project management tools are monitored closely for any available updates.  [REDACTED] help to 
ensure that we are constantly innovating on tools and technologies for use in research specifically, and 
Ipsos has been ranked the #1 most innovative research company worldwide for the last three years 
running by the GRIT report.  

Management of risk and informing future activities 
The use of the tools and processes above makes it a) less likely that risks materialise and b) easier to 
manage them when they do. However, we nonetheless produce project-specific risk-registers at the 
proposal/set-up stage for each project. For each risk identified, we consider its likelihood, likely impact 
and mitigation strategy. Risks (to the project/CA/FPB, participants and research team) are considered 
under seven headings: 

 Research environment. 

 Subject matter. 

 Method/techniques. 

 Audience. 

 Ethical issues. 

 Timing and delivery. 

 Data security/protection. 

The CA/FBP will sign-off the register prior to study commencement. It will then be a ‘live’ document that 
we will actively review/update throughout the project and in response to changing/unforeseen 
circumstances. 

At the conclusion of each project, processes to ensure we learn lessons to inform future projects and 
activities include: 

 Internal post-project review – meetings to discuss the key stages of each project and identify 
areas where performance or service could be improved. Findings will be circulated around the 
Account team. 

https://www.ipsos.com/en-dk/ipsos-ranked-1-most-innovative-market-research-company


  
 

 Client Satisfaction Monitor – a quantitative assessment of our performance across all aspects 
of the project including qualitative feedback on what worked well/could be improved. 

 External post-project review – involving the CA/FPB, the Project Director and Account 
Manager.  

We will also seek continuous feedback through quarterly review meetings with the CA to report on our 
performance and identify any areas for improvement. This will involve agreeing a Balanced Scorecard 
(BSC) to measure our performance against KPIs and providing a timetable for applying its 
mechanisms.  

Formal methods/processes for identifying and addressing errors or under-delivery 
Our quality procedures are designed to ensure that failures in quality can be quickly identified and 
addressed, and prevent situations when projects are late or fail to meet the high standards required. We 
would ensure that any problems are resolved as soon as possible with the minimum disruption. This 
could involve:  

 Holding an immediate internal meeting of the core research team to agree on corrective action. 

 Allocating additional resources by drawing on the experience and expertise of our large 
Scotland team. 

 Increasing fieldwork targets to account for any shortfalls.  

 Correcting any errors as soon as possible and notifying the Project Manager at the FBP and the 
CA by phone/email (as preferred) within 24 hours of the error being identified. 

 If the project is running behind schedule and this cannot be rectified within original timescales, 
notifying the Project Manager at the CA/FPB and discussing the possibility and implications of 
extending timescales.  

An important element of our Quality Assurance Scheme is our Corrective Action Procedure, part of 
which relates to resolving client complaints. This gives responsibility and authority to directors of the 
company to investigate and resolve complaints to the satisfaction of our clients. 

Management Information 
We will agree with the CA/each FPB the content and frequency of the management information to be 
provided. Information available includes: 

• Monthly, quarterly and yearly actual spend and saving provided on a line-by-line basis 
(transaction level) and/or at summary level, as required. 

• Full costs, broken down by CA/FPB cost-centre. 

• Full details of value for money savings, sustainability or Community Benefits achieved, and any 
sub-contractor spends. 

• Performance against service levels. 

• Latest copy of our audited accounts.  



  
 

All information will be provided in MS Excel and will be reported for each CA/FPB and at an overall 
Framework level, meaning the CA will be able to assess activity across the framework. Additionally, up-
to-date management information will be available to the CA throughout the Framework Agreement and 
will be made available at least five working days before the quarterly review meeting and within 10 days 
of the Quarter end. Available information includes: 

• Information on operational issues. 

• Review of key performance indicators against service level agreements. 

• Sustainability issues. 

• Ipsos MORI financial stability.  

• Review of contingency/business continuity plans – we have a formal Business Continuity Plan for 
each of our sites which is kept regularly updated so that the risk of its failure is kept to a 
minimum.  

• Market intelligence presentations. 

• Review of savings – achieved, missed and future opportunities. 

• Service improvement opportunities.   

• Potential service or savings enhancement through innovation. 



1.3.4 Information security 

Management approach  

Ipsos MORI’s Management Board has in place appropriate information security and data 
protection policies, procedures and processes as a central element of our integrated quality, 
compliance, privacy and information security management system – our “Business 
Excellence System”. We continually review and improve our Business Excellence System 
and carry out monthly spot checks and annual internal audits.   

Overall direction and leadership is provided by the Information Governance Forum, a sub-
committee of the Management Board. The Forum meets at least [REDACTED]. The Head of 
Compliance is responsible for the operational management of Information Security in the UK 
business and for the operational implementation of information risk management. 

All staff are responsible for ensuring they comply with our policies, procedures and 
processes. The UK Leadership Team and all staff with management or supervisory 
responsibilities are also responsible for actively promoting best practice amongst their staff 
and for ensuring staff comply.  

We carry out a rolling programme of risk assessments. Research teams create a data flow 
for each project, which determines whether the research has acceptable privacy outcomes 
or impacts and ensures that strategies are adopted to reduce/mitigate any identified data 
protection and/or information security risks. This also flags whether a Data Protection Impact 
Assessment (DPIA) is required. 

Data processing and security 

[REDACTED] 

Sub-contractors are risk-assessed prior to approval to ensure they meet the expectations of 
our clients and Business Excellence System. Sub-contractor agreements include information 
security, data protection, compliance, confidentiality and quality clauses. 

Data security during transfer 

[REDACTED] 

Protection from cyber-attack and crime, malware, viruses and untrusted software 

[REDACTED] 

Access 

[REDACTED] 

Patching and vulnerability management 

[REDACTED] 

Training  



A full staff training and communications programme on information and data security is in 
place. This is layered, starting with an introduction to Business Excellence and then looking 
at the core topics in detail. Attendance is compulsory.  

Back-ups and data restoration 

[REDACTED] 

 

 

 

 

Certification  

Ipsos MORI is certified to [REDACTED]. We are also certified to HMG Cyber Essentials and 
are signed up as a ‘Fair Data’ company. Key documents are attached and further documents 
are available on request.  



1.4.2  Fair Work First 

At Ipsos MORI we invest a great deal in our employees to ensure they are happy at work, 
feel satisfied and supported, and are fairly remunerated. We are fully committed to 
supporting staff health and wellbeing and to continually working to improve our company’s 
inclusivity and diversity. All our suppliers sign a code of conduct prohibiting their 
engagement in any form of discrimination, including in regard to wages, hiring, training 
access, promotion, maternity protection and unfair dismissal.  

We will report on and document our Fair Work First progress quarterly at account meetings 
with the Contracting Authority. 

Effective voice  
We seek regular feedback from our staff and run an annual employee survey, findings of 
which are reviewed by the UK management team who work with groups of employees to 
implement changes. We encourage colleagues to be open about ways in which we can 
improve their experience as employees via line managers or to senior management 
(anonymously if preferred).  

Pay and working arrangements 
We have signed the Scottish Business Pledge. All our staff are paid more than the National 
Living Wage and we do not use zero-hour contracts. Flexible working is a long-standing part 
of our organisational culture and applies to all employees. Options include the ability to work 
remotely e.g. from home, non-standard hours or job-sharing opportunities. 

Workforce development 
We are committed to investing in skills and training to enable all staff to meet their full 
potential. We run an extensive programme of training courses via the Ipsos MORI Academy. 
Opportunities include: research skills; project management; Business Excellence (our quality 
and data security programme); graduate training; management and leadership training. 
Academy courses are tailored in response to staff feedback and to current circumstances 
(including working from home during the pandemic). This training has been accompanied by 
a range of measures to support employee health and wellbeing during the pandemic and 
beyond.  

The Ipsos MORI team in Scotland runs skills sharing sessions and all team members are 
invited to request or run sessions on topics of interest. All staff have access to our Academy 
Library’s extensive collection of resources as well as the Ipsos Knowledge Centre which 
allows us to access studies from across the global business. Every member of staff is 
allocated two ‘curiosity days’ a year to spend time furthering their professional development 
plus two volunteering days. Career progression is supported at all levels, and bi-annual 
personal development reviews are held with line managers.  

 



Health and wellbeing 
Wellbeing is a key part of our work culture. Goals which we continually work towards: 

• Further normalising the conversation around wellbeing and embedding it into 
everything we do; 

• Maintaining/enhancing the culture and sense of community at Ipsos; 

• Empowering managers and leaders to have good conversations and support people;  

• Supporting people in returning to the office, when restrictions change.  

Relevant resources and initiatives include: Ipsos MORE - our hub of useful wellbeing 
resources; our comprehensive financial education programme; our fully trained Mental 
Health First Aiders (at least one in each department); and our free, confidential Employee 
Assistance Programme (includes 24/7 access to counselling).  

There are also several employee-led initiatives including: our Step Back café that provides a 
fortnightly opportunity to take a step back and talk to colleagues about our mental wellbeing; 
Coffee Roulette (to encourage cross-company socialising and networking); and yoga and 
meditation classes. 

Diversity and inclusion 
At Ipsos MORI, we believe that an inclusive and diverse environment benefits us as 
individuals and as an organisation. We aim to create an environment where everyone can be 
themselves, reach their potential and be valued for their unique perspectives.  

We strive to attract and retain a workforce that represents, wherever possible, the wider 
community in which we operate. Within this, we are committed to ensuring gender balance 
at all levels of the organisation, and to ensuring ethnic minorities are not under-represented 
at any level within the company. We publish our gender and ethnicity pay gap data annually, 
along with our plans for continuing to reduce them year on year. 
https://www.ipsos.com/ipsos-mori/en-uk/gender-and-ethnicity-pay-gap-report  

We support investment in Scotland’s young workforce. We create opportunities for young 
people through work placements for secondary school pupils and students, paid internships 
for recent graduates, and permanent employment through our graduate recruitment scheme. 
For example, [REDACTED]. 

We have a well-established diversity and inclusion group [REDACTED]. 

 

https://www.ipsos.com/ipsos-mori/en-uk/gender-and-ethnicity-pay-gap-report


1.5.1 Sustainability 

Ipsos MORI is committed to corporate sustainability, and managing the company’s impact on 
society, the economy and the environment. We confirm that we will support the Scottish 
Ministers’ policies on Sustainability and Corporate Social Responsibility in delivering the 
services required. 

A key element of sustainability is, of course, the environmental impact of our business. We 
have signed the [REDACTED]. We are targeting a reduction in Scope 3 carbon emissions of 
[REDACTED] this year, and by [REDACTED] by [REDACTED]. Beyond that, Ipsos MORI is 
committed to offsetting remaining emissions in this category to achieve [REDACTED]. 

Our CSR strategy has board-level oversight and is committed to the reduction of CO2 
emissions. Business travel undertaken by Ipsos employees is the main source of our 
greenhouse gas emissions. In [REDACTED]. The implementation of a central booking 
system for all business travel has enabled us to have better control and significantly reduce 
the cost of our business travel, an indicator that is tracked on a country-by-country basis. At 
the same time, Ipsos MORI is specialised in innovative methods such as mobile app diaries, 
digital ethnography, and in-the-moment mobile surveys. All of these allow us to reduce our 
travel and emissions and facilitate a more inclusive approach.  

Energy consumption related to our servers also plays an important role in our overall impact. 
In recent years, Ipsos has pursued a policy of migrating servers hosted on its own premises 
to external hosting providers. This programme is implemented through migration of all global 
applications, migration of local applications - including file servers and migration to the cloud. 
Over the next two years, Ipsos will focus on further mitigating the impact of our server 
activities through advancing the use of the cloud and continuing to upgrade equipment while 
also ensuring that equipment is recycled at the end of life. We also regularly require staff to 
review and delete old files to reduce the storage space needed. 

Our environmental policy ensures sustainability is part of our day-to-day operations, and 
we believe this will enable us to pro-actively support the delivery of the Contracting Authority 
and Framework Public Bodies’ Sustainability and Environmental Policies. In order to 
implement the environmental policy, we have several mechanisms in place. Targets for 
environmental management performance are set, recorded and measured globally each 
year. 

 

 

 

 

We undergo an annual external audit [REDACTED]: 

• Reduce Ipsos MORI CO2 emissions to an average of [REDACTED] tons per 
employee in [REDACTED] vs. [REDACTED] tons in [REDACTED]. We measure our 
direct emissions, as well as those linked to electricity and heat production for our 
facilities and to our business travel. 

• Reduce our direct purchases of paper by [REDACTED] by [REDACTED]. 
• Recycle [REDACTED] of our paper by [REDACTED] (we currently recycle 

[REDACTED]). 



• Eliminate single-use plastic completely in all Ipsos offices by [REDACTED]. 

Our day-to-day commitment to minimising our own environmental impact is summarised 
within the Ipsos Green Charter which has ten key principles and commitments. The delivery 
of these commitments is supported by our CSR team across the business who ensure that 
colleagues are aware of our sustainable practices.  We also have a Green Champions 
network of representatives across the business to encourage local action.  

In regard to environmental legal compliance, we monitor our impact through both 
compulsory and voluntary initiatives. All our equipment is compliant with the relevant 
standard for energy efficiency, and we have environmental maintenance agreements in 
place with approved contractors. Environmental maintenance services cover electrical 
equipment, Air Handling Units, safe water, fire and our Building Management System 
monitoring system.  

As of [REDACTED]. However, we are working hard to improve this rating and have 
subsequently written our Carbon Reduction Plan which has been completed in accordance 
with government guidance and reporting standards for Carbon Reduction Plans. Emissions 
have been reported and recorded in accordance with the published reporting standard for 
Carbon Reduction Plans and the Green House Gas Reporting Protocol corporate standard 
and uses the appropriate Government emission conversion factors for greenhouse gas 
company reporting. Scope 1 and Scope 2 emissions have been reported in accordance with 
Streamlined Energy and Carbon Reporting (SECR) requirements, and the required subset of 
Scope 3 emissions have been reported in accordance with the published reporting standard 
for Carbon Reduction Plans and the Corporate Value Chain (Scope 3) Standard. 

 

 

 

 

 

 

 

Some of the general procedures that we adhere to in our day-to-day operations include: 
recycling toner cartridges for charity; unwanted PCs donated are reconditioned for use by 
charities; reusable internal envelopes; clear, accessible recycling points on all floors of our 
office buildings (and encouraging home workers to minimise printing and recycle at home); 
using recycled paper; staff training on how to minimise waste and maximise recycling; all 
photocopiers in the office have timers to switch off if not in constant use; and all computers 
are compliant with the relevant energy efficiency standard. We encourage use of public 
transport wherever possible and ensure that where feasible, staff use public transport to 
attend meetings with clients and all members of staff in our [REDACTED] office walk, cycle 
or use public transport to travel to work. At present, we are conducting a majority of our 
meetings by phone and/or video conference. 

As part of Ipsos MORI’s corporate sustainability and managing the company’s impact on 
society, we are also committed to benefiting the wider communities in which we 
operate through our ‘Responding Responsibly’ initiative. This involves all staff spending 



[REDACTED] on a community activity. In recent years, the Scotland team have 
[REDACTED]. 

We promote biodiversity and environmental initiatives, including involvement with the 
Trees for Cities charity. Our Trees for Cities initiative aims to plant trees around the UK in 
[REDACTED] to reflect the number of employees at each of our UK offices in [REDACTED]. 

We also actively contribute to sustainability objectives through our research and thought 
leadership activities. The Ipsos Climate Change & Sustainability Practice leverages 
cross-sector expertise in sustainability, environment, and climate change research to inform 
decision-making in both the public and private sectors. [REDACTED], Managing Director of 
Ipsos MORI Scotland and the proposed Account Director for this framework, plays a senior 
role in this practice and has undertaken a range of studies that have supported the Scottish 
Government Energy and Climate Change Directorate in its policy work. Ipsos also tracks 
public and consumer attitudes and perceptions towards key sustainability questions, such as 
the climate crisis, circular economy, and sustainable food.  

 



1.5.2   Community Benefits  

As an organisation, Ipsos MORI is committed to benefiting the wider communities in which 
we operate. We have set out below our initial thoughts on how we would address the 
Community Benefit themes and thus support Scottish Procurement to meet Scottish 
Government overall community benefits policy through this Framework Agreement.  

 Firstly, a important way in which we can deliver benefits to communities is to 
deliver all studies we undertake under the Framework to the highest quality, 
ensuring that they enable community residents to take part in a meaningful way and 
ultimately contribute to the improvement of outcomes for Scotland’s communities.  

 Targeted recruitment and training for ‘disadvantaged’ persons unemployed for 
over 6 months: we will explore the options for the targeted training and recruitment 
of the long-term unemployed as interviewers. We will do this through local Job 
Centres – we have previously worked with Job Centres in key areas, holding on-site 
presentations and Recruitment and Training Centres – and through third sector 
organisations (such as [REDACTED]) who provide support to help unemployed 
people get back to work. 

 Generating employment and training opportunities for priority groups: Ipsos 
MORI encourages applications from under-represented groups and actively pursues 
opportunities to encourage applications from disadvantaged communities. We 
support investment in Scotland’s young workforce. Ipsos MORI creates opportunities 
for young people through work placements for secondary school pupils and students, 
paid internships for recent graduates, and permanent employment through our 
graduate recruitment scheme. During delivery of this Framework Agreement we will 
offer opportunities to interns and work placement students; we do this regularly and 
are able to involve them both in specific projects and in the wider work of the Ipsos 
MORI Scotland team (e.g. helping prepare research materials, helping check results, 
attending a virtual client meeting). Most recently in [REDACTED].  

 Upskill the existing workforce: We are committed to investing in skills and training 
to enable all staff to meet their full potential. We run an extensive programme of 
training courses via the Ipsos MORI Academy. Opportunities include: research skills; 
project management; Business Excellence (our quality and data security 
programme); graduate training; management and leadership training. Academy 
courses are tailored in response to staff feedback and to current circumstances 
(including working from home during the pandemic). This training has been 
accompanied by a range of measures to support employee health and wellbeing 
during the pandemic and beyond.  

 

The Ipsos MORI team in Scotland runs skills sharing sessions and all team members 
are invited to request or run sessions on topics of interest. All staff have access to 
our Academy Library’s extensive collection of resources as well as the Ipsos 



Knowledge Centre which allows us to access studies from across the global 
business. Every member of staff is allocated two ‘curiosity days’ a year to spend time 
furthering their professional development plus two volunteering days. Career 
progression is supported at all levels, and bi-annual personal development reviews 
are held with line managers.  

