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	Approved Contractor Information



	Organisation name/s
	Ipsos MORI Scotland

	Organisation/s website address
	http://www.ipsos-mori.com/ipsosscotland.ashx

	Area of the framework awarded
	Qualitative

	Costs (excl. VAT)
	

	Qualitative
	Undertaking work
	Supporting NHS Board 

	A focus group
	£3,790
	£1,750

	A depth interview
	£2,489
	£1,750

	A paired depth interview
	£2,562
	£1,750

	A talking mat interview
	£2,489
	£1,750

	A discovering interview
	£2,530
	£1,750

	A experience based design group
	£5,130
	£1,975

	A case study write up
	£850 per day
	£1,550

	Organisation/s overview
	Our UK operation, which has its head offices in London, is organised around five key research specialisms: Marketing; Advertising; Media; Loyalty; and Public Affairs.  Our Public Affairs division specialises in the in depth understanding of public opinion for national government, local public services and the not for profit sector. The division includes the Ipsos MORI Social Research Institute, the Reputation Centre and Ipsos MORI Scotland, from where the Better Together contract would be run.  

Ipsos MORI Scotland is based in Edinburgh and provides a full research service focused on the distinct needs of Scottish businesses and policymakers.  There are 18 staff currently working in the Edinburgh office, 16 of whom are researchers and 2 of whom are administrative staff.  Please contact us for more information or visit our website at:
http://www.ipsos-mori.com/ipsosscotland.ashx 

	Professional codes of practice /accreditations
	Our research operations are governed by the Market Research Society Code of Conduct. 
As of 2008, Ipsos MORI has become the first research agency in the country to achieve registration to the international standard for information security ISO/IEC 27001:2005 - Information technology -- Security techniques -- Information security management systems – Requirements; commonly known as ‘ISO 27001.’  
This latest accreditation builds on Ipsos MORI’s ongoing commitment to corporate responsibility. Previous achievements include: 

· being the first agency to become a Market Research Society Company Partner; 

· being the first agency in the world to be accredited to ISO 20252, the international standard for market research;

· being also accredited to BS7911:2003 and ISO 9000:2001; and

· becoming one of just two companies to achieve accreditation under MRQSA (Market Research Quality Standards Association). This sets out minimum standards for each stage of a market research project and is designed to enable accredited companies to provide a superior service to their clients.

	Examples of previous relevant research or improvement work (max 2 per areas of framework awarded – except in the case of a consortium)
	Consultation on Review of NHS Prescription Charges and Exemption Arrangements (2006) In spring 2006, the Scottish Executive commissioned Ipsos MORI to conduct focus group research as part of the consultation on the Review of NHS Prescription Charges and Exemption Arrangements. The research explored perceptions of the various charging options set out in the Executive’s consultation document and was conducted among a number of patient groups, including students, people with a chronic health condition and people currently exempt and not exempt from paying for their prescriptions. 
Scrutiny and the Public — Qualitative study of public perceptions on the external scrutiny of public services in Scotland (2007) Ipsos MORI, in collaboration with a network of academics, was commissioned by the Scottish Government to conduct qualitative research to explore public perceptions of scrutiny of public services. The aim of the research was to increase understanding of public perspectives of external scrutiny regimes and the findings were used to inform the Independent Review of Regulation, Audit, Inspection and Complaints Handling of Public Services ('the Crerar Review'). The research, involved a series of reconvened focus groups with service users (including school children and NHS patients) and the general public. Key themes included: awareness, understanding and experience of scrutiny procedures; expectations of what the role and purpose of external scrutiny should be and what it should deliver; views on public involvement in scrutiny processes; and views on how the current arrangements might be made more responsive to service users and the public.

	Organisations capacity to undertake work
	Before we submit research proposals, we subject all prospective projects to an internal risk assessment that considers, among other things: our competence in conducting the work in terms of staff skills and experience; technical resources required; and our capacity to undertake the work to ensure completion on time; the budget available and the likely amount of media attention from the project.  
In this instance we have considered the resources required from the Ipsos MORI research and field teams so that we can deliver the qualitative elements to the highest standard and to time and budget.  We are confident that we have the capacity to undertake this work until 2012 and would be able to start work as soon as a project is commissioned.

