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1. Introduction & General Overview

1.1 The United Nations Office For Project Services (UNOPS), wishes to solicit proposals from Travel Management Companies to provide support services including air and rail travel reservations, ticketing, as well as related advisory and reporting services.

1.2 UNOPS (United Nations Office for Project Services) is an operational arm of the United Nations, with approximately 8000 personnel spread across 80 countries. UNOPS provides business travel services to its own staff and to the personnel of a wide range of partners such as the United Nations, Foundations, Governments, Inter-Governmental Organizations, International Financial Institutions, NGOs, Multilateral Institutions and Trust Funds. 

1.3 In 2018, the UNOPS overall gross air and rail ticket expenditure reached approximately USD 18 M. Details of the travel volume and information on connections is outlined in Appendix 1 of this document. It is understood, however, that UNOPS cannot commit to maintain in the future the traffic volume presented in Appendix 1. The mentioned volume includes UNOPS global travel volume for all offices for the year 2018 only.

1.4 Most UNOPS offices are using some form of outplant arrangement with travel planning and / or booking by own staff and support from offsite locations (back office support) from current holders of Long Term Agreements (LTA).

1.5 The bidding travel management companies, hereinafter referred to as “the Company”, must consider that UNOPS has also its own Travel Policy, which is included as Appendix 3 of this document. Travel related procedures as well as travel information systems are specific to UNOPS.


2. Responsibilities of the Parties


2.1 UNOPS Responsibilities

2.1.1 Contract Management. UNOPS HQs will perform contract management functions, provide policy guidance, and coordinate services and management efforts for all UNOPS Offices Worldwide. In addition, UNOPS HQs will organize regular meetings with the Company to ensure proper monitoring of all services rendered.

2.1.2 Facilities and related issues. Please refer to Chapter 7 of this Schedule of Requirements.


2.2 The Company Responsibilities

2.2.1 General Description. The Company shall provide a comprehensive travel management solution and implement a program responding to the strategic requirements of UNOPS in terms of customer service, cost savings and policy compliance. The Company shall provide all personnel, equipment systems, technology, materials, supervision, account management, as well as all other items and services necessary to perform comprehensive travel management as defined herein.

2.2.2 Facilities and related issues. Please refer to Chapter 7 of this Schedule of Requirements.

2.2.3 Compliance with the Service Level Agreement and other contractual obligations. As outlined below.


3. Services and Service Level Agreement


3.1 Framework

Travels shall globally, as much as possible, be serviced by an offline travel agent managed service delivery arrangement, with an online booking / travel management tool solution. The Online Booking Tool (OBT) shall enable users to make worldwide travel arrangements and will have access to the best available airfares, including local market fares competitive to any market and UN negotiated fares.

The offer of the Company shall support the following common strategic objectives defined by UNOPS:

3.1.1	Client Service: Deliver high quality of service through off-site outplants for global travel for all UNOPS offices around the world in a 24/7 operation

3.1.1.1	Deliver travel services through offline team / travel outplant staffed with highly professional, client oriented travel counsellors.

3.1.1.2	Provide 24/7 hours operation to UNOPS travellers worldwide.

3.1.1.3	Ensure optimized resource utilization through state-of-the-art travel management processes and call distribution systems.

3.1.1.4	Provide user-friendly communication tools & trainings on travel related matters, including a comprehensive “Travel-Portal”.

3.1.1.5	Direct access to GDS and ticket issuance from the Company.

3.1.2	Cost savings

Achieve cost savings by ensuring strict compliance with UNOPS travel policies, Online Booking Tool implementation, and extensive use of corporate airfares.

3.1.2.1	Determine the most economical routes in compliance with UNOPS travel policies using experienced airfare experts.

3.1.2.2	Implement a user-friendly “Online Booking / Travel Management Tool” solution supported by a cost effective offsite service and support centre. Ensure a seamless integration of online and offline solutions into a single, client-oriented travel process.

3.1.2.3	Provide highly competitive Company negotiated fares and proactively apply negotiated fares at the country of requested service.

3.1.2.4	Offer fully automated and highly efficient ticket invoicing and refund tracking systems.

3.1.2.5	On request provide access to fulfilment process platform (incl. OBT) for UNOPS to utilize in-house resources of existing travel agents at the country office.

3.1.3	Travel Management: Ensure continuous travel monitoring and optimization.

3.1.3.1	Identify and implement further service optimization and cost saving measures at both strategic and operational levels.

3.1.3.2	Support the UN with respect to “green” and sustainable travel programme.

3.1.3.3	Provide proactive assistance, when required, to the airline negotiation process and corporate fare analysis.

3.1.3.4	Provide a comprehensive data management solution. Set-up user friendly, fully reliable management dashboard reports as well as a yearly business plan.


3.2 Booking, Ticketing and Traveller support services

3.2.1	Offline travel agent managed booking, ticketing & processing solution

3.2.1.1 The Company must propose an offline travel agent managed solution to UNOPS for a cost effective booking, ticketing and processing arrangement.

3.2.1.2 The proposed outplant platform should offer services as summarized below, but not limited to:
-	Deliver high quality of services for all UNOPS travellers. Be staffed with highly experienced and client oriented travel counsellors.
-		Propose/Determine the most direct and economical routes using experienced airfare experts. The outplant platform should have full capacity and expertise in terms of booking complex itineraries worldwide and issuing corporate negotiated fares.
-	Provide for travel from anywhere worldwide access to local market fares in order to book the most cost-effective route.
-	Provide a dedicated team for UNOPS and ensure a backup team with the same level of professionalism.

3.2.1.3 The location and design of the outplant solution is left to the discretion of the Company provided that the proposed arrangement offers the same or similar performance level as an implant solution described in the Schedule of Requirements. It should in particular offer equal or similar quality, reliability, professionalism and expertise proposed as the implant. The Company is expected to demonstrate its capacity to implement the proposed outplant solution, the adequacy of its management model, the effectiveness and user-friendliness of the proposed tools and systems. The Company should also outline the benefits as well as possible challenges and/or weaknesses of the proposed solution.
3.2.1.4 Any cost or process implication for accepting the outplant solution for processing part or totality of the travels must be clearly indicated in the offer. 
The outplant solution must be operating 24/7 regardless of local holidays or time zones.

