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STATEMENT OF REQUIREMENTS 

This document, along with its appendices, is part of Schedule 2 (Statement of 

Requirements) of the Contract.  

 

This document should be read in conjunction with other component documents of the 

Contract as these play an integral part in understanding the requirements set out in 

this document. 

 

Definitions of terms used in this document are contained in Schedule 1 (Definitions). 

 

The structure and layout of this document is ordered into sections. Each section has a 

heading with an introductory statement. This is followed by sub-headings containing 

requirements. Each requirement has two rows containing the following information 

(see example of layout of Statement of Requirements): 

 

- Requirement number; 

- Mandatory/For Information Only (FIO)/Request for Price (RFP); and 

- Requirement detail. 

  

Example of layout of Statement of Requirements 
 

O1.1.1  Mandatory 

   

Individual requirements are located from here onwards. 

 
The Requirement number indicates the number of the individual Requirement and is 

made up of one (1) letter and three (3) numbers. The letter indicates whether this 

requirement relates to the General Statement of Requirements (i.e. G = General or the 

Operations Statement of Requirements (i.e. O = Operations). The first number relates 

to the section number, the second number relates to the sub-section and the third 

number relates to the Requirement number within that sub-section. 
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The Service Provider shall ensure that a mandatory Requirement is met. 
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1. OPERATION OF THE SERVICE  

1.1 Operation of the Service - General 

 
O 1.1.1  Mandatory 

The Service Provider shall deliver the Operational Services to the Service Levels at 

the expected volumes in accordance with Appendix 04 (Volumetrics). 

 
O 1.1.2  Mandatory 

The Service Provider shall deliver the Operational Services to the Service Levels at 

the expected performance in accordance with Schedule 6 (Service Levels). 

 
O 1.1.3  Mandatory 

The Service Provider must provide an Annual Operating Plan ("AOP") created in 

consultation with TTL and agreed with TTL in accordance with Schedule 5 

(Milestones and Deliverables). 

 
O 1.1.4  Mandatory 

The Service Provider shall ensure that the AOP is updated to reflect any changes to 

operational procedures / processes and is submitted to TTL for Approval. 

 
O 1.1.5  Mandatory 

The Service Provider shall ensure that on direction from TTL: 

a) the London Cycle Hire Scheme can be suspended in accordance with Clause 6 

(Suspension of Operational Services); and 

b) a Docking Station or set of Docking Stations can be suspended or part suspended. 

The Service Provider shall take all necessary actions to achieve the above, in 

accordance with Appendix 06 (Key Process Flows) – Suspend Docking Station / 

Reinstate Docking Station. 
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O 1.1.6  Mandatory 

The Service Provider shall deliver a system that shall automatically distribute work to 

On-Street Operatives through a Mobile Device and the system shall schedule Jobs 

dynamically through configurable operational rules. 

 
O 1.1.7  Mandatory 

The Service Provider shall supply and maintain a common uniform for all Service 

Provider Personnel and On-Street Operatives. As a minimum the proposals to be 

Approved by TTL shall include:  

a) standard winter wear and summer wear; 

b) a standard colour and design; and  

c) the roundel and/or other appropriate logo and designs as provided by TTL. 

 
O 1.1.8  Mandatory 

The Service Provider shall issue Service Provider Personnel with an identification 

badge, which shall include:  

a) a photograph;  

b) name and the unique employee number of member of the Service Provider 

Personnel; and 

c) name of Service Provider. 

 
O 1.1.9  Mandatory 

The Service Provider shall ensure that all Service Provider Personnel and Sub-

Contractors are equipped with suitable Personal Protection Equipment in accordance 

with Health and Safety Legislation. 

 
O 1.1.10  Mandatory 

The Service Provider shall provide assistance and/or information to any interested 

party that may make an On-Street verbal enquiry and shall deal with such enquiries in 
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a customer friendly, professional manner. 

 
O 1.1.11  Mandatory 

The Service Provider shall ensure that TTL have direct e-mail and telephone access 

to the control room and that both forms of Communication will be answered promptly. 

 
O 1.1.12  Mandatory 

The Service Provider shall submit a Resource Plan to TTL on a weekly basis and 

report daily activity on a weekly basis against the resourcing forecast with actual 

resources utilised. 

 
O 1.1.13  Mandatory 

The Service Provider shall be responsible for the payment of all penalties incurred for 

non-compliance with any relevant Road Traffic Regulations. 

 
O 1.1.14  Mandatory 

The Service Provider shall ensure that all On-Street Operatives obey Road Traffic 

Regulations and The Highway Code and shall not behave in a manner potentially 

damaging to the reputation of TTL. 

 
O 1.1.15  Mandatory 

The Service Provider shall conduct all work in accordance with Health and Safety 

Legislation and with all due regard for the safety of Service Provider Personnel and 

Third Parties, including Customers and TTL Personnel. 

 
O 1.1.16  Mandatory 

The Service Provider shall advise TTL and fully investigate all Incidents and Accidents 

involving vehicles and Personnel related to the London Cycle Hire Scheme. 
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O 1.1.17  Mandatory 

The Service Provider shall log and maintain up to date detailed records of all Incidents 

and Accidents involving London Cycle Hire Scheme vehicles or Personnel related to 

the London Cycle Hire Scheme or London Cycle Hire Scheme users and make these 

available to TTL through an appropriate agreed mechanism or upon request. 

 
O 1.1.18  Mandatory 

The Service Provider shall not affix or permit any Third Party to affix any other 

advertising materials other than those Approved by TTL in writing. 

 
O 1.1.19  Mandatory 

The Service Provider shall ensure the Contact Centre has access to the Job 

Scheduling System in relation to On-Street and SAMS, to assist with Customer 

enquiries. 

 
O 1.1.20  Mandatory 

The Service Provider shall ensure that authorised TTL Personnel have remote read-

only access to the maintenance and redistribution systems, to allow TTL to monitor 

performance. This will include SAMS and related systems.  The access will permit 

TTL to monitor factors such as but not limited to station prioritisation and weighting. 

The access will be capable of supporting a maximum of 10 (ten) users 

simultaneously. 

