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1. PURPOSE

[bookmark: _heading=h.3dy6vkm]

1.1 [bookmark: _heading=h.1t3h5sf]The Home Office (hereinafter referred to as ‘The Buyer’, including its executive agencies), requires a travel management solution for its personnel to book rail, air, accommodation, ferries, taxis, coaches, parking services, Eurotunnel, Le Shuttle, and other ancillary services relating to transportation and accommodation. The Authority requires both an online and offline service to enable crown business around the world 24 hours a day, 7 days a week, 365 days a year (366 days if in a leap year). This is a fundamental enabler of the Authority’s business.

1.2 The Crown Commercial (CCS) framework allows the Authority to run a call off competition.  The Authority has elected to run a competition Under Framework RM6217 for Lot 1 (Booking Solutions UK Point of Sale – Low Touch) because it promotes competition and delivers Value For Money (VFM) for the taxpayers.

1.3 The award is for a call-off contract of 2 + 1 + 1 year extension with the ability to further invoke a period of up to 12 months for termination assistance. The current Commercial Agreement expires in February 2023. 

1.4 The Authority cannot extend the Framework Agreement RM6217 beyond the term of the Agreement unless notified by CCS.

1.5 The terms and conditions of RM6217 will apply to this agreement unless specifically amended by this requirement in line with the provisions laid out in RM6217. 

1.6 The purpose of the project is to deliver the following strategic objectives, within the framework made by CCS:

· Reduce CO2 emission in line with the government sustainability agenda; 

· Provide the optimal Value for Money;

· Coherent, visible and intelligent Management Information in the required format to inform the Authority of expenditure that can be fed into the Authority’s Business Intelligence Suite;

· A change in booker’s behaviour to online booking; 

· A system that drives changes to booker’s behaviours to ensure that the cheapest or most cost-effective travel and accommodation is opted for and booked;

· Drives innovation throughout the lifetime of the agreement.

2. BACKGROUND TO THE CONTRACTING aUTHORITY



2.1 The Home Office is a ministerial government department that is responsible for the security of our borders, Immigration Enforcement, UK Visas and Immigration, Crime, Policing and Fire, Passports and Counter Terrorism. It employs around 30,000 staff, across the United Kingdom, with particularly high concentrations of staff in the South East and North West of England.  However,  Places for Growth Places for Growth - Civil Service (blog.gov.uk) will see the number of staff based in regional locations increase      up until 2025 and our travel to regional locations will also increase.



2.2 The Home Office also deploys staff to overseas postings, some of these in remote areas with specific requirements for the safety and security of the staff.

 

2.3 The nature of the Home Office’s business means staff can be sent to locations all over the world with a day or less notice, therefore it is critical that the Supplier facilitates travel content from a variety of sources to provide cost effective fares to as many locations as possible around the globe.



2.4 The Supplier shall deliver an offline service that must be able to accommodate complex travel needs within 5 working days’ notice, or sooner where the traveller has only a few hours’ notice of the need to travel. In some countries, complex travel can include finding secure hotels in safe locations at competitive rates.



2.5 The Home Office also works with 29 agencies and public bodies, some of which may wish to be included in this contract. A full list of these can be found under Home Office on the GOV.UK website  Departments, agencies and public bodies - GOV.UK - GOV.UK (www.gov.uk).



2.6 Suppliers shall note the Authority’s objective is to reduce costs, C02 emissions and fees associated with business travel. 



3. Background to requirement/OVERVIEW of requirement



3.1 In 2018, CCS ran a cross Government competition under the OJEU rules, to tender for a travel services contract as the current framework has expired.



3.2 The Home Office currently has a travel management solution provided under the CCS Framework RM6016 (PSTVS). This framework provides online and offline booking ability for Rail, Air, Hotels, Car Hire, Parking etc. The PSTVS contract expired on 26th Feb 2022. A 12-month transition phase      has been invoked to support the procurement of travel     services under a new contract up to 26th February 2023. Following an options assessment to determine the optimum Value for Money travel solution, the services of a Travel Management Company (TMC) is still required to provide the majority of the Authority’s travel needs. The Authority wishes to utilise the buying power of the TMC, and the cost efficiency programmes that TMC’s offer. In March 2022, Home Office invited all the suppliers under CCS framework RM6217 for an early engagement involving CCS team for the purpose of gathering market intelligence to shape the next generation travel procurement strategy. The format of the event was on a one to one, with presentation, booking tool demo and discussions from both parties. It is recommended that this requirement is sourced via RM6217 Travel and Venue Solutions Lot 1 because it offers the Contracting Authority with a route to market that delivers value for money in line with the benefits outlined above.  



3.3 Overview 



3.4 The Suppliers shall provide efficient booking solutions to guarantee delivering Value for Money for the Buyer and the taxpayer and provide sufficient choice for the traveller when booking travel and accommodation.



3.5 The nature of the Authority’s business means staff can be sent to locations all over the world with a day or less notice, therefore it is critical that the Supplier facilitates travel content from a variety of sources to provide cost effective fares/rates to as many locations as possible around the globe.  In some countries, complex travel can include finding secure hotels in safe locations at competitive rates.



3.6 The Authority frequently has the need to make bookings for travellers who do not have a travel profile or official email address.



3.7 The Authority is under scrutiny in the way it conducts travel, both internally and externally.   The Authority is frequently subject to Freedom of Information requests and the Supplier shall be required to support the Authority in Freedom of Information requests, Parliamentary Questions, and detailed Management Information (MI) reporting to track and analyse travel spend.



3.8 The Supplier shall support the Authority to ensure that travel bookers adhere to the travel policy stated in 6.3. The Supplier shall also be required to innovate throughout the contract to reduce travel spend and improve the customer experience.



3.9 [bookmark: _heading=h.3rdcrjn]Due to the nature of the Authority’s business, the Supplier shall be required to obtain SC (Security Check) security clearances for all staff with access to Home Office data and work with the Authority to ensure that the protection of the user’s data is secure. Special booking arrangements will need to be put in place to service areas of the Authority that would be unusual in the Commercial sector.   This will include block booking hotel rooms which may need to be cancelled at short notice. A late notice cancellation policy will therefore need to be negotiated.



3.10 Additionally, the ‘Public Services (Social Value) Act 2012’ sets out the need for public services tenders to meet the wider social, economic and environmental benefits of the contract. This requires consideration being given to securing value through the procurement in innovative ways to deliver cost savings as well as a more responsive way to deliver better services. The Authority is therefore seeking to ensure Value for Money nationally, as well as in overseas locations.



3.11 The Supplier will be required to report on CO2 to ensure that the Authority meets the Greening Government commitments in reducing its emissions. 



