[image: image1.jpg]HOUSING ASSOCIATION

a member of the BHA Group





TENANT SATISFACTION AND OPINION SURVEY 2010

CLIENT BRIEF

John Bain





Jean Gray
Head of Human Resources


Head of Customer Services
Berwickshire Housing Association

55 Newtown Street
Duns
TD11 3AU
 

Telephone
01361 885 970 


01361 885 941
Facsimile
01361 883 404 

URL              www.bhagroup.org.uk 
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Introduction

Berwickshire Housing Association (BHA) wishes to commission an independent survey of its tenants and customers to measure their satisfaction with their homes and any associated services. The Association carries out a wide range of activities and considers that the service to these customers is of fundamental importance. 

The aim of the survey is to identify how services are valued by customers, the level of their satisfaction with the different elements of the housing services they receive, and to assess where improvements are necessary based on this feedback. 
This piece of work will also provide important customer feedback to the Associaition on key issues linked to the future strategic and operational direction of the organisation.  

This brief outlines the broad remit and structure of the Association and then sets out objectives and specification for the work. 

Our Organisation

We aim to provide high quality, accessible housing and support services for people in Berwickshire.  We own and manage around 1750 homes/tenancies as a social landlord.  

Vision: We believe in: 'Creating better Communities'.  We will achieve this by building on our reputation as the main provider of affordable homes for rent in Berwickshire. This means it is in the interest of our tenants and service users for us to work with other partners to ensure that communities are healthy, wealthy and safe places to be. 

Mission: We aim to provide the best accessible housing in mixed communities and the best personal care and support services for disabled people in Scotland, in partnership with our staff.
Strategic Goals: 

· To provide consistent and ongoing high quality service to our customers and the wider community

· To ensure the Group is financially sustainable, cost effective and efficient

· To build sustainable and fuel efficient buildings and to reduce fuel costs and tackle fuel poverty. 

· To contribute to ensuring communities are successful and enduring 

· To ensure all staff are highly motivated, achieving their best potential, are well supported and well rewarded and our Board are fit for purpose and well supported

· Meet all regulatory requirements and review all contractual obligations 

· To grow and promote the Group 

We have approximately 180 staff, most of whom provide care and support services based in our subsidiary company Seton Care.  The Housing Association has 53 staff based in Duns and our two area offices in Coldstream and Eyemouth.  

In 2009 the association was inspected by the Scottish Housing Regulator; we were given a ‘fair’ or ‘C’ rating. The inspection report can be downloaded from the Scottish Housing Regulator’s website. Following the inspection, there was a restructuring within the organisation, the Customer Services Department has now set up more centralised services with focus on specific duties  e.g. a dedicated repairs team, as well as a  re-focus of the front line staff in our communities. 

As we are at the start of implementing these changes to improve tenants’ experience of service delivery, the survey will, to an extent, give us a benchmark for future measurement of their impact. 

Objectives of the survey 

In commissioning this research, BHA is seeking to fulfil the following objectives: 

1. To assess customer satisfaction with the services received and to identify their priorities; 

2. To give customers a say in the services provided and in how these are delivered; 

3. To identify shortcomings, problems and gaps in services and find ways of improving these; 

4. To test opinions on aspects of housing; 

5. In the case of tenants with disabilities, to test opinions on adaptations carried out to their home;

6. To test opinions and satisfaction with the way BHA engages with tenants; 

7. To establish baseline data for the full range of BHA’s customers in different property types and locations, including income sources and levels; 

8. To benchmark against results obtained in BHA’s previous tenant satisfaction surveys carried out in 2004
9. To benchmark against tenant satisfaction survey results carried out by other registered social landlords.

Survey Design

It is proposed that a 100% postal, self completion survey of tenants be carried out. It may be necessary to issue a follow-up reminder questionnaire to increase the response rate.  The survey design should allow for analysis by location of property area and by house size and type. Where returns are too low to provide required information, alternative survey techniques may be used including telephone and face to face interviews.
Other proposals to maximise the response rate without significantly increasing costs will be considered as part of the tender submission.  Contactors should also give an estimate of the anticipated response rate based on their experience and results.