	Your organisations Quality Assurance procedure (if a consortium please supply one QA procedure)
	Ipsos MORI is dedicated to high quality research. We have been awarded the new international information security standard ISO 27001 by the accredited assessment body Marketing Quality Assurance Ltd (MQA) — the first research agency in UK, and in the world, to achieve this. This sets out minimum standards for each stage of a research project and enables accredited companies to provide a superior service to their clients. 
In addition to regular surveillance visits carried out by independent external bodies, we have our own auditing and quality teams. Through ‘Customer Service Monitoring’ feedback from our clients, we continuously monitor our quality of service. Ipsos MORI also has an internal employees’ Best Practice Group, its objectives being to identify and disseminate best practice throughout the company.

	Risk assessment (for consortiums add additional information as appropriate)
	Likelihood / Mitigating Actions

	Fire
	Low:  Ipsos MORI Scotland's office, like all modern offices, takes appropriate fire precautions including having in place fire extinguishers, alarms and fire doors.  Additionally, data is stored in electronic format and backed up offsite allowing for its recovery.
In the unlikely event of a fire which results in loss of access to the office or loss of electronic data, Ipsos MORI’s business continuity plans would be enforced.  These include relocation to Ipsos MORI’s second office in Leith, Edinburgh (our telephone survey centre) and accessing off-site backups of electronic data.

	Flood
	Low:  Ipsos MORI Scotland's office is not in a known flood zone, has no history of flooding nor is at risk of flooding in the event of burst water mains or storm rainwater runoff. 

In the event of a flood restricting access to the office or loss of electronic data, Ipsos MORI’s business continuity plans would be activated.  These include the relocation to Ipsos MORI’s second office in Leith, Edinburgh (our telephone survey centre) and accessing off-site backups of electronic data

	Loss of Utilities
	Low:  Ipsos MORI Scotland’s office has never experienced any problems in relation to utilities.  To minimise damage from loss of utilities, Ipsos MORI Scotland's file and print server has appropriate anti-surge and UPS protection.
Business continuity plans include recovery of electronic data and working from the second Ipsos MORI office in Leith, Edinburgh where our telephone survey centre is based.

	Health and Safety
	Low:  All qualitative research done by Ipsos MORI is conducted at venues which do not compromise the health and safety of participants.  

We would advise that qualitative fieldwork is conducted at NHS venues; if however this is not possible our recruiters have extensive experience in organising suitable venues.  These tend to be well-known centrally located hotels or community centres which have appropriate health and safety procedures in place.

	Access to facility
	Low:  Ipsos MORI Scotland's office is not directly situated near a major tourist attraction, shopping or leisure facility so loss of access to it due to a public safety or terrorist incident is unlikely.  
If an incident occurred resulting in the total loss of office space, Ipsos MORI’s business continuity plans would be activated.  These include temporarily relocating to our second office housing our telephone centre in Leith and recovering electronic data from our offsite server.

	Data Security
	Low: Ipsos MORI has in place an Information Security Management System (ISMS) based on appropriate policies, procedures, practices and technological controls for the protection of information it holds and processes. The ISMS is regularly reviewed, is subject to both internal and independent external audit, and has been registered to ISO 27001:2005 – the international standard for information security (previously ISO 17799/BS 7799) since 15th August 2008. 
Our Information Security Management system is summarised in our Information Security policy, a copy of which is available on request. Also available on request is a copy of our Data Protection Policy.  The following is a brief summary of the procedures used by Ipsos MORI. 
Our technological controls include computer access based on user accounts with access rights controlled by "Active Directory" group policy objects, and secure file servers housed in server rooms or data centres with appropriate physical access controls and monitoring procedures.  The network is protected by appropriate use of firewalls, DMZ and other network security controls. Public facing servers are also appropriately protected and are based on a secure (minimum) two tier or, our general standard, three-tier architecture. 
Standard controls for the secure transfer of personal data include ensuring the data is fully encrypted at least to AES256 standard. Where required, pass-phrases needed to decrypt files will be provided by direct telephone contact with the recipient of the file.

Processing of personal data is limited to that necessary for meeting research objectives. It is also limited to the volume of records of interest to the specific study.                        Where possible, only anonymised data sets will be processed. 

In compliance with Cabinet Office instructions to all government departments, we do NOT permit personal data to be stored on removable devices (laptops, USB memory sticks etc) UNLESS the device is protected by whole disk encryption AND it is essential to the provision of the research services for personal data to be placed on such a device.