4. definitions 



		“Application 

Programming Interface 

(API)” 

		a collection of prewritten packages, classes, and interfaces with their respective methods, fields and constructors; 



		“Authorising Officers” 

		the Authority’s authorised representatives who are permitted to approve out of policy bookings, as confirmed by the Authority to 

the Supplier in writing from time to time; 



		“Booker” 

		has the meaning set out in Joint Schedule 1 (Definitions);  



		“CCS Preferred Venue 

Terms and Conditions” 

		the document detailing the preferred terms and conditions of CCS for when booking a meeting venue. It contains things like cancellation and payment terms; 



		“CCS Public Sector Negotiated 

Programme” or 

“Public Sector Programme” 

		the current range of Commissionable Inventory and Non- Commissionable Inventory negotiated by CCS and made available to central government, wider public sector and third sector through current and future commercial arrangements with suppliers of travel services and/or venue find services that have entered into an agreement with CCS; 



		“Commissionable 

Inventory” 

		the Inventory which earns Commissions; 



		“Commissionable” 

		capable of earning Commissions; 



		“Commissions” 

		all monies, gifts, rewards, other income or benefits earned from Third Party Providers on Public Sector and third sector spend through RM6217 that is given or made available to the Supplier; this includes, but is not limited to, monies paid per booking, gifts, rewards, overrides, growth incentives, financial and non-financial sales & marketing incentives/funds, GDS payments, merchant rebates, other rebates and any other type of revenue or benefit; 



		“Complaint” 

		any written complaint in relation to the Supplier’s performance of the Services, which shall be handled in accordance with the Complaints Procedure; 



		“Complaints 

Procedure” 

		the procedure for processing Complaints as set out in this Schedule and the relevant Call-Off Contract; 



		“Core Working Hours” 

		the standard core working hours in the UK are between 

08.00 and 18:00 (GMT); 



		“Data Set” 

		a collection of information on the Authority’s travel requirements that is composed of separate elements; 



		“Environmental 

Management System” or (“EMS”) 

		the management of an organisation’s environmental programs in a comprehensive, systematic, planned and documented manner. It includes the organisational structure, planning and resources for developing, implementing and maintaining policy for environmental protection; 



		“Executive Services” 

		means the Services set out in paragraphs 6.26 to 6.29 (inclusive) of this Schedule; 



		“Global Distribution 

System (GDS)” 

		a network operated by a company that enables automated transactions between travel service providers (mainly airlines, hotels and car rental companies) and travel agencies in order to provide travel-related service e.g. booking airline tickets and hotel accommodation. Airlines, hotel chains, etc. use these systems to distribute their products: seat/room availability and prices, etc.;



		“Go Live”

		the date from which the Supplier shall ensure that all discounted Commissionable Inventory and Non-Commissionable Inventory rates are available to book by the Authority and which date shall be specified in either: 

(a) 	(where applicable) the Implementation Plan; or (b) 	the Order Form;



		“Group Booking”

		a booking made for nine (9) or more Travellers and/or delegates;



		“Implant”

		has the meaning set out in Joint Schedule 1 (Definitions); 



		“Implementation 

Period”

		(where applicable) has the meaning given in Call-Off Schedule 









		“Inventory” 

		the complete list of fares and/or rates on the open market (regardless of whether Commissionable or not), including all 

CCS Public Sector Negotiated Programme rates and fares;  



		“LCC” 

		low cost carrier e.g. Easyjet, Ryanair; 



		“Level 3 Data” 

		level 3 processing requires the capture of specific line item data in credit card transactions. These additional data fields include merchant name and address, invoice number and tax amount, plus line item details such as item description, quantity and unit of measure, freight amount, and commodity and product codes; 



		“Multi Modal Booking” 

		a booking for a journey combining two or more modes of travel e.g. air + rail or rail + ferry; 



		“Multi-City Flight” 

		an itinerary that doesn’t follow a typical there-and-back pattern, but instead goes from Point A to Point B and on to Point C (and possibly Point D, etc.). A multi-city itinerary can be used to create a layover, visit several cities in one trip, or fly back to a different airport than where you started. The flights do not need to be with the same airline; 



		“New Distribution 

Capability” (“NDC”) 

		the travel industry-supported program (NDC Program) launched by IATA for the development and market adoption of a new, XML-based data transmission standard (NDC Standard). The NDC Standard enhances the capability of communications between airlines and travel agents; 



		“Non-Commissionable 

Inventory” 

		the Inventory which does not earn Commissions; 



		“Non-

Commissionable” 

		not capable of earning Commissions; 



		“Offline Booking 

Solution” 

		has the meaning set out in Joint Schedule 1 (Definitions); 



		“Online Booking 

Solution” 

		has the meaning set out in Joint Schedule 1 (Definitions); 







		“Online Booking 

System” 

		the Supplier’s information and communications technology system (including any hardware, software, programs and databases, whether belonging to the Supplier or a third party, that are required to enable Bookers and Travellers to make bookings in accordance with this Contract) used for the provision of the Online Booking Solution; 



		“Price Match”  

		a mechanism where the Supplier shall be given the opportunity to match the cheaper fare/rate via secure channels using secure/approved payment means in UK Sterling only, within realistic timelines. If the Supplier cannot match the price, then the Supplier shall refund the difference in fare or rate to the Authority. For the purposes of Price Match: 

a) the airfare or rail ticket needs to be ‘like for like’ (exact origin, destination and routing) in the same class, at the exact same times and dates of travel and with the same ticketing restrictions and penalties, and include any ancillary fees and taxes; and 

b) the accommodation, booking terms and conditions 

must be the same; including, but not limited to, cancellation policy, payment terms, room type, meal 

plan, VAT or local taxes, credit card fees; 



		“Protected 

Characteristics” 

		age; disability; gender reassignment; marriage and civil partnership; pregnancy and maternity; race; religion or belief; sex; sexual orientation; 



		“Quality Management 

System” (QMS) 

		a collection of business processes focused on achieving quality policy and quality objectives to meet the Authority’s requirements. It is expressed as the organisational structure, policies, procedures, processes and resources needed to implement quality management; 



		“Reason for Travel 

Codes” (RFT) 

		a code to capture Travellers’ business reasons for travel or nature of the business benefit derived or expected to be derived as a result of travel; 



		“Reasons” 

		a cause, explanation, or justification for selecting a specific journey and/or accommodation; 



		“Security Requirements” 

		means the security requirements set out or referred to in: 

a) this Schedule (as applicable to the relevant Lot in question); 

b) Framework Schedule 9 (Cyber Essentials Scheme); 

c) Call-Off Schedule 9A (Security) or Call-Off Schedule 

9B (MOD Security) (as applicable); and 

d) any Security Management Plan; 



		“Shared Facilities 

Register” 

		a list of meeting spaces across the Government estate which can be used without charge. The register is owned and managed by the Government Property Unit (GPU) within the Cabinet Office and provides the host departments’ contact details of the local administrator that will book the rooms subject to availability; 



		“Super User” 

		has the meaning set out in Joint Schedule 1 (Definitions); 



		“Third Party Provider” 

		the end provider of the travel and/or venue services that has a direct contract with the Authority (for example: a Train Operating Company (TOC), a hotel, an airline); 



		“Ticket on Departure” 

“(TOD)” 

		collection of tickets at the train station; 



		“TOC” 

		is an acronym for Train Operating Company; a business operating passenger train services; 



		“Travel/Expenses/ 

Meeting Policy” 

		the Authority’s policy, which clarifies its position on business travel, expenses and meetings and defines the procedures to be followed by employees, agents or representatives of the Authority for authorised business travel and tells them what they can and can't spend on travel, expenses and meetings; 



		“Traveller” 

		has the meaning set out in Joint Schedule 1 (Definitions); and  



		[bookmark: _Hlk112835178]“Unit Identification 

Number” or “UIN” 

		a common ‘data item’ to identify units, sub-units, organisations or groupings of organisations within the Authority organisation. 



		[bookmark: _Hlk112835721]       “ SOC2”

		Service Organization Control 2
Soc 2, pronounced "sock two" and more formally known as Service Organization Control 2, reports on various organizational controls related to security, availability, processing integrity, confidentiality or privacy.





		     “NIST” 

		National Institute of Standards and Technology – Develops cybersecurity standards, guidelines and best practices



		     “PCI-DSS”

		The payment card Industry data security standard – Policies and procedures intent to optimise the security of credit, debt and cash card transactions.





 

 

5. scope of requirement 



5.1 [bookmark: _heading=h.35nkun2]The scope of the requirement shall include all mandatory requirements in Schedule 1 of CCS travel & Venue Solutions Framework Schedule 1

5.2 The Authority is not obliged to procure all of the Services described in Travel & Venue Solutions RM6217 Framework Schedule 1.  