 
O 1.1.21  Mandatory 

The Service Provider shall ensure that all operation and maintenance activity 

undertaken at a Docking Station are in accordance with:  

a) the Contract;  

b) the Planning Consent obtained by the TTL Group for the specific Docking Station; 

c) lease and/or licence agreements for the Sites; and 
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d) Traffic Regulation Orders obtained by the TTL Group. 

 
 
O 1.1.22  Mandatory 

The Service Provider shall capture and report Data on the energy efficiency of the 

London Cycle Hire Scheme and report to TTL on a monthly basis, including but not 

limited to: 

a) mileage travelled by each of the Operational Fleet Vehicles; 

b) fuel consumption by each of the Operational Fleet Vehicles; and 

c) energy usage at Premises. 

 

In accordance with Appendix 10 (MIS Data Requirements Overview). 

 
O 1.1.23  Mandatory 

The Service Provider shall be responsible for the stickering of Scheme Assets 

according to instructions to be provided by TTL 

 

1.2 Vehicle Requirements 

 
O 1.2.1  Mandatory 

The Service Provider shall provide a detailed method statement as part of the AOP for 

Approval by TTL for the loading and unloading operations required for the stocking or 

destocking of Docking Stations by Operational Fleet Vehicles, including: 

a) the types and weight of vehicles to be used; 

b) vehicle specification; 

c) estimated average stopping time for an operational vehicle that is used for loading 

and unloading Bicycles; 

d) emission standards of vehicles to be used; 
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e) MOT records; 

f) hire licence records where applicable; 

g) laden weight; 

h) livery (according to design and material specification provided by TTL). 

 
O 1.2.2  Mandatory 

The Service Provider shall ensure that all vehicles comply with the provisions of 

Schedule 12: (Contract Quality, Environmental and Safety Considerations). 

 
O 1.2.3  Mandatory 

The Service Provider shall ensure that Bicycles are safely and properly secured when 

being transported to avoid Damage. 

 
O 1.2.4  Mandatory 

The Service Provider shall ensure that vehicle ramps are safe for transporting 

Bicycles on and off the vehicle. 

 
O 1.2.5  Mandatory 

The Service Provider shall ensure that all vehicle livery is in accordance with 

Applicable Law(s). 

 
O 1.2.6  Mandatory 

The Service Provider shall ensure that any Operational Fleet Vehicle used in the 

provision of the Operational Services: 

a) shall be of a standard make, model and colour, with the colour matching the 

London Cycle Hire Scheme palette, to be approved by TTL; 

b) shall incorporate replaceable advertising panels; and 

c) has a livery consisting of the colour and roundel and/or other appropriate logo of 

the TTL Group and large Sponsor logos, as approved by TTL. 
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O 1.2.7  Mandatory 

The Service Provider shall ensure that vehicles have audible parking sensors. 

 
O 1.2.8  Mandatory 

The Service Provider shall ensure that all vehicles have adequate lighting for night-

time Job assignments. 

 
O 1.2.9  Mandatory 

The Service Provider shall ensure that the use of vehicles outside of the Operational 

Fleet Vehicles is subject to TTL Approval prior to use. 

 
O 1.2.10  Mandatory 

The Service Provider shall report on any vehicles used outside of the Operational 

Fleet Vehicles as approved by TTL including but not limited to; 

a) the number of vehicles used; 

b) the Vehicle Registration Number; and 

c) vehicle status of all vehicles used as part of the Scheme. 

 

1.3 Site Survey Packs 

 
O 1.3.1  Mandatory 

The Service Provider shall ensure a Site Survey Pack is produced and maintained for 

every Docking Station. 

 
O 1.3.2  Mandatory 

The Service Provider shall supply Site Survey Packs 3 (three) months prior to 

Operational Commencement Date and publish documents to an agreed shared portal 
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for access by authorised TTL Personnel and Service Provider Personnel. 

 
O 1.3.3  Mandatory 

The Service Provider shall supply Site Survey Packs 3 (three) months prior to 

commissioning of a new Site and publish this to an agreed shared portal for access by 

authorised TTL Personnel and Service Provider Personnel. 

 
O 1.3.4  Mandatory 

The Service Provider shall ensure that TTL are notified of and Approve any changes 

to the Site Survey Packs. 

 
O 1.3.5  Mandatory 

The Service Provider shall ensure that Operational Personnel work in accordance to 

Site Survey Packs, which include but are not limited to information on parking, loading 

and borough restrictions. 

 

1.4 Lost and Stolen Bicycles 

 
O 1.4.1  Mandatory 

The Service Provider shall investigate and act upon all notifications of lost, stolen and 

abandoned Bicycles including at minimum a triage prior to returning to service, as per 

TTL business rules. 

 
O 1.4.2  Mandatory 

The Service Provider shall ensure that upon a Bicycle being identified as lost or 

stolen, it records all relevant details via the Operation Management Tool. 

 
O 1.4.3  Mandatory 

The Service Provider shall provide weekly Reports of reported lost or stolen Bicycles 

including detailed free-text information such as verbal reports to the Contact Centre, 
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missing Bicycles, abandoned Bicycles and 'shoulder surfing' Incidents. 

 
O 1.4.4  Mandatory 

The Service Provider shall ensure that a Bicycle triage in accordance with Appendix 1 

(On Street maintenance Activities) is carried out on any lost or stolen Bicycle when 

returned to a depot before it is put back on-street. 
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2.  REDISTRIBUTION AND AVAILABILITY MANAGEMENT 

2.1 Redistribution and Availability Management 

 
O 2.1.1  Mandatory 

The Service Provider shall, for the purposes of Availability Management, develop a 

solution for the redistribution of Bicycles for Approval by TTL prior to the Operational 

Commencement Date, and when Approved, implement such solution. 