The successful contractor will be responsible for drafting and testing an appropriately designed questionnaire to elicit information on the topics indicated in Appendix A. This will be reviewed by a focus group of tenants, Board Members and Staff that has been convened for this specific purpose before final sign off of the questionnaire design.   
In addition to the postal questionnaire, there are some topic areas where we are particularly interested in getting qualitative feedback, for example, on planned maintenance; support provision; accessibility to our services by vulnerable people. In particular we are interested in customers’ views on proposed rental changes and service charging. Contractors should include proposals for obtaining this qualitative feedback which may be by telephone survey, face to face interviews, focus groups or other established methods.

Fieldwork 

Prospective contractors must demonstrate that the staff employed to conduct and manage this research have the training and experience to obtain accurate information and achieve a high response rate and have experience dealing with the specific issues that affect people living in rural communities. 

For the postal questionnaire, the researchers will be required to monitor returns and send out at least one reminder and repeat questionnaire, to ensure a representative sample is achieved. In carrying out the postal questionnaire, the prospective contractor will need to ensure that large print versions of the questionnaire can be sent out as appropriate (BHA maintains lists of tenants whose communication preference is for large print versions).  Tenants whose communication preferences are for audio or Braille will need to be interviewed, with explanatory information sent in Braille/audio as appropriate.
Where interviews are required, BHA will assist in co-ordinating visits to the sample selected by the researchers from data provided by BHA. The prospective contractor will be expected to provide signers/interpreters where required (though BHA may be able to assist in arrangements if necessary). 

The prospective contractor must show adequate systems of quality control checks at the different stages of the survey process. 

All interviewers must carry identification passes and the Association must also be advised of the names of any interviewers prior to interviews being conducted, in order to advise the client sample.

Research Output 

The successful contractor will be responsible for:

i. Preparation of a draft questionnaire for the survey exercise ( based on discussions with BHA staff and tenants of the focus group convened for the satisfaction and opinion survey); 

ii. Preparation of an interview schedule and format (based on discussions with Association staff, the focus group and tenant’s if applicable); 

iii. Preparing, printing and issue of the questionnaires and any covering letter, and follow up of non returns; (BHA can provide an Excel spreadsheet or text file with an up to date list of all customer names and addresses. 

iv. Fieldwork for qualitative survey work 

v. Receiving, checking and coding of all responses for the exercise 

vi. Data processing 

vii. Producing a technical report which will contain an analysis of non responses to the whole survey, and the response rates for each question, and an account of any problems encountered. 

viii. Producing a full evaluative report of the exercise, with recommendations where appropriate, and which should include a précis of findings and an executive summary. 

ix. Presentation of the final report to the BHA staff, the Tenant Panel and/or to the BHA Board.

x. Data collected in the course of the research should be provided to BHA both in printed and digital format compatible with uploading on Microsoft Excel. In addition a copy of the final report(s) should be provided in printed form and in Microsoft Word format.

Liaison Arrangements 

The Association’s nominated staff contacts for this project are the Head of Customer Services and the Head of Human Resources, reporting to the Tenant Panel and to the Board. They will be responsible for monitoring progress and giving direction. The contractor is expected to keep these staff fully informed at all stages of the survey and provision should be made within the costings for at least 3 meetings over the project period. 

Day to day management of the project, questionnaire development, analysis reporting and presentation will be the responsibility of the appointed contractor. 

Timetable 

It is intended to appoint a contractor by 15th March 2010, following receipt of tenders and consultant’s presentations. There will follow a period (estimated as 3-4 weeks) to draft and agree a questionnaire, and to pilot this if necessary. It is anticipated that the survey proper should commence in April 2010 and that a draft report of the Customer Satisfaction and Opinion Survey will be submitted by 5th July 2010 with the final report submitted by 2 August 2010. Prospective contractors are requested to provide an outline timetable to reflect the above. 

Costs 

Prospective contractors are requested to provide costs for the postal questionnaire element of the survey and separately for additional methods including face to face interviews.