3.2.2	Provision of Negotiated Air Fares and Implementation of UN Corporate Air Fare Agreements.

3.2.2.1	Proactively apply UN negotiated fares. UNOPS reserves the right to require the use of specific airlines offering negotiated discounts to UNOPS.
3.2.2.2	Provide, when required, assistance for loading and updating UN negotiated fares to allow issuance of tickets through the Online Booking Tool (OBT) or though a Global Distribution System (GDS). Ensure proper implementation of all UN negotiated air fares.
3.2.2.3	Provide access to the Company’s private negotiated air fares, which can also effectively contribute to increase the level of savings achieved by UNOPS.
3.2.2.4	Update UNOPS on a regular basis about Company negotiated fares and ensure that these fares are accessible to the UN through the Online Booking Tool as well as through the Global Distribution System (GDS).

3.2.3	24/7 Operations

3.2.3.1	Provide 24/7 operational support to UNOPS travellers as listed below:

-	Provide 24/7 operations service with adequately trained personnel.
-	Provide all essential services with regard to travellers’ booking, ticket issuance, refunds and rebookings as needed.
-	Ensure that the staff is knowledgeable about standard UNOPS procedures.
-	Provide 24/7 contacts for key management personnel.
· Provide 24/7 contacts on all relevant communication supports (itineraries, etc.).

3.2.3.2	In case of a major crisis, set-up a dedicated UNOPS support platform to provide all essential services with regard to travellers’ information, booking and ticket issuance. The dedicated emergency platform should be preferably staffed with selected travel counsellors and be available until the end of the crisis.

3.2.3.3	Set-up a multi-hazards business continuity plan and ensure all necessary updates.

3.2.3.4	Ensure capability to track, at any time, UNOPS traveller’s locations and bookings. In an emergency situation, the Company will provide a comprehensive list of passengers’ locations and booking within two (2) hours.
3.2.3.5	Propose, as an optional service, an access for UNOPS travel managers to the latest traveller tracking technology/system. The system should offer comprehensive and real time traveller localisation capabilities and, if possible, outreach communication facilities through SMS, mobile phone and/or email. The Company will provide access to the tracking technology/system, appropriate software implementation, maintenance, personalized support, as well as the necessary trainings.

The access to the “traveller tracking system” (3.2.3.5) will be proposed by the Company as an optional service. UNOPS reserves the right to determine - at its sole discretion and subject to availability of funds - if this service will be part of the final contractual agreement between UNOPS and the Company.

3.2.4	Online Booking Tool (OBT) & Travel Portal (for more detailed OBT specification, please, see Appendix 2)

3.2.4.1	In order to allow travel arrangements at lower cost, propose, implement, maintain and upgrade at no extra cost, a user-friendly, client-oriented Online Booking Tool (OBT). The OBT shall allow use for simple round trip tickets as well as more complex itineraries. In Appendix 2, there is a specification for the OBT with requirements and functions that the tool should accommodate as far as technology allows. UNOPS will determine the implementation strategy of the Online Booking Tool. Furthermore, UNOPS reserves the right to select a third party online booking tool.

3.2.4.2	The proposed Online Booking Tool Solution shall at least have the following features:
-	Access to travel portal through UNOPS intranet via single sign on functionality. Compatibility with all existing mobile applications i.e. IOS, Android, Blackberry, etc. would be a plus.
-	Single ID access for each traveller/travel arranger to ensure security of the transactions and allow appropriate tracking capabilities.
-	Fully configurable in order to accommodate all UNOPS organizations’ requirements, rules and travel policies.
-	Real-time access to all public fares, web and low-cost fares as well as UN negotiated fares and the Company’s private fares.
-	UNOPS may opt to only display fares within their travel entitlements and policy.
-	Capabilities to implement and link with UNOPS authorization processes for easy reconciliation of transactions against correct budget codes.
-	Real-time easy booking and ticketing, with options to hold bookings as per airlines policy and reminder to the traveller/travel arranger before the deadline elapse.
-	Guaranteed services at the online transaction fee in case of  the tool unavailability.
-	Monthly reporting of OBT use.
- 	Ability to integrate the emissions-calculator from ICAO (Please, see Appendix 4).


3.2.4.3	Designate an implementation manager and/or implementation team.

3.2.4.4	Support implementation and ensure customization of the standard tool according to UNOPS requirements and Travel Policy. Ensure proper maintenance of the tool in UNOPS and provide training and documentation to UNOPS staff.

3.2.4.5	Ensure that UNOPS traveller profiles are initially uploaded in the Online Booking Tool from UNOPS HR feed and provide access to a traveller-profile management system for further update by the travellers or UNOPS designated travel arrangers.

3.2.4.6	Implement at UNOPS request a client (traveller) oriented online Portal to serve as “entry point” for travel related queries/processes.

3.2.4.7	Collaborate with UNOPS to set-up the B2B interfaces with UNOPS Enterprise Resource Planning (ERP) tool.

3.2.4.8	Inform UNOPS on a regular basis about possible OBT enhancements.


3.2.5 Direct Access to a Global Distribution System (GDS)- Fulfilment Platform

3.2.5.1	UNOPS own designated Travel Assistants will be responsible for the processing of bookings for their travellers in line with the applicable policy.

3.2.5.2	The Company will provide UNOPS with a document describing the PNR standards and processes to be followed by UNOPS Travel Assistants.

3.2.5.3	The Company will be responsible for facilitating and implementing a complete fulfilment platform solution with direct access to a major GDS as follows:

a. Each UNOPS office using the fulfilment platform solution will receive access to a specific GDS PCC as needed.
b. UNOPS own Travel Assistants will be provided with a personal GDS user ID;
c. UNOPS Travel Assistants will receive appropriate initial GDS trainings and have access to the entire GDS online training programme throughout the whole duration of the Long Term Agreement between UNOPS and the Company.
d. UNOPS Travel Assistants 
e. In order to perform bookings and monitor activities, UNOPS Travel Assistants will also have full access to offline travel agent managed team.
3.2.5.4	UNOPS will have access to the 24/7 emergency service to modify or cancel reservations outside regular business hours.