5.3 [bookmark: _heading=h.1ksv4uv]The Authority does not guarantee any exclusivity, quantity or value of work under the relevant RM6217 Call-Off Contract.

5.4 The award is for a short-term call-off of 2 + 1 + 1 year extension with the ability to further invoke a period of up-to 12 months for termination assistance.

5.5 The Supplier will provide additional supporting services not specifically identified in Framework Schedule 1, but that are reasonable and typical within the industry for the Services such as travel advice. Such supporting services will be provided upon request and at no charge to the Authority. 

5.6 Changes to the way in which the Services are to be delivered which could potentially have a material adverse effect on the Deliverables must be brought to the Authority’s attention as soon as reasonably practicable and shall be agreed between the Authority and Supplier prior to any changes being implemented. 

5.7 Where Deliverables are described in Framework Schedule 1 but are not mentioned in the pricing matrix, the pricing of such Deliverables shall be deemed to have been included in the Supplier’s overall offering and therefore no additional pricing can be charged/added. 



6. The requirement



6.1 Booking Solutions – Online  

ESSENTIAL



6.1.1 If required, by the Authority, the Supplier shall ensure that the Online Booking Solution includes a pre-trip approval prior to the booking stage, or authorisation process of bookings. 



6.1.2 The Supplier shall ensure that when using the Online Booking Solution, the Bookers are able to search for and be presented with the lowest cost fares and/or rates in the market from multiple sources of Inventory. The results of the search shall ensure that all available Inventory is clearly visible and appropriate to the search parameters, City, Postcode, Office, Airport or Train Station entered by the Booker. All search result and prices must be returned at the same time and be sortable immediately

  

6.1.3 The Supplier shall ensure that the cheapest option is clearly displayed first and must include all ticketing options e.g. two singles, timed tickets, cheap day returns, advance booking for outward and more flexible tickets for the return journey, as well as hotel groups.



6.1.4 The search results on the Suppliers Online Booking Solution shall highlight those that are within policy as defined in the Authority’s Travel/Expenses/Meeting Policy(s) in accordance with 6.3 paragraph (Home Office Travel Policy). 



6.1.5 The search results shall provide information including, but not limited to, routes, accessibility restrictions, journey times, and CO2 emissions per booking. The Supplier’s portal should be able to allow travellers to compare price and CO2 emissions between air and rail when booking rail travel.





6.1.6 The Online Booking Solution shall have the functionality to identify when the Booker does not select the lowest cost option and alert the Booker before they confirm the booking. The Online Booking Solution shall also ask the Booker to select the reason for not doing so.  Prioritisation by other factors is non-mandatory. 



6.1.7 All publicly available fares/rates, offers and promotional fares/rates, locally negotiated fares/rates and CCS Public Sector Negotiated Programme fares/rates shall be displayed and available to book. It is mandatory that the Supplier shall not restrict any content and inventories in any way at all, without obtaining prior written approval from the Authority. There are no exceptions to this mandatory requirement.  



6.1.8 The supplier shall make the Authority "aware" of new API inventory within 14 days, and would implement accordingly (subject to integration difficulty / resource / cost) including GDS and non-GDS content (e.g. API), or Inventory requested by the Authority as a result of any changes in the supply landscape. New Inventory shall be made available within 14 days of either the request by the Authority or any change in the supply landscape. When a new API implementation is impacted by Third Party Providers, the Supplier is to agree the timescale with the Authority. 



6.1.9 The Online Booking Solution shall provide Bookers with access to all published fare/rate rules, restrictions, terms and conditions including, but not limited to, the rules for penalty clauses, amendment, and exchange and cancellation periods.



6.1.10 The Supplier shall display and promote special offers / CCS negotiated rates to ensure that bookers can take advantage of these and any other offers that provide the optimal Value for Money.





6.1.11 [bookmark: _heading=h.44sinio]The Online Booking Solution shall have the facility to communicate, at the point of booking, important messages to Bookers and Travellers regarding situations that are likely to impact their specific travel booking including, but not limited to, hotel refurbishments, travel disruptions, flight delays, adverse weather, industrial action, specific events (e.g. football matches) and Online Booking Solution outages. Any important messages to be published on the Online Booking Solution that are not related to travel disruptions shall be submitted to the Authority for approval no later than 48 hours prior to publication. 





6.1.12 The Supplier shall provide, on the home page, a section where they and the Authority can issue travel related messages, e.g. flight / air emergency timetable changes, strike action, engineering works, freak weather issues and any news that will have an impact on travellers.



6.1.13 In the event of political and civil unrest, terrorist attacks and any other event that is deemed to be of pertinence to the traveller, the Supplier shall contact the traveller with details and updates within 2 hours of the event and notify the Authority.



6.1.14 The Supplier shall be required to disable any service(s) which are not included in the scope of the relevant Call-Off Contract subject to agreement with the Authority.



6.1.15 The Supplier shall ensure a history of confirmed travel and/or meeting itineraries is available to Bookers and Travellers of the Authority. The Online Booking Solution shall allow Bookers to save frequently used routes and accommodation providers as a template for future reference to enable efficient processing of bookings for frequent journeys. 



6.1.16 The Supplier shall ensure that there is a facility to book multi modes of travel bookings e.g. air and rail as part of one booking. Such bookings shall attract a single transaction fee providing all elements are booked at the same time. 



6.1.17 Where multi group bookings are made, the Supplier should negotiate a discount.



6.1.18 The Online Booking Solution shall be custom is able; as a minimum it should display the Authority’s logo and a link to the Authority’s travel policy on the landing page. Booking guidance must be provided and kept up to date.



6.1.19 Any API implementation shall conform to Her Majesty’s Government best practice https://www.gov.uk/guidance/gds-api-technical-and-data-standards. 



6.1.20 Emissions reporting must be in accordance with the Government guidance on Measuring and reporting environmental impacts: guidance for businesses (https://www.gov.uk/guidance/measuring-and-reporting-environmental-impactsguidance-for-businesses), as amended, using the relevant government emission conversion factors for greenhouse gas company reporting (https://www.gov.uk/government/collections/government-conversion-factors-forcompany-reporting) unless otherwise notified by the Authority. 



6.1.21 The Supplier shall provide solutions to prevent Bookers from viewing or booking fares/rates (including an escalation process for out of policy bookings or attempts to book) that are:



· not within the Authority’s Travel/Expenses/Meeting Policy limits; and/or 



· fares/rates that the Authority (and/or CCS) has requested in writing to the Supplier to be removed from the Online Booking Solution. 



6.1.22 The Online Booking Solution and/or Offline Booking Solution shall have the capability for the Authority’s Bookers to book travel where the point of origin is outside the country from which they are making the booking.



6.1.23 The Online Booking Solution shall display fares/rates and availability on the day before and the day after the dates selected by the Booker or where the technology allows (for example Rail bookings) to display fares by hour of selected date. 



6.1.24 The Supplier will provide the Authority with a copy of their technology roadmap and will regularly update the Authority on the progress and or developments of the roadmap.



6.1.25 The Supplier shall ensure that the Online Booking Solutions and Offline Booking Solutions data capture are not materially different across travel categories (e.g. rail, air, accommodation). Country level online and offline data shall be merged into one report for booked data and one report for invoiced data.



6.1.26 The Supplier shall ensure that the Online Booking Solution is available 24 hours a day, 365 days per year (or 366 in a leap year) across all the applicable points of sale throughout the entire duration of the relevant Call-Off Contract. This excludes any planned scheduled outages for system maintenance and/or system upgrades that have been mutually agreed with the Authority and offers the necessary language interface. The Supplier’s portal shall have the capacity to run efficiently during peak demand periods.



