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EUROPEAN COMMISSION

Directorate-General for Research and Innovation2023

The Funding & Tenders Portal 
from a client's perspective

Moving towards client centricity

Our aim is to improve F&T Portal in 2023.  
We want to make it a place where people come and learn about opportunities  

to work with the EU or fund their own projects.
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Figure

DIVERSITY OF CLIENTS: Grant 
applicants, experts, beneficiaries 
of grants, tenderers, and other 
stakeholders looking for a wide range 
of information (e.g., data, project 
results, events, etc.).  

THE QUEST FOR IMPROVED 
SERVICES LED TO A SHIFT TOWARDS 
MORE CLIENT-CENTRICITY: We want 
to understand our clients and to boost 
client experience.

There is also an urgency to modernise 
the F&T Portal services with innovative 
technology and in line with the European 
Commission Digital strategy. 

THE FUNDING & TENDERS (F&T) 
PORTAL IS A PLATFORM FOR THE 
MANAGEMENT OF EU FUNDING 
OPPORTUNITIES: It serves 62 EU 
programmes, counts almost 2 million 
registered clients and integrates and 
streamlines several internal systems. 

THE TRAFFIC IN THE PORTAL:  
In 2022, the F&T Portal received 
around 1.8 million unique visitors (with 
sessions of over 60 seconds) and over 
4.8 million sessions, as well as more 
than 37 million page views. 

ABOUT  
THE FUNDING 
& TENDERS 
PORTAL  

62
EU programmes

2 mil
registered clients

37mil
page views

4.8 mil
sessions

https://commission.europa.eu/publications/european-commission-digital-strategy_en
https://commission.europa.eu/publications/european-commission-digital-strategy_en
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WHERE 
DOES THE 
DATA COME 
FROM? 

General survey  
•	 To identify the needs of F&T Portal 

clients, in May 2022 we published an 
open survey on the Portal. 

 
•	 2620 respondents, 8 questions, 

1-month exposure on the F&T 
Portal. The preliminary findings 
report is available here.   

Virtual feedback sessions  
•	 To contrast the general findings, we 

invited experienced F&T Portal clients 
from the entities with the most 
grants within Horizon Europe and 
other EU funding programmes.   

•	 More than 70 participants, 5 weeks- 
long process, 9 virtual sessions in 
the form of fish-bowl discussions. 

•	 The participants shared their 
experience, what functionalities work 
well, and what could be improved.  

F&T Portal data sets  

To explore the quantitative data,  
we tapped into internal systems and 
web-analytics.  

2620
respondents

8
questions

visitors

1 month
exposure

https://op.europa.eu/en/publication-detail/-/publication/aa9bcb4a-1ea4-11ed-8fa0-01aa75ed71a1/language-en
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WHAT DID 
WE LEARN 
ABOUT 
THE F&T 
PORTAL? 

According to the survey results, the 
F&T Portal information is useful and 
informative, and menu's are quite 
consistent across all pages. It does 
not appear to be necessarily easy 
to navigate, and the content is not 
considered to be engaging. Besides, 
the search options is a functionality 
which, as the votes suggest, not 
always returns relevant results.

Strongly disagree  AgreeDisagree Strongly AgreeNeutral

6.429.537.218.78.2

8.729.738.517.16.0

8.635.226.021.58.7

9.036.121.822.810.3

9.139.429.416.35.8

11.443.328.313.8

18.854.717.56.6

24.455.915.0content is relevant

content is informative

content is arranged 
consistently

menus are arranged 
consistently across all pages  

website is easy to navigate 

website is well organized 

content is engaging

search features return 
relevant results

3.2

2.4

1.9 2.8

Figure 1:  Aspects relative to the client’s experience 
in the Portal. The level of agreement is defined as 
the aggregation of ‘Strongly Agree’ and ‘Agree’ votes 
indicated by size of the grey line on the top of each bar. 
Data based on the survey

'WOULD YOU AGREE?'  