3.2.5.5	In case, UNOPS processing staff are unable to process travellers ‘personal travel’ arrangements, the corresponding files will be queued to the offsite or onsite branch and charged at the applicable regular offsite or onsite travel agent fee. 

3.2.5.6	The company onsite and/or offsite offices will continue to have access to travellers’ profiles and PNR data and shall provide remote back up by email and telephone when necessary. Under these circumstances, the regular offsite or onsite travel agent fee shall apply.

3.2.5.7	Complex fare calculations, exchanges and refunds can continue to be routed to the specialized Company Air fare Unit. Any booking sent to the air fare unit will be charged at the applicable offsite or onsite travel agent fee.


3.3 Management Support and Reporting

3.3.1 Strategic Guidance and Market knowledge

3.3.1.1 Provide strategic guidance and support to optimize UNOPS travel management, including but not be limited to:

· Travel processes and travel management structure optimization;
· Cost reduction initiatives;
· Airline negotiation process optimization.

3.3.1.2 Inform regularly on travel industry highlights and provide expertise on travel issues, including up-to-date information on governmental and airline regulations.

3.3.1.3 Provide upon request relevant industry benchmarks in the area of travel management including airfare market trends.

3.3.2 Management Reporting

3.3.2.1 Statistical & Management Reporting

3.3.2.1.1 Deliver access to raw data on UNOPS travel and send by e-mail monthly, quarterly or yearly reports as agreed with UNOPS. The proposal shall contain a list of standard reports that are usually provided. A list of example statistical reports is presented in Appendix 1. UNOPS may require the Company to prepare new reports or modify existing reports.

3.3.2.1.2 Deliver to UNOPS a quarterly management dashboard report including all essential reporting information, such as: air tickets volumes & amounts, average ticket prices, type of air fares used, volumes/amounts for top routes and carriers, market share of air carriers, transaction fees amount, savings and missed savings (detailing performance by IATA public fares, UN negotiated fares, creative ticketing, Company private fares and Low cost carriers).

3.3.2.1.3 Provide access to an online reporting system through the OBT. The reporting system should allow travel managers to directly access standard and customizable reports covering all essential information broken down by organizations, departments, type of travel, etc. (see Appendix 1 for type of data). UNOPS may require the Company to offer new reports or modify existing reports. Existing reports will be modified within two weeks of the request. Within the duration of the Long Term Agreement, the Company will provide online access to the management information system, appropriate software implementation, maintenance, personalized support, as well as a minimum of one training course per year.
The Access to the Online Reporting System (3.4.2.1.3) will be proposed by the Company as an optional service. UNOPS reserves the right to determine at its sole discretion and subject to availability of funds if this service will be part of the final contractual agreement between the UNOPS and the Company.

3.3.2.1.4 Undergo every year an analysis of UN negotiated fares, including industry benchmark comparisons.

3.3.2.1.5 Provide every year an average air ticket price database based on historical data. The information will be broken down by destination, in an electronic form for easy up loading in UNOPS intranet.

3.3.2.1.6 Provide a comprehensive annual CO2 emission report as per ICAO standards (Please, see Appendix 4).

3.3.2.1.7 Maintain detailed activity tracking reports (i.e. telephone, e-mail, changes, cancellations, etc.), and provide reports at a frequency agreed with UNOPS.

3.3.2.1.8 Provide every Friday a pre-trip report showing the status of reservations and outlining the names and itineraries of the travellers scheduled to travel during the weekend and the following week.

3.3.2.2 SLA Performance Reporting

Provide comprehensive data and performance reports against agreed service metrics of the SLA, including but not limited to:

3.3.2.2.1 Telephone and e-mail performance measurements showing the percentage of calls/e-mails responded in accordance with the SLA requirements.

3.3.2.2.2 Annual Business Plan
The Company and UNOPS shall agree to an on-going Business Plan (updated every year), covering all major initiatives and including a timeline to accomplish objectives.The Company will provide monthly progress reports on performance against the Business Plan.

3.3.3 Meetings and Steering Committee

3.3.3.1 In order to review service performance, organize regular management meetings with UNOPS representatives, the Company operation manager and key account manager (schedule set by UNOPS). Organize separate management meetings with each organization (schedule set by UNOPS).

3.3.3.2	Prepare an Agenda, which summarizes the primary topics and objectives of the meeting as well as the status of all pending deliverables prior to the meeting.

3.3.3.3	Submit Minutes within five (5) business days following each meeting.


3.3.4	Client Satisfaction Survey

3.3.4.1	Perform an on-going electronic customer satisfaction survey to measure the overall satisfaction of travellers and travel arrangers as well as satisfaction scores against selected service criteria.
3.3.4.2	Provide a consolidated monthly and annual customer satisfaction report. Results will be used to assess the service level delivered by the Company and to set-up annual improvement plans.


3.4	Other Travel Related Services

3.4.1	Special Assistance for travellers

Provide assistance to UNOPS and UNOPS travellers in case of accident, sickness, injury or death, loss or damage to baggage.

3.4.2	Meeting Arrangements & Cost Estimates

3.4.2.1	Assist in the organization of travel plans for conferences and meetings.
3.4.2.2	Provide comprehensive cost estimates within one (1) week to assist UNOPS in developing travel expense budgets for any travel, meeting or conference worldwide.
3.4.2.3	Offer solutions to optimize meeting locations based on various criteria such as travel costs or environmental considerations.
3.4.2.4	Designate a dedicated focal point for major meetings and conferences, in order to ensure proper coordination with the UNOPS respective offices.

3.4.3	Baggage allowance & Excess Baggage

3.4.3.1	Inform UNOPS travellers about accompanied baggage allowance, excess baggage charges and rules.

3.4.3.2	Inform UNOPS travellers about baggage insurance if requested and provide advice in case of lost baggage.

3.4.4	Travel Documentation & information delivery

3.4.4.1	E-tickets delivery
Ensure that 100% of all e-ticketed documents are delivered at maximum 24 hours following booking confirmation, unless otherwise instructed by UNOPS or unless travelling occurs within that time frame.

3.4.4.2	Schedule changes
Promptly notify (i.e. SMS, email) travellers and travel arrangers of any schedule changes and/or delays which may interfere with the travel arrangements (airport closings or strikes, cancelled flights or trains or others). Inform travel managers in case of major disruption.