 
O 2.1.2  Mandatory 

The Service Provider shall provide a detailed strategy within the AOP for managing 

the redistribution of Bicycles for Approval by TTL, including but not limited to: 

a) maintaining availability of Bicycles at Docking Stations in accordance with 

Schedule 6 (Service Levels); 

b) maintaining availability of empty Docking Points in accordance with Schedule 6 

(Service Levels); 

tracking the location of Bicycles throughout the redistribution, maintenance and 

storage;d) redistributing Bicycles to meet the operational demand;  

e) redistribution of Bicycles as per TTL's ad-hoc requests; 

f) redistribution of Bicycles to meet demand at TTL's defined Key Docking Stations; 

g) suggested storage locations and types; 

h) monitoring availability and other Performance Indicators and Service Levels in real 

time;  

i) identification of required changes to the Docking Station and Bicycle allocation so 

as to ensure that the demand at Docking Stations in areas of high usage can be met; 

and 

j) the impact on the operational demand as a result of Business Account 

Subscriptions. 
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and shall comply with this strategy throughout the Term. 

 
O 2.1.3  Mandatory 

The Service Provider shall be responsible for the location of any Bicycle which is not 

on hire or in a Docking Point at all times. 

 
 
O 2.1.4  Mandatory 

The Service Provider shall consider, as part of the redistribution strategy, a method of 

alternative, additional Bicycle storage facilities at key locations agreeable with TTL 

which support operation and redistribution. This shall be developed in consultation 

with TTL. 

 
O 2.1.5  Mandatory 

The Service Provider shall provide a Report showing all prioritisation changes to 

Docking Station(s) redistribution to TTL as and when they are agreed. 

 
O 2.1.6  Mandatory 

The Service Provider shall have the ability to recover Bicycles from anywhere in the 

UK within a timescale agreed with TTL. 

 

2.2 Near Real Time Availability of Bicycles and Docking Points 

 
O 2.2.1  Mandatory 

The Service Provider shall ensure the near-real-time availability information is 

represented in a geographical manner, to be agreed with TTL, and known as the 

Interactive Map. 

 
O 2.2.2  Mandatory 

The Service Provider shall ensure that it shall overlay Operational Fleet Vehicles, 
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Mobile Devices and Job Scheduling tasks on to the Interactive Map. 

 
O 2.2.3  Mandatory 

The Service Provider shall ensure the near-real-time information for Bicycle location, 

Availability and status is presented to TTL via a graphical user Interface. 

 
 
O 2.2.4  Mandatory 

The Service Provider shall ensure that the Data provided for informing the Interactive 

Map is stored for up to 28 days. 

 
O 2.2.5  Mandatory 

The Service Provider shall ensure that the 28 days of Data stored can be used to re-

create an Interactive Map.  

 
 
O 2.2.6  Mandatory 

The Service Provider shall ensure that the following details related to Docking 

Stations are captured in the Interactive Map including but not limited to: 

a) visual indication of Nearly Empty Docking Stations;  

b) visual indication of Nearly Full Docking Stations;  

c) visual indication of Optimally Balanced Docking Stations; and  

d) Staffed Docking Stations (including staffing numbers and times). 

 
O 2.2.7  Mandatory 

The Service Provider shall provide near real-time information to the Contact Centre 

regarding the availability of: 

a) Bicycles; and 

b) Docking Points; 
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for individual Docking Stations and for all Docking Stations for the purpose of 

responding to Customer Enquiries. 

 
O 2.2.8  Mandatory 

The Service Provider shall make provision for Customers to Hire and Dock Bicycles 

directly from established storage Hubs. 

 
 
 
 

2.3 Smart Availability Management System 

 
O 2.3.1  Mandatory 

The Service Provider shall, in order to improve availability to Customers of Bicycles 

and Docking Points, develop in conjunction with TTL, a “Smart Availability 
Management System" (or "SAMS"), capable of generating real-time distribution Job 

schedules that are near-optimal with respect to an Objective Function defined by TTL. 

 

O 2.3.2  Mandatory 

The Service Provider shall ensure that SAMS shall predict and utilise demand of 

Bicycle usage and use these predictions for Availability Management. 

 

O 2.3.3  Mandatory 

The Service Provider shall ensure that SAMS provides predictive and dynamic 

functions. 

 

O 2.3.4  Mandatory 

The Service Provider shall ensure SAMS supports off-line modelling of different 

redistribution scenarios to be developed with TTL and made available to TTL upon 
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request.  

 

O 2.3.5  Mandatory 

The Service Provider shall ensure that SAMS will support simulation of alternative 

strategies, such as the provision of additional Hubs, Docking Station intensification 

and expansions into new areas within Greater London and that this facility will be 

made available to TTL upon request. 

 

O 2.3.6  Mandatory 

The Service Provider shall ensure that the SAMS will be able to limit times and 

geographical areas by Docking Station(s), in which operational activity takes place as 

defined by TTL. 

 

O 2.3.7  Mandatory 

The Service Provider shall ensure that the SAMS will be able to prioritise all Docking 

Stations or zones as defined by TTL. 

 

O 2.3.8  Mandatory 

The Service Provider shall ensure that SAMS is able to incorporate information into 

the distribution scheduling algorithms including but not limited to:  

a) the Mobile App; 

b) live and historical Docking Station Data; 

c) weather Data;  

d) trip Data; 

e) historic usage patterns; 

f) traffic conditions including road closure; 
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g) load and unload time; 

h) Special Events as notified by TTL; and  

i) service interruption on other TTL modes. 

 

O 2.3.9  Mandatory 

The Service Provider shall monitor and report on the accuracy of demand forecasts, 

using a metric defined by TTL. 

 

O 2.3.10  Mandatory 

The Service Provider shall maintain a permanent archive of the availability forecasts, 

produced by SAMS. This Data in this archive shall be accessible by TTL. 

 

O 2.3.11  Mandatory 

The Service Provider shall ensure that the allocation of work to all On-Street 

Operatives is: 

a) scheduled and recorded by the SAMS; and 

b) allocated according to the principles set out in the AOP and associated processes, 

agreed by TTL. 

 

O 2.3.12  Mandatory 

The Service Provider shall ensure the On-Street Operative records the following Data 

in SAMS, including but not limited to: 

a) start date and time and end date and time of Job; 

b) driver ID; 

c) Job creation time; 
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d) travel time; 

e) status of Job; 

f) location; 

g) Job reference; 

h) comments (if applicable); 

i) Bicycle ID Number if applicable; 

j) task type; redistribution collection, redistribution distribution, collection of Bicycle for 

ad-hoc repair, collection of Bicycle for PPM, distribution of repaired Bicycle, collection 

of a Bicycle damaged in an accident, collection of a Bicycle for Docking Station 

suspension, distribution of Bicycle for Docking Station suspension, collection of 

Bicycle for event, distribution of Bicycle for event, collection of abandoned Bicycle; 

k) number of Docking Station replenished; and 

l) Job scheduled automatically (system) or manually. 