The contract fee will be the subject of negotiation before the study commences. The agreed fee will be inclusive of any VAT, expenses, all analysis and production of draft reports and finalised documents. 

Tender Proposals and Evaluation Criteria

Prospective consultants are invited to submit detailed and costed proposals for the study.  The document should contain the following:

· a clear specification of methods to be used;

· a programme for each stage of the work;

· the names of all members of the consultant’s team, their individual responsibilities and details of any previous work carried out which is pertinent to this study – full CVs should be included in an appendix;

· full details of any personnel to whom work may be contracted, together with confirmation of how quality control will be managed;

· fee details, including fieldwork, survey costs, materials, administration expenses, travel and any other costs; and

· the names of three relevant referees who must be social landlords.

Tenders will be evaluated on the basis of the most economically advantageous offer to BHA.  Account will be taken of the content and quality of the submission generally, the quality of the processes and information detailed in the tender documentation, compliance to specifications and comparisons of price.  Criteria (other than price) upon which the tenders will be assessed are as follows:
· methodology;

· resources;

· technical capability;

· specific experience; and

· quality / price evaluation.

	Quality Evaluation Criteria
	Maximum points

	Methodology
	25

	Resources
	15

	Technical capability
	20

	Specific experience
	30

	References
	10

	Maximum possible score
	100


These factors will be evaluated based upon a review of submitted tender documentation.  Price will be evaluated using the pricing schedule.

The Tender Evaluation Panel will award points based upon an assessment of the extent to which tender submissions effectively address the criteria set out within the tender documentation.

There will be a price: quality ratio of 30% price to 70% quality.

The Tender Evaluation Panel can award up to 200 points when scoring tender submissions – a maximum of 100 points for quality and a maximum of 100 points for price.  The Tender Evaluation Panel will provisionally award points following an initial desktop review of tender submissions.  The Tender Evaluation Panel may then invite Tenderers for interview – the purpose of any interview is principally to address any points of clarification that are necessary in relation to the tender submission.  Following interview, the Tender Evaluation Panel may review the findings of their initial evaluation of tender submissions and may increase, decrease or retain points awarded in light of information provided at interview.  The total points to be awarded for each tender submission for quality and costs will be weighted and adjusted to reflect the price: quality ratio of 30% price to 70% quality.

Copyright

Copyright of all reports and data produced as a result of this study will be the property of BHA and may not be produced in whole or in part by the contractor for any third party without BHA’s prior written consent. 

BHA will be free to use the said reports and data in any way it sees fit. The contractor shall not be entitled to any additional payment in respect of such use. 

Contractual Agreements 

A contract between BHA and the successful contractor for the work detailed in this brief will rest upon an exchange of letters. The first will be in the form of an offer of appointment from BHA to the contractor which will be accompanied by the Customer Satisfaction and Opinion Survey Contract: Terms and Conditions as appended to this brief (Appendix B). The second will be a letter of agreement from the contractor to the terms and conditions of contract. 

Proposal Documents 

Prospective contractors are invited to present detailed cost proposals for the survey proposed in this research brief. Proposed presentations and documents should contain the following information: 

i. the names and short biographies of the proposed research team along with details of any previous work undertaken by this team which is pertinent to this brief; 

ii. detailed costings, which as far as possible, should separately identify individual staff costs, equipment and materials, analysis costs and any other relevant overheads, and VAT if applicable. 

Closing Date 

Your proposal documents should reach BHA by mid-day on Monday 8 March 2010. Tenders should be returned in a sealed envelope, marked on the top right hand corner BHA/TSOS2010/JG/JB to: 

Jean Gray
Head of Customer Services
Berwickshire Housing Association Ltd.

55 Newtown Street
Duns

TD11 3AU
APPENDIX 1
QUESTIONNAIRE CONTENT 

The content of the questionnaire(s) to be used will be agreed by the contractor and Berwickshire Housing Association. This is an initial list of topics which we suggest should be covered: 

1. Levels of satisfaction with Berwickshire Housing Association as a landlord; feedback on housing and maintenance services used and valued, feedback on priorities for improvement and development. 