3.4.4.3	Lost or stolen tickets

Act as a liaison agency between the transporter and the traveller to resolve issues of lost or stolen train, bus tickets and replace the documents in agreement with UNOPS.

3.4.4.4	Itinerary (air)

Provide electronic itineraries to UNOPS travellers in English, showing in one single and clear document with comprehensive reservation details:

	-  	Status of reservations on all carriers segments;
	-  	Travel dates, departure and arrival times at destination and 	transfer points;
	-	Transportation costs in local currency including achieved 	and missed saving;
	-	Conditions such as ticketing deadline (TDC), fare 		guarantee, 
	-	assigned seats;
	-	Contact telephone number and 24/7 emergency service phone 	number;
	-	Baggage allowance;
	-	CO2 emission information;
	-	Name of travel counsellor handling the reservation;
	-	Lowest available offer at the time of initial booking.

	3.4.4.5	Itinerary Remarks

Include standardised remarks (Standard recommendations, Company reminders and UNOPS procedural information).

3.4.5	Quality Control

	3.4.5.1	PNR Control

Check each transaction by an automated quality control management system.

	3.4.5.2	Quality Representative

Designate a quality representative who will act as a focal point of UNOPS for service quality/complaint related subjects.

	3.4.5.3	ISO Certification

Provide quality certification (ISO 9001 or equivalent) within the first two (2) years of contract implementation.

3.4.6 Complaints from UNOPS or UNOPS travellers

3.4.6.1	The offer shall include a detailed description of the Company’s complaint management systems and procedures.

3.4.6.2	Ensure record in the Company’s complaint management system and written acknowledgment within four (4) hours.
	
3.4.6.3	Promptly investigate and resolve any complaint from UNOPS or UNOPS travellers.

3.4.6.4	Ensure final resolution and response to UNOPS or UNOPS traveller within ten (10) days after written acknowledgement.

3.4.6.5	Final response to UNOPS or UNOPS travellers shall explain the causes of the problem and detail the specific steps that have been taken or will be undertaken to prevent recurrence of the problem. 

3.4.6.6	Provide regular advice on progress by the Company’s designated quality representative.

3.4.6.7	The copies of all complaints received and the Company’s written responses should be provided to the designated UNOPS Travel Manager and held for review upon request. Complaints’ reports must make a distinction between Transportation Management System (TMS) Contractor errors and other types of incidents.

3.4.7	Computer Reservation System (CRS)

3.4.7.1	Provide UNOPS with the most recent version of proposed Global Distribution System (Amadeus, Galileo or other) and maintain up to date with the latest version of the GDS available on the market throughout the whole duration of the Long Term Agreement. 

3.4.7.2	For OBT users, the GDS shall be integrated into the OBT solution and delivered via the OBT interface. 

3.4.7.3 	The offer shall indicate the name of the proposed GDS. 

3.4.7.4	Ensure capacity to access all types of fares (IATA public fares, UN negotiated fares, web-low cost carrier fares...) on the same display / booking system.

3.4.8	Local issuance restrictions

Describe in the technical offer, limitations (sanctions, embargos or other reason) that hinder the Company to make arrangements in certain markets (countries) or with specific carriers and provide alternative options.

3.4.9	Amenities and additional services

3.4.9.1 Inform and give advice to UNOPS travellers of any additiona complimentary service provided by carriers such as limousine transfers or STPC (stopover paid by carrier) hotels.

3.4.9.2 Inform UNOPS travellers of any ancillary service available at an additional cost and the exact amount (advance seat reservation, excess luggage, lounge access, etc.).

3.4.10	Destination Information

Advise, when requested, on country of destination (visa and health requirements, time zone, local Company location, etc.

3.4.11	UNOPS Company &  Traveller Profiles

3.4.11.1 Create and update the Company profile for UNOPS accounts.

3.4.11.2 Ensure accuracy of all traveler profiles by carrying out annual    reviews and update of all profiles to.

3.4.11.3 Build in the CRS traveller profile for each traveller. Complete the profiles’ loading for all existing travellers before the beginning of the contract.

3.4.11.4 Update traveller profiles and verify accuracy of information with the traveller when a new booking is initiated.

3.4.12	Cancellations & Refunds

3.4.12.1	Process refunds of all fully/partially unused tickets within 48 hours following reception of request or notification.

3.4.12.2	If refund cannot be obtained directly by the Company, advise in writing within 48 hours that the refund application will be processed by a third party (Company’s local partner).

3.4.12.3	Verify residual value of partially used tickets refunded by carriers. Any difference between UNOPS’s calculation and the actual refund shall be justified by the Company’s calculation.

3.4.12.4	Advise UNOPS within five (5) working days about possible penalty charges of cancelled travel requests.

3.4.12.5	Issue credit note for outstanding refunds within thirty (30) days upon notification by UNOPS.

3.4.12.6	Absorb all cancellation charges or penalties for which the Company is responsible.

3.4.12.7	Obtain justification from airlines for rejected refunds.

3.4.12.8	Void and/or reissue tickets whenever possible instead of refunding.

3.4.12.9	Maintain a log of all pending refund requests and ensure the follow-up on a monthly basis or as otherwise agreed with UNOPS.

3.4.12.10	Inform UNOPS on a monthly basis of unused flight segments of outstanding refunds identified through an automated ticket tracking system.

3.4.12.11	Provide monthly and annual reports showing the status of settled and pending refund requests, including the total amount of penalties & amounts not refunded.

3.4.13	Private Deviations within Official Travel

3.4.13.1	Personal deviations as part of official travel shall be billed separately to travellers and excluded from invoices to UNOPS.

3.4.13.2	The Company is expected to clarify which segments booked are for personal deviations. The Company will clearly document the cost and routings of personal portions and will calculate the additional cost involved.

3.4.13.3	UNOPS will not be liable for expenses related to personal portions, and reserves the right to audit all travel records to verify the accuracy of allocated costs between official and personal charges.

3.4.14	Accounting, Invoicing & Payment

3.4.14.1	Offer direct invoicing or alternative solutions to avoid extra direct or indirect cost such as Optional Payment Charge (OPC).