6.1.27 The Supplier shall provide the support, access, and functionality of the Online Booking System to the Authority personnel via mobile devices such as tablets and smartphones and through a mobile booking app. There is also a requirement that itineraries can be sent to both their Home Office email account and to another inputted email address if required. The mobile experience shall include all features of the desktop booking experience.



6.1.28 This functionality must not compromise data security in any way and or increase security risks to the Authority or Her Majesty’s Government (HMG). Any security risk will be assessed by the security working group and the Authority’s own cyber security department and any necessary modifications must be carried out by the Supplier before the go-live stage of the mobile booking app at no cost to the Authority in accordance with Call-Off Schedule 9A (Security).   Any modifications shall be implemented in accordance with the timescales agreed by the security working group or the Authority’s own cyber security team.



6.1.29 The Supplier shall enable the Super Users with the appropriate system access and training to undertake the following activities in accordance with the Authority’s requirements (the details of which shall be agreed between the Supplier and Authority during the Implementation Period):





· allow bookings outside of the Authority’s departmental Travel/Expenses/Meeting Policy subject to Authority internal controls; 

· ability to self-register Traveller profiles; create Traveller profiles; amend Traveller      profiles; 

· delete profiles, in accordance with the data security requirements; and 

· add Authority specific messages to their tailored booking portal where technology exists.

· If the Home Office requires the Supplier to make amendments to the traveller’s profiles and when instructed by an Authority’s nominated authorised staff the changes should be implemented within 2 hours.  





6.1.30 Booker access to the Online Booking Solution shall be via an individual’s secure username and password in accordance with the guidance offered by the National Cyber Security Centre https://www.ncsc.gov.uk/collection/passwords



6.1.31 Requests for forgotten passwords and requests to change password shall be facilitated online at any time and offline during the applicable Core Working Hours and shall be actioned without charge. 



6.1.32 The Supplier shall provide a drop-down menu where the booker can select whether they are on posting terms, such as Dual Workplace, to enable a feed to payroll to allow correct tax declaration.



6.1.33 Additional information requiring capture and reporting may also include: 



· Travellers on a posting term of less than 24 Months, for example detached duty tax relief;

· The type of posting term the Traveller is on;

· Confirmation that the booking is in relation to the posting term; and 

· Reason for Travel Codes (RFT).



6.1.34 The Supplier’s portal must have provision to add additional core requirements such as project and analysis code as these are required to be reported against under MI data for contract management purpose.



6.1.35 The Supplier shall provide the ability for the traveller/booker to enter the reason for travel and respond to additional travel related questions. A predetermined option list will be agreed with the Authority during the implementation period.  The name of the approver must be entered, either from a dropdown or free text.   The Authority will be able to make changes to the reasons for the travel list as required.



6.1.36 The Supplier shall ensure that Reason for Travel Codes are recorded and reported through the Management Information process.



6.1.37 The Supplier shall provide a mandatory free text/drop down menu, to ensure that the traveller/booker provides a justification if the cheapest option is not taken. This will be captured as a missed savings as part of the MI reporting. A pre-determined list of questions will be agreed with the Authority during the implementation period.



6.1.38 The Supplier will provide the Authority with a copy of their technology roadmap and will regularly update the Authority on the progress and or developments of the roadmap.

6.1.39 [bookmark: _heading=h.2jxsxqh]The Supplier shall not implement any upgrades which increase the risk profile of the service or lower the security effectiveness of their service.  The Supplier shall provide the Authority with a notification and message placed on the Supplier’s Online Booking Solution with a minimum of 5 working days advance notice of any system upgrade and/or maintenance, including the benefits that any system upgrades shall offer/deliver, and detail any inconvenience or disruption and /or any actions required to be undertaken by the Authority. The Supplier shall ensure such maintenance or upgrades shall be carried out with minimum disruption to the Deliverables. Online Booking Solution maintenance and upgrades shall be implemented as soon as is practicable, and:



· they shall be provided by the Supplier without charge; and 

· they shall occur outside the applicable Core Working Hours. 



6.1.40 The Supplier shall ensure any system maintenance and upgrades are tested via the Authority’s networks prior to the upgrade/version release going ‘live’, including any Third Party Providers that the Supplier is reliant upon. Any custom interfaces must be carried forward when any Supplier systems are upgraded. 



6.1.41 [bookmark: _heading=h.z337ya]In case of security breaches and unplanned system maintenance that may directly or indirectly affect the Authority, the Supplier shall take all necessary actions, including, but not limited to, system maintenance immediately. This should happen without prejudice to the Supplier’s obligations nor conflict with the supplier’s adherence to the security requirements. Information on non-availability of the Online Booking Solution is to be shared with the Authority at least 1 hour in advance of the commencement of the emergency maintenance and or system upgrades. The Supplier shall inform the Authority if any action is required and the benefits that any emergency upgrades shall deliver to the Authority, with a minimum of 1 hours’ notice.



6.1.42 As part of the Implementation Plan, the Supplier shall adapt the Online Booking Solution to reflect the Authority's Travel/Expenses/Meeting Policy(s) during the Implementation Period. 



6.1.43 The Supplier shall further adapt the Online Booking Solution to reflect any changes in the Authority’s Travel/Expenses/Meeting Policy(s) and / or the Security Management Plan throughout the duration of the relevant Call-Off Contract.  



6.1.44 [bookmark: _heading=h.3j2qqm3]The Supplier Online Booking Solution and any other online system available to the Authority shall comply with:

Government design principles, 



· https://www.gov.uk/guidance/government-design-principles;

· Government design system, https://design-system.service.gov.uk/;

· Government standard design, https://www.gov.uk/service-manual; and

· The Public Sector Bodies (Websites and Mobile Applications) 



6.1.45 The online booking solution shall be able to provide the facility for different access levels to allow staff to book either for themselves only, for themselves or other employees with a profile or on behalf of   others who do not have a profile.





6.1.46 The Supplier shall be able to respond quickly to last minute bookings and changes of travel arrangements as a FoC service, the SLA is in accordance with Call-Off Schedule 14 Service Levels.



6.1.47 The Supplier shall ensure that all Home Office staff, and ALBs (Arm’s Length Bodies), to be defined during the enabling agreement shall be on the same portal. DBS should have their own portal and search engine.



6.1.48 The Supplier shall ensure that there is no reference to the Authority on the confirmation sent to the service provider. An alternative will be agreed with the Authority during the implementation period. 



Desirable 

6.1.49 The Supplier’s system shall have the option for the travel to be sent to the traveller’s calendar



6.1.50 The online booking solution must have the facility for all travel to be added to a single basket for check out at the end of the booking.



6.1.51 Bulk rail bookings should be able to be submitted in spreadsheet/list format rather than be required to be booked individually.



6.1.52 The Online Booking Solution should have videos of how to book the most cost-effective rail, hotel and bookings.





6.2 Booking Solutions – Offline



6.2.1 The Supplier shall provide an Offline Booking Solution which offers the Authority all options as reflected in the Online Booking Solution as well as any available offline content which may not be reflected in the Online Booking Solution. The Suppliers must not restrict the options presented to Bookers in any way not approved in writing by the Authority including, but not limited to, their own preferred partners and/or to rates and/or fares that give the Supplier a financial return, or other benefits.