2. Perceptions on choices available and perceived value for money, and on value of the Association in general. 

3. Tenant opinion on house design and quality, development layout and location and feedback on priorities. 

4. Feedback on methods of contact and engagement with BHA.

5. Satisfaction with/ feedback on quality of services provided and views on their priority (e.g. repairs, property improvements, allocations policies and procedures, estate management, provision of information, rent payment methods and levels, services received and charges, dealing with rent arrears and housing benefit, access to welfare benefits and money advice)

6. Where applicable, tenants’ satisfaction with the adaptations service and priorities for improvement

7. Characteristics of tenants and sharing owners in terms of age/sex/household composition/ethnic origin/disability/working status

8. Future rent levels & service charges

9. Service delivery from local offices

10. Financial information: use of and access to a bank account, main income sources, broad income levels, benefits received.
11. Lifestyle details - access to personal transport/access to the internet

12. Feedback on types of involvement and consultation valued or desired.  

The contractor will also be expected to be able to draw comparisons with:

i. The results of the 2004 tenant satisfaction survey

ii. Baseline figures with the satisfaction survey results of other registered social landlords identified by BHA.

APPENDIX 2
CONTRACT TERMS AND CONDITIONS 

Contractor’s General Responsibility 

1. The contractor will be responsible for monitoring the progress of the survey programme and preparing the final report or other forms of output by the completion date of the contract. The completion date is as specified in the letter of appointment. 

2. The contractor and any research staff employed on the project must ensure that they have no obligation to any other bodies under conditions incompatible with those of Berwickshire Housing Association Limited or to undertake any other contract which may produce a conflict of interest in relation to this contract. 

3. The contractor and any research staff employed on the survey shall not accept any fee or any form of remuneration whatsoever from any third party in relation to the survey. 

4. Before questionnaires can be circulated the contractor will require the prior written approval of Berwickshire Housing Association Limited. 

5. The contractor shall at all times grant Berwickshire Housing Association Limited representatives reasonable facilities to review all correspondence relating to the survey. 

6. Berwickshire Housing Association Limited will require a written report and/or a verbal presentation giving an account of the progress achieved prior to the final report. Berwickshire Housing Association Limited may also seek an oral presentation of the final results to its Board, its Tenant Panel and staff. 

7. Berwickshire Housing Association Limited must be informed of any delay which occurs once the survey has commenced and any changes in the time limits or expenditure limits require prior written approval of Berwickshire Housing Association Limited. 

Survey Findings 

8. The data and survey findings from the study will remain the property of Berwickshire Housing Association. Copyright of all reports, information and data produced as a result of the study will, therefore be the property of Berwickshire Housing Association Limited. 

9. The date and survey findings must not be communicated or reproduced in whole, or in part, by the consultants for any third party without Berwickshire Housing Association Limited’s prior written approval. 

10. Berwickshire Housing Association will be free to use the reports, information, and data in any way in which it sees fit. The consultants shall not be entitled to receive any additional payment in respect of any such use. 
Staffing 

11. The contractor is required to ensure that only suitably qualified staff are employed on the survey. 

Termination of Appointment 

12. Berwickshire Housing Association Limited reserves the right to terminate the appointment at any time if any of the conditions governing the contract are not complied with by the contractor. Conduct by the contractor which is likely to result in the immediate termination of the appointment include: 

a) Unauthorised publication of survey findings 

b) Excessive delay 

c) Use of unauthorised staff 

13. Where Berwickshire Housing Association Limited has terminated the survey appointment as a result of the contractor’s non-compliance with any of the conditions governing the contract, Berwickshire Housing Association Limited will not be liable for any costs which the contractor might have incurred.

Appendix 3
METHOD STATEMENTS

INSTRUCTIONS FOR PREPARATION

1. The tenders will be evaluated on the basis of a review and measurement of the general quality of the submission and the information detailed on the completed Method Statements and Tender Questionnaire.
2. During the Contract Period, BHA aims to deliver value for money services for the benefit of all stakeholders.  In a spirit of true partnership working, Tenderers should endeavour to prove in the Method Statements how they propose to develop and improve services in a value for money environment.