3.4.14.2	Provide solution for the purchase and issuance of low-cost carriers’ tickets.

3.4.14.3	Submit detailed electronic invoices for each transaction covering the following information:

· Reference of the Travel Authorization/Travel Request number;
· Name of the traveller(s);
· Date of travel;
· Travel itinerary;
· Currency and the amount of the ticket cost;
· Airport and security taxes;
· The transaction fee billed, in accordance with the agreed pricing model;
· Any other relevant information requested by UNOPS.

3.4.14.4	Provide a Statement of Account (SOA) consolidating all invoices at a mutually agreed frequency .

-	In case the invoice included in the statement of account do not conform to the instruction given in UNOPS Travel Authorization/entitlement, UNOPS shall only pay the amount authorized.
-	Whenever the Company has incurred or paid the expenditure involved in a currency other than in US Dollars (USD), neither Party to the contract should gain on exchange rate fluctuations at the expense of the other party.

3.4.14.5	All invoices submitted for payment by the Company will be approved and settled by UNOPS within thirty (30) calendar days after receipt of the Statement of Account. Any invoice questioned by UNOPS should be resubmitted within one (1) month together with such explanations and/or clarification as may be required.

3.4.14.6	Billing will be done in principle in USD. If previously agreed by UNOPS and in accordance with the local legislation, billing may be done in the currency of the country where the ticket has been issued (relevant especially for UNOPS global solution).

3.4.14.7	Collaborate with the implementation of B2B interfaces of corporate invoicing and payment systems.

3.4.15	Hotel Booking & Special Rates

3.4.15.1	Book hotels free of charge in connection with air reservations. Apply lowest available rate in compliance with UNOPS Travel Policy, unless otherwise agreed.

3.4.15.2	Any cost or advance related to hotel booking should be charged & invoiced directly to the traveller, unless otherwise instructed by UNOPS.

3.4.15.3	Store and implement UN negotiated hotel rates in the OBT / GDS, including information on the required method of booking. Offer Company negotiated hotel rates worldwide.

3.4.15.4	Provide hotel itinerary including arrival dates, confirmation number, rate secured, guaranteed reservation information, time limit required for cancellation, contact addresses/phone numbers.

3.4.15.5	Upon UNOPS’ request, provide assistance and support for the implementation of a cost-effective hotel programme.


4. Key Performance Indicators & Penalties

The Company shall agree to perform the contract in accordance with the KPIs and related targets listed below. UNOPS may establish a penalty provision for non- performance of KPIs.


4.1 Key Performance Indicators and related targets

	4.1.1 Traveller / Travel arranger overall satisfaction:
-	At least 90% on the “top two scales” of a five-level overall satisfaction measurement (previously agreed with UNOPS). During initial twelve (12) months contract period, UNOPS can accept a score below 90%, but it should be in all cases above 70%.

4.1.2 Booking / Ticketing services:

-	Provide 100% of bookings at the lowest available fare in compliance with UNOPS Travel Policy.
-	Ensure 100% of all e-ticketed documents delivered 24 hours after booking confirmed unless otherwise instructed or unless travelling occurs within that time frame.

4.1.3 Telephone / Email / On-site (walk-in) assistance:

· Minimum 90% of all telephone calls to be answered within 15 seconds or 5 rings.
· Minimum 90% of all call-back within 60 minutes.
· Maximum 3% lost telephone calls during 24 hours service.
· 90% of emails responded within six (6) hours (100% within 24 hrs).
· UNOPS travellers shall not wait more than five (5) minutes prior to receiving
on site assistance.


4.2.	Penalties & Compensation in case of non-performance

UNOPS will consider the contractor as underperforming if it does not comply with the key performance indicators indicated in section 4.1. UNOPS reserves the right to apply penalties up to 20% of the travel agent fees as applicable in the following cases (based on a full month measurement):

1) Failure to respond to:

- Minimum 90% of all telephone calls within 15 seconds or 5 rings;
- Maximum 1.5% lost telephone calls;
- 90% of emails responded within six (6) business hours (100% within 24 hrs).

2) Travellers/Travel arrangers overall satisfaction scores: “top two scales” of a five- level satisfaction measurement being lower than 70% during the initial twelve (12) months implementation period and lower than 90% after the initial twelve (12) months contract period. The five-level satisfaction measurement will be previously agreed with UNOPS.


4.3	General Air Fares Compliance

The Company agrees to cooperate with verifications of air fares offered and accept any UN and/or independent air fare audit. The Company will reimburse UNOPS for any significant amount by which fares offered to travellers has exceeded the lowest applicable fare within the context of UNOPS Travel Policy, and unless otherwise instructed by UNOPS.

5.	Independent Audit of Air fares

5.1	Offer, as an optional service, a Company’s performance evaluation by an independent third party airfare auditor. The audit would be carried out during the initial three (3) years of the contract implementation and will be based on a sample of 500 PNRs. The purpose of the audit will be an assessment of the compliance with UNOPS Travel Policy and, more particularly, with regard to the “the lowest available fare principle”.

5.2	The Company will recommend a highly qualified, independent third party auditor established in the travel industry. However, UNOPS reserves the right to request alternative proposals and make the final selection.

5.3	If the percentage of errors discovered for a particular period exceeds 2 per cent, UNOPS will multiply the average USD amount of the errors discovered during the audit by the percentage of PNRs containing errors and the total transaction for the period. The Company will reimburse UNOPS for this amount. To illustrate, if the average error is USD 400and the error occurs on 3% of all PNRs, the amount due for a period with 1000 transactions would be USD 12,000 USD 400 times 3% times 1,000). It is understood that UNOPS will consider that an error was made by the travel agent if the fare booked is higher than the lowest available fare and was not preapproved or requested by UNOPS. This clause also applies for other cases, for transactions made in other currencies.

The “Independent Audit of Air Fares” (Chapter 5 of this Schedule of Requirements) will be proposed by the Company as an optional service. UNOPS reserves the right to determine at its sole discretion and subject to availability of funds if this service will be part of the final contractual agreement between UNOPS and the Company.


6.	Leisure Travel for Staff (not a mandatory requirement for the Company)

Provide separate cost-effective leisure travel services to UNOPS personnel. Costs relating to the necessary staff, tools and systems to handle leisure travel services should not be borne, in any case, by UNOPS and should be billed directly to the traveller.