 

O 2.3.13  Mandatory 

The Service Provider shall ensure SAMS is capable of handling rescheduling 

generated by a Major Service or Non-Service Affecting Incident. . 
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3. MAINTENANCE 

3.1 Maintenance - General 

 
O 3.1.1  Mandatory 

The Service Provider shall maintain a fully functioning Bicycle fleet (by inspecting, 

repairing, and taking all appropriate actions for all Bicycles), and any associated 

Bicycle Components, in accordance with Appendix 02 (Current Bicycle Specification), 

the Final New Bicycle Design, Section 2 in Appendix 01 (On-Street Maintenance 

Activities), and to the standard necessary to meet the Service Levels set out in 

Schedule 6 (Service Levels). 

 

O 3.1.2  Mandatory 

The Service Provider shall develop a detailed strategy within the AOP for the ongoing 

maintenance, safe operation and replacement of Bicycles (including repair of faulty 

Bicycles and routine maintenance of Bicycles) and shall submit this plan to TTL for 

Approval prior to the Operational Commencement Date in accordance with Appendix 

01 (On-Street Maintenance Activities) and Schedule 5 (Milestones and Deliverables). 

The Service Provider shall implement and comply with the Approved plan for the 

ongoing maintenance and replacement of Bicycles. 

 

O 3.1.3  Mandatory 

The Service Provider shall provide and keep updated a strategy and detailed method 

statement for Approval by TTL for the:  

a) routine and preventative maintenance of Bicycles; and  

b) repair of any identified or reported damage and defects. 

Once Approved the Service Provider shall implement and comply for the Term. 
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O 3.1.4  Mandatory 

The Service Provider shall develop processes and procedures for managing and 

carrying out all workshop and On-Street Jobs and activities, including all maintenance 

details, and submit them to TTL for Approval by the Operational Readiness Complete 

Milestone. Once approved the Service Provider shall implement and comply with the 

processes and procedures for the Term. 

 

O 3.1.5  Mandatory 

The Service Provider shall ensure that any updates to processes and procedures are 

provided to TTL for Approval and once Approved shall implement and comply with the 

processes and procedures for the Term. 

 

O 3.1.6  Mandatory 

The Service Provider shall ensure that no maintenance activity compromises the 

design or capability of the Bicycle, in accordance with section 7.1 ‘New Bicycle 

Design’ of Schedule 4 (Statement of Requirements: Operations). 

 

O 3.1.7  Mandatory 

The Service Provider shall ensure that it monitors fault trends to ensure that repeated 

faults are investigated fully and TTL made aware of the results. 

 

O 3.1.8  Mandatory 

The Service Provider shall ensure that if a Bicycle with no fault found has a 

subsequent fault within the subsequent two Hires (Parameterised), it is returned to the 

Premises for a comprehensive triage in accordance with Schedule 6 (Service Levels). 

 

O 3.1.9  Mandatory 
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The Service Provider shall propose a method statement which should be contained 

within the AOP for the day to day operational recording of Bicycle condition in order to 

identify Bicycles in poor condition and submit to TTL for Approval. 

 

O 3.1.10  Mandatory 

The Service Provider shall have the facility to maintain the finish of Bicycles (by 

means of re-spray and re-stickering) such that they are kept in good cosmetic order. 

 

O 3.1.11  Mandatory 

The Service Provider shall maintain all painted or treated surfaces of Bicycles, 

repainting or re-applying treatments as required to keep the finish in reasonable repair 

and condition. 

 

O 3.1.12  Mandatory 

The Service Provider shall submit to TTL for Approval a list of the materials and 

products to be used for the cleaning and maintenance of Bicycles. 

 

O 3.1.13  Mandatory 

The Service Provider shall ensure that Planned Preventative Maintenance shall take 

place for each individual Bicycle at least once a year, in accordance with Section 1 in 

Appendix 01 (On-Street Maintenance Activities). 

 

O 3.1.14  Mandatory 

The Service Provider shall ensure unscheduled maintenance is carried out in 

accordance with Appendix 01 (On-Street Maintenance Activities). 
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O 3.1.15  Mandatory 

The Service Provider shall ensure scheduled maintenance is carried out in 

accordance with Appendix 01 (On-Street Maintenance Activities). 

 

O 3.1.16  Mandatory 

The Service Provider shall ensure that Bicycle Components can only be removed by 

Operational Personnel. 

 

O 3.1.17  Mandatory 

The Service Provider shall ensure that Bicycles involved in an Incident or Accident are 

held as evidence at the Premises and not released back in to the scheme until 

Approved by TTL. 

 

O 3.1.18  Mandatory 

The Service Provider shall be responsible for sourcing all Bicycle Components and 

spare parts required for the operation and maintenance of the Bicycle. 

 

O.3.1.19  Mandatory 

The Service Provider shall provide Data and analysis in regard to the expected Mean 

Time Between Failure rate of all Scheme Assets. 

 

O.3.1.20  Mandatory 

The Service Provider shall notify TTL of any new Data or information that it becomes 

aware of that changes the Mean Time Between Failure rate of any Scheme Assets. 
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O.3.1.21  Mandatory 

The Service Provider shall at all times hold a full set of design and manufacturing 

documentation for all Scheme Assets and make such documentation available to TTL 

upon request. 

 

3.2 On-Street Maintenance 

 
O 3.2.1  Mandatory 

The Service Provider shall be responsible for providing the first response to Docking 

Point Fault Button presses. In the event that there is a fault with the associated 

Docking Point, the Service provider shall notify the RCC Contractor via the Operation 

Management Tool. 

 
 
O 3.2.2  Mandatory 

The Service Provider shall ensure that Bicycles registered as faulty are triaged and 

repaired where possible on street by an On-Street Operative. 