 Equality and diversity initiatives: We further equal opportunities by providing 
opportunities for development, within and outside of Ipsos MORI, and tracking the 
gender balance of our team. This is further enhanced by our wider organisational 
equality and diversity policies and actions which underpin all our work. Our 
commitment to furthering equal opportunities through delivery of this Framework 
Agreement contract is reflected in the way we recruit and structure our internal teams 
at an organisational level as well as the way we collaborate with our sub-contractors, 
clients and engage external stakeholders.  

We will work towards ensuring a gender and ethnicity balance at all levels of the 
organisation and close the gender and ethnicity pay gaps. Ipsos MORI monitors and 
publishes its gender pay gap and has policies in place to maintain gender equality 
overall and across grades. In addition, we recently published our Ethnicity Pay Gap 
Report and published an Action Plan to take the steps required to address this.  

We will provide opportunities for all. Ipsos MORI has undertaken several steps to 
ensure recruitment follows an unbiassed approach and selection of new candidates 
is based on the skills and capabilities of the applicants. We are a Disability Confident 
Scheme Employer. Ipsos established its Refugee initiative in [REDACTED].  

We will make sure voices are heard. Ipsos MORI has several employee-led networks 
(Pride, Gender Balanced Network, neurodiversity, Parents’ and Carers, ethnic 
minorities and EU and international employees and the Menopause group) that 
influence the organisations’ thinking and action on diversity. 

 Make any proposed sub-contracting opportunities available to SMEs, the third 
sector and supported businesses: We have a large, approved supplier list ranging 
from multi-national corporations through to micro businesses and aim to maximise 
opportunities for SMEs whilst ensuring robust and fair procurement processes. Our  
supply chain and procurement policies ensure our recruitment and ongoing work with 
suppliers is fair and responsible. All Ipsos MORI suppliers and subcontractors are 
assessed against existing quality standards and procedures and must sign relevant 
documentation, including confidentiality requirements, ensuring that they always 
follow robust quality and information security procedures. Ipsos MORI also 
encourages staff to use suppliers with the strongest environmental credentials. 

 Build capacity in community organisations: we frequently work with community 
organisations as part of our research activities. Staff can also elect to use their two 
volunteering days each year to help build research capacity in community 
organisations; in [REDACTED].  



 



1.6.1  TUPE 

In our view, [REDACTED]. 

  



LOT 5 - MARKET RESEARCH

STAFF ROLE UNIT

VOLUME OF HOURS 
PER STAFF ROLE    

(for evaluation 
purposes only)

HOURLY RATE          
PER STAFF ROLE        

excluding VAT           
£

TOTAL PRICE       
PER STAFF ROLE   

excluding VAT      
£

Comments

Director Price Per Hour 1777 REDACTED REDACTED

Account Director Price Per Hour 358 REDACTED REDACTED

Research Director Price Per Hour 2051 REDACTED REDACTED

Account Manager Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

Account Executive Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 3248 REDACTED REDACTED

Board Director Price Per Hour 1690 REDACTED REDACTED

Technical Director Price Per Hour 150 REDACTED REDACTED

Qualitative

Senior Research Executive Price Per Hour 328 REDACTED REDACTED

Research Executive Price Per Hour 53 REDACTED REDACTED

Telephone Executive Price Per Hour 10 REDACTED REDACTED

Field Interviewers Price Per Hour 10 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 638 REDACTED REDACTED

Online Scriptors Price Per Hour 10 REDACTED REDACTED

Data Analyst Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

 

Quantative

Senior Research Executive Price Per Hour 5513 REDACTED REDACTED

Research Executive Price Per Hour 184 REDACTED REDACTED

Telephone Interviewers Price Per Hour 20644 REDACTED REDACTED

Field Interviewers Price Per Hour 1439 REDACTED REDACTED

Data Analyst Price Per Hour 698 REDACTED REDACTED

Data Processor Price Per Hour 977 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 220 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

Field Manager Price Per Hour 1301 REDACTED REDACTED

Segmentation

Senior Consultant Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Data Planner Price Per Hour 10 REDACTED REDACTED

Database Administrator Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

REDACTEDTOTAL OVERALL PRICE 
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Question 1.2.3 
Understanding and interpretation of the purpose, specific objectives and scope 
of the requirement  
We would ensure our understanding of the purpose, objectives and scope of the requirement through: 

• Raising any immediate queries with our Scottish Government contact to clarify the objectives, target 
audience, scope, constraints, reporting requirements and any known risks 

• Challenging the brief if the scope/requirements seem at odds with the budget/timings allowed 

• Consulting with stakeholders for the research to understand how the research will be used and how it fits in 
with other relevant activity 

• Building in an immersion stage where we are able to review any contextual information or prior research, to 
ensure our research builds upon existing knowledge 

• Conducting independent desk research to add to our knowledge of the wider context 

  

How robust methodology/project plans will be produced and delivered 
We would produce robust methodologies by: 

• Approaching each brief with a method neutral frame of mind; avoiding any assumptions of what the best 
approach would be prior to a thorough brainstorm 

• Brainstorming each brief, pulling in expertise from across the Jigsaw team to ensure each brief benefits 
from a wide range of input 

• Generate a range of possible approaches to each brief and evaluate each against a range of set 
criteria: 

o Does it meet all the objectives or are there gaps? 

o Does it fit with time/budget constraints? 

o Is it robust in terms of the number and specification of the sample? 

o Does it meet with the reporting requirements? 

o What risks are there associated with it and how can these be mediated? 

• Considering whether there is a need to complement the Jigsaw team with external expertise, i.e, if there 
is a need to partner with another agency 

• Challenging the brief with our Scottish Government contact if significant methodological risks are 
identified with a view to refining the scope 

We would product robust plans by: 

• Developing a detailed timetable, itemising all milestones and tasks with the date/timescale for each and 
highlighting any interdependencies and/or crunch points 

• Allocating responsibility for each task/milestone 

• Building in regular check-in points to ensure progress is reviewed on a regular basis and any issue 
identified early 

We would deliver against the methodology and plan by: 
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• Putting a [Redacted] team together with expertise in the required subject matter and technical research 
area 

• Work with tried and trusted suppliers who meet Jigsaw’s quality standards and have a proven track 
record of delivering to time and specification 

• Brief suppliers in detail and review progress regularly via daily/weekly progress reports and updates 

• Appoint a single project lead with overall responsibility for the delivery of the project 

• Build in regular ([Redacted] as appropriate to the project) team check-ins to review progress since the 
last check-in and review what needs to happen before the next one, checking that tasks are allocated/in 
progress and that any risks to delivery have been identified 

• Manage any unexpected issues arising immediately, liaising with our contact at Scottish Government in 
a transparent and timely manner 

• Focus on solutions over barriers, adopt a ‘can do’ attitude 

 

Methodologies of relevance that you will use, including to reach seldom heard 
audiences 
We offer the following approaches, which will be used as relevant, depending on the brief. 

 

Qualitative approaches  
(these are delivered online, face-to-face or 
over the telephone as appropriate) 

Quantitative approaches 
(these can be used for ad hoc research 
projects as well as tracking studies) 

Advanced Analytics 
(undertaken in-house by our Analytics 
Expert) 

Individual depth interviews (IDIs) 

Paired depth interviews/friendship 
pairs 

Triads 

Focus groups 

Pre-tasks 

Longitudinal techniques, e.g., 
diaries 

Ethnographic approaches, e.g., 
observation and extended in-home 
interviews 

Deliberative approaches, e.g., 
extended group sessions 

Accompanied Shopping Trips 

In-store Intercept interviews 

Creative license workshops 

Bulletin Boards 

 

Computer Aided Telephone 
Interviews (CATI) 

Computer Aided F2F Interviews 
(CAPI) 

In-street/Exit interviews 

Omnibus 

 

Regression 

Trade off approaches, including 
[Redacted] and [Redacted] 
Segmentation approaches 
including cluster analysis 

Factor analysis 

TURF analysis 

Pricing techniques, e.g., 
[Redacted] Market Sizing 

Decile analysis 

GAP analysis 
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Reaching seldom heard audiences 
We are highly experienced in conducting research amongst seldom heard and more vulnerable audiences, 
including: 

• Those with lower levels of numeracy and/or literacy including those with learning difficulties and 
cognitive impairments 

• Elderly audiences – including those with mobility issues and those who have lower levels of computer 
literacy 

• Those with physical and/or mental disability 

• Those with a mental health condition, e.g., anxiety, depression 

• Those who are financially vulnerable 

• Benefits recipients 

• Digitally excluded consumers 

• Recently bereaved 

We use a selection of approaches when recruiting these audiences to qualitative research, including 

• ‘Snowballing’: informal networking to reach people with the characteristics we need 

• Local knowledge: using local recruiters with local knowledge on where/how to find particular audiences, 
e.g., ethnic minority audiences 

• Social media: advertising on targeted sites to reach particular audiences, e.g., those with a 
disability/impairment 

• List recruitment, e.g., for benefits recipients 

 For quantitative studies we use the following approaches: 

• CAPI interviewing using Random Location Interviewing and a stratified sampling approach to ensure a 
representative and inclusive sample, including harder to reach and seldom heard audiences 

• Online panels where some seldom heard and harder to reach audiences can be found 

Audience segmentation techniques  

We will use the following methods to identify distinct groups of respondents with differing characteristics within 
the total sample for the research. 

 

Qualitative approaches  Quantitative approaches 

Level 1 

We seek to identify differences in attitudes and 
behaviours across the following variables: age, 
gender, lifestage, social grade, ethnicity, nation or 
urbanity 

Level 2 

Development of attitudinal or behavioural typologies 
from analysis and interpretation of the qualitative 
data  

Level 1 

We seek to identify differences in attitudes and 
behaviours across the following variables: age, 
gender, lifestage, social grade, ethnicity, nation, 
region or urbanity 

Level 2 

We interrogate the data using advanced statistical 
techniques specifically designed to identify attitudinal 
or behavioural segments within the data set (e.g.  
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(cluster analysis, segmentation techniques, decile 
analysis, gap analysis) 

 

 

How we will achieve high quality delivery across all stages of a project  
 
Stage of project Actions 

Project set-up and immersion We recommend: 

• A set-up meting where the core teams get together and discuss 
the context and requirements from the research and review the 
proposal in that light 

• Knowledge review: the agency familiarises themselves with any 
previous research or contextual materials the client 
recommends 

• Stakeholder conversations: the agency talks to key 
stakeholders for the research to ensure their perspective and 
requirements are taken into account 

Development of field materials Field materials are drafted following set-up and immersion and take 
account of the knowledge gained. The materials are drafted by the 
project lead and reviewed by another member of the project team 
and the fieldwork provider, to check on both the content and the 
practicability.  We work with clients in an iterative manner providing 
the initial draft for review and working closely with them until we 
reach a set of materials that everyone is happy with.   

Fieldwork We only partner with fieldwork agencies that meet our rigorous 
standards for delivering on time and to specification; see below for 
details of the suppliers we would partner with on this research. 

Achievement against specification monitored frequently across the 
fieldwork period and remedial action taken promptly to remedy any 
anomalies. 

Analysis Qualitative;  

• Primary analysis by reviewing the recordings or transcripts from 
the sessions in detail 

• Individual moderators generate own view as to the main 
findings emerging 

• Group analysis sessions to share findings, develop core 
narrative and answer objectives set for the research 

Quantitative 

• Rigorous checking of the data tables against the specification 

• Primary analysis by reviewing all the question responses to 
identify key findings emerging, at Total and sub-group level 
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• Secondary analysis to bring out core narrative and answer the 
objectives of the research 

Reporting Deliverables drafted to provide a clear picture of the findings and 
answer the core objectives 

All drafts checked by another member of the team for coherence 
and accuracy 

Draft deliverables provided to the client in advance for review and 
feedback 

 

How we will add value to our delivery of communications and social marketing 
research 
 

Content Using creative research approaches and senior, experienced, expert teams to get the best out 
of the research and generate genuine insight 

Iterative analysis as the research progresses; hypotheses developed based on interim data and 
built upon as the research progresses 

Rigorous and collaborative analysis process to develop a core narrative and supporting 
evidence to answer the objectives set for the research 

Involving the client in the reporting process; sharing emerging themes – both tactical and 
strategic, liaising over key content requirements, sharing draft versions of the deliverables for 
review and feedback 

Format [Redacted] works on our outputs to ensure that the results are professionally produced and 
beautiful to look at 

Wide range of reporting options in addition to the standard [Redacted]  and [Redacted] 
documents, including animations, infographics, interactive dashboards, recorded webinars 

Audiences are brought to life through the use of quotes and video clips 

Delivery Exclusively senior presenters who are experienced in presenting across a wide range of forums, 
including to Board level audiences 

Engaging presentation style; telling the story, highlighting key points, clear communication of all 
findings 

Ability to be challenged and interrogated on the research findings and implications 

Ability to reference insight from other work across and outside the immediate sector to add 
context to the findings 

 

Infographics 
[Redacted] 
Examples of interactive DisplayR charts 
[Redacted] 
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How we will ensure reporting is concise, but tells the story of the data, and 
delivers real audience insights 
 

Here at Jigsaw, we use an approach that we call storyboarding.  Our starting point is to determine the key 
insights that the research has delivered.  These sit at the heart of the debrief and the remaining insights are 
structured around these. We draw from all the data available to evidence and illustrate the key insights. 

We do not include all the data available in the debrief; this can be delivered to the client in other ways.  Nor do 
we structure our debriefs around the questions asked in the research.  The debriefs are structured around the 
key insights and how these answer the core objectives for the research. 

 

How we will meet the tight timescales that are sometimes required  
Here at Jigsaw, we are very experienced in delivering projects to tight deadlines.  Our standard approach is to: 

• Undertake a review of the project to identify any possible risk areas – that may impact on timings (possible 
risks include another wave of Covid-19, problems interviewing minority groups, the weather, etc.) 

• Developing a timetable showing roles and responsibilities for Jigsaw and the client team 

• Policing the timetable so we ensure that all key documents/decisions are made on time. This is a joint 
responsibility with the client as we need both teams to deliver on time. 

• Informing our suppliers early of impending fieldwork (to ensure sufficient resource is allocated) 

• A detailed briefing for our fieldwork partners – and agreed timetable 

• Early and frequent updates to the client – so we can spot any issues early in the process 

• Have frequent internal team meetings to ensure team responsibilities are being met 

 

For projects where timings are particularly demanding, we can draw upon extra resource from across the 
Jigsaw team to enable tasks to be delivered more quickly, e.g., having an extra moderator 

How risks will be identified and mitigating actions put in place 
 
Stage in research Potential risks Mitigating actions 

Brief/Proposal When developing a response to the brief, 
potential risks to delivery identified 

Research designed to take account 
of key risks  

Set-up/development of field 
materials 

Delays to the signing off materials due to 
unavailability of relevant stakeholders 

Detailed timetable circulated with 
key sign off dates included 

Reminder of sign off deadline 
circulated with draft materials 

Fieldwork Difficulty in meeting audience quotas Allow further time in field 

Relax quotas to make achievement 
realistic 

Fieldwork Poor weather or other unexpected events 
cause delays to fieldwork 

Allow further time in field 
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Analysis and reporting Deliverables don’t meet client 
expectations/needs 

Collaborative working when 
developing reports/debriefs, ensure 
client has opportunity to 
input/review 

 

Use of subcontractors, their contribution to our delivery and how we manage 
and monitor them. 
Qualitative Research 
Our main recruitment partners for Scottish Government research would be: 

Ardent Fieldwork  
• Resource: [Redacted] telephone recruiters/ interviewers, [Redacted]  field interviewers and recruiters 

across UK and Ireland  
• Quality standards/accreditations: [Redacted], [Redacted], [Redacted] 
 

Criteria Fieldwork  
• Resource: [Redacted]  free-found recruiters (across [Redacted], [Redacted], & [Redacted] as well as 

[Redacted]). Consumer and business panels, telephone centre and face to face recruitment resources 
which can be deployed from their offices 

• Quality standards/accreditations: MRS Company Partner, ICO registered ([Redacted]), Members 
[Redacted]  

 
Quantitative Research 
Our main quantitative fieldwork partners for Scottish Government research would be [Redacted] for the CATI 
and CAPI interviewing and [Redacted] for the online interviewing.  

Both agencies offer high quality standards.  

• [Redacted]  registered, registered with the Data Protection Act and conduct all research in accordance 
with the Market Research Society Code of Conduct. 

• Data is stored and retained in accordance with [Redacted]  and [Redacted] codes, UK laws and 
legislative regulations and with client’s agreement. 

Lake Market Research offer:  
• High quality and professional interviewers, who are recruited based on their ability to build a rapport with 

participants, as well as administering surveys (they are all trained to either [Redacted]  or the [Redacted] 
international standard). 

Research Interactive offer:  
• ‘Best in class’ survey software (they use [Redacted] [Redacted] software which offers the greatest 

variety of question types to PC, desktop, tablet and mobile phone) 
• Ability to source sample from multiple panels to include ‘hard to reach’ groups in the survey, e.g., minority 

ethnic groups 

Management and monitoring of suppliers 

We are very careful in our selection of the recruitment agencies and only work with agencies that we are 
satisfied can offer the quality of research, project management and overall thinking that we require.  Whereas 
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other agencies may have internal departments to offer these services, these may not deliver consistently high 
quality.  We are able to shop around on the open market of suppliers and find the best for the specific project we 
are working on. 

We provide detailed briefing documents for any sub-contracted work, followed up by telephone briefings of key 
project managers. We closely supervise sub-contractors throughout the process and require regular updates on 
progress and early identification of any issues.   

We hold regular review meetings with our main suppliers and give feedback on its performance, in relation to 
quality, service, price and overall value for money.  We encourage suppliers to give us honest feedback too, to 
ensure that we are doing everything we can to make the relationship work well. 

We have been working with most of our suppliers for many years and have experienced very few problems.  We 
have never had to terminate a relationship with a supplier mid project.   
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Question 1.2.4 
Staff training and development  
Our ethos is ‘Thinking in Colour’ which means seeking fresh perspectives, new opportunities and clear strategic 
direction in all the work we do.  Inherent within this is a commitment to continuous improvement, both at an 
individual and a companywide level and to support this we invest in the following activities. 

• Continuous professional development: we have a significant training budget and Executives attend courses 
run by the professional bodies within the market research industry, e.g. [Redacted], [Redacted], 
[Redacted].   