7.	Human Resources
  
	7.1	Capacity

	7.1.1	Number of Staff
Provide UNOPS with adequate staffing structure in order to provide the agreed services at entire satisfaction of UNOPS since the first day of operation. The Company will explain how it will identify, recruit and train a sufficient number of qualified staff for operations and programme management support.

	7.1.2	Staff Skills and Experience

7.1.2.1	Travel Counsellors- basic skills and language requirements:

-	Certificate of Travel Agency competence and/or Professional Degree
-	Completion of IATA certificate (or equivalent) or equivalent experience;
-	Completed trainings for the use of the latest version of the relevant GDS;
-	Completed trainings for the use of the latest version of the OBT;
-	Fluency in English written and spoken;
-	Other languages are an asset. 

7.1.2.2	Account Managers will have at least ten (10) years of business travel experience at similar positions with large international corporate clients (at least USD 10 million in net international air sales). UNOPS focal points / Key Account Managers will act as the liaison of UNOPS. The focal points / Account Managers will be dedicated to the UNOPS account and should be available for meetings within reasonable notice (1-2 days).

7.1.2.3	Senior Travel Counsellors / Team Leader - Minimum five (5) years with predominantly complex international corporate travel experience after completion of travel agency apprenticeship or equivalent training, and full proficiency on the relevant GDS.

7.1.2.4	International Airfares Specialist – Minimum five (5) years of specialized experience in international airfare calculation including complex international routings, manual calculations and round the world fares.

7.1.3	Staffing Management

7.1.3.1	Provide trained back-up staff for UNOPS in the event of illness, vacation, emergency or any other absences.
7.1.3.2	Provide to all personnel periodic training and testing on the UNOPS travel policies, procedures, UN negotiated fares etc.
7.1.3.3	Up-date staff list by location including direct telephone numbers, Fax/E-mails and code of each travel counsellor.
7.1.3.4	Avoid compensating employees in a manner that would encourage them to increase the cost of UNOPS travel, or would otherwise be inconsistent with UNOPS policies and objectives.

7.1.4	Recruitment

7.1.4.1	If required by UNOPS, submit resume for all newly hired staff for review and validation. UNOPS has the right to request the replacement of any Company employee for a reasonable cause.
7.1.4.2	In order to avoid service disruption, the selected Company is encouraged to hire a sufficient number of experienced travel counsellors.


8.	Contract Implementation Plan

The Company will provide a detailed description of the contract implementation plan of UNOPS travel services and related SLA. The implementation plan should at least cover the following periods: first three (3) months (prior to service provision start) and following three (3) months. The implementation plan shall, among others, shall provide the following information:
· Clear milestones with regard to each stage of the contract implementation phase, including “end-to-end” process testing.
· The coordination / project management process the Company will set-up during the contract implementation phase. The plan will also describe the type and level of support provided by the Company’s management during the implementation phase.
· The type and quantity of resources allocated by the Company for the implementation phase, including a detailed description of the roles & responsibilities of assigned individuals.


9.	Other Terms

9.1	Travel Authorizations

UNOPS shall make official requests for services in writing or by OBT. UNOPS shall not be liable to reimburse the Company for travel services provided by the Company without an officially approved Travel Authorization. For OBT solutions, the TA process shall be integrated as per specifications in Appendix 3.


9.2	Travel Authorizations - Emergencies

9.2.1	In case of urgency, verbal requests may exceptionally be made by an authorized representative other than the travel units' designated staff, followed by an official written confirmation. UNOPS shall notify in writing, from time to time, to the Company of the names, titles and functions of the officials authorized to request and approve travel services.

9.2.2	In case of emergency, designated officials of UNOPS will be authorized to verbally order tickets. These orders will be subsequently covered by an official Travel Authorization within five (5) working days. 


9.3	Compensation for services and payments to the Company

As full compensation for the services rendered under the contract, UNOPS shall reimburse the Company for the cost of:

-	All transportation tickets and other services provided by the Company under the provisions of the contract;
-	Cancellation charges imposed or assessed by airlines, railways, hotels or others by reasons of cancellations of any reservations procured under the provisions of the contract at the specific request of UNOPS. However, the Company shall be required to take the necessary steps, and make its best efforts, to assist UNOPS and UNOPS travellers, as the case may be, to avoid such cancellation charges;
-	Any other reasonable expenses incurred by the Company relating to services covered by the contract and agreed upon specifically from time to time between the Company and UNOPS. The Company agrees that costs under this paragraph shall not exceed commercial rates, where such exist, or otherwise the cost shall not exceed the cost charged to its most favoured clients for equal or similar services.


9.4	Overrides and commissions perceived by the Company

UNOPS requires full disclosure and credit of all revenues (commissions, overrides or others) perceived by the Company as a result of the transaction volume made with UNOPS. Overrides are negotiated incentive commissions paid to the Company by certain airlines with which the Company has preferred relationships.

Any air or rail override cashed in by the Company based on the flown revenue generated by UNOPS will be refunded to UNOPS. The Company will allocate overrides based on UNOPS’s contribution to the overall override amount.

The Company shall also debit UNOPS any free of net transportation cost in the event airlines grant commission on individual tickets up-front.

The Company will provide reasonable documentation of Override Commission Earnings and allocation to UNOPS, subject to the confidentiality provisions of its agreement with the airlines.

The UN may negotiate airline discounts that are net of Override Commission, in which case, no Override revenue will be due to the UN for sales on such carriers.

It is understood that breach of this provision will constitute grounds for early termination of the Contract by UNOPS.


9.5	Insurance

The Company shall provide full insurance coverage for its staff, furniture, equipment, and personal effects against theft and damages caused by fire, glass breakage, storms, water, strikes and riots. The Company shall also have valid third party liability insurance and insurance against damages caused to leased premises.


9.6	Discrimination

The Company shall provide full travel services to UNOPS and to their travellers, without discrimination on the basis of nationality or on any other grounds, on a worldwide basis.


9.7	Changes within UNOPS

As a result of potential administrative changes within UNOPS, the list of authorized representatives and internal work procedures and policies are subject to change.