Number of people (%)
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WHAT DID 
WE LEARN 
ABOUT 
THE F&T 
PORTAL? 
continued

Figure 2: Results of the open-ended question from the 
survey based on 20 categories extracted from the answers. 
The question was phrased: ‘Are there any other features on 
your 'wish list'? Please, share with us (open question)’.

Respondents to the open-ended 
survey identified the current UX 
(Client eXperience) and page design 
as their main pain points/issues. 
This was followed by a difficulty in 
finding relevant information, which is 
closely related to the complexity of 
page design. Clients also occasionally 
experience bugs and problems with 
the Portal's loading speed. Page 
design, finding relevant information 
and search options are features with 
the highest impact on current clients. 
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WHAT DID 
WE LEARN 
ABOUT 
THE F&T 
PORTAL? 
continued

Figure 3: Aggregated difficulties experienced across the 
available transactions on the F&T Portal. Data extracted 
from the virtual feedback sessions.

The feedback from virtual group 
sessions mostly echoed the survey 
outcomes. 'Findings relevant 
information' was the main issue, 
followed by communications and the 
navigation between the Portal and 
its internal systems.

Participants also raised positive 
aspects of their F&T Portal 
experience, such as transparency 
and centralisation of features in 
one website. Some participants also 
expressed interest in the news & 
upcoming events, as well as webinar 
recordings, and horizon dashboard 
for results.

12 PAIN POINTS  
(Across available transactions)  
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The survey respondents indicated 
a preference for personalised 
notifications and an online library 
to save content or documents. The 
possibility to save search results 
and/or search filters also received 
positive attention.  

THE 'WISH 
LIST'

personalised notifications

online library, applications  
& documents

save search queries & filters

personalised dashboard

advanced partner search 
option

personal profile  
& custom experience

personalised calendar

provide feedback & suggestions

chatbot

Funding & Tenders mobile app

customized news & content

47.636.115.0

47.440.212.4

42.138.919.0

41.139.219.7

34.637.228.1

34.139.626.3

33.739.127.1

32.647.520.0

26.539.434.0

22.128.849.1

15.342.941.8

Nice to have Really appreciatedNot important

Figure 4:  Data based on the survey. Aspects 
relative to the future features ‘wished for’ in the 
F&T Portal, indicating less interest on the left hand 
side and highly appreciated on the right hand side.  

'I WOULD APPRECIATE...'  

Number of people (%)
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THE 'WISH 
LIST'
continued

Figure 5: What participants would like to improve across 
all activities available in the F&T Portal. Data extracted 
from the virtual feedback sessions.

During the virtual feedback 
sessions, participants pointed at 
'personalisation', better 'document 
management' and improved options 
to 'find relevant information'  
as the F&T Portal aspects of  
upmost interest.  

0.6
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'I WOULD LIKE TO HAVE  
OR IMPROVE...' 
(Across available transactions)  
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Figure 6: Clients’ profile based on the organisation type, 
which they represent. Data from the general survey.

Survey respondents were 
beneficiaries of a grant (37%), 
followed by grant applicants (33%) 
and experts (10%). Almost half of 
them (46%) came from research 
organisations and secondary or 
higher education establishments. 
However, we also heard from SMEs 
(14%), public bodies, like ministries, 
local governments or public 
authorities (12%), and private or 
for-profit entities (9%), as well as 
National Contact Points (3%).  

Turning to the F&T Portal internal 
data sets, from the 2 million 
registered profiles we identified 
that over a quarter of them are 
private for-profit organisations, 
followed by SMEs (21%) and public 
organisations (20%). 

WHO ARE 
THE 
CURRENT 
F&T CLIENTS? 
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Figure 7: How often clients are using F&T Portal according 
to the general survey.

Over 70% of the survey respondents 
are frequent clients, accessing the 
F&T Portal a few times a week, out 
of which 32% use it daily. 

Less frequent clients visit F&T Portal 
a few times per month (16%) and 
rare clients access it a few times a 
year (10%). 
 