• Conferences: we are regular attendees and speakers at industry conferences both here and abroad and as 
such are both learning from other agencies and contributing our thinking to the industry 

• Self-funded research: we invest in regular pieces of self-funded research to test new thinking and develop 
new approaches, e.g. [Redacted] 

• Best practice: our specialist qualitative and quantitative teams meet monthly to share learnings from current 
projects and generate ideas on how to develop our offer in each area. The [Redacted] has a commitment to 
keep abreast of developments across the industry and to share these at the monthly meetings 

• Dualist’s forum: at Jigsaw we have dualist researchers who work across both qualitative and quantitative 
disciplines.  To ensure these [Redacted]  are keep abreast of the latest thinking, approaches and 
techniques, we hold quarterly forums where the Heads of Qualitative and Quantitative share developments 
from the last quarter 

• Lunchtime learning: we run regular lunchtime sessions where [Redacted]  share information on the projects 
they have been working on.  This includes learnings on the approaches they have used and how to 
implement these to best effect, as well as showcasing new ways to report the findings of the research. 

• Outside speakers: we regularly invite [Redacted] to come and talk to us about a range of topics, spanning 
new thinking, new techniques, and new technologies 

• We run regular seminars for our clients where we share our latest thinking with them.  For example, in the 
context of [Redacted] forcing a shift away from face-to-face to online (e.g., Zoom) qualitative fieldwork, we 
ran a seminar comparing the two approaches.  Another example is one where we talked about how 
[Redacted]  and [Redacted]  can navigate a socially distant world 

• Awards: we regularly win awards from the market research industry, reflecting our investment in the latest 
thinking and technologies.  Recent awards are: [Redacted], the [Redacted]  (for our work being the first 
agency to implement [Redacted]  in to our digital platform) 

How we monitor and improve our on-going levels of service and how this 
information is fed into the continuous improvement process. 
[Redacted]  of our income comes from existing clients approaching us to undertake further work from them; as 
such, our business depends on satisfied clients and we monitor service levels and client satisfaction very 
closely, in the following ways: 

• Annual client reviews with any client spending over [Redacted] per year with us; these provide an 
opportunity for both teams to feedback on what has gone well over the year and also what has gone less 
well.  The output from the reviews and the agreed actions for the coming year are written up and provided to 
both teams, so we have a record of what we committed to 

• Annual client satisfaction survey collecting both qualitative and quantitative feedback from our clients on 
what they value us for, what their frustrations are and where they would like us to focus our improvement 
initiatives going forward 
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• The feedback from the client reviews and the satisfaction survey both feed into the annual planning cycle at 
Jigsaw and are an important input when we are deciding on our targets for the coming year 

 

For the Scottish Government account, we propose a [Redacted]  review meeting to be attended by [Redacted], 
the account lead, and the key contact at Scottish Government.  The meeting would be regular opportunity to 
review the work delivered over the past month, as well as to look ahead to what is planned for the coming 
month.  It will give the Scottish Government a forum in which to feedback on what is working well from their 
perspective as well as areas where things could be improved.  A contact report summarising the key elements 
and agreed actions from the meeting would be drafted by Ann and circulated to and discussed with the wider 
account team. A copy would also be provided to the Scottish Government. 
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Question 1.2.5 
How we will ensure that sufficient capacity exists at all times to deliver the 
Framework, including Framework transition and periods of high demand, and 
how you will ensure that there is a consistent level and appropriate quality of 
service provided to Framework Public Bodies, regardless of spend or 
geographical spread across Scotland. 
 
We are proposing a core team of [Redacted]  Director level Executives, [Redacted]  of whom are Dualist 
researchers, [Redacted]  of whom are Qualitative specialists and [Redacted]  of whom is a Quantitative 
specialist. Dualist researchers are equally comfortable and proficient in qualitative and quantitative methods.  
This structure provides Scottish Government with: 

• An extremely experienced team; several of the core team have [Redacted] or more years of experience 
and none have less than [Redacted]  years.  This means that a [Redacted] executive is actively involved at 
every stage of every project, from research design, through to delivery; fully responsible for and actively 
involved in every activity, e.g. design of field materials (questionnaires or discussion guides), moderation of 
groups & depths, analysis of the data, development and delivery of the debrief. 

• A highly flexible resource, able to undertake a wide range of research projects; the mix of specialists and 
dualists means we are able to accommodate a wider range of projects than a team comprised only of 
specialist researchers. 

• [Redacted] as Account Manager is one of the founders and owners of Jigsaw Research.  As a very senior 
person in the agency she will be able to ensure sufficient resource at all times – if additional support is 
needed from outside the core team, she will pull them in.  If we need to recruit additional executives or 
support staff to support the Scottish Government account, she can make this decision and organise for new 
people to be brought in. 

This team is complemented by a range of support staff including qualitative field managers, a quantitative 
research manager and research assistants.  This ensures that the senior team are focussed on high quality 
delivery across all aspects of the project with support in place to take care of the more administrative and 
logistical aspects of the project across a range of functions. 

We are also proposing a reserve team of [Redacted] Executives, drawn from the wider Jigsaw team. The 
reserve team also includes a mix of qualitative specialists, quantitative specialists and dualists, meaning there is 
capacity to accommodate a wide range of different types of research should the need arise. 

We have an effective resource planning tool that enables us to identify Executives with capacity to take on more 
work immediately and also over the medium and longer term. During periods of high demand, we would be able 
to identify potential teams quickly and accurately for the projects arising.   

As an agency we regularly undertake research on behalf of Government Departments and agencies, where 
often there is a need to ensure all [Redacted]  nations are represented in the research.  We are therefore very 
adept at recruiting respondents and undertaking research in [Redacted].  This has included rural and remote 
rural locations, as some of the research we have done has been specifically aimed at understanding any 
detriment experienced by people living in these locations.  Recent face-to-face work in Scotland (in the period 
immediately before COVID 19) has included [Redacted] [Redacted] [Redacted]  and [Redacted]. The 
Executives traveling to these locations to conduct the research comprise part of the team proposed for the 
Scottish Government roster. 

We undertake both large scale and small-scale research projects.  Qualitative projects may be as small as 4 
group discussions or as large as 40 group discussions.  Quantitative projects range for [Redacted]  interviews 
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to [Redacted]  interviews.  Our approach is to keep the core team - who have responsibility to ensuring the 
research is delivered on time and to specification – to [Redacted]  people as this ensures continuity and 
consistency across the project.  For small projects this can be enough.  For larger projects we supplement the 
core team with additional Executives with a specific role; this would apply more to qualitative projects where a 
team of people focussed on moderation and analysis would support the core team. 
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Question 1.2.6 
Emergency Requirement 
In the event of an emergency or urgent matter we would offer the following “Code Red” actions: 

• We are able to respond instantly and to provide [Redacted] support if required through our team of senior 
researchers; details of the personnel who would respond to an emergency request are detailed below 

• We are able to increase the number of personnel working on Scottish Government work at short notice, 
within [Redacted]  hours if necessary from with the Scottish Government account team or by drawing upon 
the wider Jigsaw team as needed 

• We are able to dedicate a team of Execs to the Scottish Government account for the duration of the 
emergency, protecting them from other accounts for that period 

• Sub-contractors essential to the delivery of key services would also be made available at short notice, as 
required by the nature of the emergency request 

The relevant senior agency contacts who would respond to an emergency request are as follows: 

• [Redacted], Account Manager 

• [Redacted], Qualitative Lead 

• [Redacted], Quantitative Lead 

• [Redacted]], Research Director 

Out-of-hours contact details for the above would be provided at the beginning of the contract.  
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Section 1.3.2    Account Management  

 

Jigsaw Organisational Structure  

The Jigsaw organisational chart is shown below.  It includes all of our permanent staff.   

 
[Redacted] 
  

 

Scottish Government Account Organisational Structure  

The proposed Scottish Government Account team structure is shown below.  We put forward a core 
team which would be supplemented with additional Jigsaw colleagues if the volume of work required 
it.  Please note, all [Redacted] will work across both qualitative and quantitative methods and projects.  
We will build teams for individual projects on the basis of the project need – for example, qualitative or 
quantitative or mixed method and depending on the subject matter specialism and experience 
required. 

 

[Redacted] 

 

 

Core Account Team and Jigsaw Wider Capabilities to meet Scottish Gov market research 
requirements as set out in Schedule 1 and Schedule 1A of Model Framework Agreement 

Our executives are highly experienced and work across a range of disciplines, issues and 
approaches, as shown in the table below.  Individual project teams would be formed based on the 
specific needs of each project. 

 
 Jigsaw Core Account Team Additional Jigsaw Resource 

Insight gathering [Redacted] [Redacted] 

Creative testing  [Redacted] [Redacted] 

Creative evaluation [Redacted] [Redacted] 

One to One interviews [Redacted] [Redacted] 

Focus Groups [Redacted] [Redacted] 

Preparing/implementing 
surveys (tel, online, f2f) 

[Redacted] [Redacted] 

Long term tracking 
studies 

[Redacted] [Redacted] 

Segmentation analysis [Redacted] [Redacted] 
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Tracking customer 
satisfaction 

[Redacted] [Redacted] 

Omnibus Surveys [Redacted] [Redacted] 

Panel Surveys [Redacted] [Redacted] 

Analytics and complex 
methods (conjoint etc.) 

[Redacted] [Redacted] 

Analysis of results – 
qual 

[Redacted] [Redacted] 

Analysis of results – 
quant 

[Redacted] [Redacted] 

Reporting – qual [Redacted] [Redacted] 

Reporting – quant [Redacted] [Redacted] 

Presentation of results [Redacted] [Redacted] 

Report writing 
(published reports) 

[Redacted] [Redacted] 

Desk research [Redacted] [Redacted] 

Ethnography [Redacted] [Redacted] 

Develop cutting edge 
approaches 

[Redacted] [Redacted] 

Build and test 
propositions and 
materials 

[Redacted] [Redacted] 

Business interviewing – 
qual 

[Redacted] [Redacted] 

Business interviewing – 
quant 

[Redacted] [Redacted] 

Behaviour change 
models 

[Redacted] [Redacted] 

Behavioural science [Redacted] [Redacted] 

Customer journeys [Redacted] [Redacted] 

Brand development  [Redacted] [Redacted] 

New product 
development – 
including policy 
development and 
testing 

[Redacted] [Redacted] 

Usage & attitude 
surveys  

[Redacted] [Redacted] 

International qualitative 
studies 

[Redacted] [Redacted] 

International 
quantitative studies  

[Redacted] [Redacted] 
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Search and social 
media analysis 

[Redacted] [Redacted] 

Analysis or marketing 
expenditure, service 
usage uptake and 
attitudinal data 

[Redacted] [Redacted] 

Regression and ROI 
analysis 

[Redacted] [Redacted] 

Online communities [Redacted] [Redacted] 

Video editing/film 
production 

[Redacted] [Redacted] 

Graphic design [Redacted] [Redacted] 

 

How team will work together 

Jigsaw Research is not organised into fixed teams by type of work, sector etc.  Instead we have a flat 
and flexible structure – teams are formed on the basis of client needs and objectives.  For each 
project we will bring together the skills and experience required for the project from the Core Team, 
supplementing as necessary from the wider team shown in the diagram above.  This process will be 
managed overall by the [Redacted]with significant input from the [Redacted] and [Redacted]so that we 
can build the most appropriate team for each individual project. 

The Core Team will meet regularly (once a week during busy project periods).  Meetings will cover: 

• Briefings on policy and communications background 
• Project updates, discussion of progress, risks, required mitigations, upcoming deadlines 
• Resourcing issues with decisions on how to resolve 
• Learnings from recent projects and interviews 
• Feedback from Scottish Government from regular client calls 

Within specific project teams, regular project catch ups will be held, starting with an internal set up 
meeting at which the following will be agreed: 

• Individual project roles and tasks 
• Communication lines and frequency between team members 
• Protocols for client communication  
• Checking, review and quality control protocols for key documents 
• Risks and how to reduce risk and mitigate 
• Key deadlines and any resourcing issues that might arise (including anticipated annual leave or 

other planned absences) 

If any scope changes are requested by the client body, these will be discussed within the Jigsaw team 
initially, so that we can check that the requested changes are in line with the project objectives and 
ascertain whether the changes will have an impact on the cost of the project and the delivery dates. 

We will report back to the client on each of these issues within [Redacted] hours so that we can reach 
an agreement re costs and timings moving forwards.   

All scope changes (and their knock-ons in terms of timings and costs) will be fully documented once 
agreed. 
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Location 

The service will be delivered from Jigsaw’s offices at [Redacted].  All Jigsaw staff are based either 
from home or from these offices.  We allow flexible working but require all staff to be in our offices for 
a minimum of [Redacted] days per week.  All internal meetings not held face to face are held via 
Microsoft Teams. 

 

Support Staff Location, Roles and Reporting Lines  

All support staff are based at [Redacted] 

 

Support Team Member Role Reporting Line 

[Redacted] Invoicing 

Supplier payments 

FMP project management 
system 

Provision of Management 
Information 

Data Security 

GDPR 

HR issues 

[Redacted] 

[Redacted] Qualitative recruitment – liaison 
with recruiters and recruitment 
agencies 

Costing qualitative projects 

Cost management 

Payment of respondent 
incentives 

Fieldwork scheduling 

Screening questionnaires 

[Redacted] 

[Redacted] Qualitative recruitment – liaison 
with recruiters and recruitment 
agencies 

Payment of respondent 
incentives 

Fieldwork scheduling 

Screening questionnaires 

 

[Redacted] 
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[Redacted] Transcriptions, desk research, 
analysis, stimulus preparation 
and production, 
travel/accommodation booking 

[Redacted] 

[Redacted] Desk research, checking 
questionnaire scripts and data 
outputs, analysis, project 
management 

[Redacted] 

[Redacted] Presentation design (including 
Infographics) 

[Redacted] 

[Redacted] Video editing and film creation [Redacted] 

 

Contract Management 

Jigsaw will attend implementation and periodic review meetings to monitor and assess the level of 
performance standards of the Framework Contract and review any issues arising as and when 
required. 

Jigsaw will meet all costs associated with attending these meetings. 

We will supply MI as specified in the ITT ([Redacted] days before any meeting and within [Redacted] 
days of the quarter end) and in the format required by the Contracting Authority or a Framework 
Public Body. 

Mechanism for approval of team changes 

As soon as need for team change is identified, [Redacted] will immediately contact Scottish 
Government main point of contact to inform about required change and recommended action.  Details 
of new team member will be supplied at this point (CV, relevant experience etc.).  Scottish 
Government will have right of approval.  Alternative resource will be found as necessary. 
Working outside normal working hours and ensuring business continuity due to absenteeism, 
holidays, sickness, staff leaving or other emergencies 

• All Jigsaw staff have signed the UK Working Time Directive  
• Staff attrition rates over the last [Redacted] 
• Staff absenteeism due to sickness over the last [Redacted] Years is negligible 
• Out of hours activity to be co-ordinated as necessary by [Redacted] – we do not miss deadlines, 

and are used to working out of hours to deliver against client requirements and deadlines 
• Holiday sign off process will be managed by [Redacted]: 

o Account team members must co-ordinate holiday requests to ensure good coverage at all 
times.   

o No more than [Redacted] executive team members will be allowed to be away at any time 
• Resource from wider Jigsaw team (see table above) and pool of freelance contractors can be 

brought in if volumes escalate or if crisis arises 
• Sub-contractor agencies will be asked to supply additional support as necessary 
• Emergency situations are covered by the Jigsaw Disaster Recovery Plan  

Details of formal internal interfaces between the [Redacted]and other staff 
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• The [Redacted] is one of Jigsaw’s founders and owners 
• [Redacted] also runs Jigsaw’s Operations and People functions at Jigsaw 
• Jigsaw’s internal appraisal/review system incorporates 360 degree feedback, both formally (twice 

a year and after each project) and informally (on a day to day basis as issues arise) 
• When projects are live, the Account Team will have weekly account meetings to discuss individual 

projects, issues that have arisen, risks that are in play, any resourcing and skills issues, plans to 
meet critical deadlines etc. 

• Around these weekly meetings, the [Redacted] will be in daily contact with team members on 
individual projects – tasks, progress, problems, risks etc. 

• If any issues arise pertaining to individual team member performance, the [Redacted] will put in 
place coaching/training to improve the standard of delivery to the client, via the individual and 
relevant Line Manager 
 

How internal standards of monitoring of approvals are managed and communicated 
internally/externally 

[Redacted].  In this capacity [Redacted] reports to [Redacted].   We maintain quality standards via the 
following measures: 

• We get together in teams to brainstorm approaches to projects, key documents (questionnaires, 
discussion guides, presentation slide decks, reports), ensuring generation of high quality ideas 
and thinking 

• Every key project document (questionnaire, discussion guide, project plan, report, presentation) is 
subject to peer level review and final sign off by the [Redacted]before being sent to the client.  
Checking and sign off are registered within our project management system [Redacted] 

• When online questionnaire scripts are checked our standard procedure is to have each script 
checked by three individual people, including one who is not directly involved in the project (to 
ensure a genuinely fresh pair of eyes).  Each script is also checked multiple times to test all 
possible routing scenarios 

• If an error is discovered after a document has been sent to a client, or an error is made in, for 
example, during our interviewing phase, we inform clients immediately, recommend a course of 
remedial action and review our processes to identify the cause of the error and put in place 
revised processes to ensure no repetition  

• Monitoring and approvals protocols are covered in the induction process for all new joiners and 
regularly at all company meetings (held monthly) 

• Quality reviews are carried out internally twice per year.  These are an audit of documents, 
outputs, reports etc. delivered to clients in the last [Redacted] months, carried out by [Redacted].  
Documents are assessed in terms of: 

o Clarity of language and expression 
o Meeting clients’ objectives and requirements 
o Quality of technical thinking and expression 
o Commercial relevance 

Details of complaints procedure 

Complaints are taken seriously and are dealt with immediately. 

In the first instance we would ask Scottish Government clients to contact [Redacted] 
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Response times are dependent on the nature of the complaint.  We would ask for as much detail as 
possible when the complaint is first made so that we can establish a time line for response straight 
away.  For example, further exploration may be needed and this may take some time.  We would 
keep the client informed of progress to resolution of the complaint at all times. 

If the complaint is about the [Redacted]or if you are not satisfied with our response, either in its 
timeliness or its outcome, you can escalate the matter to [Redacted] 

If you are still dissatisfied after escalation, you have the right, within three months of the final 
response from Jigsaw Research to ask the [Redacted] to review the case.  The contact details for the 
[Redacted] are as follows: 

[Redacted] 

MRS, 
Training/Development and Monitoring of the Scottish Government Account Manager 

[Redacted]has been in research for [Redacted]years.  [Redacted] has managed large client accounts 
for over [Redacted] years.   