9.8	Records & Books of Account

9.8.1	The Company shall keep systematic and accurate records and books of account, which shall at all times, be subject to audit by UNOPS. When it is so requested by UNOPS, the Company shall forward all relevant documents related to the performance of the contract for approval by the UN’s procurement sections. In this respect, the Company shall forward any additional information requested by UNOPS, in connection with the approval of the aforementioned documents.

9.8.2	The Company shall keep all documents prepared in connection with the performance of the contract, during five (5) years following the end of the contract, for the purpose of inspection and verification by UNOPS auditors. In this respect, the Company shall provide any necessary support and assistance to UNOPS’s auditors, in particular by granting them unrestricted access to its premises.

9.8.3	UNOPS will require that the Company retain all financial documents related to the cost and revenues of its account for a period of at least five (5) calendar years following the termination of any agreement with the Company. UNOPS will have the right to audit financial records or documents at any time upon thirty (30) days written notice during the Company contract and for five (5) years beyond its expiration. UNOPS agrees that the designated auditors, personnel, or regulator shall treat and preserve any information they may have access to during such review as confidential.


9.9	Exit conditions

In the event the service Contract established between the parties is terminated for any reason or expires by its own terms and a successor Travel Management Company is selected by UNOPS, the following provisions shall apply:

9.9.1	The Company will use all efforts to cooperate fully in assuring UNOPS and its travellers with a continued and uninterrupted service until the contract expiry or termination date.

9.9.2	The Company will provide all the standard statistical/management reports required by UNOPS for the entire contract term.

9.9.3	The Company will not reassign dedicated employees before the contract expiry or termination date in order to ensure an orderly transition with no adverse impact on service levels required by UNOPS and its travellers.

9.9.4	Subject to personal data protection requirements, and at no cost to UNOPS, other than costs imposed by third parties (such costs requiring advance notice to and approval by UNOPS), the Company will transfer and provide access to UNOPS and/or its designated successor Travel Management Company UNOPS travel data including Passenger Name Records (PNRs) and traveller profiles in the most appropriate format. Unless agreed otherwise with UNOPS, the Company will not issue tickets for travels booked more than one (1) month after the contract termination/expiry date.

9.9.5	The Company will not impose on UNOPS or the successor Travel Management Company, any special or additional fees or costs involved in or related to the transfer of services, including, but not limited to, equipment de-installation, severance for employees, leasehold obligations, data transfer or handoff, management time cooperating with the new Travel Management Company, or other time related to the orderly transfer of business to the new Travel Management Company.
[bookmark: _30j0zll]

9.10	General Provisions with regard to the Schedule of Requirements

9.10.1	The above mentioned services set forth the minimum requirements of the Company but are not intended to be exhaustive. The Company shall propose any other service that would significantly enhance the quality of travel for travellers within UNOPS rules, reduce costs or allow efficiency gains and provide such services in addition to those mentioned.

9.10.2	The Company will be expected to enter into a contractual agreement with UNOPS covering all the areas of services.
9.10.3	Any modification to the Schedule of Requirements will require a prior approval of UNOPS.

Appendices:

· Appendix 1 Traffic Volume and Background information

· Appendix 2 Specification for On-line Booking Tool

· Appendix 3: UNOPS Travel Policy

· Appendix 4: ICAO Carbon Emission Calculator (ICEC)



Appendix 1 Traffic Volume and Background information

This Annex describes current UNOPS travel management programs including data on travel spending and patterns. All Bidders should review it carefully.


Statistical data on traffic volume

Tables 1.1 and 1.2 below provide available data regarding travel and airline sales for UNOPS in year 2018.



Table 1.1 – UNOPS Type and Quantity of Trips Year 2018


	Type of trip
	Quantity of trips

	2018 short haul flights below ≥ 600 Miles
	2.685 trips

	2018 long haul flights above ≤ 601 miles
	9.238 trips

	2018 total number of trips
	11.923 trips







Table 1.2 UNOPS Top 30 departure airports


	Departure
	Number of travel 

	RGN
	1911

	GVA
	947

	CPH
	574

	BOG
	300

	KBL
	263

	JFK
	261

	NBO
	236

	AMM
	211

	BKK
	207

	LHR
	156

	LIM
	145

	ADD
	139

	BKO
	138

	BSB
	129

	EBB
	125

	MNL
	125

	PTY
	122

	TUN
	122

	BGW
	121

	FIH
	117

	BRU
	116

	ACC
	98

	VIE
	95

	BEG
	94

	JUB
	94

	CGH
	91

	IST
	91

	EBL
	88

	DEL
	84

	DAC
	83








Background information on travel policies and procedures at UNOPS


1. Travellers on Official Duty Travel do so at UNOPS expense and are provided with tickets by the Company. Travellers enjoy entitlements of cabin class as per UNOPS Standards of Travel Very senior officials may fly business class regardless of trip duration. When airlines offer free hotel accommodations at en-route stopovers (STPC accommodations) travellers should use them. The Company must inform travellers whenever such accommodations are available.
2. Travel by train on official business is in first class, provided it does not exceed the cost of air travel for the same city pair.

3. UNOPS observes strict travel authorisation procedures and expects strict travel policy compliance. The Company may not release tickets until receiving an approved travel request. However, reservations may be made while the TR is in process. Approved TRs are provided to the Company by UNOPS.

4. All transportation is arranged from the traveller’s duty station to the official destination and return by the most direct, least costly route available.

5. Travellers are in most cases not permitted to downgrade tickets to lower class of service, or exchange them for lower fares and apply the difference to personal travel.

6. The Company shall book all travel using lowest available fares within entitlements including UN negotiated rates on preferred carriers. Some organizations allow that, traveller preferences for specific flights, routings, airlines, and the location of rest/personal stops may be taken into consideration. However, if such preferences result in higher costs, travellers are required to pay for the extra-cost.
7. Whenever restricted fares are available in the authorised class of service, and provided they meet the requirements of the mission in terms of dates, length of stay, and authorized stops, travellers are required to accept such fares.