 

O 3.2.3  Mandatory 

The Service Provider shall ensure Bicycle triage is carried out in accordance with 

Section 2.2 of Appendix 01 (On-Street Maintenance Activities). 

 

O 3.2.4  Mandatory 

The Service Provider shall ensure that any faulty Bicycle, which cannot be repaired at 

the Docking Station, is removed to the Premises. 
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O 3.2.5  Mandatory 

The Service Provider shall ensure that regular visual inspection of On-Street 

Infrastructure and Bicycles is included in all On-Street maintenance activities and any 

faults observed are reported in accordance with Appendix 05 (Incident Management 

Process). 

 

O 3.2.6  Mandatory 

The Service Provider shall ensure that each Bicycle in every Docking Station is 

inspected in accordance with 1.7 in Appendix 01 (On-Street Maintenance Activities). 

 

O 3.2.7  Mandatory 

The Service Provider shall ensure that if the Bicycle engineer does not find a fault with 

the Bicycle, that it goes back into operational service. 

 

O 3.2.8  Mandatory 

The Service Provider shall ensure that On-Street Operatives fix any repairable faults 

identified On-Street during any visual inspection. 

 

O 3.2.9  Mandatory 

The Service Provider shall ensure that No Fault Found Incidents are logged and 

reported. 

 

O 3.2.10  Mandatory 

The Service Provider shall ensure that when a Docking Station has been visited to 

carry out an allocated Job, all Docked Bicycles are recorded as having been visually 

inspected on the Service System and such record linked to the relevant Job. 
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O 3.2.11  Mandatory 

The Service Provider shall ensure that the work of On-Street Operatives is recorded 

and reported through an appropriate Mobile Device. 

 

O 3.2.12  Mandatory 

The Service Provider shall ensure that On-Street Operatives (specifically including but 

not limited to electricians) have the necessary equipment to continue maintenance 

activities in inclement weather. 

 

O 3.2.13  Mandatory 

The Service Provider shall remove any waste or refuse resulting from maintenance 

and repair work and shall not leave any waste or refuse resulting from a maintenance 

operation unattended at a Site. 

 

O 3.2.14  Mandatory 

The Service Provider shall ensure that any workmanship on any Scheme Asset shall 

not constitute a Health and Safety hazard to the public. 

 

3.3 Job Scheduling and Recording 

 
O 3.3.1  Mandatory 

The Service Provider shall  provide a detailed strategy within the AOP for Job 

Scheduling for Approval by TTL, including but not limited to: 

a) assignment of work to all Service Provider Personnel who are Operational 

Personnel; 
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b) tracking of all Service Provider Personnel who are Operational Personnel; 

c) collection of Bicycles from suspended Docking Stations; 

d) collection of abandoned Bicycles; 

e) collection of recovered stolen Bicycles; 

f) collection of recovered lost Bicycles; 

g) collection of faulty Bicycles that cannot be repaired On-Street; 

h) collection of Bicycles scheduled for regular maintenance; 

i) collection of Bicycles involved in an Incident and/or Accident; 

j) support for Special Events including deployment of Mobile Docking Stations; 

k) support ad-hoc requests from TTL; 

l) power outages; 

and shall comply with this strategy throughout the Term. 

 

O 3.3.2  Mandatory 

The Service Provider shall ensure the Service System(s) reports on all repair and 

maintenance Jobs and these Reports are provided to TTL when requested. 

 

O 3.3.3  Mandatory 

The Service Provider shall create and maintain and make available to TTL accurate 

electronic records of each repair and maintenance Job, including but not limited to the 

following : 

a) task description; 

b) task category; 

c) start date and time; 

d) end date and time; 
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e) time taken; 

f) Scheme Asset usage, including Unique Asset Serial Number; 

g) task priority; 

h) technician identification; 

i) root-cause; 

j) action taken; 

k) resolution comments; 

l) unique Asset ID being inspected or fixed;  

m) location;  

n) travel time to and from Jobs; and 

o) Job type: On-Street maintenance, workshop repair or workshop service (PPM). 

 

O 3.3.4  Mandatory 

The Service Provider shall ensure that all repair and maintenance Job Data provided 

is capable of being sorted, searched upon and/or filtered by at least but not limited to:  

a) Unique Asset Serial Number; 

b) defect type;  

c) repair type; 

d) Job reason; 

e) Job outcome; 

f) the Operational Personnel who carried out the repair or inspection; 

g) date and time of incident; and 

h) replacement parts. 

 

O 3.3.5  Mandatory 
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The Service Provider shall ensure the Job Scheduling System can store Job records 

for subsequent retrieval in accordance with Appendix 08 (Data Retention). 

 

O 3.3.6  Mandatory 

The Service Provider shall perform monitoring and trend analysis of the electronic Job 

records to include information such as, but not limited to:  

a) number of Jobs per day; 

b) most common Jobs;  

c) most common actions taken; 

d) run rates of parts used; and 

e) number of Jobs per staff member; 

and shall make these Reports available to TTL upon request. 

 

3.4 Vandalism and Graffiti 

 
O 3.4.1  Mandatory 

The Service Provider shall be responsible for the immediate reporting to TTL of all 

instances of graffiti, fly postings or other defacement of On-Street Infrastructure or 

Bicycles. 

 

O 3.4.2  Mandatory 

The Service Provider shall categorise all graffiti, fly postings or defacement of On-

Street Infrastructure or Bicycles into reason codes including but not limited to those: 

a) of a racially motivated nature; 

b) of an abusive nature; 
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c) of an offensive nature; 

d) of a language other than English; 

e) that could eventually prevent the correct operation of On-Street Infrastructure 

or Bicycles; or 

f) of a non-abusive/offensive nature. 

 

O 3.4.3  Mandatory 

The Service Provider shall take photographic evidence of any graffiti, fly postings or 

other defacement of equipment or Scheme Asset and submit this to TTL. 

 

O 3.4.4  Mandatory 

The Service Provider shall ensure an Incident involving Vandalism of Scheme Assets 

is resolved in accordance with Appendix 05 (Incident Management Process). 

Resolution of an Incident involving Vandalism includes but is not limited to the repair 

and/or replacement of the Scheme Asset. 