3. Tenderers should note that failure to provide the information requested in the Method Statements may result in their tender being rejected.

METHOD STATEMENT 1

CONTRACT OPERATING PLAN

Tenderers who are tendering on the basis of provision of the Service, should provide details of their proposed contract operating plan, which should include:

1.
Contract mobilisation

· You should provide full details of how you propose to effect contract start-up, including the set-up process and a clear definition of roles and responsibilities split between your personnel and BHA personnel.

2.
Technical Resources to be allocated to the contract – personnel, delivery arrangements, etc. 

· You should ensure that you include details of the personnel resources that you propose to deploy to support this contract, including the identity of a dedicated Contract Manager.

3.
Contract Management – contract monitoring, contract review meetings, contract administration, billing procedures, etc.

· You should provide details of how you will manage the contract, including the role of BHA personnel.

4.
Key contacts

· You should include details of names, CVs, etc of all key personnel involved with this commission.

5.
Innovation

· Any proposal demonstrating innovation in the method of service delivery will be fully considered and evaluated.

Your response should be limited to the equivalent of 2 x A4 pages.  A maximum of 25 points out of a total 100 points are available in relation to evaluation of the Tenderer’s methodology.

METHOD STATEMENT 2

PROPOSED AMENDMENTS TO TENDER CONDITIONS

If Tenderers wish to propose any modification to the tender conditions these should be detailed on this page.

Proposed amendments will not be scored in terms of evaluating the Tenderers methodology and any proposed amendments would only be accepted at BHA’s discretion.

Appendix 4
TENDER QUESTIONNAIRE

The information disclosed in this questionnaire will be used to assist in the tender evaluation process by establishing specific information and capabilities in respect of each individual Tenderer.  Should any Tenderer be found to have provided ‘inaccurate’ information, this will be reflected in the assessment scoring and could result in disqualification of the Tenderer.

INSTRUCTIONS FOR COMPLETION

Please note that whenever used in this questionnaire, the term “Company” refers to a partnership or incorporated company as appropriate and the term “Tender Applicant” refers to the Company applying for inclusion in the tender process.

Unless instructed otherwise in this questionnaire, when answering please provide details relating specifically to the Tender Applicant, not to the whole group where the company tendering is part of a group.

Please answer all questions, continuing on a separate sheet of paper if necessary.  Each such sheet and all supporting documents sent must clearly detail the numbers of the sections / questions they relate to.

The questionnaire must be fully completed even if you have previously submitted a questionnaire for another tender.  Cross-referral to previous or other questionnaires is not acceptable as situations, and therefore content, will change.

In accordance with the Data Protection Act, it should be noted that the information provided may be recorded on a computerised data file.  The computerised data file will be used within BHA only. 

Do not include or provide general marketing or promotional material relating to the Tender Applicant, either as answers to any of the questions detailed or for any other reason.

Queries regarding the tender questionnaire should be addressed to BHA’s Project Manager, Jean Gray.

BHA will acknowledge queries, but reserves the right to respond or decline to respond to such queries and will circulate any resulting or other relevant information to all interested parties.

Modification of this document in any way other than detailing answers is not permitted.  Any modification other than detailing answers may result in the Tender Applicant being excluded from further participation in the tender process. 

Tenderers are expected to complete all questions within the Tender Questionnaire.

SECTION 1 – GENERAL INFORMATION ABOUT THE TENDERER

	1.1
	Name of applicant.

	
	

	1.2
	Nature of applicant (sole ownership, partnership, private or public company, etc).

	
	

	1.3
	Address of registered office.

	
	

	1.4
	Registered company number.

	
	

	1.5
	VAT registration number.

	
	

	1.6
	Telephone no.

	
	

	1.7
	Fax no. and website.

	
	

	1.8
	Address of office from which this contract would be managed.

	
	

	1.9
	Telephone no.

	
	

	1.10
	Fax no.

	
	


	1.11
	Who should BHA contact within the applicant to discuss / clarify any matters arising from this application?  Please give name and position.  Also give contact address and telephone number if different from 1.8 and 1.9.