Training and Development 

Across her career [Redacted] has been on multiple training and development courses – covering 
research skills, commercial skills and personal skills 

[Redacted] keeps up to date with latest research thinking by reading extensively and attending 
research and academic conferences.  [Redacted] attends every Jigsaw internal training session 
(including outside speakers).  [Redacted] has had extensive personal skills training and coaching in 
the last five years.   

Monitoring 

[Redacted].  [Redacted] is formally appraised annually, with 360 degree feedback from colleagues and 
clients.  [Redacted] performance is reviewed more informally at the [Redacted] month mark each year.  
Specific commercial and behavioural targets are agreed annually, with a focus on improvement.  
[Redacted] will monitor [Redacted] performance on the Scottish Government account, gathering 
feedback from other account team members as well as key Scottish Government team members. 
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Question 1.3.3 
Tools and processes to track and report on progress of tasks and how you keep 
abreast of the latest tools and technologies in the sector 
At Jigsaw we use a bespoke software package ([Redacted]) which has four key aspects to it. 

 

 Project finances Project planning 
and progress 
tracking 

Document sharing 
and managing 

Management 
Information 

Individual 
projects 

Job/project cost 
generation and 
monitoring, 
including out of 
pocket costs and 
executive time 

Control of sales and 
purchase invoicing 

Expenses 
monitoring 

• Project 
planning/sched
uling tools, 
showing: 

• Key dates and 
milestones 

• Deadlines with 
responsibilities 
allocated 

• Project 
progress 
tracking 

• Confirmation 
that key 
deadlines and 
milestones 
have been 
achieved 

Shared team 
access to all 
materials in real 
time 

Version control 

Quality 
control/checks 

Real time reports 
relating to invoices 
paid/unpaid 
(incoming and 
outgoing) 

Real time monitoring 
of project costs vs 
budgeted costs 

Real time monitoring 
of time sheet data  

Calculation re 
project profitability 

 

Agency wide Sales pipelines 

Progress towards 
overall financial 
targets (month by 
month) 

Resource planning 
and monitoring 

• Hours worked 

• Utility rates by 
team 

• Anticipated 
resource 
deficits or 
overage 

 

Quality 
management 

• Facilitating peer 
review of key 
documents 

• Identification of 
consistent 
quality shortfalls 
allowing 
remedial 
measures to be 
put in place 

Dashboards – size 
of order book, 
anticipated resource 
deficits or overage 

Detailed reports – 
debtors and 
creditors broken 
down by client and 
supplier account 

Win rate analysis – 
by client, sector, 
method 

Win rate analysis – 
by domestic vs local 

Win/Loss reports 
with reasons why 
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This system is cloud based and is in constant use across the agency.  It allows all team members to see project 
plans and progress in all aspects in real time.  The system is continually reviewed in respect to whether it is 
providing the information needed to deliver our projects to the required standards. It is updated as required and, 
in addition, our [Redacted]and [Redacted] (with support from our outsourced [Redacted]) keep abreast of 
software developments in the wider market to ensure we are benefitting from the latest tools available. 

Management reporting arrangements employed to monitor tasks 
For every individual project we always nominate a [Redacted]who is involved at every stage from design, 
through production and to delivery. They oversee all aspects of the project to ensure nothing is missed or 
overlooked as the project progresses and that the work is to the agreed quality standard in all aspects. 

Project management responsibility is clearly defined, and the project lead has clear overall responsibility for the 
quality control of every aspect of the research process. This reduces the risk of error, poor communication, and 
poor quality of research materials; this efficiency is invaluable in helping us to meet even the tightest of 
timetables.  Our senior and experienced team profile ensures that quality issues rarely occur, but our tight 
project management practices ensure that when they do arise they are spotted and resolved extremely quickly. 

The [Redacted]has overall responsibility for setting up a project on [Redacted] and ensuring the system is kept 
up to date in real time as the project progresses.  All team members have responsibility for entering relevant 
information (e.g., when tasks have been completed, time sheet data) in a timely manner.   

The project lead accesses [Redacted] daily to keep abreast of the project’s progress across all aspects, which 
enables any issues to be identified early and dealt with in a timely manner to minimise the impact on the project 
overall. 

The [Redacted] management information output is supplemented by [Redacted] (or more frequent depending 
on the scale and complexity of the project) meetings of the project team, where all aspects of the project are 
reviewed, with a particular focus on the tasks planned for that week and on any issues that have arisen that may 
need remedial action to be taken. 

 

Details of how these outputs will contribute to the management of risk and 
inform future activities   
[Redacted] contributes to the management of risk on individual projects by having all project information in one 
easy to access system.  This makes it straightforward for the project lead to keep abreast of what is going on 
and pick up on any areas where progress is not what it should be.  It also provides protection against the project 
lead becoming unexpectedly unavailable, as any other team member can access the [Redacted]system and 
pick up where the project lead left off.  It also reduces the risk of error or poor quality due to its inbuilt checking 
and review functionality. 

The agency level management reports are used to ensure that Jigsaw as a whole operates commercially, 
reducing the risk to clients of business discontinuity.  They can be used to identify any ‘crunch points’ in 
resourcing and ensure these are mediated against, e.g., by redeployment within the agency, use of [Redacted] 
or even recruitment.   Finally, having all the key elements of project and commercial management held in one 
system reduces duplication and error within Jigsaw, which could have a negative impact on clients both in terms 
of quality and cost. 

 
Standard project process 
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Stage in project Qualitative research Quantitative research 

Receipt of brief Brief reviewed by [Redacted] and [Redacted] 

Any immediate queries/challenges raised with Scottish Government contact 

Brief brainstormed and approach agreed 

Written proposal provided to client to include detailed approach, timings, 
deliverables, costs and team 

Project entered onto [Redacted] as an enquiry; cost estimates, provisional timings 
and suppliers recorded 

Commission Project recorded as live on [Redacted] 

Key tasks/deadlines/milestones set-up on system 

Team confirmed and anticipated hours recorded 

Invoicing schedule set-up 

Suppliers informed and timings agreed 

Set-up Meeting between core Jigsaw team and core Scottish Government team 

Full briefing of context to the research and required outputs 

Review of proposal to ensure all parties agreed on the approach, sample structure, 
deliverables, timings 

Roles and responsibilities allocated across both teams 

Channels of communication/sign off agreed 

Contact report generated to document what has been agreed 

Any required revisions to [Redacted] made 
Development of field 
materials 

Qualitative screener and pre-task drafted – 
reviewed by field manager prior to being 
provided to Scottish Government team for 
review 

Materials revised as necessary until all 
parties have agreed them; signed off and 
sent to the recruitment agency for recruitment 
to begin. 

Recruitment undertaken to the meet the 
requirements of the [Redacted] and 
[Redacted]around respondent privacy and 
consent 

Discussion guide drafted and peer reviewed 
prior being provided to Scottish Government 
team for review 

Discussion guide revised as necessary until 
all parties have agreed the content 

Questionnaire drafted, peer 
reviewed by another team member 
and reviewed by fieldwork agency 
prior to be being provided to 
Scottish Government team for 
review 

Questionnaire revised as 
necessary until all parties have 
agreed the content 

Questionnaire scripted and then 
thoroughly checked to ensure that 
it reflects what was agreed and all 
possible routes through the survey 
have been tested 
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Fieldwork Group discussions/interviews undertaken to 
the standards set by the [Redacted] 

Initial sessions act as a pilot to test the 
discussion guide is eliciting the required 
information.  Any recommended changes 
agreed with the Scottish Government team 
prior to next groups/depths 

Ongoing monitoring to ensure the recruited 
respondents fit with the agreed specification 
for the research 

Regular status reports provided to the 
Scottish Government team 

Fieldwork undertaken to meet the 
[Redacted] quality standards and 
other quality measure as 
appropriate to the method used 

Initial interviews used a s a pilot to 
ensure the questionnaire and 
routing are working as required 

Status reports provided to the 
Scottish Government team 
detailing achievement against 
quotas 

 
Analysis Rigorous individual analysis from the 

recordings of the groups/depths 

Group analysis to determine key findings, 
core narrative and answers to the objectives 
for the research 

Data tables rigorously checked to 
ensure data is complete and 
accurate 

Data set methodically and 
comprehensively analysed to 
identify key findings and sub group 
differences 

Development of 
reports 

Reports developed in collaboration with the Scottish Government team to ensure 
the objectives are met and the reports are in a format suitable to the stakeholder 
audience they are aimed at. 

Draft reports checked by at least [Redacted] prior to sign off 

 
Details of formal methods/process for identifying and addressing errors 
including how and at what stage the Framework Public Body is informed. 
 

Every key project document and output (questionnaire, discussion guide, project plan, report, presentation) is 
subject to peer level review and final sign off by the Account Manager before being sent to the client.  Checking 
and sign off are registered within our project management system (FMP) 

If an error is discovered after a document has been sent to a client, or an error is made in, for example, during 
our interviewing phase, we will inform The Framework Public Body immediately, recommend a course of 
remedial action and review our processes to identify the cause of the error and put in place revised processes to 
ensure no repetition. 

The [Redacted] would be the primary point of contact for The Framework Public Body on any matters of this 
nature. 
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Jigsaw Research Data Security policies and procedures 

Management approach: 

Jigsaw Research maintains robust data security policies and procedures designed to be in line with 
the [Redacted] categories listed under [Redacted]. 

Jigsaw Research maintains a data security team which comprises of the [Redacted] and [Redacted], 
plus [Redacted]. 

Our policies and procedures are reviewed on an ongoing basis, internal checks made every quarter 
and an independent penetration test is performed on an annual basis by an external third party.  Our 
last penetration test was conducted in [Redacted] by [Redacted].  All Jigsaw’s internal infrastructure 
was tested and no critical issues were found. 

Data processing, storage and encryption: 

All data received is saved immediately onto the Jigsaw secure encrypted server and the original 
source securely deleted.  A clear desk policy is adopted. 
 
All client data from a job is deleted as soon it is no longer required. This involves securely deleting (i.e. 
overwriting) all copies of the data. Every three months a sample of jobs are reviewed to ensure that no 
client data has been retained for longer than necessary and that all copies of data have been securely 
deleted.  

All laptops used by Jigsaw Research staff for work purposes are owned by Jigsaw Research and all 
have full disk encryption certified to [Redacted] and [Redacted]. 

Outsourcing  

Any sub-contractors used are required to sign our supplier contract which includes a requirement that 
they have signed up to the same information security standards and procedures that we follow in 
Jigsaw. Jigsaw’s top suppliers have a security audit every [Redacted] 
Data transfer: 
 
All electronic files being transferred between the Scottish Government and / or sub-contractors must 
be encrypted and password protected using a strong password. The main option for electronic 
transfer is Jigsaw’s secure FTP site. All personal or Client Restricted data remains within the EU. 
 
Jigsaw Research do not allow the use of USB memory sticks but in the unlikely event of one being 
needed these are encrypted. 
 
Jigsaw Research Firewall, Accounts and Operating System 

Strict outbound and inbound filtering is in place on the corporate firewall.  Software firewalls are also 
present on all laptop computers.  

Accounts: 

All Jigsaw employees have one active directory account which allows them access to email, network 
shares and other corporate assets. Some employees also have a VPN account allowing them to access 
the office network remotely. 

VPN access is restricted by username and password to authorised users only and [Redacted] is in 
place. The Data Security Team hold a list of all users with VPN access and every three months an audit 
ensures that the VPN accounts tally with the list of permitted VPN users. 
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Storage: 

All data is stored on Jigsaw’s secure encrypted server. The server is locked in a secure cabinet, within 
a secure room.   

Passwords: 

All Jigsaw Research Computers (Desktops, Laptops and servers) have strong Administrator 
passwords. These passwords are over [Redacted] characters long and include a mixture of letters, 
numbers and capitals.  

A strong, unique administrator password is used for the domain. 

Access to secure folders:  

Management team can decide to restrict access to specific files held on the server.  This might be in 
response to a specific client request or if other sensitive information is contained in the files. The 
management team identifies which employees may access these files and Cardonet (our external IT 
support provider) remove access rights for all other employees.  Access capability is checked by 
members of the IT team on a quarterly basis.   

Operating System, Software Patching and Anti-Virus: 

Software firewalls are present on all laptop computers and desktop computers. They are configured to 
allow only employees with a business need to access software and do not permit the installation of any 
new software without the prior agreement of the Data Security Team. The Data Security Team consider 
the business case for the use of any new software and any potential security risks the software might 
introduce when deciding whether or not to authorise software for use on Jigsaw Research computing 
assets.  

All relevant operating system and software patches are installed in a timely fashion. 

Anti-virus software is installed and running on all Jigsaw Research computers.  It is kept-up to date with 
the latest anti-virus signatures. 

Operating System security patch and system updates 

All relevant operating system and software patches are installed in a timely fashion as well as anti- 
virus.  Patches for servers and workstations are automatically deployed.   

Only secure wireless networks are permitted to be used. 

Personnel and training 

All personnel, undergo basic recruitment checks prior to and on joining including being DBS checked.  
Data security training is undertaken on joining and refreshers are held on at least an annual basis 
thereafter. 

Jigsaw’s IT Backup system and Disaster Recovery 

All of Jigsaw’s data is stored on a secure server. The contents of this server are mirrored by a 
bespoke Business Disaster Recovery (BDR) server. 

The BDR server sits alongside the main server, and mirrors its contents every few hours, ensuring 
any short-term data loss is kept to a minimum.  

Every night, all contents of the server are transferred off-site [Redacted].  
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The Disaster Recovery Plan: 
 
Jigsaw have on-site replicas that can be turned on immediately. Therefore, should a disaster befall 
the main server, the system we have in place allows us to build an onsite virtual copy of the server 
within an hour. 
 
The Disaster recovery plan is tested at least on an annual basis and was last tested in [Redacted] 

Certifications: 

Jigsaw Research is Cyber Essentials and IASME certified and is registered with the Information 
Commissioner’s Office, registration number: [Redacted]. 
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Jigsaw Research – Fair Work First 

 
We are very conscious at Jigsaw Research that we don’t exist or operate in isolation.  This is 
rooted in our independence.  We have had the opportunity right from the start to define what type 
of business we want to be and this has applied not only to the commercial basis of our company 
(the type of research we do, the seniority of our team, the clients we want to work with etc.) but 
also to broader issues.  We set out from the start to behave responsibly towards the environment, 
to be a fair and enlightened employer, to work openly and fairly with both customers and 
suppliers and to contribute to our local community. 

Employees 

Our staff are our most important asset and we take enormous steps to treat them well, not only 
because it makes obvious commercial sense (in relation to low staff turnover, reduced training 
and recruitment costs etc.) but because we believe that it is the right thing to do.  All of our staff 
are remunerated fairly (at or above market rates) and we operate a bonus scheme which 
distributes a very high proportion of company profits to all staff.  The bonus criteria are clear and 
well publicised and bonuses have been paid to all staff in every year since [Redacted].  We also 
operate a company pension scheme which contributes [REDACTED] of each employees’ salary 
to their individual fund.  We offer childcare vouchers for staff with children being looked after by 
registered childcare professionals.  We offer season ticket loans and operate a ‘cycle to work’ 
scheme which enables staff who cycle to work to claim towards the cost of their bike equipment.   
 
At least [Redacted]of our staff work flexibly (either [Redacted]days per week), but all staff are 
supported in their need to work flexibly on an ad hoc basis.  For example, we allow working from 
home, and encourage staff who are parents to attend important events at school (talks with 
teachers, sports days, nativity plays etc.) and make up the time when it suits them.  Staff with 
other commitments (for example, elderly or sick relatives) are also given the same degree of 
flexibility. 
 
We invest in our staff in terms of training/development and ‘fun’.  We are proud that our staff 
attrition rate since Jigsaw commenced training is less than [Redacted]. 
 

Pay, benefits and feedback 

Fair pay is provided to all workers and Jigsaw Research has been awarded the Living Wage 
Employer Mark. Equal pay is paid for work of equal value, unless there is a material factor that 
accounts for the variation. 
 
No zero hour contracts exist. All contracts consist of fair hours, no compulsory overtime and 
reasonable notice to be provided for any significant changes to contracts. 
 
Benefits are offered to all employees equally unless there is a good justification for not doing so.  
 
We have a two way feedback system where formal feedback is receiving and provided at least 
once a year but it also ensures that regular feedback sessions and catch ups with all employees 
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take place on a regular basis. We adopt a very open culture and maintain strong citizenship 
values which we monitor and reward staff on at least [Redacted]. 
 
 
What this means for projects throughout the lifetime of the contract  
 

• A diverse project team that brings various, relevant expertise to the research  
- Wide range of ages and good gender split 
- Varied project experience and knowledge – both with the Scottish Government and 

related sectors (public sector, technology, etc) 
• Equality of contribution to all key project stages by all team members involved: 
- Inputting into key initial documents (guides, stimulus, etc) 
- Inputting into analysis and reporting, both midway through during fieldwork (to share 

hypotheses) and after fieldwork (to ensure individual contributions and experiences all 
carry equal weight within reporting) 

• Treat respondents and stakeholders with fairness and respect in our conduct: 
- Fieldwork moderation that ensures individual respondent views are brought out, listened 

to and valued 
- Work collaboratively with the Scottish Government throughout to ensure their key 

objectives are reflected at every stage and subsequent changes/ adjustments are made 
to our materials and deliverables 

- Ensuring that we positively look to include minority and vulnerable people in our research 
– and take appropriate action to ensure inclusiveness and wellbeing 
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Jigsaw Research – Sustainability / Corporate Social Responsibility 

Jigsaw Research can confirm that they have read and will support the Scottish Ministers policies 
on Sustainability and Corporate Social Responsibility in delivering the market research services. 

We are very conscious at Jigsaw Research that we don’t exist or operate in isolation.  This is 
rooted in our independence.  We have had the opportunity right from the start to define what type 
of business we want to be and this has applied not only to the commercial basis of our company 
(the type of research we do, the seniority of our team, the clients we want to work with etc.) but 
also to broader issues.  We set out from the start to behave responsibly towards the environment, 
to be a fair and enlightened employer, to work openly and fairly with both customers and 
suppliers and to contribute to our local community. 
 
We are committed to the principles of sustainable development and environmental stewardship 
and we recognise our obligation to improve our environmental performance and to contribute 
positively to the local and wider community in which we operate. Jigsaw Research have been 
awarded [Redacted]. 
 

Employees 

 
Our staff are our most important asset and we take enormous steps to treat them well, not only 
because it makes obvious commercial sense (in relation to low staff turnover, reduced training 
and recruitment costs etc.) but because we believe that it is the right thing to do.  All of our staff 
are remunerated fairly (at or above market rates) and we operate a bonus scheme which 
distributes a very high proportion of company profits to all staff.  The bonus criteria are clear and 
well publicised and bonuses have been paid to all staff in every year since [Redacted].  We also 
operate a company pension scheme which contributes [Redacted] of each employees’ salary to 
their individual fund.  We offer childcare vouchers for staff with children being looked after by 
registered childcare professionals.  We offer season ticket loans and operate a ‘cycle to work’ 
scheme which enables staff who cycle to work to claim towards the cost of their bike equipment.   
 