 

3.5 Workshop 

 
O 3.5.1  Mandatory 

The Service Provider shall ensure that the Bicycle repair workshop is equipped with 

facilities for the following: 

a) electronic logging of Bicycles when first entering the workshop; 

b) electronic Data entry of works completed, to be recorded by the Operational 

Personnel undertaking work; and 

c) scanning of new Jobs. 
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O 3.5.2  Mandatory 

The Service Provider shall ensure that all Bicycles in the workshops or depots are 

audited on a weekly basis and a Report submitted to TTL containing Bicycle ID 

Numbers and specific location as defined by TTL. 

 

O 3.5.3  Mandatory 

The Service Provider shall ensure that Bicycles in the workshop will be clearly 

segregated and labelled according to the following but not limited to: 

a) Decommissioned Bicycles; 

b) quarantined Bicycles; 

c) harvested Bicycles; 

d) Bicycles awaiting repair; 

e) Bicycles awaiting PPM; 

f) Bicycles in storage; and 

g) repaired Bicycles. 
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4. DOCKING STATIONS 

4.1 Docking Stations - General 

 
O 4.1.1  FIO 

The RCC Contractor will design each Docking Point so as to allow easy, safe and 

unimpeded Dock and Undock of Bicycles by Customers. 

 

O 4.1.2  Mandatory 

The Service Provider shall notify TTL of any non-conformance with Requirement O 

4.1.1. 

 

4.2 Suspension, Removal and Reinstatement 

 
O 4.2.1  Mandatory 

The Service Provider shall notify TTL upon becoming aware of the need to suspend 

or remove any Docking Station for whatever reason. 

 
 
O 4.2.2  Mandatory 

The Service Provider shall, as part of the AOP, jointly with the RCC Contractor 

develop a Docking Station suspension and removal strategy which shall be submitted 

to TTL three months prior to the Operational Commencement Date. 

 

O 4.2.3  Mandatory 

The Service Provider shall ensure that it has the ability to temporarily remove Bicycles 

from a Docking Station within four (4) hours in the event of an emergency, e.g. a 
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relevant Major Service or Non-Service Affecting Incident.  

 

O 4.2.4  Mandatory 

The Service Provider shall ensure that Bicycles can be permanently removed from a 

Docking Station within five (5) Working Days following written notice from TTL. 

 

O 4.2.5  Mandatory 

The Service Provider shall provide the RCC Contractor with information related to the 

following, but not limited to: 

a) temporary Docking Point suspension plates that have been placed; and 

b) removal of Docking Point suspension plates and reinstatement of Bicycles. 

 

4.3 Mobile Docking Stations 

 
O 4.3.1  Mandatory 

The Service Provider shall provide the specified number of distribution vehicles and 

Bicycles at locations and times that shall be specified by TTL from time to time. The 

additional cost for such ad-hoc service shall be in accordance with Annex C of 

Schedule 7 (Charges). 

 

O 4.3.2  Mandatory 

The Service Provider shall in conjunction with Other Service Providers and TTL 

propose a method for the deployment and management of Mobile Docking Stations 

including resource, storage and operational requirements and submit to TTL for 

Approval prior to the Operational Commencement Date. 
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O 4.3.3  FIO 

When TTL wish to deploy a Mobile Docking Station, this request be delivered via an 

agreed communications channel and within an agreed notice period. 

 

O 4.3.4  Mandatory 

The Service Provider shall agree with TTL in advance the number of Bicycles and 

resources to be provided at each specific deployment of a Mobile Docking Station. 

 

O 4.3.5  Mandatory 

The Service Provider shall be responsible for the provision of all Service Provider 

Personnel required for the deployment and management of the Mobile Docking 

Stations. 

 

O 4.3.6  Mandatory 

The Service Provider shall ensure that when a Mobile Docking Station is due to be 

operational, all of its Scheme Assets shall be included in the relevant Performance 

Indicators in accordance with Schedule 6 (Service Levels). 

 

O 4.3.7  Mandatory 

The Service Provider will be responsible for reporting to the relevant Other Service 

Providers and TTL if/when Mobile Docking Stations are not in operation for any 

reason. 
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5. TRIANGLE 

5.1 Triangle 

 
O 5.1.1   Mandatory 

The Service Provider shall supply the Triangle such that it is equipped with an RFID 

Tag in accordance with Appendix 03 (Locking Mechanism). 

 

O 5.1.2   Mandatory 

The Service Provider shall associate the RFID Tag with the relevant Bicycle. 
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6. PROMOTION OF THE LONDON CYCLE HIRE SCHEME 

6.1 Promotion of the London Cycle Hire Scheme 

 
O 6.1.1  Mandatory 

The Service Provider shall permit the use of TTL Personnel and TTL approved 

volunteers to assist Customers at Docking Stations during agreed Special Events. 

 

O 6.1.2  Mandatory 

The Service Provider shall support exhibitions and promotional activities within 

London from time to time as part of ongoing promotion of the London Cycle Hire 

Scheme. When required to do so, the Service Provider shall make equipment 

available as per the following requirements (6.1.3 – 6.1.5). 

 

O 6.1.3  Mandatory 

The Service Provider shall provide up to 50 (fifty) Bicycles to TTL for promotional 

purposes as agreed with TTL.   

 

O 6.1.4  Mandatory 

The Service Provider shall ensure that Bicycles provided for promotional purposes are 

linked to the Service System(s) and can be Decommissioned. 

 

O 6.1.5  Mandatory 

The Service Provider shall ensure that additional Service Provider Personnel and 

transportation of Scheme Assets can be provided to TTL to support promotional 

events as required pursuant to a Change Control Request in accordance with 

Schedule 11 (Change Control Request Procedure). 
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O 6.1.6  Mandatory 

The Service Provider shall ensure that in the case of the introduction of any new 

model of Bicycle, it will provide an agreed number of these Bicycles for PR activities 

delivered to the press office notified by TTL to the Service Provider and ten Bicycles 

to be held by TTL for contingency purposes, a minimum of 5 (five) Working Days prior 

to the introduction of any new model. 