	
	

	1.12
	E-mail address of contact person named in 1.11.

	
	

	1.13
	If a member of a group of companies, give the name, address and registered company number of the ultimate parent company.

	
	

	1.14
	If a member of a group of companies, would the ultimate parent company be prepared to guarantee the applicant’s contract performance?  State Yes or No, if appropriate

	
	

	1.15
	List the names and specialism of any other companies in the group.  Outline the relationship between the company and the applicant.  Exclude firms you employ as sub-consultants.

	
	

	1.16
	Names and position of applicant’s senior staff.

	
	Managing partner (or equivalent):

Partners:

Company secretary:



	1.17
	Please state if any director / partner and / or company secretary is employed or has been employed by BHA or is, or has been.  State Yes or No.  If Yes, please insert details below.

	
	


	1.18
	Please state if any director / partner and / or company secretary has a relative who is or has been employed by BHA at a senior level or who is or has been a member of BHA.  State Yes or No.  If Yes, please insert details below.

	
	

	1.19
	Is the applicant a member of a recognised professional association or institute?  State Yes or No.  If Yes, please insert details below.

	
	

	1.20
	Does the applicant have an environmental, ‘green’ or environmental management policy recognising the concepts and aims of Agenda 21?  State Yes or No.  If Yes, please return a copy of this document with the completed questionnaire.

	
	

	1.21
	If response to Question 1.20 is No, if successful, would the Applicant develop an environmental strategy and policy?  Please state Yes or No.  If Yes, please briefly outline proposals below.

	
	


SECTION 2 – FINANCIAL INFORMATION

	2.1
	Please enclose a copy of your audited accounts (or equivalent) for the last 3 financial years (including those of any parent company).  Please return these with the completed questionnaire.

	
	

	2.2
	Are there any outstanding claims or litigation against the Applicant?  State Yes or No.  If Yes, please insert details below:

	
	

	2.3
	Have there been any successful claims or litigation against the Applicant during the last three years?  State Yes or No.  If Yes, please insert details below.

	
	


SECTION 3 – RESOURCES

	3.1
	Please identify the number and category of staff that would be available to undertake this commission.  Numbers should be expressed as a full time equivalent.



	
	Partners / directors
Associate directors / associates
Assistants
Trainees / Graduates
Paralegals
Technical support
Administration support
Other (please identify)



	3.2
	Please identify the key person within your organisation who would be responsible for managing this commission and provide details of proposed key team members and their respective roles.  Please also provide CVs of all team members.



	
	


A maximum of 15 points out of a total 100 points are available in relation to evaluation of the Tenderer’s resources.

SECTION 4 – PROFESSIONAL CONDUCT

	4.1
	Has the applicant or a client on whose behalf the applicant was engaged, been prosecuted or been issued with an improvement notice by any enforcement body responsible for protecting the environment in respect of projects or commissions in which the applicant was involved?  State Yes or No.  If Yes, please insert details below.

	
	

	4.2
	Has the applicant had a contract terminated or employment determined under the terms of a contract within the last three years?  State Yes or No.  If Yes, please insert details below.

	
	

	4.3
	Has the Applicant had a contract not renewed, for failure to perform to the terms of a contract within the last three years?  State Yes or No.  If Yes, please insert details below.

	
	

	4.4
	Have any of the applicant’s contracts within the last three years ended early by mutual agreement following allegations of default on the applicant’s part?  State Yes or No.  If Yes, please insert details below.

	
	

	4.5
	Have any adverse complaints been substantiated against the applicant to any professional body in respect of any services performed or works carried out by the Applicant in the last three years?  State Yes or No.  If Yes, please insert details below.

	
	

	4.6
	Does the applicant have a written policy on training and development?  State Yes or No.

	
	

	4.7
	How does the applicant assess the suitability and competence of potential employees?  Please indicate as appropriate.