Many of our staff work flexibly (either [Redacted] per week), but all staff are supported in their 
need to work flexibly on an ad hoc basis.  For example, we allow working from home, and 
encourage staff who are parents to attend important events at school (talks with teachers, sports 
days, nativity plays etc.) and make up the time when it suits them.  Staff with other commitments 
(for example, elderly or sick relatives) are also given the same degree of flexibility. 
 
We invest in our staff in terms of training/development and ‘fun’.  We are proud that our staff 
attrition rate since Jigsaw commenced training is less than [Redacted] 
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Clients 

 
Clients are our single most important priority – all of our day to day energies are focused on doing 
the best possible job for them.  For us this also includes treating them openly and fairly.  For 
example: 
 
• we aim to write all our documents clearly and in plain English.   
• we set out our costing structure and the assumptions behind any given project’s costs clearly 

and transparently.  We shop around when buying external services (to ensure maximum 
value for our clients) and we do not mark up field or other supplier costs.  We believe our 
executive day rates are fair. 

• We always inform clients immediately if problems occur during the project process 
• We always inform clients immediately if the fees to be charged (due to a change in 

specification) will not be as stated in the proposal 
• We do not use any form of pressure sales techniques with clients 
• We listen to any concerns that they have and would take any formal complaint extremely 

seriously 
 

Suppliers 

 
We also believe it is important to provide opportunities to start-ups and SME’s and to treat 
suppliers fairly and well. This includes day to day project management and quality – giving 
suppliers good materials to work with, giving them sufficient advance warning of our requirements 
etc.  We also pay our supplier bills on time, give suppliers a chance to re-negotiate fees when the 
project specification changes and ask them for feedback regularly. 
 

National and local community 

 
Each year we set aside a proportion of our budget for charitable donations.  This money is then 
allocated during the year on a case by case basis.  For example, if one of our staff is running a 
marathon or doing some other sponsored activity, Jigsaw will contribute to that cause.  And if 
there is a national or international crisis we make a significant corporate donation to that cause. 
 
We have also carried out projects for many charities, with reduced fees. 
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Jigsaw Research – Community benefits 

 
Jigsaw Research Corporate code of conduct: 
 
We are very conscious at Jigsaw Research that we don’t exist or operate in isolation.  This is 
rooted in our independence.  We have had the opportunity right from the start to define what type 
of business we want to be and this has applied not only to the commercial basis of our company 
(the type of research we do, the seniority of our team, the clients we want to work with etc.) but 
also to broader issues.  We set out from the start to behave responsibly towards the environment, 
to be a fair and enlightened employer, to work openly and fairly with both customers and 
suppliers and to contribute to our local community. 
 
We are also committed to the principles of sustainable development and environmental 
stewardship and we recognise our obligation to improve our environmental performance and to 
contribute positively to the local and wider community in which we operate. Jigsaw Research 
have been awarded [Redacted] 
 
Equality and diversity: 
 

We are committed to being an equal opportunities employer and oppose all forms of unlawful 
discrimination. 

Jigsaw Research’s equal opportunity and diversity policy provides equality and fairness in our 
employment and does not discriminate on grounds of gender, marital status, race, ethnic origin, 
colour, nationality, national origin, disability, sexual orientation, religion or age. We oppose all 
forms of unlawful and unfair discrimination. 
 

Recruitment objectives: 

1. All advertising and recruitment literature should reflect our commitment to equal opportunities 
and not enhance stereotypes.  

2. The recruitment process should not disadvantage disabled people and reasonable 
adjustments to the process (and particularly at any interview) should be considered. 

3. The criteria for selection should be fair and appropriate. Any criteria which disadvantage 
those with certain protected characteristics should be retained only when justifiable in terms 
of the job to be done. 

4. Questions at interview should relate to the requirements of the job. Where it is necessary to 
assess whether personal circumstances will affect performance of the job (for example where 
it involves unsociable hours or extensive travel) this should be discussed openly and 
objectively with all candidates without assumptions based on marital status or sex. 
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5. Questions should not be asked which could disadvantage certain groups, and questions 
should not be asked of those with a particular protected characteristic that would not be 
asked of everyone. 

6. Selection procedures should be objective. Each candidate should be assessed according to 
his or her capability to carry out the job. It should not be assumed that certain groups should 
perform certain kinds of work or "will not fit in". 

7. When considering a disabled candidate's suitability for the job, he/she should be assessed on 
the assumption that any reasonable adjustments have been made (for example, if someone 
needs a special keyboard and this is a reasonable adjustment, his/her ability to do the job 
compared with other candidates should be assessed on the assumption that the keyboard 
has been provided). 

8. Wherever possible, more than one person should be involved in the recruitment process. 

9. The reasons for selection and rejection of candidates should, where practical, be recorded. 

Sub-contracting: 
 
We work with a variety of suppliers, including SME’s and start-ups. We believe it is important to 
treat suppliers fairly and well.  This includes day to day project management and quality – giving 
suppliers good materials to work with, giving them sufficient advance warning of our requirements 
etc.  We also pay our supplier bills on time, give suppliers a chance to re-negotiate fees when the 
project specification changes and ask them for feedback regularly. 
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Jigsaw Research – Statement on Transfer of Undertakings (Protection of 
Employment) Regulations 2006 (TUPE) 

 
Jigsaw Research are not aware of any project that may arise under this Framework which would 

constitute a relevant transfer for the purposes of Transfer Regulations. 

 

It is therefore intended that following commencement and / or cessation, all employees of Jigsaw 

Research [Redacted]. 
 

Jigsaw Research acknowledge however that the commencement and cessation of the provision of 

the Services by Jigsaw Research may constitute a relevant transfer in respect of the incoming or 

outgoing relevant employees and will comply with all its obligations under TUPE. 

 



LOT 5 - MARKET RESEARCH

STAFF ROLE UNIT

VOLUME OF HOURS 
PER STAFF ROLE    

(for evaluation 
purposes only)

HOURLY RATE          
PER STAFF ROLE        

excluding VAT           
£

TOTAL PRICE       
PER STAFF ROLE   

excluding VAT      
£

Comments

Director Price Per Hour 1777 REDACTED REDACTED

Account Director Price Per Hour 358 REDACTED REDACTED

Research Director Price Per Hour 2051 REDACTED REDACTED

Account Manager Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

Account Executive Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 3248 REDACTED REDACTED

Board Director Price Per Hour 1690 REDACTED REDACTED

Technical Director Price Per Hour 150 REDACTED REDACTED

Qualitative

Senior Research Executive Price Per Hour 328 REDACTED REDACTED

Research Executive Price Per Hour 53 REDACTED REDACTED

Telephone Executive Price Per Hour 10 REDACTED REDACTED

Field Interviewers Price Per Hour 10 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 638 REDACTED REDACTED

Online Scriptors Price Per Hour 10 REDACTED REDACTED

Data Analyst Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

 

Quantative

Senior Research Executive Price Per Hour 5513 REDACTED REDACTED

Research Executive Price Per Hour 184 REDACTED REDACTED

Telephone Interviewers Price Per Hour 20644 REDACTED REDACTED

Field Interviewers Price Per Hour 1439 REDACTED REDACTED

Data Analyst Price Per Hour 698 REDACTED REDACTED

Data Processor Price Per Hour 977 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 220 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

Field Manager Price Per Hour 1301 REDACTED REDACTED

Segmentation

Senior Consultant Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Data Planner Price Per Hour 10 REDACTED REDACTED

Database Administrator Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

REDACTEDTOTAL OVERALL PRICE 



 

Question 1.2.3 Delivery of services 
 
Please provide full details of how your organisation will deliver the services detailed in 
Schedule 1 and Schedule 1A of the Model Framework Agreement. Within your response please 
detail how you will draw on your communications research, social marketing research and 
behaviour change expertise.  
• Understanding and interpretation of the purpose, specific objectives and scope of the 
requirement; 
• How robust methodology/project plans will be produced and delivered; 
• Methodologies of relevance that you will use, including to reach seldom heard audiences; 
• Audience segmentation techniques you will use; 
• How you will achieve high quality delivery across all stages of a project (from set-up to 
reporting including liaison with relevant stakeholders);  
• How you will add value to your delivery of communications and social marketing research;  
• How you will ensure reporting is concise, but tells the story of the data, and delivers real 
audience insights; 
• How you will meet the tight timescales that are sometimes required (eg. during an 
unpredictable period such as the Covid-19 pandemic);   
• How risks will be identified and mitigating actions put in place. 
• Where applicable, include use of subcontractors, their contribution to delivery and how you 
will manage and monitor them. 
 
2,400 words 

________________________________________________________________________________ 

 
Understanding and interpretation of the purpose, specific objectives and scope of the 
requirement 
The purpose of the requirement is to provide the highest quality market research services to 
support Framework Public Bodies deliver their strategic goals, priorities, policies and 
programmes. These services will play a significant role in supporting the Scottish Government 
to deliver its programme for government, as well as support the other Framework Public Bodies 
involved to play their role in building a fairer, greener, healthier and more successful Scotland.   
 
[REDACTED], formed in 2016 to give the public sector easy access to an expert resource, with 
a full-service mix of research skills, and a team committed to making a difference. Since then, 
JRS has developed a broad understanding of Framework requirements through delivering 
research on a wide range of issues and objectives that have been high on the agenda of 
government and other public bodies.  
 
Over the past [REDACTED] for a range of bodies including: 

• Communications research to support development of communication strategy on 
climate change following Covid-19 (ClimateXChange). 

• Social marketing research to gather insight into [REDACTED] 
• Social marketing and stakeholder research to help [REDACTED]   
• Drawing on the latest behaviour change frameworks and models to work with 

[REDACTED] 
 
The requirement needs suppliers to be agile, responsive, and capable of quickly 
understanding the different strategic agendas and specific objectives that will emerge from 
across the Framework.  JRS recognises and understands this broad scope. In addition, we have 
recently provided research services to support, among other topics: [REDACTED] 
 
Delivering across the wide scope of issues that Framework Bodies need research for, requires 
the supplier to be well-rounded, offer a full mix of quantitative and qualitative research skills, 
be able to work with client organisations as an extension of their team, challenge the brief 



 

where appropriate, and develop robust methodologies to deliver the requirement in a highly 
cost-effective and timely manner.  JRS’s track record and our strong reputation within the 
Scottish public sector over the past 5 years evidences our understanding of the requirement 
and our ability to deliver against it.  
 
Producing & delivering robust methodology/project plans 
JRS is methodology-neutral, assessing each ITT based on the objectives, and using our 
considerable experience to recommend the most appropriate methodology. 

We take a structured, 4 stage approach to delivering robust methodologies: 

1. Appoint an experienced team, led by director-level researchers who are hands-on in 
the delivery.  

2. Identify core target audiences and – drawing on our extensive methodological toolkit 
– consider optimum methods to reach them. 

3. Focus on maximising sample sizes, qualitative or quantitative, within budget. 
4. Develop detailed project management plans identifying key milestones and providing 

regular, transparent progress updates to clients. 
 

Over the past 5 years on the Framework we have engaged with thousands of participants to 
deliver robust insight. 
 

Relevant methodologies 
We have the capability, resource and expertise to deliver all methodological approaches 
identified in Schedule 1 and 1A. 

Our experience of delivering for the current Framework evidences this: 

• Desk research – a significant component of many projects, given its importance in 
setting context, and in being efficient with budgets. We also produce standalone desk 
reports for clients. 

• Qualitative methods – many of our projects use qualitative methods, including focus 
groups, in-depth interviews, B2B stakeholder workshops, ‘stop and pounce’ interviews, 
observations and ethnography.  We established a qualitative panel specifically to 
provide ongoing fast-turnaround insight to inform Covid-19 communications. 

• Quantitative methods – we have created ad hoc and tracking surveys; large and 
smaller scale; covering campaign and intervention evaluations, insight gathering, 
benchmarking, RoSMI analysis, segmentation and customer/visitor satisfaction, for 
[REDACTED] and many other clients. 

For both qualitative and quantitative methods we are experienced in gathering data in person 
(in-street, in-home, in-venue), by telephone, in written communications, via social media and 
online. 

We bring our behavioural science expertise to designing methodologies – examples include 
structuring [REDACTED] 

 
Reaching seldom heard audiences 
JRS has extensive experience of recruiting and undertaking research with seldom heard 
audiences, including those who: 

• [REDACTED] 
• Are detached from mainstream society, e.g., [REDACTED] 
• Are relevant to a sensitive topic, e.g., [REDACTED] 
• Are challenging to communicate with, e.g., [REDACTED] 

 



 

We consider each project individually to identify the most appropriate engagement methods, 
regularly devising new, creative approaches, or using our toolkit of tried and tested methods 
including: 

• Recruitment 
o Engagement via community or support groups, e.g., [REDACTED]. 
o Advertising research opportunities on social media/other channels. 
o Via qualitative on-street community research days, e.g., in SIMD areas. 

• Interviewing 
o Selecting the most appropriate qualitative moderator, e.g., by gender or age. 
o Interviewing within homogenous groups, smaller group environments or one-to-

one, e.g., genders separately; splitting by attitudes. 
o Using buddy-support interviewing. 
o Using translators. 

• Supporting Respondents 
o Fully transparent recruitment and interviewing procedures (MRS compliant). 
o Providing participant information sheets explaining research purpose and 

process. 
o Signposting access to post-interview support organisations. 

 

Audience segmentation techniques  
Our significant experience of audience segmentation ranges across qualitative and 
quantitative methods. For example, we use segmentation techniques such as typography 
generation in qualitative work to help better understand target audiences, e.g., [REDACTED] 

We often recruit participants for qualitative research based on existing segmentation models, 
e.g., [REDACTED]. 

We routinely use segmentation to enable full interrogation of a quantitative dataset, by 
combining geodemographic groups, or tagging existing segment models (e.g., Mosaic), to 
include in our cross-tabulation analysis. 

We have created bespoke segmentation models, based on large-scale quantitative datasets, 
using statistical techniques including factor analysis, cluster analysis and regression analysis. 
Recent examples include: [REDACTED]. 

Achieving high quality delivery across all stages of a project 
Quality control and assurance is built into every aspect of a project by:  

• Fielding a highly qualified, skilled, experienced team matched to specific project 
delivery requirements. 

• Working to best/latest research practice, methods, techniques and industry standards: 
MRS codes of conduct and best practice guidance, [REDACTED] principles, and 
[REDACTED] in our wider quality management process. 

• Designating a JRS team Quality Assurance lead to oversee delivery of high-quality 
outputs throughout. 

 
Stage-specific quality delivery/control measures: 

• Planning/Setup 
o A collective focus on fully understanding project requirements. 
o Offering expert, considered advice on appropriate sampling and 

methodology within budget and timescales. 
o Produce and agree written statement of works. 
o Open, collaborative approach to developing robust, high quality and fit-for-

purpose recruitment and research tools. 
• Fieldwork 

o For qualitative work - a highly organised and systematic approach to recruiting 
and screening participants. 



 

o Thorough fieldwork team briefing covering research requirements, method, 
research tools, and potential risks/safeguarding issues and protocols to be 
aware of. 

o For quantitative work – piloting surveys with participants and fully testing online 
surveys before launch. 

o Systematic and robust process to check/validate data collected. 
• Analysis 

o A ‘peer review’ system involving the whole senior team to present and 
interrogate/debate interpretations and emerging themes. 

o Focus on identifying key actionable and solutions-oriented insights and 
recommendations. 

• Reporting including stakeholder liaison 
o A Plain English approach to report writing to a publishable standard, 

incorporating relevant, appropriate language and terminology for both subject 
matter and target audience, and where appropriate working to client 
templates. 

o A report/output review process to check and correct spelling, grammar, 
numbers and calculations. 

o Stakeholder liaison including presentation led by a senior JRS team member. 
 
Adding value to our delivery of communications and social marketing research 
Beyond extensive research skills and experience we bring: 

• Broad communications experience. We have significant communications/advertising 
agency experience (including planning) which enhances our understanding and 
delivery against creative agency and client requirements for insightful formative and 
creative testing research. 

• Specialist expert behaviour change and social marketing knowledge and experience. 
Within JRS, [REDACTED]. They add a behavioural science and social marketing focus, 
and bring expertise including intervention/campaign development, delivery, and 
evaluation. This helps ensure our research processes and outputs are behaviourally 
focussed, drawing on the latest behavioural theory/science and social marketing best 
practice. 

• Specialist digital marketing experience. [REDACTED], bringing knowledge and 
expertise of developing and delivering digital platforms and campaigns (including 
social media), to draw on for formative research and user testing of digital platforms, 
plus in evaluation of campaigns/platforms with a digital element. 

• Very experienced and senior staff.  For all aspects of a requirement our senior team are 
hands-on, bringing broad and diverse topic knowledge, highly skilled research design, 
moderation, analysis, and reporting. 

• A commitment to ethical, fair and sustainable practices. Thus ensuring we directly 
support Scottish Government goals. 

 
Ensuring reporting that is concise, but tells the story of the data, and delivers real audience 
insights 

• Our adherence to social marketing benchmarking criteria ensures the generation of 
concise, solutions-oriented, actionable insights.  

• Senior input throughout, combined with quality assurance processes, ensure we 
communicate the story of the data in the best, most understandable way possible.  

• We bring findings to life through accessible, enthusiastic presentations – for both 
qualitative and quantitative research – using an engaging and solutions-focused 
storytelling style.  

• Where relevant we use images and infographics to bring quantitative reporting to life. 
• Our review process guarantees that reporting is concise and appropriate for the 

client/audience. 
 
Meeting tight timescales 



 

JRS understands that urgent requirements emerge with minimal notice and short timescales. 
Across the [REDACTED], we have proven our capability to meet these demands.  
 
During the Covid-19 pandemic, we regularly accommodated requirements to deliver a 
complete qualitative project – from briefing to feedback – in a few days. For example, 
[REDACTED]. 
 
We commit to continuing to meet tight timescales through our well-established processes: 

• Adopting a flexible approach to ensure we do everything possible to accommodate 
clients’ evolving needs.  

• Strong, senior team who can all provide the required services, and a wider team 
experienced in delivery within tight timescales.  

• Co-ordination of annual leave to ensure availability of senior team members, who can 
deputise for each other, covering unexpected absences. 