6.2.2 For Offline bookings the supplier should offer a call back rather than keep the Authority on the call.



6.2.3 Booking Solution Access and Capability Requirements



The Supplier shall provide a telephone and e-mail Offline Booking Solution to Bookers and Travellers that will deal with all enquiries from Bookers and Travellers including, but not limited to, making new international and domestic bookings, technical issues with the Online Booking Solution, amendments/cancellations to bookings, refunds and exchanges to tickets. The Offline Booking Solution shall be available during UK Core Working Hours. All calls to the Offline Booking Solution shall cost no more than the UK standard call charge. Outside Core Working Hours, the Supplier shall provide a telephone helpline service that shall be accessible from landlines and mobile telephones and overseas. The out of Core Working Hours Service will need to provide the following support:

· making emergency offline bookings; 

· facilitating urgent cancellations and changes to bookings; 

· assisting to repatriate Travellers in the event of a security incident or natural disaster; and 

· rebooking Travellers whose travel has been cancelled by the travel supplier etc.

· Supporting the Traveller when accommodation providers are challenging that payment has not been received from the Supplier  



6.2.4 If the Booker or Traveller is placed in a queue when they contact the Offline Booking call centre, they should be advised what number they are in the queue and the estimated wait time.



6.2.5 For offline bookings only, multiple activities, e.g. rail to airport, air and hotel can be booked by contacting one person rather than different teams when making telephone bookings.



6.2.6 The Supplier shall challenge behaviours of offline bookers where requests are made for specific providers (e.g. hotel, airline) if this is not the cheapest suitable option. 



6.2.7 The Supplier will ensure out of policy booking requests are referred to the Authority’s nominated staff for approval.



6.2.8 In cases where profiles have not been amended for reasonable adjustments prior approval must be given for an out of policy booking by a nominated Authority representative before any booking can be made. The names of the nominated Authority representatives will be provided during implementation.



6.2.9 The Supplier will support and actively promote a channel shift from off-line to online bookings. Bookers should be redirected to the Online Booking Solution.



6.2.10 The Supplier shall ensure that no unauthorised staff (staff not connected to the contract) are able to access Home Office data under any circumstance. 





       6.3 HO Travel Policy



(a) Rail travel  



Bookings should be restricted to Standard Class.   



First class rail travel may only be booked if:



· there are no standard class facilities available on any suitable train

· the cost of a first class ticket is cheaper or the same price than standard class 

· to accommodate staff with disabilities or other reasonable adjustment requirements.  The nominated Authority representative will provide the names of staff who qualify under this criteria



(b) [bookmark: bookmark=id.4i7ojhp][bookmark: _heading=h.1y810tw]Air travel

 

The class of travel is governed by the duration of the flight (see the Flying time table). First class air travel must not be booked under any circumstances. 



Journey time to and from the airport, or any stop over for personal reasons is not included in the hours set out below.



		Flying time

		Class of travel



		Up to 5 hours

		All journeys at public expense: 

Economy



		5 hours – 10 hours

		All journeys at public expense:

Economy (See * below)



		Over 10 hours

total journey time 

		All journeys at public expense:

Premium Economy / Business (subject to agreement with budget holder)



































[bookmark: bookmark=id.2xcytpi]Note: If there is a requirement to take a connecting flight, the total journey time includes the total of the flight and any stopover.



Staff are not permitted to book premium economy or business class for flights under 10 hours. However, with Director level approval, the next highest class, including premium economy, may be booked;

  

* Subject to the authority of Directors the next higher class (including premium economy but not first class) may be used



Business class travel can only be booked for flights over 10 hours, with exceptions as set out below.



· where strict application of the class-of-travel rules would not be cost effective

· where the higher class of travel better suits the needs of the business, and the travel arrangements can be justified

· for short duty visits out and back in a working day - you will not be entitled if you stay overnight

· when bookings are not available in the lower class and the timing or date of the journey cannot be changed

· if you will be required to work within a few hours of arrival at either end of the journey

· on disability/medical grounds



(c) [bookmark: _heading=h.1ci93xb]Sea travel



All sea travel must be undertaken in standard class.



(d) [bookmark: _heading=h.3whwml4]Overnight travel



If staff travel overnight on official business by sea, rail or coach, they may occupy a sleeping berth at the Authority’s      expense, depending      on availability.



(e) Hotels 



The hotel rate caps are £125 (London); £90 (National)



6.4 Bookings

6.4.1 Essential

6.4.1.1 The Supplier shall make available, at all times via the Online Booking Solution and Offline Booking Solution(s), all CCS Public Sector Negotiated Programmes, discounted, advance purchase, special offer, promotional, Commissionable and Non-Commissionable rates and any other available Non-Commissionable special offers for the Authority to book. The Supplier shall inform the Authority (and CCS) of all accommodation rates that the Supplier negotiates or make available specific to the Authority.



6.4.1.2 [bookmark: _Hlk110350774]It is critical that the Supplier facilitates travel content from a variety of sources to provide cost effective fares and accommodation to as many locations as possible around the globe and provides a responsive service to meet such booking needs. 



6.4.1.3 The Supplier shall ensure any communication sent from the Supplier to a Booker, Traveller or accommodation provider are transmitted successfully before the date of travel.





6.4.1.4 The Supplier shall notify in writing the Third Party Provider (e.g. accommodation provider) at the time of booking (online and offline) whether the Traveller has any special needs, including dietary and allergies as communicated by the Booker or the Traveller at the time of booking.



6.4.1.5 On all booking confirmations, and all associated correspondence, including, but not limited to, information shared with Third Party Providers, the Supplier shall ensure that the Authority’s department identity is not revealed under any circumstances unless instructed otherwise and agreed in writing during the Implementation Period in accordance with Call-Off Schedule 13 (Implementation Plan and Testing). 



6.4.1.6 The Supplier shall ensure that travel providers are fully aware of the circumstances around specific offline booking types as detailed by the Booker, for example compassionate journeys, and shall handle such bookings sensitively and in accordance with the required payment instructions.



6.4.1.7 The Supplier shall provide location-based alerts to the traveller/booker when the user commences a booking for accommodation or a flight, and any updates after the booking, up to and during the journey. An alert system to warn travellers of any security concerns within the vicinity of the area of travel and or accommodation that has been brought to the attention of the Supplier through public and any officially confirmed source shall also be available. 



6.4.2 Desirable



6.4.2.1 The Online Booking Solution options shall be shown on a single screen, with price comparisons between travel modes, for example appropriate rail and air journeys, and for the cost of the whole journey.



6.4.2.2 The Supplier shall have the facility that the booker can ‘book now’ without having to open the basket to enable booking.



6.4.2.3 The online booking portal shall have the ability to show which train stations have manned ticket offices.



6.4.2.4 For different types of travellers tailor the wording in the booking confirmation – e.g. staff, or customers attending Home Office interviews



6.5 Air Travel



6.5.1 Essential



6.5.1.1 The Supplier shall ensure that both the Offline Booking Solution and Online Booking Solution shall have the functionality or process to provide air bookings, domestic and international, for the services detailed below:



· single, return and multi-city flights;



· upgrades and/or added value offers if allowed under the Authority’s Travel/Expenses/Meeting Policy;



· group purchase tickets (offline only); 



· pre-booking of seat reservations and other ancillaries’ services such as meals (subject to the carrier having the facility to display); 



· special assistance for exceptional circumstances, for example escorted Travellers, unaccompanied minors or an accompanied Traveller service requirement for visually impaired Travellers (offline only); 



· the ability to exclude certain routes or airlines when requested by the Authority; 



· excess baggage;



· The Supplier shall provide an option to add hold luggage to any fare or flight, via the online portal, for additional cost if the carrier permits this.





· The Online Booking Solution must not allow the option to book first class air travel as this is outside the Authority’s policy. Business class flights can only be booked for flights over 10 hours.



· The Supplier shall have the facility to provide priority and / or seat choice to be available for staff that require this as a reasonable adjustment.



· The Online Booking Solution must have the facility for staff to save their favourite journeys so future travel can be booked using the same criteria, or something similar that will reduce booking time and create time efficiencies.