HOW ACTIVE 
ARE F&T 
PORTAL 
CLIENTS? 39 %

Once or twice a week 
1021 respondents

32 %
Every day  
840 respondents

16 %
Once or twice a month  
432 respondents

11%
A few times a year  
276 respondents

2 % Never / 51 respond.

HOW  OFTEN DO YOU USE 
THE F&T PORTAL?   

Number of people (%)
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Figure 8: Type of activity performed on F&T 
Portal. Data from the general survey.

The survey indicated that clients 
visiting the Portal mainly manage 
grants or procurement contracts, 
search for calls for proposals, 
search for reference and guidance 
documents, register an organisation 
or access results of successfully 
funded projects. 

Contacting helpdesk, searching 
for events or calls for tenders 
(procurement) and expressing 
interest in becoming an expert for 
the EU Commission ranked lower.
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Based on the data insights and 
valuable feedback from the clients, 
we have already started working on 
improvements for the F&T Portal. 
A dedicated team will follow up 
and work on the outcomes of the 
F&T Portal clients' consultations 
to deliver solutions and optimised 
services in the Portal and beyond.

Coming soon:  

WHAT IS 
NEXT? 
MOVING 
TOWARD 
CLIENT 
CENTRICITY  

Client  
friendly  
A recommendation system 
based on client’s preferences 
and field of interest

Upgrated  
search tool
Upgraded Search tool to 
increase the accuracy of the 
searches.

Get started  
pack
'Get started pack' to support 
easy navigation 

New look
Revamping the look and  
feel of F&T Portal

Mobile app
In the long term, developing 
a mobile app to offer an 
easy access to the most 
wanted functionalities



GETTING IN TOUCH WITH THE EU

In person
All over the European Union there are hundreds of Europe Direct centres. You can find the address of the 
centre nearest you online (european-union.europa.eu/contact-eu/meet-us_en).

On the phone or in writing
Europe Direct is a service that answers your questions about the European Union. 
You can contact this service: 

– by freephone: 00 800 6 7 8 9 10 11 (certain operators may charge for these calls), 

– at the following standard number: +32 22999696,  

– via the following form: european-union.europa.eu/contact-eu/write-us_en.

FINDING INFORMATION ABOUT THE EU

Online
Information about the European Union in all the official languages of the EU is available on the Europa 
website (european-union.europa.eu).

EU Publications
You can view or order EU publications at op.europa.eu/en/publications.  
Multiple copies of free publications can be obtained by contacting Europe Direct or your local documentation 
centre (european-union.europa.eu/contact-eu/meet-us_en).

EU law and related documents
For access to legal information from the EU, including all EU law since 1951 in all the official language 
versions, go to EUR-Lex (eur-lex.europa.eu).

EU open data
The portal data.europa.eu provides access to open datasets from the EU institutions, bodies and agencies. 
These can be downloaded and reused for free, for both commercial and non-commercial purposes. The portal 
also provides access to a wealth of datasets from European countries.

https://european-union.europa.eu/contact-eu/meet-us_en
https://european-union.europa.eu/contact-eu/write-us_en
https://european-union.europa.eu/select-language?destination=/node/1
https://op.europa.eu/en/web/general-publications/publications
https://european-union.europa.eu/contact-eu/meet-us_en
https://eur-lex.europa.eu/
https://data.europa.eu/en


The Client Centricity initiative aims to put the clients of EU funding 
opportunities at the centre of future developments. This means that the 
clients’ perspective will be embedded in the early steps of future changes 
to the Funding & Tenders Portal, the single entry point for EU programmes 
& procurement opportunities. This report includes insights into the Portal 
clients and summarizes the results of two consultations launched last 
year to gather data on the experience of F&T Portal clients and to identify 
key areas for improvement. It includes the findings of a general survey 
launched in May and subsequent rounds of dedicated virtual feedback 
sessions involving 76 beneficiaries of the F&T Portal.

Studies and reports
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