• Regular client communication and updates to ensure issues that may negatively 
impact projects are proactively identified and addressed. 

• Identification of a senior team member as emergency contact. 
• Staff ready to work outside traditional office hours when required, providing 24/7 

service. 
• Very quick recruitment for qualitative research via our qualitative research panel. 
• An established ‘Code Red’ procedure for accommodating emergency requirements: 

successfully implemented regularly to accommodate Covid-19 research requirements 
for The Scottish Government. 

• Maintaining a network of trusted subcontractor partners if additional resource required. 
• Willingness to work collaboratively with other Framework suppliers to meet tight 

deadlines. 
 
  



 

Risk identification, management and mitigation 
A structured approach to risk management is essential. At project planning stage we hold an 
internal briefing session (core JRS team plus subcontractors) to develop the project roadmap 
and consider potential issues/risks. 
 
Our approach to risk management is based on three core factors: 

1. Following our established quality control procedures to minimise likelihood of issues 
arising. 

2. Conducting a thorough review to identify potential risk factors at the start of each 
project and assessing the likelihood of these arising. 

3. Developing a risk plan documenting these alongside proposed mitigating actions and 
action plan, based on our experience and expertise. 

 
This proactive consideration of risk ensures we are well prepared, with action plans ready.  
 
Our risk plans are iterative documents, referred to throughout projects, and updated where 
required. We are open with clients about potential risks and mitigating actions; and our risk 
plans are available for clients to view/input to. 
 
Use of subcontractors 
As a research consortium, we engage with other research teams when additional capacity or 
methodological contributions are required. All subcontractors we use must: 

• Share the same values as JRS, including a commitment to high quality delivery/output. 
• Bring additional methodological skills and expertise and/or sectoral experience. 

 
Subcontractors who are relied upon to deliver the contract 
For the purposes of procurement, one consortium member – Jump Research – is identified as 
the lead supplier, with [REDACTED] technically subcontractors. Together with [REDACTED], who 
bring additional senior quantitative research capacity, these organisations represent essential 
partners who are relied upon to deliver the contract. In practice, JRS operates as one unit, with 
[REDACTED] a close extension of the JRS team. 
 
Other subcontractors 
For certain projects, we may require input from other subcontractors.  Exact contribution to 
delivery is determined on a project-by-project basis, but includes: 

• Quantitative data provision from online panels, e.g. [REDACTED]. 
• Omnibus services e.g., [REDACTED]. 
• Recruitment support, e.g., [REDACTED]. 

 
We have worked successfully with these trusted subcontractors for several years and have 
well-established working relationships with them. 
 
Careful management and monitoring of subcontractors is essential. We achieve this through: 

• Dedicated points of contact within JRS and the subcontractor to manage the 
relationship. 

• A clear service level agreement at the outset, detailing requirements from all parties, 
including timings. 

• JRS team retains overall responsibility for delivering high quality outputs. 
• Commitment to fair invoicing practices. 
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1.2.4 Please detail your organisation’s plans for implementing a process of continuous 
improvement that will ensure that best practice is followed when delivering the service 
paying particular attention to the following: 

• How you will ensure staff are trained and developed in order to keep up to date with 
a Framework Public Body’s organisation and culture, with best practice, market 
developments and emerging technologies, so as to provide a current and innovative 
service to Framework Public Bodies; and  

• Proposals to monitor and improve your on-going levels of service e.g. customer 
liaison/ satisfaction surveys and how this information will be fed into the continuous 
improvement process. 

800 words 

________________________________________________________________________________ 

Continuous Improvement Processes To Deliver Best Practice 

Our consortium-wide commitment to continuous improvement means that learnings gained 
in our own individual organisations are shared across the whole team, and brought to bear 
on consortium projects. 

JRS delivers continuous improvement through: 

• Our overarching commitment to improving and doing our work in the most effective 
and efficient ways possible 

• Maintaining good, regular communication at the heart of our consortium - a key 
foundation for sharing and learning 

• Involvement of everyone across our teams in the identification and pursuit of 
improvement. 

At a practical level we commit to identification of best practice and continuous 
improvement at 4 key levels: 

1. Individual projects – based on continuous communication within the project team 
and with clients, we discuss what works well and what could be improved throughout 
the life of a project, as well as more formally in a ‘wash-up’ meeting with clients and 
other agencies.  

2. Framework clients – creating a close working relationship with each client, 
understanding their overall strategy and how the projects we are working on fit within 
that context.  For example, our relationship with [REDACTED] on the current 
Framework has allowed us to immerse ourselves in their organisational priorities and 
culture, and as a result identify insights from work we have completed for different 
parts of the organisation that have wider relevance. 

3. Industry – across the JRS team we hold memberships of key industry bodies, e.g. 
[REDACTED]. 

4. Business – identifying relevant developments and innovations in technology or, for 
example, accounting practices, sustainability or project management, that can help 
our business systems to run more efficiently to benefit Framework clients. 

Staff Training 

Underpinning our commitment to delivering best practice is a solid training and Continuous 
Personal Development (CPD) programme.  This guarantees that the team working on 
Framework projects are fully competent. 



 

• All team members have a development plan, with goals set at the beginning of each 
year.   

• Each team member is allocated a specific Framework client to focus on.   
o Through a mix of setting Google alerts, social listening and monitoring press 

and sector publications, ensure they are up-to-speed with relevant 
developments.   

o This is in addition to working directly with, listening to, and involvement in client 
briefings. 

o The learnings are shared in our regular internal briefing sessions, to ensure the 
whole team remains well informed. 

In the past two years, the JRS team has completed training on: 

[REDACTED] 

Team members regularly attend seminar and events programmes, e.g. [REDACTED].  

In addition, we regularly conduct training and induction sessions for clients, e.g. when new 
starts join client teams; to introduce stakeholders and partners to market research 
techniques; or to help embed insights (e.g. segmentation models) within a client’s 
organisation. 

 

Monitoring & Improving Service Levels  

A crucial element of ensuring highest quality service levels is monitoring our performance 
and client satisfaction. 

We focus primarily on qualitative feedback, discussing areas of strength and weakness in an 
open and constructive way.  Not only does this help us improve, it also helps to strengthen our 
relationships with clients.  

• Throughout the course of each project, the senior project manager is in regular 
contact with the Framework client, discussing the extent to which our completion of 
ongoing tasks is meeting expectations, and identifying aspects for improvement. 

o This is built into our project planning timetables – ensuring sufficient time is 
given at each key stage (e.g. questionnaire/topic guide development, 
preparation of outputs) to gain client feedback. 

• At the end of a project, we seek feedback during ‘wash-up’ meetings, in sessions 
directly with the client, and also, where relevant, from other agencies who may be 
working on the project. 

We also run client satisfaction surveys, where feedback is sought through online 
questionnaires exploring attitudes to the service provided and thoughts on how future 
research could be handled differently. 

Feedback gained from all forms of review are disseminated across the project team to 
ensure ongoing improvement within projects; and across the wider consortium to allow 
improved service and client satisfaction in subsequent projects. 
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1.2.5 Please provide details of how you will ensure that sufficient capacity exists at all times to 
deliver the Framework, including Framework transition and periods of high demand, and how 
you will ensure that there is a consistent level and appropriate quality of service provided to 
Framework Public Bodies, regardless of spend or geographical spread across Scotland. 
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________________________________________________________________________________ 

Ensuring Sufficient Capacity Exists  

• JRS’s consortium structure ensures sufficient capacity on an ongoing basis through 
drawing on a large pool of senior, experienced researchers to fulfil Framework 
requirements. 

• Our workload capacity is evidenced over the last year by the number of groups, 
depth interviews and surveys successfully delivered on the existing Framework: 

o Over [REDACTED] 
Our operations team manage: 

o Our experienced qualitative recruitment team covering the whole of 
Scotland.  

o A qualitative panel created for The Scottish Government to enable fast 
access to participants for Covid-19 research. 

o c. [REDACTED] fieldworkers based around Scotland for face-to-face 
interviewing. 

o Partnerships with leading online panel and omnibus providers to provide 
access to large sample sizes and very specific audiences.  

• We have an established resource/capacity planning process: 
o Considering the requirements of a project, alongside other ongoing and 

anticipated demands on resource, before allocating appropriate resource to 
each project over the projected timescale.  

o Ensuring a fall-back plan is in place should key staff be unexpectedly 
unavailable.  

o Monitoring resource needs of each project on an ongoing basis, ensuring we 
can adapt as required.  

• We use a mix of web-based tools - shared calendars, regular team meetings/calls 
and a weekly updated Gantt chart to ensure the whole team is up-to-date with 
workloads and resource availability. 

 
Periods of High Demand 

• Our experience of the current Framework has enabled us to understand the general 
patterns of demand, and plan for these.   

o For example, [REDACTED]. 
• Outside of these times, as experienced during the pandemic, Framework 

requirements can change quickly, and we pride ourselves on responding rapidly and 
flexibly. 

o For example, [REDACTED]. 
• To ensure high-quality project delivery in periods of high demand we rely on: 

o Our consortium structure – accessing a large senior team of very experienced 
researchers allowing different individuals to take responsibility for different 
projects, running concurrently. 

o Our resource planning processes – enabling us to identify and manage 
capacity across the team at all times. 



 

 
Providing Consistent & High-Quality Service 

• Providing a high-quality service is in our consortium DNA, and one of the key values 
that underpins our successful partnership. 

• We do not distinguish between projects or clients based on value or geography, 
instead simply guaranteeing to do the best job we can on each commission. 

• High quality is assured by allocating a senior (director-level) researcher to take full 
responsibility for delivery; actively undertaking research design, field briefing, 
fieldwork/moderation, analysis and reporting. 

• Also by adhering to these principles, regardless of project size: 
o Plan research collaboratively with clients. 
o Provide value for money. 
o Invest in our team to ensure they are across the latest best practice.   
o Evaluate our work. 
o Respond immediately to concerns and complaints.  

• We have communication protocols in place to ensure that all clients receive the 
same attentive service: 

o At least one member of the core project team will always be contactable. 
o Guaranteed same-day response to client queries/requests. 
o All team members up-to-speed on the projects they are involved with. 

• We are realistic in our commitments to budgets, timings and outputs, to ensure we 
clearly deliver against the requirements of each brief, for each Framework client. 

 

591 words 



 

1.2.6 Where a Framework Public Body has an urgent or emergency requirement, please 
provide, in detail, your structure for accommodating unforeseen requirements of this nature 
and your proposed formal processes to initiate such activity under each situation. 
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________________________________________________________________________________ 

Our experience over the period of the Covid-19 pandemic has called on the JRS consortium 
to accommodate urgent unforeseen requirements on a regular basis.   

Our work for [REDACTED], for example, required us to respond quickly and flexibly to urgent 
requirements for provision of research and insight in what has been a fast changing and 
uncertain environment.    

We are able to accommodate such demands because our established processes, 
commitment to the Framework and flexible approach allow us – when required - to deliver a 
project turnaround time of days rather than weeks.  

Indeed, these processes have been vitally important for accommodating [REDACTED]. 

 
Structure for accommodating unforeseen requirements 
The structure JRS has in place is as follows: 
• For each contract, a senior team member is identified as the emergency contact should 

an urgent requirement arise.  This individual will make themselves available to the client by 
phone, Teams or email at all times for the duration of the contract.   

• 24/7 availability of team members – In addition, all senior staff are geared to work outwith 
traditional office hours when required – at any time of day and any day of the week; this 
is an established practice within the consortium.  

o Our team – researchers, recruiters and fieldworkers - are used to being called on at 
short notice.  Hence, where a client has an emergency/urgent requirement, we 
can implement our ‘Code Red’ process (below), reacting and delivering within 
very short timescales. For example, [REDACTED]   

• Our operations/ fieldwork management team have close (out of hours) links to quantitative 
fieldwork supervisors, panel providers and qualitative recruiters.   

o This means we can respond quickly and comfortably to any emergency 
requirement, mobilising resources within very short lead times.  Where necessary, 
this can be achieved within [REDACTED] hours of becoming aware of a ‘Code Red’ 
situation.   

o Similarly where planned research needs to be cancelled at short notice, the same 
process can be followed. 

• The nature of our consortium means we have access to a comprehensive and flexible 
range of researchers, allowing us to quickly upscale a project team when necessary.   

• Our use of web-based research and management tools/apps means that we can deploy, 
change, or fix apps such as online surveys remotely and at any time. For example: Snap 
Surveys, Basecamp, Trello or Google Workspace, all of which are accessible from any 
computer / mobile device with an internet connection, anywhere in the world. This means 
that our team have 24/7 access to their workspace. 

Processes to initiate ‘Code Red’ response 
• At the beginning of every contract, we will take steps to ensure we are prepared for and 

can accommodate potential ‘Code Red’ situations.  These steps include: 
1. Identify the emergency point of contact within the JRS team and ensure that the client 

has their out of hours contact details. 
2. Provide additional contact details for the overall Framework Contract Manager as a 

back-up in case the main team member cannot be reached for any reason. 



 

3. Ensure that the client is aware of and comfortable with the ‘Code Red’ action plan, 
and adapt it to suit specific circumstances if necessary. 

4. Identify appropriate dedicated additional ‘back up’ research resource beyond the 
core project team, who we know can be available should we need to allocate 
additional resource. 

5. Ensure contact details and contact arrangements are in place with relevant 
fieldworkers, recruiters and panel providers to enable ‘Code Red’ changes or 
cancellations to be implemented quickly. 

 
• Should a ‘Code Red’ situation arise, our action plan is as follows: 

1. As soon as possible, regardless of time or day, the client should call the identified 
emergency point of contact, explaining the nature of the issue/requirement and 
identifying this as a ‘Code Red’ situation. 

2. This call will be dealt with as an emergency and immediate action will be taken to 
meet the requirement.  

3. In the first instance, the JRS team member would inform relevant members of the wider 
project team of the situation.  

4. Depending on the situation / requirement the team will either contact and mobilise 
additional resource to meet the requirement; or set in motion a process to cancel / 
postpone research.   

5. The JRS emergency contact will ensure the client is provided with regular progress 
updates throughout the ‘Code Red’ operation, until complete.   

This approach has been tested and used successfully over the past two pandemic years on 
the Framework and we are therefore confident that JRS has a robust structure in place for 
accommodating unforeseen requirements from Framework partners.  

 

796 words  



 

1.3.2 Account Management 
 
Please provide a detailed breakdown of your proposed Account Management delivery, to 
include all disciplines relevant to the requirements as set out in Schedule 1 and Schedule 1A 
of the Model Framework Agreement, paying particular consideration to the following: 

• Detail of experience of key individuals within the team and also the wider team which 
can be accessed, including how all work together to deliver public sector campaign 
evaluation research, audience segmentation, insight gathering for social marketing, 
creative testing and application of behaviour change models/behavioural insights 

• please provide an account organisational structure for delivering the service. This must 
clearly demonstrate the Tenderer’s senior management hierarchy and the names of 
key senior and account management individuals involved in the delivery of the 
services; provide CV’s detailing relevant senior management staff, their experience 
relevant to their role in the contract, and key skills, awards and accomplishments in 
the sector; 

• details of the support staff who will be responsible for administering the Framework, their 
roles location and reporting lines; 

• the location from where the service is being delivered and how that is managed where 
multiple locations are in place; 

• mechanism for approval of any change to the above; 
• the contingencies in place to work out with normal working hours as required and to 

ensure business continuity in the event of absenteeism through holidays, sickness or 
key personnel leaving and any emergency situations; 

• details of formal internal methods of interfaces between the Account Manager(s) and 
other internal staff within your organisation; 

• how internal standards and monitoring of approvals/sign-off are managed and 
communicated internally/externally; 

• details of complaints procedure and escalation process including where the Account 
Management Team are unable to resolve complaints satisfactorily or within agreed 
timescales; and 

• training/development and monitoring of performance of the Account manager(s). 
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________________________________________________________________________________ 
 
 
Experience of key individuals and the team 
We are fielding a team of [REDACTED] senior key individuals and [REDACTED] other members 
of staff.  All have experience of delivering projects for Framework public bodies and are 
named in the account organisational structure organogram below.  
 
[REDACTED] of the [REDACTED] senior key individuals are business leaders from the three 
companies that formed the JRS consortium 5 years ago.  A further [REDACTED] are business 
leaders from [REDACTED], providing dedicated support for quantitative research, such as 
campaign evaluations for the Scottish Government’s Greener portfolio.   
 
Over the past 5 years, our key individuals and wider team have experience of working on 130 
projects for Framework public bodies, delivering research projects for [REDACTED] bodies on 
the current Framework, as well as developing strong working relationships with staff in 
marketing and advertising agencies working with [REDACTED]. 
 
Our team’s experience covers working on both individual, ‘one-off’ commissioned projects, 
and projects that are part of a ‘portfolio’ of work awarded following a mini-competition. 
[REDACTED].  Also, in 2017, we were appointed to carry out a substantial [REDACTED]. 
 



 

JRS also has experience of delivering as a ‘preferred supplier’.  Following a competitive 
process, JRS was appointed in [REDACTED]. The contract, initially for [REDACTED], was 
subsequently extended and is ongoing.   
 
Experience of delivering for Framework public bodies - Bodies that we have delivered projects 
for during the Framework period (2017-2022) include:  
 
[REDACTED] 
 
Experience of delivering for other bodies - the team brings further recent, relevant experience 
as a result of work for:  
 
[REDACTED] 
 
Our experience and expertise spans the market and customer research activities called for by 
the new Framework. For example: 

• Secondary (desk research) – to publishable standard has been carried out on a range 
of topics, such as recently for [REDACTED]. 

• Public sector campaign evaluation research – a large body of experience includes: 
[REDACTED]. 

• Audience segmentation – one example of our experience is [REDACTED]. 
• Insight gathering for social marketing – experience includes: understanding 

motivations and behaviours around discretionary snacking amongst young adults for 
FSS; attitudes and concerns behind Covid-19 vaccine hesitancy; sexual harassment in 
schools; attitudes and awareness of risk of type 2 diabetes; and mental health during 
the pandemic for the Scottish Government. 

• Creative testing – in addition to extensive creative testing of public facing campaigns 
throughout the Covid-19 pandemic, our experience extends to a wide set of topics, 
e.g.: [REDACTED].  

• Continuous tracking – one example of our experience of long-term, continuous 
tracking studies is running [REDACTED]. In addition to managing all aspects of the 
survey design and fieldwork, we undertake detailed analysis at each wave to highlight 
trends and identify differences compared to previous waves.  [REDACTED] throughout 
2019/2020. 