6.5.1.2 The Supplier shall ensure that all options for air travel offered are clearly displayed on the Online Booking Solution and/or explained to the Authority via the Offline Booking Solution(s), prior to the booking. This shall include details of direct flights, or lower cost options with an overnight stay, or break in a journey and non-direct flight journey duration. 



6.5.1.3 The Supplier shall ensure that the options provided to the Booker, through the Online Booking Solution or Offline Booking Solution, provide a comparison of the lowest fares available from each carrier in a format that allows the Booker to make best value for money decisions. 



6.5.1.4 The Authority recognises that on Multi-City Flights, there may be an opportunity to use ticketing techniques to reduce the overall price for the Authority. The Supplier shall use its expertise to issue all Multi-City Flights in the most cost effective way (considering the aggregate of both fee and fare).



6.5.1.5 The Supplier shall ensure that all CCS Public Sector Negotiated Programme air fares are loaded correctly and made available through the Online Booking Solution and Offline Booking Solution staff and that all fare options shall be presented, including as a minimum:



· Global Distribution System (GDS) or NDC (New Distribution Capability) fares for scheduled airlines and low cost carriers (where provided by the LCC); 



· web fares for all carriers (to be accessed via an API link where available at no extra cost to the Authority); and 



· non-flexible and flexible fare options. 



6.5.1.6 Where the carriers make this information available to the Supplier, the Supplier shall clearly display or communicate the number of available flight seats remaining for the specific flight being booked. 



6.5.1.7 For air bookings, the Supplier shall ensure that Bookers and/or Travellers receive an instantaneous system generated confirmation/e-ticket by email or phone app as agreed with the Authority once a booking has been confirmed, including as a minimum:



· unique booking reference code; 



· ticket type (i.e. Economy/Premium Economy/Business/First) and cost; 



· Booker and Traveller name (as shown on passport); 



· journey details, including date, time of travel, carrier, flight number, terminal number and seat number where applicable; 



· terms and conditions associated with the ticket booked and any restrictions; 



· information on how to make cancellations, exchanges and amendments; 



· information on accessibility arrangements, such as provision of ramp access at stations, where relevant or restrictions; 



· the Supplier’s contact telephone number during Core Working Hours and out of Core Working Hours if different; 



· the Supplier’s email address for contact during and out of Core Working Hours if different; 



· check-in information (e.g. when check-in opens, recommended time to allow for check-in); 



· baggage entitlement; and breakdown of costs (e.g. flight cost, taxes, cabin baggage, excess baggage). 



6.6 Rail Travel



6.6.1 Essential



6.6.1.1 [bookmark: _heading=h.2bn6wsx]The Supplier shall ensure that Bookers/Travellers are not allowed to book first class rail at the Authority’s cost, unless this has been agreed as part of a reasonable adjustment package, and the Authority’s nominated representative has given authority for the traveller’s profile to be amended, or unless first class rail is cheapest option 



6.6.1.2 The Supplier shall present all available rail fares in price order (lowest to highest), including This must include special offers provided by the train operating companies and as a minimum:



· advance purchase (singles and returns); 

· flexible (single and returns); 

· other cost effective ticketing options. For example, offering two separate 

· tickets for a single journey (i.e. where there is a break in the route) rather than purchasing one through ticket; and 

· discounted fares for holders of any type of discounted rail cards. 



6.6.1.3 The Supplier shall provide the facility for the Authority to make cross border rail services (e.g. Eurostar, SNCF (French Railway) and SNCB (Belgian Railway)) bookings detailing all available fares and class of travel through the online booking solution where the technology exists.



6.6.1.4 The Supplier shall provide the facility for the Authority to set a default rail ticket fulfilment option and for the Booker to select an alternative ticket fulfilment before a booking has been confirmed, including as a minimum:



· self-print, phone application and/or bar codes, where available; 

· Ticket On Departure (TOD) from a nominated train station (either from a ticket office or a machine); 

· first or second class post; 

· recorded or special delivery (signed-for delivery); 

· courier delivery; 

	

6.6.1.5 Tickets must be able to be sent to an alternative email or postal address enterable in the booking system.



6.6.1.6 The Supplier may require in-house ticket printing facilities, to be confirmed on the enabling agreement.



6.6.1.7 Printers must also include Free of Charge (FoC) installation, FoC service and repair, maintenance contracts and FoC training. Any ticket printer software updates required (not including Authority’s system software) shall be provided FoC. It is also a requirement that ToD must be FoC.



6.6.1.8 The Supplier shall provide the facility for the Booker to make rail seat reservations within the booking process whenever the seat reservations are available to be booked in advance. 



6.6.1.9 The Online Booking Solution must have the facility for staff to save their favourite journeys so future travel can be booked using the same criteria, or something similar, to enable reduced booking time and create time efficiencies.



6.6.1.10 The Supplier shall ensure that the journey connection times displayed on their portal are accurate and achievable to enable the traveller to make decisions on the timings of air and rail bookings.



6.6.1.11 [bookmark: _heading=h.qsh70q]The Supplier shall ensure that restrictions on ticket types are displayed before completion of the booking, e.g. the ticket is only valid for travel on the specific train booked, not available on specific trains during evening peak time, outward travel must start on the day stated, or for a day return tickets, return travel the following day will not be permitted. 



6.6.1.12 The Supplier shall provide a split ticketing functionality when booking rail tickets online to book cheaper fares on the frequently travelled routes dictated by the Authority. The split ticketing option shall be the default booking option where a saving can be made over standard or advanced tickets. The split ticketing routes will be agreed during implementation and updated if necessary following regular business reviews.



6.6.1.13 For rail bookings, the Supplier shall ensure that Bookers and/or Travellers receive a system-generated confirmation/e-ticket by email or phone app as agreed with the Authority. As a minimum this will include: 



· unique booking reference code; 

· unique reference code to enable tickets to be printed and or collected prior to departure; 

· ticket type (i.e. Advance/Off-Peak) and cost; 

· Booker and Traveller name; 

· journey details, including, but not limited to, date, time of departure and 

· arrival, departure station, arrival station, rail service provider and seat number (if a seat has been reserved) for all segments of the journey; 

· terms and conditions associated with the ticket booked and any restrictions;

· information on how to make cancellations, exchanges and amendments; 

· the Supplier’s contact telephone number during Core Working Hours and  out of Core Working Hours if different; and the Supplier’s email address for contact during Core Working Hours and out of Core Working Hours if different. 



6.6.1.14 Where Travellers have specific accessibility requirements the Supplier shall ensure that this is clearly communicated to the rail service provider and any adaptations, such as ramp provision at stations or escorted access are confirmed in writing to the Booker and the Traveller as part of the confirmation. If the adaptations delivered are not suitable, or not provided at the time of travel, the Supplier shall offer alternate solutions. Such events shall be captured in the Complaints Procedure by the Supplier when they become aware and the Supplier shall take up with the rail service provider, updating the Authority (and CCS) each quarter.



6.6.1.15 The Supplier shall ensure that the search results displayed on the Online Booking Solution or communicated via the Offline Booking Solution provide a comparison of the lowest fares available for each rail service provider in a clear format that allows the Booker to make best value for money decisions. 



6.6.1.16 If requested the Supplier shall provide the facility for the Authority to make Transport for London and rail warrant bookings. In addition, the Supplier shall provide a facility to book a rail ticket that includes underground travel. 



6.6.1.17 The Supplier shall have the ability to turn off London Underground tickets as the Authority is promoting the use of Contactless and Oyster cards, but this requirement maybe required in the future. 