 

O 6.1.7  Mandatory 

The Service Provider shall ensure the livery of up to one hundred (100) Bicycles can 

be changed for the purpose of Special Events or promotions upon TTL providing 

notice of no less than one week. Anything above this threshold shall be agreed via a 

Change Control Request in accordance with Schedule 11 (Change Control Request 

Procedure). 

 

O 6.1.8  Mandatory 

The Service Provider shall not agree to participate in any Scheme marketing, filming 

or promotional events in relation to the London Cycle Hire Scheme without the prior 

permission of TTL. 
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7. BICYCLE REQUIREMENTS 

7.1 New Bicycle Design 

 

O 7.1.1  Mandatory 

The Service Provider shall ensure that each New Bicycle is of a uniform design, and 

has a colour scheme and livery as specified by TTL. 

 

O 7.1.2  Mandatory 

The Service Provider shall ensure that any changes to the New Bicycle design are 

documented and agreed with TTL for Approval. 

 

O 7.1.3  Mandatory 

The Service Provider shall submit a prototype New Bicycle to TTL for Approval prior 

to it being put into production. 

 

O 7.1.4  Mandatory 

The Service Provider shall ensure that each New Bicycle shall weigh no more than 

twenty five (25) kilograms. 

 

O 7.1.5  Mandatory 

The Service Provider shall design the New Bicycle such that Customers can step 

through the frame to mount the Bicycle. 

 

O 7.1.6  Mandatory 
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The Service Provider shall design the New Bicycle such that the seat can be adjusted 

easily and securely by hand and without the need for any tools. 

 

O 7.1.7  Mandatory 

The Service Provider shall design the New Bicycle to prevent access to the inside of 

the frame tubing by anyone other than the Service Provider. 

 

O 7.1.8  Mandatory 

The Service Provider shall ensure that the design of the New Bicycle will prevent 

Customers or the general public from tampering with them. In particular, the drive 

mechanism, cables and wires must be covered to prevent access by an unauthorised 

person. 

 

O 7.1.9  Mandatory 

The Service Provider shall ensure that the New Bicycle design prevents hair, clothing, 

and other materials from getting caught in any part of the Bicycle. 

 

O 7.1.10  Mandatory 

The Service Provider shall ensure that there are unobstructed reflectors on both the 

front and rear of the New Bicycle. 

 

O 7.1.11  Mandatory 

The Service Provider shall ensure that there are unobstructed reflectors on both the 

front and rear wheels of the New Bicycle, facing sideways. 

 

O 7.1.12  Mandatory 
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The Service Provider shall ensure that there are mudguards on both wheels of the 

New Bicycle. 

 

O 7.1.13  Mandatory 

The Service Provider shall ensure that the mudguard on the rear wheel will 

accommodate a Sponsor’s logo on both sides, which will have a maximum size of 

555mm (width) x 250 mm (height) facing sideways. 

 

O 7.1.14  Mandatory 

The Service Provider shall ensure that the New Bicycle tyres are resistant to 

punctures. 

 

O 7.1.15  Mandatory 

The Service Provider shall design the New Bicycle so as to include three (3) hub 

gears. 

 

O 7.1.16  Mandatory 

The Service Provider shall ensure that lighting is certified and complies with the latest 

version of the Road Vehicles Lighting Regulations. 

 

O 7.1.17  Mandatory 

The Service Provider shall ensure that the lighting on the front and rear of the New 

Bicycle operates when the Bicycle is in motion and continues to operate for no less 

than three (3) minutes when the Bicycle stops moving. 
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O 7.1.18  Mandatory 

The Service Provider shall design the New Bicycle so as to include a carrying device 

to be fixed to the front of the New Bicycle that allows: 

a) the contents of the carrying device to be clearly visible and securely carried; 

b) Sponsor branding, size 148mm x 148mm, to be displayed on the front; 

c) Sponsor branding to be easily changed; and 

d) discourages the collection or build up of litter and liquids. 

 

O 7.1.19  Mandatory 

The Service Provider shall design the New Bicycle so as to include a hand operated 

bell. 

 

O 7.1.20  Mandatory 

The Service Provider shall ensure that the hand operated bell fitted to the New 

Bicycle complies with ISO 7636 - Bells for bicycles and mopeds -- Technical 

specifications. 

 

O 7.1.21  Mandatory 

The Service Provider shall ensure that the New Bicycle design discourages use by 

more than a single rider at any one time. 

 

O 7.1.22  Mandatory 

The Service Provider shall ensure that the New Bicycle gear changing mechanisms 

are smooth, positive, consistent and effective in their operation. 

 

O 7.1.23  Mandatory 
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The Service Provider shall ensure that the New Bicycle is designed with ease of 

maintenance and repainting as a consideration. 

 

O 7.1.24  Mandatory 

The Service Provider shall ensure the New Bicycle design is adaptable to enable 

innovations to Bicycle Components, without incurring significant increase in 

maintenance costs. 

 

O 7.1.25  Mandatory 

The Service Provider shall ensure that the New Bicycle lamps are upgraded as and 

when better illumination products become available as agreed with TTL.  

 

O 7.1.26  Mandatory 

The Service Provider shall ensure that when Customers Dock or Undock a New 

Bicycle, the headlamps do not come into contact with the Docking Point. 

 

O 7.1.27  Mandatory 

The Service Provider shall ensure that areas of the New Bicycle subject to wear by 

friction including brake levers and crank sets, shall be made from a construction metal 

that is sufficient to prevent corrosion or protected by durable finishing other than 

painting, in order to prevent paint wear. 

 

O 7.1.28  Mandatory 

Not used. 

 

O 7.1.29  Mandatory 
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The Service Provider shall ensure that the materials used for the New Bicycle are 

resistant to impacts, Vandalism, and damage from minor collisions. 

 

O 7.1.30  Mandatory 

The Service Provider shall ensure that the New Bicycle is constructed from corrosion 

resistant material. 

 

O 7.1.31  Mandatory 

The Service Provider shall ensure that New Bicycle is designed and constructed to 

withstand weather, interference and Vandalism. 

 

O 7.1.32  Mandatory 

The Service Provider shall ensure that the design, style and technical functionality for 

the New Bicycle shall be consistent throughout the Term unless expressly approved 

by TTL. 