• Application of behaviour change models/ insights – our work is informed by the latest 
thinking and makes use of industry best practice models such as the Behaviour Change 
Wheel and the EAST framework. We recently appointed a designated staff member 
for behavioural science and insight to support this area. Experience of using behaviour 
change models include: building a quantitative research questionnaire on Type 2 
Diabetes around the Theoretical Domains Framework for the Scottish Government; 
development of a bespoke model to measure the behaviour change potential of 
[REDACTED] consumer marketing campaigns based around the EAST model, and 
inclusion of [REDACTED]. 

• Reports and Presentations – our commitment to high quality output – supported by 
having a designated internal Quality Assurance Lead on every project – is reflected in 
the significant amount of work published by Framework public bodies and others, 
including:  

 
[REDACTED] 
 

How we work together 
The JRS consortium works as a coherent unit, delivering research for Framework clients as a 
single team.  We have formal processes and mechanisms in place to ensure a seamless, 
integrated service is provided: 

• A single point of contact is provided for all initial enquiries from Framework bodies 



 

• Our Framework Board, comprised of one key business leader from each of JRS’s 
consortium partners, is responsible for considering new business opportunities and 
allocating individual project teams. 

• The Board meets twice-monthly to ensure that the resourcing needs of all projects are 
monitored and planned for, and that emerging risks or challenges are dealt with.  

• We hold a monthly meeting of all senior account managers to review all ongoing work 
and proposals in preparation. 

• New ITTs are considered on receipt by the JRS business leaders, who liaise with other 
senior staff to identify project teams, allowing key team members to be involved in 
thinking through how the work will be approached and delivered, and to input to the 
proposal writing process.  

• A senior account manager is identified at the time of proposal preparation.  
• Following a successful bid/contract award, the team is finalised and meets on at least 

a weekly basis over the project implementation process, with frequent email and 
phone/Zoom communication in-between times.   

• The senior account manager is ultimately responsible for ensuring tight management 
of every project and keeping the client team up-to-date with progress.   

• Framework Board members are responsible for account managing projects. They are 
ultimately responsible for other projects being account managed by other senior team 
members.  

• This ensures that the JRS business leaders remain fully appraised of the progress of all 
Framework projects.   

• As we can have several projects for Framework bodies ongoing at any one time, 
individual members of JRS are normally working closely on a daily basis.   

 
We use the latest technology and digital tools to facilitate working together from different sites.  
Meetings are held via Zoom or Microsoft Teams, and file sharing and task allocation tools like 
Basecamp, Trello and Google Workspace are used across the team.  
 
Account organisational structure 
The organogram below shows JRS’s account management structure for delivering the service.   
 
[REDACTED] 
 
Support staff responsible for administering the Framework 
 
[REDACTED] 
 
Location of service delivery  
The service is delivered from the JRS offices in [REDACTED].  It is often the case that specific 
aspects of a project are being delivered from more than one location – e.g., recruitment from 
[REDACTED] and qualitative research from [REDACTED]. Where multiple locations are involved, 
the senior account manager ensures that the team works as a seamless, coherent unit, with 
members interacting online or/and face-to-face throughout project delivery period.   
 
Mechanism for approval of any changes 
Should the need arise to make changes to the account management delivery process the 
following protocols would be followed: 

• Framework Board alerted of any pending change immediately when it becomes 
apparent. 

• Board members consult on redistributing staff resource to ensure uninterrupted project 
delivery. 

• Proposed changes communicated to the client team for approval.  
• Any new team members have a 'fast-track' induction to get them up-to-speed. 

 
Contingencies in place to work outside of normal working hours  



 

Being available to work at any time of the day and day of the week is established practice 
and all staff are comfortable with this way of working.  
 
Working at evenings and at weekends is a frequent requirement to ensure we engage with 
target audiences in places and at times when they are best able to participate.   
 
Staff can be called on by the senior account manager to mobilise at short notice. For example, 
[REDACTED]. 
 
 
 
Contingencies in place to ensure business continuity  
Our consortium brings quality resource in depth and gives us flexibility to ensure business 
continuity should there be unexpected staff absence (for whatever reason).  To minimise risk, 
we log and closely monitor annual and sick leave.  
 
Advance holiday planning ensures that senior staff’s breaks do not overlap. At the outset of 
planning all projects we identify key team members, their advance holiday plans and any 
sickness issues. We also ensure we have extra capacity within the wider team to 
accommodate any unexpected absence and identify what this ‘replacement’ resource 
would be. 
 
Formal internal methods of interfaces 
Our established internal methods of interface between account managers and other internal 
staff are:  

• Weekly project meetings called by the senior account manager and involving all team 
members. Meetings are planned ahead and diarised for all.  

• Monthly meetings of senior management staff (including lead administrator) to review 
progress across ongoing Framework projects. 

• New business meetings led by senior account managers and involving all staff likely to 
be part of the team to consider new ITTs and input to proposals. 

• Ad hoc meetings to deal with specific project business/issues arising involving senior 
and other relevant team members.  

 
Managing and communicating internal standards and monitoring of approvals/sign-off 
All staff are made aware of the required standards at the beginning of work and are 
encouraged to consult with senior team members throughout a project to ensure these 
standards are met and maintained.  
 
Our established practice is that no document or report is submitted to the client without being 
quality checked and signed off by the senior account manager.  
 
Our standard practice is also to appoint a Quality Assurance Lead. This is a separate role from 
the senior account manager, not the same person. The QA Lead has responsibility for 
maintaining quality standards and monitoring all outputs. 
 
Following checking by the QA Lead, the senior account manager has final sign-off on any 
documents before sending to client. 
 
Key client contact/s are notified of who the QA Lead for a given project is. 
 
Our strict adherence to quality standards is evident in the range of written output produced 
by JRS that has been published by Framework clients.  
 
Complaints procedure and escalation process 



 

• As a first port of call, complaints received are investigated by the senior account 
manager and resolved, if possible, within 24 hours. 

• If a satisfactory resolution is not reached within 24 hours, the complaint is escalated to 
the Framework Board Chair ([REDACTED]). 

• The Board Chair will then seek to ensure appropriate action takes place within 3 days 
of the complaint being raised. 

• If complaints highlight any conduct or performance issues, or these are identified by 
the senior account manager or Board Chair, these will be addressed through our 
disciplinary and/or capability procedures as appropriate. 

 
 
 
Training/development and monitoring of performance of the Account manager(s) 
JRS is committed to supporting staff to continuously learn, develop, and keep up to date with 
best practice in their respective disciplines. Regular reviews play an important role in this to 
identify areas for further training and/or support to strengthen performance and keep account 
management staff at the cutting edge of new research techniques and thinking. 
 
All staff potentially involved as account managers engage in a structured development 
process, which includes a bespoke training and development plan. Reviewed annually, these 
cover goals, objectives and targets relating to the business and key clients, and any further 
personal developments. 
 
By having these plans in place, we achieve a trickle-down effect in JRS where support staff 
learn from and follow in the footsteps of more senior staff, maintaining continuous 
development and high standards throughout the whole consortium. Senior staff, by 
maintaining a CPD plan, lead by example and keep abreast of the latest thinking and 
developments in the sector. 
 
Word count (without CVs) - 2,397 
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1.3.3 Business Management 

In order to meet the contract management requirements outlined in Schedule 1 and 
Schedule 1A of the Model Framework Agreement, the Contractor must have well established 
formal tracking tools to deliver the service, ensuring business continuity at all times.  These 
must be used as a formal monitoring mechanism within your organisation. 

Please provide a detailed breakdown of your processes for tracking and delivery, paying 
particular consideration to the following: 

• Details of all tools and processes to track and report on progress of tasks and how you 
keep abreast of the latest tools and technologies in the sector; 

• Details of the management reporting arrangements employed to monitor tasks; 
• Details of how these outputs will contribute to the management of risk and inform 

future activities; and 
• Details of formal methods/process for identifying and addressing errors including how 

and at what stage the Framework Public Body is informed. 

1500 words 
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Operating as a consortium, JRS places significant focus on the use of well-established 
systems, processes and tools to enable monitoring of our progress on an ongoing basis and 
to ensure business continuity in all circumstances. 

Our focus at a business continuity level is ensuring we can continue providing research 
services in the event of an emergency or other unforeseen event. 

Our experience of quickly adapting to home working and online methods for conducting 
research during the Covid-19 pandemic was made smoother as a result of these systems and 
processes, which were already in place. 

 
Tools & Processes to Track Progress 

• At the beginning of each project we set expectations and agree key aspects of our 
delivery, including how service levels, accuracy, and client feedback will be monitored 
and reported.  

• We build detailed timing schedules showing key milestones at each project stage, using 
individual project, and master Gantt charts to keep track. 

• During the fieldwork phase, response rates (quantitative) and recruiter progress 
(qualitative) are monitored and recorded daily, with at least weekly updates provided to 
clients. 

• When projects are live, we hold weekly team video calls at which progress is discussed 
and monitored in line with timing plans and project risk plans. 

• This allows early detection of potential issues such as timings slipping; and importantly 
ensures we have a holistic view of project status on a weekly basis. 

• Where relevant, on larger or longer-term projects, we hold weekly catch-up calls with the 
key client ensuring maximum transparency. 

• To assist in the management of projects we use web-based tools including [REDACTED].  
• Detailed files are maintained for every project and follow clear file-naming protocols to 

ensure latest/final versions can be quickly identified. 
• Where subcontractors are used, we have documentation to establish responsibilities, 

deliverables, costs, timings and payment schedules; and maintain close contact with 
them throughout the duration of the project.  

  



 

• At an overall level, we monitor and record: 
o Number of ITTs received via the Framework. 
o Number of ITTs accepted. 
o Conversion rates. 
o Overall spend per project, Framework body, and per year. 
o Subcontractor spend, and our adherence to 30-day payment guidance. 
o Invoicing accuracy. 

• This information can be provided to relevant Framework bodies whenever required. 

 

Keeping Abreast of Latest Tools & Technologies 

• Given the fast-pace of change in the marketing and digital sectors which have 
impacted hugely on best practice in market research, especially in recent times, our 
team remains up-to-speed with the latest thinking, tools and technologies by: 

o Digesting industry publications (including: [REDACTED]).  
o Subscribing to relevant newsfeeds ([REDACTED]). 

o Active participation on social media – following industry thought-leaders and other 
agencies, contributing to information and knowledge dissemination. 

• Our team are active contributors to industry groups such as [REDACTED]. 
• We regularly attend and participate in conferences, e.g. [REDACTED]. 
• We participate in judging [REDACTED], evaluating the best of Scotland’s marketing and 

creative work.  
• As well as staying closely involved with the research and marketing industries, we 

enhance our ability to keep abreast of sector developments through working closely with 
clients, creative agencies and other research agencies. 
 

Management Reporting Arrangements to Monitor Tasks 

• We create bespoke Management Information (MI) reports to ensure that we, and our 
clients, are in possession of the most up-to-date information to enable tight management 
of every project and the individual tasks covered, as well as giving a good overview of 
our key strengths and areas for improvement over time. 

• We collect and provide MI at three levels: 
o Individual project reports. 
o Overview reports for each Framework body. 
o Overall reports monitoring all work undertaken across the Framework. 

Individual project reporting 

• We agree the level and frequency of reporting and MI required from each Framework 
body at the outset and devise specific templates to deliver on this. 

• We provide at least weekly project information updates – in writing or verbally, based on 
each client’s preference - documenting progress against the agreed methodology and 
timings: including detail on tasks completed since the last update and forthcoming tasks 
for the week ahead.  

• These updates comprise quantitative information, e.g. number of interviews achieved / 
surveys completed or progress on recruitment and number of groups / depths achieved; 
as well as a more qualitative view of how the project is progressing, and any interesting 
findings emerging to date. 

• We prepare specific templates that reflect the various project tasks to report MI on a 
project to deliver the exact information requested by a client: 
o E.g. [REDACTED] updates showed the numbers of face-to-face interviews 

completed by site and date with calculations on strike rates, to allow clear 
monitoring of progress against targets. 

• At the end of each project we conduct a post-project review.  We believe a primarily 
qualitative approach is best, as it allows further development of our client relationships by 



 

encouraging open communication.  At this meeting, we present MI documenting our 
performance on relevant measures, for example: 
o Delivering within agreed timescales. 
o Accuracy of deliverables. 
o Quality of output. 
o Responsiveness of communications. 
o Resolution of complaints / issues. 
o Delivering within agreed costs. 
o Accuracy of invoicing. 

Framework Body reports 

• Based on the data we compile on an ongoing basis, we can prepare composite reports 
for each Framework body whenever required, showing overall performance against 
agreed standards, using a clear traffic-light system to show areas of strength and for 
improvement. 

• Reporting can include details of: 
o Number of projects undertaken. 
o Value of projects undertaken. 
o Full breakdown of costs including details of subcontractor spend. 
o Value for money savings achieved. 
o Invoice accuracy. 
o % projects delivered on time. 
o Number of complaints / issues and details of resolutions. 

• We can also report performance against agreed standards on: 
o Delivering to strategic objectives. 
o Communication levels. 
o Accuracy of information provided. 
o Sustainability measures. 
o Community benefits achieved. 

Overall reports 

• As we have done over the course of the current Framework, we can provide quarterly 
reports to the Scottish Government procurement division, giving an overview of work 
undertaken, billings and community and sustainability benefits. 

• Any further requirements for MI at this overall level can be accommodated, such as 
number of hours per job role billed over a specific time period. 

 

Managing Risk & Informing Improvements 

Our collection and reporting of MI is done hand in hand with keeping an ongoing eye on 
project risks.  We consider risks as thoroughly as possible at the outset of the project and 
monitor in light of MI throughout the life of the project.  At the start of every project we draw 
up a detailed risk plan, which is agreed with the client team and amended as required 
throughout the project to: 

• Identify risks – relating to: 
o Operational / delivery aspects, specific to the project, e.g. participation rates, or 

resourcing issues.  
o political and reputational issues – particularly relevant for projects on sensitive topics, 

or when stakeholder engagement is key. 
o the social environment in which the project is being undertaken. 

• Review the likelihood of risk factors, and assess their likely impact on project progress. 
• Create mitigation plans for all identified risks, to enable swift action if required. 
• Highlight imminent risks and ensure we are following our risk mitigation and action plan, 

notifying the client as appropriate. 



 

• Add any additional risk concerns and develop mitigation and action plan options as the 
project progresses. 

 
Taking account of relevant MI, we review and update each project’s risk plan on a weekly 
basis, during our project update calls, and ensure the client is informed immediately of any 
anticipated issues, and fully involved in agreeing mitigating actions. 

Adopting this proactive approach – which integrates MI and risk management - helps to 
ensure projects run smoothly. 

At the end of each project, we review the risk plan to identify issues that did arise, review our 
planned mitigating actions and how well these worked.  This allows us to learn and adapt for 
future projects.  

 

Identifying & Addressing Errors 

• Our systems and processes for managing projects are designed to minimise error and 
maximise control.   

• Our documented risk plan, devised at the beginning of every project, is reviewed and 
updated on an ongoing basis throughout the project, drawing on MI as appropriate.   

• Should an unforeseen issue arise, we immediately alert the client and propose mitigating 
actions. 

• The Account Manager would be responsible for dealing with any issues that arise on a 
project, and keeping the client fully updated on progress with implementing mitigating 
actions. 

• Should a resolution not be able to be found, we would follow our escalation protocols in 
line with our complaints procedure, and involve the Contract Leader and the Chair of the 
Framework Board to review the issue. 
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1.3.4 Information Security 
 
Tenderers are required to demonstrate their organisation’s approach to information security and the 
controls that are in place, to protect the data shared with them, and to ensure continuity of the 
service offered, by providing a brief statement for each of the following Objectives.  
 
Where applicable, responses must include the controls in place to manage the sharing of data 
between the contractor and their sub-contractors.  
 
The respondent should address each of the points, and may include any improvement plans the 
tenderer proposes to make prior to commencement of the contract.  
Where responses refer to certificates, policies or other documents, copies should be included to 
support your attestation.  
 

• Please describe the management approach to Information Security and Data Protection, 
including responsibilities, and risk assessment.  

• Please describe where data will be processed and how it will be secured, including any 
encryption controls and also including the measures put in place with sub-contractors.  

• Please describe how data will be secured during transmission between the Scottish 
Government, the Contractor and sub-contractors, including any encryption controls and use 
of usb memory sticks.  

• Please describe the measures in place to protect computers, software, middleware and 
infrastructure used to process data against loss or compromise from cyber-attack and crime, 
including the use of firewalls, user accounts and passwords, secure storage.  

• Please describe the measure in place to ensure that only authorised individuals have access 
to only that data required for them to perform their role, and thus reduce the risk of 
information being lost or stolen.  

• Please describe the measures taken to ensure that data processed digitally is protected from 
malware, virus and untrusted software.  

• Please describe the processes in place to ensure that computers, software, middleware and 
infrastructure, upon which the service relies, are patched with updates/hotfixes to ensure 
they are not vulnerable to known security issues.  

• Please describe what training is given to employees, contractors and sub-contractors in 
regard to information security and data protection, including lone and home workers.  

• Please describe how back-ups of the data will be taken and protected. Also, how data will 
be restored in the event of an incident, to ensure business continuity and continuity of the 
service offered.  

• Please indicate if such Disaster Recovery procedures are tested, how often, and the date of 
the last test. 

Tenderers should provide details of any Information Assurance certification they possess, or 
standards they conform to (e.g. ISO 27001, ISO 22301, ISO/IEC 20000, Cyber Essentials/Cyber 
Essentials Plus or their equivalents). 

Tenderers should refer to the UK Governments Cyber Essentials Scheme and consider the information 
included within the scheme when providing their response to questions in this section. 
https://www.gov.uk/government/publications/cyber-essentials-scheme-overview 
Tenderers are also directed to the Scottish Governments Cyber resilience strategy which includes 
further information and guidance. Cyber Essentials is strongly recommended by the Scottish 
Government as a minimum standard when working with the public sector. 
http://www.gov.scot/Resource/0048/00489206.pdf 
If the Tenderer does not currently hold certifications, they should advise of any plans they have for 
achieving any relevant certifications. 
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Management approach to Information Security and Data Protection, including responsibilities, and 
risk assessment. 
• JRS takes our clients’ and project subjects’ data and information security and privacy/ 

confidentiality concerns seriously. We strive to ensure that all data is kept secure, and that we 
collect only as much personal data as is required in the most unobtrusive manner possible. We 
ensure that data and information handling and management is always kept to a minimum - this 
helps us arrange robust physical and personnel security. 
o We operate robust policies and procedures around the collection, use of and access to 

data in line with GDPR guidance/best practice.  We are registered under Data Protection 
legislation ([REDACTED]). 

o We take appropriate technical and organisational measures against unauthorised or 
unlawful processing of personal data. 