Once a study is fully completed, formally accepted by the client, and formally closed internally, client supplied personal data files will be either be returned or destroyed as required by the client.

	Loss of electronic data
	Low: Ipsos MORI’s IT systems are built around Microsoft Server 2003 and HP server hardware. Cisco equipment is used throughout the group for communications and switching needs. All desktop machines are Dell and run Windows XP as their operating system. Patching and security is controlled centrally using a variety of applications to monitor and deploy.
Our servers and computers are protected from viruses by Sophos Anitvirus software, which checks for all known viruses on the network servers and locally on individual machines. The check on the server is run every working day at 8.30am. As well as internal virus and content checking, Ipsos MORI also use Messagelabs to detect any email borne threat and our internet perimeters are secured using a combination of hardware firewalls and proxy servers controlling world wide web access. 
Ipsos MORI has a comprehensive backup system, to ensure that we are able to retrieve data files from that day or if necessary, even months before. This system consists of incremental, daily, weekly and monthly full system back-ups. Incremental backups store the files worked on that day. Daily backups are made on Monday to Thursday inclusive, the data stored on these days is then overwritten on the corresponding days in the following week. The weekly process occurs on the first three Fridays of every month, this data is then saved until the following Friday before being overwritten. Finally, the monthly backups are made on the fourth Friday of the month, with this data saved for a year.

	Postal strike
	Low: This is highly dependent on the nature of the specific study’s fieldwork methodology and at what stage a project is at.  Generally qualitative fieldwork is not much affected by postal strikes as recruitment and interviewing tends to be undertaken face to face, while confirmation of attendance is undertaken by telephone.
There are instances however where advance letters or pre-task materials are sent out to recruits.  If a postal strike occurs before these items have been dispatched we would choose an alternative carrier, such as TNT, to deliver these.  

	Additional ethical approval e.g. children
	Medium: Ipsos MORI has extensive experience of the ethical issues involved in interviewing children and young people.  Ipsos MORI's compliance department has also worked closely with research colleagues, clients and relevant ethical bodies including research ethics committees to ensure appropriate, ethically sound procedures are adopted and appropriate ethical approvals are applied for.
While Ipsos MORI has not had problems obtaining ethical approval for health research in the past, a likely risk is that obtaining such approval will take longer than anticipated.  Such delay will put pressure on the subsequent timeline of a project.  To minimise this, we will approach the relevant approval bodies as early as possible.

	Low response rates / Low recruitment levels
	Low:  Ipsos MORI has a dedicated fieldwork team who have extensive experience and a good record in recruitment for qualitative research therefore we do not anticipate major problems.
In addition to this, Ipsos MORI will ensure high levels of recruitment by tailoring the recruitment strategy based on the target audience and offer incentives for participation in research.
A related issue is the possibility of low attendance at qualitative groups.  To mitigate this, we tend to over-recruit, conduct reminder calls and choose venues that are easily accessible by respondents.  In the unlikely event of non-attendance or very low attendance, we would reschedule the group for another time.

	Upset and distress of participants
	Medium: All research should be designed to ensure that participants are protected from undue intrusion, distress, indignity, physical discomfort, personal embarrassment, and psychological harm. Participating patients have a right to be protected from questions, situations or interventions which may cause them physical and/or psychological harm or distress, or which may be seen as unduly intrusive.  

In conducting health research, all Ipsos MORI staff will comply with the Caldicott Principles, The Data Protection Act 1998, the Market Research Society’s Code of Conduct and associated guidelines.  In conjunction with the client, Ipsos MORI will consider the likely impact on the potential participants, and seek advice from and, where appropriate, approval from the relevant Ethical Committee.
In addition, Ipsos MORI will undertake specialist training for interviewers, specific pre-fieldwork briefings and provision of information to participants on available advice lines or support groups relevant to the research subject matter.
However, there is the potential that some participants – for example patients with long-term conditions may become upset because the discussions or their own thoughts turn to potentially sensitive subjects such as health deterioration due to their condition or inability to obtain a certain health service.  It would be wholly inappropriate to try and deliberately avoid these subjects but our moderators will be sensitive to participants’ emotions.

	Name of key contact person
	Sara Davidson

	Key contact persons contact details
	Sara.Davidson@ipsos.com; Tel: 0131 226 8673


PAGE  
7
v 13 March 2009