	
	


	4.8
	Does the applicant comply with the National Minimum Wage Act 1999?  Please state Yes or No.

	
	

	4.9
	Does the applicant comply with the Working Time Regulations 1998?  Please state Yes or No.

	
	


SECTION 5 – HEALTH & SAFETY

	5.1
	Does the applicant employ a health and safety officer, or a person competent in safety matters?  State Yes or No.  If Yes, please give that person’s name qualifications and experience.

	
	

	5.2
	Has the applicant during the last three years been the subject of a formal investigation by the Health and Safety Executive or similar national body charged with improving health and safety standards?  State Yes or No.  If yes, please insert details below.

	
	


SECTION 6 – EQUALITIES

	6.1
	Does the applicant undertake to comply with the Disability Discrimination Act 1995?  State Yes or No.

	
	

	6.2
	Is it the applicant’s policy as an employer to comply with its statutory obligations under the race relations legislation and accordingly its practice not to treat one group of people less favourably than others because of their colour, race, nationality or ethnic origin in relation to decision to recruit, train or promote employees?  State Yes or No.

	
	

	6.3
	In the last three years, has any finding of unlawful racial discrimination been made against the applicant by any court or employment tribunal?  State Yes or No.  If Yes, provide details of the steps taken as a consequence of that finding.

	
	

	6.4
	In the last three years, has the applicant been the subject of formal investigations by the Commission for Racial Equality on grounds of alleged unlawful discrimination?  State Yes or No.  If Yes, provide details of the steps taken as a consequence of the investigations.

	
	

	6.5
	Do you observe as far as possible the Commission for Racial Equality’s Code of Practice for Employment?  State Yes or No.

	
	


SECTION 7 – TECHNICAL CAPABILITY

	7.1
	The applicant should briefly outline their specific technical capability in relation to conducting customer satisfaction and Opinion surveys on behalf of social landlord clients and also give an indication of estimated return rates and levels of statistical confidence.


	
	


A maximum of 20 points out of a total 100 points are available in relation to evaluation of the Tenderer’s technical capability.

SECTION 8 – SPECIFIC EXPERIENCE

	8.1
	Please list the names of RSLs or housing authorities for which comparable services have been provided within the last three years in relation to carrying out customer satisfaction and opinion surveys giving supporting information of the project and the level of analysis undertaken.



	
	


A maximum of 30 points out of a total 100 points are available in relation to evaluation of the Tenderer’s technical specific experience.

SECTION 9 – REFERENCES

	9.1
	Please confirm the names of other RSLs or housing authorities for which customer satisfaction and opinion survey work has recently been done and from whom references may be sought giving particulars.  Please provide three references, including contact details.



	
	


A maximum of 10 points out of a total 100 points are available in relation to evaluation of the Tenderer’s references.

SECTION 10 – DECLARATION

I / We hereby certify that the information submitted in and with this questionnaire is true and accurate to the best of my / our knowledge and belief.  I / We understand and accept that the inclusion of false or incomplete information may result in my / our exclusion from the select list of Tenderers.

I / We understand that it is a criminal offence punishable by a fine and / or imprisonment, to give or offer any gift or consideration whatsoever as an inducement or reward to any servant of a public body and that any such action would result in exclusion from the select list of Tenderers and would empower BHA to cancel any contract currently in force. 

Signed



__________________________________________________

Name



__________________________________________________

Position 


__________________________________________________

For and on behalf of

__________________________________________________

Date



__________________________________________________

NOTES:

This tender document must be signed on behalf of the Tender Applicant by a Director, Partner or Authorised Representative of the Company and returned with any additional information required.

Before returning this tender document, please ensure that all the required questions have been answered and that copies of all relevant additional documents have been cross-referenced and enclosed.

You may be excluded from the tender process if you fail to complete the questionnaire as instructed and / or provide all the required information.
Appendix 5
PRICING SCHEDULE

NOTES ON COMPLETION

You should provide a fixed price quotation for carrying out a customer satisfaction an opinion survey in line with the project brief, based upon a 100% survey.  
	Study element
	Price (£)

	Survey inception and design
	

	Fieldwork and management
	

	Data processing and analysis
	

	Report preparation and presentation
	

	Administrative and other expenses
	

	
	

	Total
	


The above rates shall be exclusive of VAT, but inclusive of all normal expenses and disbursements, including travel to and from the BHA area, typing and printing of reports.