8. UNOPS may require, prior to the release of a ticket, medical & security clearance from the traveller’s respective department in the form of a properly authorised TR indicating approval to travel to a country where travel is restricted.
9. UNOPS Travel Policy allow combination of personal travel with official trips, provided that travellers pay the Company directly for the additional cost of personal portions. Personal side trips or “deviations” are added frequently to official itineraries. The Company shall arrange all personal portions as requested by travellers, and bill travellers directly for additional costs incurred. Such transactions are to be arranged between the contractor and the travellers, and must not interfere with efficient processing of official travel. Such transactions shall not result in any liability or cost to UNOPS.

10. UNOPS travel itineraries have multiple segments often involving combination of several countries. Likewise, itineraries are changed frequently prior to departure.

11. UNOPS often requests cost estimates for budgeting purposes, in most cases for meetings, group travels or conferences. These are to be provided by the Company within the contractual agreement and at no additional fee.

12. There is an important amount of VIP travel. VIPs usually receive special handling, but UNOPS will not require any additional specific team of dedicated counsellors.

13. As UNOPS provides a Daily Subsistence Allowance (DSA), travellers usually book hotels directly without the intervention of the Company. 



Appendix 2 Specifications for On-line Booking Tool (OBT)

General requirements

Travel planning

In order to ensure a proper planning the system must support setup of certain business rules and automatic approval processes such as, but not limited to:
· The possibility to book travels within a specified time frame before departure, 
· To be setup in the system to go through a different approval process than travels organized in due time who will follow the normal automatic approval procedure.

Personal traveller profile

· The system must support the creation of traveller profiles which should be possible to maintain through an automated HR feed between UNOPs and the Company 
· The system shall also allow travellers to update their own profile and UNOPS Travel Assistants to update all UNOPS traveller profiles as needed.
· Data such as but not limited to:

Traveler information
· Name
· Title
· Division
· Sub-unit
· Professional and personal Contact details (Phone number and email address)
· Passport no.
· Contact person in case of emergency

Travel documents
· Valid UNLP
· Valid Travel document

Travel preferences
· Seating
· Meals

Personal frequent flyer programs
· Name of program
· Account no.

Online travel requests

GENERAL CONDITIONS

· All travel requests should be directed through the OBT regardless of travel complexity.
· All communication between travellers and the Company agent must be through the OBT.
· Ensure FULL integration and support of UNOPS global travel policies and procedures.
· The system should be linked to all airline fares incl. low cost carriers with the possibility for UNOPS to block non-approved airlines within a short time span.
· The system must support as a minimum simple travel requests to be completed online without interaction from an advisor from the Company and without compromising the price or the travel options. 
· Complex (multi-tier) travel requests must be submitted through the OBT, but must be scrutinized and cleared by the Company to ensure the best possible price and route.
· Make full use of the traveller profile throughout the OBT.
· The interface must be user friendly and intuitive requiring no training, and free of heavy graphics and of all commercial advertising.
· The travel agent will be responsible for optimizing the system response time in order not to cause unnecessary disruption or delay to the person requesting the travel.
· The OBT must be fully supported and integrated with other mobile applications and available on all devices such as, but not limited to, tablets and smartphones and all operating systems (OIS, Android…)
· Support the possibility to arrange travels on behalf of someone else without having to create an additional user profile.
· The OBT should be able to determine not only the cheapest fares available, but also to show the list of potential travels sorted by CO2 consumption (least consuming fare first).
· The OBT should allow UNOPS to create their own CO2 reporting.
· The OBT should have a dashboard where the organization can see the year-to-date development, and compare to other previous years for various preferences.
· The OBT should have the capacity to handle an initial upload of 10,000 profiles

ONLINE BOOKINGS

· Input criteria should be standard such as but not limited to 
· Travel dates
· Preferred departure or arrival times i.e. divide the day into 4 blocks
· Destinations
· Private days
· Travellers often combine the duty travel with private days and the system should differentiate between official duty travel and private days. 
· Inform the traveller about the difference in price incurred by his/her private deviation, and if accepted by the traveller and approved by Managers, then charge the traveller’s private credit card for the corresponding additional amount. Issue a separate invoice to the traveller.
· Before presenting the list of potential travels, the system must make a validation against UNOPS rules and regulations in order to ensure 100% alignment.
· Upon selection of the chosen itinerary, the traveller must be clearly shown any “potential missed saving” when compared to the cheapest suggested itinerary.
· Support up to 4 automatic approval steps depending on UNOPS specifications. Use of pre-defined hierarchy does not support UNOPS business model.
· Support the use of electronic notifications and alerts for the approval process.
· Give the possibility to UNOPS approvers / managers to designate an Officer In Charge if they are absent to receive notifications and approve on their behalf during the approval steps.
· Status of each travel should be visible at any time for the travel organizer in order to clearly show the different stages in the approval process flow.
· A history of previous flights should be made available.

Data extraction and system Integration

· Raw travel data stored in the system’s databases should be made accessible upon request.
· Integration with ERP and other systems should support the use of, but not limited to web-services and different file formats such as .csv, .txt, .xml files etc.

Payments

· The system should be integrated with UNOPS ERP; OR
· Or, for a limited period, provide monthly lists in order to facilitate the reconciliation process between The Company and UNOPS.

Administration

· Either as super-users or in collaboration with the Company should the system be modified and setup according to business rules and regulations. 
· Easy user administration such as creation, modification and deletion of users.
· Support upload of data from UNOPS such as, but not limited to updating hierarchies, approvals, Chart of accounts with the frequency decided by UNOPS.

Train travel

· The OBT should provide train travel options on request (e.g. when the “train” option is selected). Bidders are requested to present a list of train routes for which they can offer online ticketing.
· If a train travel option is available, where the total duration of the train trip is equal or less than the shortest air journey + 5 hours, the train travel option should always be presented by the OBT, even if not requested by the user. In this case, travellers should be required to provide a justification if they do not select the train travel option. 
· The OBT should always display the train travel option (in business class) as policy compliant, independently from the price. 
· Bidders are encouraged to bring their suggestions of other possible OBT system features to facilitate the use of train travel


Appendix 3 UNOPS Travel Policy 

Please, see two separate PDF files for this:

· UNOPS Travel Policy
· UNOPS Travel Process


Appendix 4 ICAO Carbon Emission Calculator (ICEC)

Please, see separate file in e-sourcing system 
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