 

O 7.1.33  Mandatory 

The Service Provider shall ensure that New Bicycle is designed so that it can be 

easily upgraded to adopt new technologies, materials and designs. 

 

O 7.1.34  Mandatory 

The Service Provider shall ensure that all elements of a New Bicycle are designed 

and manufactured to be modular and capable of replacing and adding components 

without modifying the basic element. 
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O 7.1.35  Mandatory 

The Service Provider shall ensure that the New Bicycle design is certified and 

complies with CEN (European Committee for Standardisation) Safety Requirements 

and Test Methods for Cycles in particular and where relevant: 

a) EN14210-1 to EN14210-9 safety requirements for bicycles; 

b) BS EN 15532:2008 Cycle terminology; and 

c) EN 14872 Cycles - Accessories for Cycles - Luggage carriers. 

 

O 7.1.36  Mandatory 

The Service Provider shall ensure that the design of the New Bicycle shall meet all 

relevant British and European Standards. 

 

O 7.1.37  Mandatory 

The Service provider shall, where possible, use COTS products in the design of the 

New Bicycle. 

 

O 7.1.38  Mandatory 

The Service Provider shall ensure that each New Bicycle is identifiable by a Frame 

Number. 

 

O 7.1.39  Mandatory 

The Service Provider shall ensure that Bicycle Components that are not designed to 

move and are securely fixed to reduce their wear and tear. 

 

O 7.1.40  Mandatory 

The Service Provider shall ensure that the removable parts of the New Bicycle are 
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designed to be protected by anti-vandal fixings, requiring specialist tools to fix or 

remove them. 

 

O 7.1.41  Mandatory 

The Service Provider shall ensure that Bicycle Components for New Bicycles can only 

be removed by Operational Personnel. 

 

O 7.1.42  Mandatory 

The Service Provider shall ensure no equipment or devices supplied as part of the 

New Bicycle shall produce electromagnetic emissions, whether conducted, radiated or 

induced, which in any way interfere with the normal operation of the London Cycle 

Hire Scheme. 

 

O 7.1.43  Mandatory 

The Service Provider shall ensure that the design of the New Bicycle is  compatible 

with the existing Cassette, Docking Point and Locking Mechanism, in accordance with 

Appendix 03 (Locking Mechanism), and is tested to ensure that, once fitted with the 

Triangle; the Bicycle is able to be smoothly locked into the Docking Points as per its 

intended purpose. 

 

O 7.1.44  FIO 

The Service Provider has the rights to use the existing Triangle design or design and 

manufacture an alternative in accordance with requirement O 8.1.43 

 

O 7.1.45  Mandatory 

The Service Provider shall ensure that New Bicycles carry an appropriate safety 

message (text to be provided by TTL) on the handlebar that is clearly visible to 
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Customers. 

 

O 7.1.46  Mandatory 

The Service Provider shall ensure that the New Bicycle is designed so that is has a 

minimum life expectancy of five (5) years. 

 

O 7.1.47  Mandatory 

The Service Provider shall ensure that the New Bicycle is designed such that it can be 

modified to incorporate additional safety features as agreed by TTL. 

 

O 7.1.48  Mandatory 

The Service Provider shall ensure that the New Bicycle design  incorporate a Safety 

Light. 

 

O 7.1.49  Mandatory 

The Service Provider must ensure that the following Key Bicycle Components are 

serialised, but not limited to::  

1. Safety Light (unit and Light);  

2. Wheel hubs; and 

3. Triangle. 

 

O 7.1.50  Mandatory 

The Service Provider shall ensure that the requirements of this section 8.1 ‘New 

Bicycle Design’ shall be reflected in the Final New Bicycle Design. 
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O 7.1.51  Mandatory 

The Service Provider shall ensure that Spare Parts for the New Bicycle can be 

sourced for the Term plus a period of time to cover the expected life of the bicycle in 

accordance with O 8.1.48 of Schedule 4: (Statement of Requirements). 
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8. 8. DECOMMISSIONING 

8.1 8.1 Decommissioning - General 

 

O 8.1.1  Mandatory 

The Service Provider shall produce procedures, processes and tools for the 

Decommissioning of Bicycles and Scheme Assets (Decommissioning Process). The 

Decommissioning Process shall be provided to TTL for Approval prior to the 

Operational Commencement Date and once Approved, abide by and implement the 

Decommissioning Process. Such Decommissioning Process shall acknowledge and 

take into account (as appropriate) the provisions of Part F of Schedule 2 (Bicycles, 

Bicycle Spare Parts and Tooling Purchase) in relation to the bulk retirement of Current 

Bicycles. 

 

O 8.1.2  Mandatory 

The Service Provider shall ensure the Decommissioning Process includes but is not 

limited to: 

• Lost Bicycles; 

• Theft; 

• Abandonment; 

• Bicycles for recycle; 

• Bicycles  for donation to a Third Party; 

• Bicycles and Component Parts; 

• Bicycles to be disposed of; and 

• Other Scheme Assets. 
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O 8.1.3  Mandatory 

The Service Provider shall ensure it provides a detailed Report for each proposed 

Bicycle Decommission, including but not limited to; 

a) Bicycle ID Number; 

b) a Frame Number; 

c) reason for Decommission; 

d) date and time proposed Decommission; 

e) Incident reference number (where applicable); and 

f) list of associated Bicycle Components. 

 

 

O.8.1.4  Mandatory 

The Service Provider shall ensure Scheme Assets are disposed of in accordance with 

Schedule 04 (Statement of Requirements-  General). 

 

O 8.1.5  Mandatory 

The Service Provider shall maintain and make available to TTL upon request a robust 

audit trail of:  

a. Decommissioned Bicycles; 

b. Decommissioned Components and parts; 

c. reused Components and parts; and 

d. recycled Components and parts. 
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9. REQUEST FOR PRICE 

9.1 Request for Price 

 

O 9.1.1  RFP 

The Service Provider shall ensure that the Data provided for informing the Interactive 

Map is stored for a minimum of 24 hours so that a user can Rollback to any given time 

and date within the previous 24 hours.  

 

O 9.1.2  RFP 

Not used. 
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