• Everyone in our team working on a project carries this responsibility. Associated risks (and 
measures to prevent/mitigate them) are assessed with the client team during the project 
mobilisation stage. 

 
Where data will be processed and how it will be secured, including any encryption controls, and 
measures put in place with sub-contractors 
• We only utilise cloud services which process and hold data in the EEA/EU - where possible UK 

based solutions. 
• We only use third party software applications and cloud services that are certified to the highest 

possible security standards - compliant with the [REDACTED] standards.   
• For example our core survey software is provided by Snap Surveys which: 

o [REDACTED] certified. 
o Encrypts data throughout the survey cycle. 
o [REDACTED] certified data centres in the US and UK. 

• We encrypt and protective mark all relevant data files and only relevant staff have access. 
• These measures are applied to all sub-contractors. 
 
Secure data transmission measures between the Scottish Government, JRS and sub-contractors, 
including any encryption controls and use of USB memory sticks 
• Files containing confidential and sensitive data are password protected & encrypted.  
• For added security, files can be split then password protected & encrypted. Passwords can be 

sent separately and split/in code which can be translated by telephone.  
• When such files are shared via internet with a client or between staff, a secure private (HTTPS) 

connection is used. We use a WeTransferPro account or, where relevant, client’s own FTP sites. 
• We do not permit transmission of data via USB memory devices. 
 
Cyber-attack and crime prevention measures, including the use of firewalls, user accounts and 
passwords, secure storage 
• Firewalls are installed on the boundary of our internal networks as well as computers, laptops, 

mobile phones, and tablets having a firewall enabled, if such a firewall is available and 
accessible to the device’s operating system.  
o The default password on all firewalls is changed to a new password that complies to our 

password requirements, and all are changed regularly 
o All firewalls are configured to block all incoming connections. 
o The administrative interface used to manage boundary firewall configuration is not 

accessible from the internet.  
• User accounts and passwords 

o All users use uniquely named user accounts - generic user accounts that are used by 
more than one person or service are not used. 

o User access accounts special access privileges are only given to a limited number of 
appropriate individuals. 

o Passwords must offer an adequate level of security to protect systems and data. 
o All administrator-level passwords are changed at least every [REDACTED]. 

o Where available, two-factor authentication is used to provide additional security. 
• Storage - we use cloud-based systems that are certified to the highest possible 

standards/security accreditations to process and store data. We encrypt and protective mark all 
relevant data files and only relevant staff have access. 



 

 
Access control measures 
• Only authorised personnel who have a valid and approved business need are given access to 

areas containing information systems or stored data.  
• Only JRS project personnel have access to client/project specific files.  
• On project commissioning, the client is made aware of all people involved in the project & their 

roles. No files are passed to any third party without client knowledge & explicit permission. 
 
Malware, virus, and untrusted software protection measures 
• We only use third party software applications that are certified to the highest possible standards - 

compliant with the [REDACTED] standards.   
• All computers, servers, laptops, mobile phones, and tablets have anti-malware software installed, 

where such anti-malware is available for the device’s operating system. 
• All anti-malware software is set to: 

o scan files and data on the device daily. 
o scan files on-access. 
o automatically check for, and install, virus definitions and updates to the software itself 

daily. 
o block access to malicious websites. 

 
Patch management processes to ensure that computers, software, middleware, and infrastructure 
are not vulnerable to known security issues. 
• All application software, operating systems and firmware are updated on a regular basis to 

reduce the risk presented by security vulnerabilities. 
• Software on devices that can connect to the internet are licensed and supported by the 

software vendor. This ensures that security patches for known vulnerabilities are made available 
as soon as possible.  

• All software security updates/patches are installed within [REDACTED] of their release. 
• Only software which has a valid business reason for its use is installed on devices used for business 

purposes. 
• We remove any out-of-date software from devices that can connect to the internet.  
 
Information security and data protection training 
• We have an information security and data protection training and awareness programme in 

place for staff (office, home, lone working) and contractors/sub-contractors to ensure that the 
risks presented to information by errors and by bad practice are reduced. 

• Information security and cyber security awareness training is included in the staff induction 
process and annually for all staff and key subcontractors. 

• Training topics include: GDPR and Data Protection, Information Security and Cyber Security, 
Cyber Security for Remote Workers, Phishing Staff Awareness, Business Continuity. 

• All contractors and sub-contractors are expected to offer the equivalent training to their staff. 
 
Data back-up and restoration 
• Data is backed up onto a cloud-based platform; Amazon Web Services, Google Drive and 

Dropbox for Business – all storage solutions designed to deliver a secured durable storage 
environment that provides continual backup. 

• These solutions provide a restore option that allows the recovery of data very quickly – in 
minutes/hours. 

Disaster recovery procedure testing 
• Our disaster recovery/business continuity action plan is tested [REDACTED] 
Information Assurance certification and standards  
• Within JRS, our Information Assurance certifications include: 

REDACTED] 
• We also operate in accordance/fully subscribe to the: 

[REDACTED] 
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1.4.2 Fair Work First 
 
Please describe and demonstrate how you will commit to adopting Fair Work First for 
workers (including any agency or sub-contractor workers) engaged in the delivery of this 
contract. This should include current and planned actions that show how you will embed 
these practices during the lifetime of this contract. 
 
In order to ensure the highest standards of service quality in this contract we expect suppliers 
to commit to progressing towards adopting Fair Work First in the delivery of this contract as 
part of a fair and equitable employment and reward package as a route to progressing 
towards wider fair work practices set out in the Fair Work Framework. 
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Jump Research, [REDACTED] are fully committed to Fair Work practices including the five Fair 
Work First criteria for workers. We recognise the benefits of a positive workforce approach to 
individual staff, associates and to the JRS consortium. An approach that nurtures high 
performance and the development of all people is essential if we are to remain viable and 
competitive. We believe fair practices and equal opportunities are also key components of 
good management, as well as being socially desirable and morally right.  
 
As such, we are wholly committed to proactively developing and supporting our workforces 
to be the best they can be - both individually and as a team. We only work with sub-
contractors, such as [REDACTED], that share and demonstrate our commitment to fair 
working practices. 
 
Our commitment to and adoption of Fair Work First for all our workers, including those engaged 
in delivering this contract, is reflected in our (Jump and [REDACTED]) sign-up to the Scottish 
Business Pledge, plus: 
 
Appropriate channels for effective voice, such as trade union recognition: 

• We encourage and support a strong culture of openness and transparency in all 
aspects of the business (both operational and strategically) facilitated through one-to-
one conversations, daily team meetings, a weekly management meeting and bi-
annual individual appraisals.  

• All team leaders and managers have an ‘open door’ policy and are willing to talk with 
team members about any issue whenever required. This includes at least monthly 
informal ‘check-ins’ with staff individually to see how they are. 

• We have a designated staff representative who also acts as a collective voice for staff 
issues, concerns, and ideas. 

• Membership of relevant trade associations and unions is fully supported and funded. 
 

Investment in workforce development: 
• Our ongoing training and professional development activity for all workers. This includes: a 

one-day staff and associate learning day every [REDACTED]; individually tailored training 
and mentoring; paid for professional development courses, annual membership of 
relevant industry associations, and attendance at industry conferences. 
• Our active encouragement of flexible working arrangements. All workers are fully 

equipped, and given the flexibility and support, to work from home depending on the 
nature and scope of jobs. It helps us empower our teams to work productively while 
giving them the space to work around domestic arrangements.   

 
No inappropriate use of zero-hours contracts: 

• We do not employ staff in zero-hour contracts.  
• All staff are employed on permanent open-ended contracts with confirmed hours and 

working patterns. 



 

 
Action to tackle the gender pay gap and create a more diverse, inclusive workplace: 

• We have a zero gender pay gap. 
• Our commitment and adherence to our Equal Opportunities and Diversity Policy. 
• We are also guided by latest best practice and legislation via [REDACTED] 
• SMG has also held the Healthy Working Lives Bronze Award for [REDACTED]. We have 

started working towards the Silver Award. 
 
Providing fair pay to all: 

• Our commitment to fair and equal pay includes SMG being a Glasgow Living Wage 
organisation for over [REDACTED] and the Jump and RedTree research team 
members (including fieldworkers) all paid above the national living wage and above 
industry standard. 

 
Flexible and family friendly working practices for all workers: 

• All workers are fully equipped and given the support to work flexibly and from home/ 
remotely depending on the nature and scope of ongoing projects.  

• We actively encourage staff to work in a way that best suits them on the basis that if it 
works better for them, it will work better for us. It helps our teams work productively 
while giving them the space to work around domestic arrangements and/or in a way 
that suits them best.   

• We have established protocols and support in place to enable/facilitate safe flexible 
working - later starting times, earlier finishes and/or home working etc. – without 
negatively impacting on any scheduled or ongoing work.  

 
No firing and rehiring: 

• Jump Research, [REDACTED] are all strongly opposed to the use of fire and rehire 
practices and any other action that might diminish workers terms and conditions. 

 
We keep records of all training and development activities, complete an annual review of 
salaries against living wage guidance and industry benchmarks, and monitor equality and 
diversity on an ongoing basis.  Management Information relating to our Fair Work practices 
can be compiled and provided on request. 
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1.5.1 Sustainability 
  
Tenderers must confirm that, where appropriate, they will support the Scottish Ministers 
policies on Sustainability and Corporate Social Responsibility in delivering the services 
required. 
 
Please provide a statement which explains your sustainability policy and demonstrates how 
you will proactively support the delivery of the Framework Public Body(s) respective 
Sustainability (Social and Ethical) and Environmental Policies.  
 
This should include any measures you have in place to ensure, monitor and report 
sustainability across your supply chain and any steps you will take whilst delivering under this 
Framework to engage with and provide opportunities to the local Community, SMEs and 
Supported Businesses. 
 

________________________________________________________________________________ 
 
JRS recognises our responsibility to work responsibly and sustainably to positively contribute 
to, and impact on, the economic, social, community, and environmental aspects in society. 
As an ethical and values driven consortium, supporting these aims sustainably is important to 
us, and something we are committed to.   
 
For JRS sustainability and social responsibility is about: 

• Working in partnership with our suppliers and contractors to make more sustainable 
choices and minimise the environmental and social impacts of our supply chain. 

• Supporting sustainable economic growth by promoting the use of SMEs and local 
suppliers within our supply chain. 

• Contributing to social inclusion and community involvement. 
• Making a positive contribution to the skills, knowledge and motivation of our 

employees and building transparent and accountable relationships with all our 
clients.  

 
Measures to support our policy include: 

• Minimising our waste and reusing or recycling as much as possible. This includes 
recycling paper and toner cartridges and minimising the need to print documents. 

• Minimising energy and water usage especially where they are non-renewable. Our 
standard policy is to turn off lights, computers, and other electrical equipment when 
not in use.  

• As far as possible purchase products and services that do least damage to the 
environment and encourage others to do the same – including specifying any 
paper purchases are from recycled or sustainable resources. 

• Minimise/reduce the need for any project-related travel and in addition to the 
above reduce our carbon footprint. Current home/remote working is positively 
contributing to this. 

• Where travel is required, encouraging use of public transport, active travel or car 
sharing where possible and practical.  

• Where car use is required, we promote access to / use of electric vehicles and car 
share schemes. 

• We actively seek to employ local resources and assets (people and facilities) in the 
delivery of our work. 

• We actively support local schools and Further/Higher education through guest 
lectures and work placements. 

• We support and encourage charitable and community work – current charities we 
support include [REDACTED]. 

• We conduct pro bono work to support third sector organisations, and offer board 
level expertise to the voluntary sector via [REDACTED]. 



 

 
Measures to ensure, monitor and report sustainability across our supply chain 

• We only work with suppliers and contractors that share our same values and follow 
the same approaches/policies regarding sustainability. 

• To contribute to a more circular and local economy we always look to use local 
suppliers wherever possible.  

• We evaluate all purchases based on whole life cost, including environmental 
impact. 

• We monitor and report on sustainability across our supply chain annually when we 
are reviewing our own policies. 

 
Engaging/providing opportunities to the local Community, SMEs & Supported Businesses 
Whilst delivering under this Framework we will: 

• Employ a network of recruiters and fieldworkers dispersed across Scotland to identify 
and recruit research participants that meet the required research sample. 

• Continue to recruit new staff using schemes (such as the Glasgow Guarantee) to 
support priority groups. 

• Continue to encourage and support community/voluntary work – for example, 
[REDACTED]. 



 

1.5.2 Community Benefits 
 
The Scottish Government is committed to contributing to the social, economic & 
environmental well-being of the people of Scotland. The Government has five objectives that 
underpin its core purpose - to create a more successful country, with opportunities for all of 
Scotland to flourish, through increasing sustainable economic growth. Accordingly, while the 
following community benefit objectives will not be evaluated as part of the tender process, 
the successful Contractor will be expected to consider the following Community Benefit 
themes in the delivery of their services for example: 

• targeted recruitment & and training for “disadvantaged” persons unemployed for 
over 6 months; 

• generate employment and training opportunities for priority groups; 
• up-skill the existing workforce; 
• equality and diversity initiatives; 
• make any proposed sub-contracting opportunities available to SMEs, the third sector 

and supported businesses; 
• build capacity in community organisations. 

 
Tenderers should provide details of their proposals to support Scottish Procurement to meet 
SG overall community benefits policy through this Framework Agreement. 
 

________________________________________________________________________________ 
 
 
We recognise the importance of public procurement securing the best value from public 
spending that improves the social, environmental, and economic wellbeing of the area in 
which it operates. 
 
In the delivery of this contract, our support for these community benefit objectives includes: 
 
Social 

• The research topics and outputs will directly contribute social value. Based on our 
longstanding experience of undertaking research for the Scottish Government, we 
know that we will engage with and gain a better understanding of the 
issues/challenges many different groups of people across Scotland are facing on a 
wide range of social issues. Through understanding the experience of participants we 
will be able to provide insight and recommendations that can be used to help 
individuals and wider society and improve equality and diversity. 

• We actively ensure wherever possible our research includes seldom-heard groups 
and is fully representative of the socio-demographic characteristics of the Scottish 
population. 

• We are also committed to benefiting our local community and building capacity 
outside of project work. We have a history of engaging with young audiences 
through school talks to provide career advice and education about the research, 
social marketing and behaviour change industries. Members of our team have given 
talks at various school in the Greater Glasgow area, linking in with school events and 
curricular elements to provide added value for the pupils. We also regularly give 
guest lectures at [REDACTED]. 

 
Economic 

• The JRS consortium, led by Jump Research, consists of [REDACTED] Scottish based 
SMEs. To assist in recruiting research participants, we employ a network of freelance 
recruiters dispersed across Scotland to identify and recruit the research participants 
that meet the required research sample.  



 

• Key subcontractors, including [REDACTED], are also Scottish based SMEs, and we 
actively develop relationships with local SMEs and freelancers, ensuring they are our 
first port of call when extra resource is required. 

• Our employee recruitment approach involves active use of employment schemes 
(such as [REDACTED]) to target and support employment of disadvantaged and 
priority groups – four of our current workforce have come through this scheme.  

• As such, in contracting JRS, procurement is directly supporting locally based SMEs, the 
delivery of high-quality jobs and project-specific local employment opportunities. The 
delivery of the contract will also support the continuing learning, development and 
knowledge of a Scottish based workforce. 

 
Environmental 

• Given that we are still operating during the Covid-19 pandemic and the necessary 
restrictions, our engagement/interaction with research subjects is done virtually by 
video interaction and over the phone. Obviously, this negates the need to travel and 
therefore avoids the associated negative impacts (such as pollution) on the local 
environment.  

• Looking to the future, when face-to-face research does resume, we will ensure 
environmental impact is factored into decision making regarding travel – choosing 
the ‘greenest’ option wherever possible. 

• At a broader level, in carrying out our work we will continue to support the 
environment by following our environmental policy and practices such as recycling 
consumables etc. 

 
 
 



 

1.6.1 Transfer of Undertakings Regulations 2006 
 
Tenderers must include a statement on their full consideration of whether the Transfer of 
Undertakings (Protection of Employment) Regulations 2006 will apply in respect of this 
Framework, including details of any perceived implications and/or risks and how these will 
be mitigated. 
 

________________________________________________________________________________ 
 

 
[REDACTED] 

 
 
 
 
 
 
 
 
 



LOT 5 - MARKET RESEARCH

STAFF ROLE UNIT

VOLUME OF HOURS 
PER STAFF ROLE    

(for evaluation 
purposes only)

HOURLY RATE          
PER STAFF ROLE        

excluding VAT           
£

TOTAL PRICE       
PER STAFF ROLE   

excluding VAT      
£

Comments

Director Price Per Hour 1777 REDACTED REDACTED

Account Director Price Per Hour 358 REDACTED REDACTED

Research Director Price Per Hour 2051 REDACTED REDACTED

Account Manager Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

Account Executive Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 3248 REDACTED REDACTED

Board Director Price Per Hour 1690 REDACTED REDACTED

Technical Director Price Per Hour 150 REDACTED REDACTED

Qualitative

Senior Research Executive Price Per Hour 328 REDACTED REDACTED

Research Executive Price Per Hour 53 REDACTED REDACTED

Telephone Executive Price Per Hour 10 REDACTED REDACTED

Field Interviewers Price Per Hour 10 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 638 REDACTED REDACTED

Online Scriptors Price Per Hour 10 REDACTED REDACTED

Data Analyst Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

 

Quantative

Senior Research Executive Price Per Hour 5513 REDACTED REDACTED

Research Executive Price Per Hour 184 REDACTED REDACTED

Telephone Interviewers Price Per Hour 20644 REDACTED REDACTED

Field Interviewers Price Per Hour 1439 REDACTED REDACTED

Data Analyst Price Per Hour 698 REDACTED REDACTED

Data Processor Price Per Hour 977 REDACTED REDACTED

Consultant Price Per Hour 10 REDACTED REDACTED

Research Manager Price Per Hour 220 REDACTED REDACTED

Online Interviewers Price Per Hour 10 REDACTED REDACTED

Field Manager Price Per Hour 1301 REDACTED REDACTED

Segmentation

Senior Consultant Price Per Hour 10 REDACTED REDACTED

Senior Account Manager Price Per Hour 10 REDACTED REDACTED

Data Processor Price Per Hour 10 REDACTED REDACTED

Data Planner Price Per Hour 10 REDACTED REDACTED

Database Administrator Price Per Hour 10 REDACTED REDACTED

Project Manager Price Per Hour 10 REDACTED REDACTED

REDACTEDTOTAL OVERALL PRICE 
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