Travel expenses from the Consultant’s office base to Berwickshire shall be included in the above rates.  Any additional travel expenses incurred as a result of an instruction from BHA will be negotiated in advance.

BHA’s project manager may also negotiate lump sum fees in the case of discreet tasks where the Client considers it appropriate.

Appendix 6
NO COLLUSION CERTIFICATE

The essence of selective tendering is that the client should receive bona fide competitive tenders from all firms tendering.  In recognition of this principle, we certify that this is a bone fide tender, intended to be competitive and that we have not fixed or adjusted the amount of the tender by or under or in accordance with any agreement or arrangements with any other person.  We also certify that we have not done or we undertake that we will not do at any time before the returnable date for this tender any of the following acts:

· Communicating to a person other than the person calling for these tenders the amount or appropriate amount of the tender herewith submitted;

· Entering into any agreement or arrangement with any person that he / she shall refrain from tendering or as to the amount of any tender to be submitted; and

· Offering or paying or giving or agreeing to pay or give any sum of money or consideration directly or indirectly to any person for doing or having done or causing or having caused to be done in relation to any other tender or proposed tender for the said work any act or thing of the sort described above.

In this certificate, the word ‘person’ includes any persons or any body or association, corporation or incorporate, and ‘any agreement or arrangement’ includes any such transaction, formal or informal, whether legally binding or not.

Signed



__________________________________________________

Name



__________________________________________________

Position 


__________________________________________________

For and on behalf of

__________________________________________________

Date



__________________________________________________

NOTE:

This certificate must be signed and completed by the Tenderer and returned with the tender in the tender envelope.

Appendix 6

FORM OF TENDER – PRO FORMA

BERWICKSHIRE HOUSING ASSOCIATION

CUSTOMER SATISFACTION AND OPINION SURVEY 2010

To:

Berwickshire Housing Association Limited

55 Newtown Street

Duns

TD11 3AU

For the attention of Jean Gray

Date ………………………..2010

Dear Sir / Madam

TENDER FOR BHA CUSTOMER SATISFACTION SURVEY 2010

I / We the undersigned, hereby tender and offer to carry out a customer satisfaction and opinion survey on behalf of Berwickshire Housing Association, based upon the terms outlined in the project brief.

Attached to this Tender are the following:

1. My / our response

2. Pricing

3. A signed No Collusion Certificate.

I / We understand that BHA reserves the right to accept or refuse this Tender whether it is lower, the same, or higher than any other Tender and may accept more than one Tender.

I / We confirm that the information supplied to you and forming part of this Tender was true when made and remains true and accurate in all respects.

I / We confirm and undertake that if any such information becomes untrue or misleading that I / we shall notify you immediately and update such information as required.

Signed by: …………………………………  Position: ……………………………….……..

for and on behalf of: ………………………………………………………………………….

in the presence of:

Witness signature: ……………………………………………………………………………

Name: ………………………………………………………………………………………….

Address: ……………………………………………………………………………………….

               ………………………………………………………………………………………..

               ………………………………………………………………………………………..

Occupation: ...………………………………………………………………………………….

Appendix 7

RETURNED DOCUMENTS CHECKLIST

	Document
	Completed?

Returned?

	Appendix 2 – Method Statements

· Method Statement 1: Contract Operating Plan

· Method Statement 2: Proposed Amendments To Tender Conditions


	

	Appendix 3 – Tender Questionnaire

· Section 1: General Information About The Tenderer

· Section 2: Financial Information

· Section 3: Resources

· Section 4: Professional Conduct

· Section 5: Health & Safety

· Section 6: Equalities

· Section 7: Technical Capability

· Section 8: Specific Experience

· Section 9: References

· Section 10: Declaration
	

	Appendix 4 – Pricing Schedule
	

	Appendix 5 – No Collusion Certificate
	

	Appendix 6 – Form of Tender Pro Forma
	