6.6.1.18 If requested by the Authority, the Supplier shall provide a facility for the provision of Oyster cards and/or rail smartcards and the facility to ‘top up’ Oyster cards by registering the card on the Supplier's website or through a link to the TfL Website to allow the ‘top up’ to be billed back to the Authority. If requested by the Authority, the Supplier shall allow smartcards UK rail fulfilment through the Online Booking Solution and Offline Booking Solution.



6.6.1.19 At the time of booking, the Supplier shall provide details of any fees for delivery / collection of tickets. This information shall be clearly visible to allow the Booker to choose the cheapest option. 



6.6.1.20 The Supplier shall ensure that live train timetables and notifications are available providing details of strikes, delays or cancellations and that these can be sent to smartphones     . This will include notifications being sent to the traveller if there is disruption to services on the day of travel.





6.6.2 Desirable

6.6.1.1 The Supplier shall provide the facility for Bookers / travellers to upgrade to first class at their own cost. 



6.6.1.2 The Supplier will be able to process bulk bookings on rail tickets. 

	 

6.7 Accommodation



6.7.1 Essential

6.7.1.1 There should be sufficient accommodation at all locations to accommodate staff/large teams throughout the year and Supplier will need to have a continued      procurement programme to bring on new stock. 



6.7.1.2 The Supplier shall ensure that the Online Booking Solution and Offline Booking Solution(s) for accommodation bookings shall clearly display and communicate (if offline) full and complete details of the services listed below: 



· accommodation room descriptions / specifications / amenities (e.g. safe, hairdryer, bath, shower, desks)

· All accommodation will meet a minimum requirement specified by the Authority – see HO Requirements below. The following will also need to be displayed

· rate inclusions/exclusions (e.g. breakfast, evening meal, local tax, Wi-Fi); 

· accommodation facilities (e.g. gym, parking, restaurant);

· accommodation location (e.g. distance from local transport / nearest station); 

· disability access and any access restrictions; 

· accommodation cancellation policy terms and conditions of the booking; and 

· electric vehicle charging points and other environmentally sustainable options provided by the venue.



6.7.1.3 The Authority’s (Home Office) policy states:



The Bed & Breakfast rate limits are based on hotel prices reflecting certain minimum accommodation standards, namely:



· single rooms with en-suite facilities; TV and tea and coffee making facilities in the room

· adequate space and, where it is necessary to work in the room, facilities for doing so (writing surface)

· satisfactory personal security arrangements and adequate emergency procedures



6.7.1.4 The Supplier shall ensure availability of accommodation (in the UK and overseas, including rented accommodation for longer term assignments). 



6.7.1.5 Restaurant facilities should be available either in the hotel or locally offering reasonably priced meals.



6.7.1.6 The Supplier shall provide the ability to book non-GDS (Global Distribution System) accommodation online, such as not limited to, bed and breakfast, hotels, serviced apartments.



6.7.1.7 The Supplier shall provide the ability for the Booker to select, on the Online Booking Solution tool, the number of occupants that will be staying within the selected room when multiple occupancy is required.



6.7.1.8 The Supplier shall ensure that accommodation providers make the booked accommodation available to Travellers and/or delegates who may be arriving late in the evening or at night, and shall not reallocate the booked accommodation to any other customer. The Supplier shall ensure that confirmations in writing clearly make this point to the accommodation provider. If Travellers and/or delegates are ‘booked out’ and made to stay at other accommodation providers, this event is to be captured in the Complaints process by the Supplier when they become aware. The Supplier shall ensure alternative accommodation is arranged immediately by the accommodation provider and that no additional cost is passed onto the Booker or Authority. 



6.7.1.9 The Supplier shall provide the Booker(s)/Traveller(s) with the ability to detail where applicable special requirements (e.g. allergies/dietary needs) on the booking tool to enable ease of travel. 



6.7.1.10 The Supplier must have the facility to exclude certain accommodation providers, as defined by the Authority, to ensure they are not visible to the online Booker, nor made available to book by the booking agent if offline. This shall be requested on an adhoc basis and must be dealt with immediately at no extra cost. 



6.7.1.11 Within the Offline Booking Solution, the Authority may need to make a request for information about the hotel e.g. if there are height restrictions in hotel car parks, quiet areas in car parks for dogs to sleep in vans and 24 hour check-in. The Supplier will confirm all such information within 2 hours.



6.7.1.12 For accommodation bookings, the Supplier shall ensure that Bookers and/or Travellers receive an instantaneous confirmation by email, or phone app as agreed with the Authority, once a booking has been confirmed, including as a minimum:



· unique booking reference code; 

· Booker email address; 

· Traveller name; 

· accommodation name and address including postcode; 

· map view; including London underground  

· date and duration of stay; 

· breakdown of costs (e.g. room rate, taxes); 

· amenities included / not included in the room rate (e.g. Wi-Fi, breakfast);

· cancellation and amendments terms and conditions including the latest cancellation date and time to avoid all charges; 

· information on how to make cancellations and amendments; and 

· the Supplier’s contact telephone number during Core Working Hours and out of Core Working Hours telephone number (if different). 



6.7.1.13 For non-Global Distribution System (GDS) accommodation bookings the Supplier shall provide a process to prevent the instances of Travellers arriving at the accommodation and being informed that the bill back is not adequately set up. This may include but not limited to providing a faxed or emailed confirmation to the Traveller to be presented to the accommodation provider on arrival.



6.7.1.14 The Supplier shall ensure that there is a facility to service the Authority requirements for group bookings.  A group booking is defined as more than 8 in a party.



6.7.1.15 The Supplier shall have specialist points of contact for group bookings. If there is a need to transfer a call between non-group and group specialists, this must take place without the Booker being asked to re-dial.  



6.7.1.16 The Supplier will negotiate discounts for group bookings



6.7.1.17 The Specialist Point of contact should offer a call back service rather than keep employees on the call.  The call back should be made within 30 minutes. 



6.7.1.18 The Supplier shall provide a facility as part of the Offline Booking Solution to contact Third Party Providers to fulfil specific requirements for example, staff travelling with working dogs.



6.7.1.19 The Supplier shall provide a facility to service the Authority’s requirements for “long stay” bookings and accommodation for ‘exclusive use’. A “long stay booking” is a booking for Travellers and/or delegates staying more than nine (9) consecutive nights in the same accommodation.



6.7.1.20 The Supplier should work with accommodation providers to offer bookings at hotels that would normally be out of the appropriate price range, if they are offering a deal linked to the event staff are attending to bring      them inside the price bracket or hotel cap set by the Authority.



6.7.1.21 The Supplier’s portal must have the facility to allow searches for a specific hotel or hotel chain the Booker/Traveller requires.



6.7.1.22 The Supplier shall ensure that, where necessary, better rates shall be negotiated, either by CCS or the Supplier, with heavily used hotels, to ensure Value for Money. A more flexible cancellation policy will also need to be negotiated. 



6.7.1.23 If the Supplier’s portal does not show a specific hotel which meets Authority’s requirements at that time, and is within policy, there must be a provision of booking it directly with other Travel service providers.



6.7.1.24 The Supplier shall ensure that there is provision to book day rooms. 



6.7.1.25 The Supplier      shall ensure that there is the functionality to flag hotels that are booked out of policy, as well a mandatory field to supply a justification for not booking the cheapest / out of policy accommodation.



6.7.1.26 The Supplier shall ensure that special booking arrangements      can be put in place to ensure late cancellation policies are negotiated for block booking hotel rooms which may need to be cancelled at short notice, ensuring that a full refund is received for any rooms not used.



6.7.1.27 The Supplier shall have a range of different payment solutions accessible to them (including cash only, credit card only and direct transfers) as some hotels only accept payment via only one of these means. 



6.7.1.28 The Supplier shall ensure that the payment has been received by the hotel prior to the traveller arriving, and that the hotel will not allow the room to be released if the traveller arrives late. 



6.7.1.29 [bookmark: _heading=h.3as4poj]The Supplier shall ensure that all hotels provided on their portal are identifiable, be in a safe location, adhere to international and local rules and regulations e.g. fire risk hazards, safe secure locks, hygiene and cleanliness etc.  They must provide safety for travellers and security for belongings, adequate facilities for everyday needs, a high standard of cleanliness and a quiet environment to allow rest.



6.7.1.30 The Supplier shall offer a “Price Match Guarantee” to ensure that users do not pay more than if they were to book directly with a hotel.



6.7.1.31 The Supplier shall ensure that where overseas hotels are booked, the hotels are within the rate caps published by HMRC in the Worldwide Subsistence Rates, The Supplier shall ensure that these rates are identifiable to staff when they make the booking. However, the Supplier shall allow the booking of out of policy hotels if this is necessary for safety and security reasons. 



6.7.1.32 The Supplier shall provide a list of hotels on their portal that support Lone Travellers. 



6.7.1.33 There may at times be a requirement to book hotels on a room only basis and these need to be clearly identifiable on the booking system to allow the booker to select the best options available to them.



6.7.1.34 The Supplier shall provide the options of integrated packages where they may provide better Value for Money, for example Bed and Breakfast rates, Dinner Bed &Breakfast rates, multiple day packages.



6.7.1.35 The Supplier shall provide, as a minimum the facility to search by the following criteria:


Proximity to:

· Office

· Airport

· Station



Location – sort by:

· Country

· City / Town

· Post code



Radius from the location stated above



Hotels

· Budget hotels

· Hotel chain

· Hotel 

· Specific hotel



6.7.2 Desirable



6.7.2.1 The Supplier shall ensure that Foreign and Commonwealth & Development Office marker hotels (approved on security grounds) are identified on the system as instructed by the Authority.



6.7.2.2 The supplier will       provide payment details of when the hotel has been booked e.g. Conferma pay app.



6.7.2.3 A drop-down menu with a free text box for ‘other’ must be provided for a justification for the out of policy booking.



6.7.2.4 The Supplier shall ensure that the results of the search shall provide maps and directions which display the distance, depending on the search criteria and mode of transport (for example, driving, walking, near rail and / or tube station).



6.7.2.5 The Supplier shall provide the ability to book rented houses.





6.8 Ferry (including Eurotunnel)



6.8.1 Essential



6.8.1.1 The Supplier shall provide the facility for the Authority to book all ferry ticket types for domestic and international scheduled services online and offline. 



6.8.1.2 The Supplier shall provide an Online Booking Solution and Offline Booking Solution service to book passenger vehicles on the Eurotunnel Le Shuttle.

 

6.9 Taxi 



6.9.1 Essential



6.9.1.1 The Supplier shall provide a service where possible for the Authority to make minicab car / taxi bookings for a single Traveller or multiple Travellers and/or delegates using either the Online Booking Solution and/or Offline Booking Solution. The Supplier shall notify the Booker where there are taxi-sharing opportunities at the time of booking to assist with best value for money decisions.



6.9.2 Desirable

6.9.2.1 The Authority also requires a multiple pick up and drop off service if this is being used by more than one Traveller, and where it is economical to do so. Taxis should have national coverage. Taxis in frequently used international destinations should be available. 



6.10 Coach

6.10.1 Essential

6.10.1.1 The Supplier shall provide the facility for Offline facility to: 



· book tickets for all scheduled coach journeys for example on intercity coach journeys. 



· bulk purchase coach and bus tickets; and 



· hire a coach with a driver. 



6.10.1.2 The Supplier shall take overall responsibility for ensuring that all Third Party Providers that they engage under the relevant Call-Off Contract are compliant with the current and future legislation applicable to all Services, including, but not limited to all applicable Laws relating to coach hire and driver services and minicab / taxi booking services. 



6.10.2 Desirable

6.10.2.1 The Supplier shall provide the facility for an Online facility to:

 

· book tickets for all scheduled coach journeys for example on intercity coach journeys.



· bulk purchase coach and bus tickets; and 



· hire a coach with a driver.

 

6.11 Car Parking



6.11.1 Essential

	

6.11.1.1 The Supplier shall provide the facility to book:

 

· parking requirements at airports, railway stations and ferry ports; 

· parking by an attendant; and 

· an airport, railway station or ferry port “meet and greet” service. 

· National Car Parks



6.11.1.2 The Supplier shall provide detailed booking information including, but not limited to, directions and contact details for each car park reservation. 



6.12 Executive Services



6.12.1 If requested by the Authority, the Supplier shall provide an Executive Service. 



6.13 Support for Travellers and Bookers



6.13.1 Essential



6.13.1.1 The Supplier shall provide support to Travellers or Bookers who may have specific requirements related to Protected Characteristics, outlined in the Traveller’s or Booker’s profile or communicated during the booking process, to ensure that they are able to access the Services and that all associated travel and booking arrangements are met. In particular any requirements relating to disability are to be catered for in accordance with the Equality Act 2010, the details of which will be provided at the time of booking, for example assistance upon arrival at the venue, extended transfer times, wheelchair ramps at a station and assistance to board and alight from a train or aircraft.



6.13.1.2 The supplier shall respond to the traveller within 2 working days to advise that the queries raised by the traveller have been resolved and, within the same timescale, ensure that the traveller is advised that the refund has been received there is an issue with the hotel quality, or the room was not held by the hotel when traveller has advised of late arrival



6.13.1.3 The Supplier shall advise, at the time of booking, any publicised travel issues that may disrupt the Traveller’s journey or booking including, but not limited to, hotel refurbishments, travel disruptions, flight delays, adverse weather, industrial action, specific events (e.g. football matches).



6.13.1.4 The Supplier shall highlight all additional charges applicable to the booking, including but not limited to transaction and ticket delivery / collection fees, and provide advice to Travellers and Bookers in order to minimise these charges.



6.13.1.5 The Supplier shall provide a service to book valuable or sensitive items, for example government papers, firearms etc on flight or rail bookings. The Supplier shall advise of the best method of doing this, for example, the need to book an additional seat, or to book the item as increased baggage allowance.

 

6.13.2 Desirable

6.13.2.1 If requested as a service by the Authority, the Authority shall notify the wording for any automated attendant model and/or interactive voice response telephone script to the Supplier, which shall be used when processing offline bookings by telephone. Answer machines and/or automated attendant model shall be kept to 1 level of the call tree. Call tree to be shared by the Supplier, with the Authority.



6.14 Booking Amendments, Exchanges, Cancellations and Refund Requirements

[bookmark: _heading=h.1pxezwc] 	

6.14.1 Essentials



6.14.1.1 The Supplier shall offer an online booking amendment, exchange cancellation and refund solution or an alternative solution for amendment, exchange cancellation and refund solution e.g. offline.



6.14.1.2 The Supplier shall process all online or offline requests to amend, exchange, cancel or refund a prepaid booking from the Authority. This shall be undertaken in accordance with the carriers and/or accommodation providers and/or TOC’s terms and conditions of booking. The Authority shall not incur charges due to delays in the Supplier’s process to amend exchange and or cancel a booking. 



6.14.1.3 The Online Booking Solution shall provide email confirmation to the Booker and/or Traveller of any amendments and/or cancellations made online.



6.14.1.4 All amendments, exchanges, cancellations and refunds shall be confirmed by the Supplier by email or by other means of written notification to the Booker and/or Traveller. 	



6.14.1.5 The confirmation shall provide a unique amendment/exchange/cancellation/refund reference code and clearly show the booking details so that the Booker and the Authority can accurately match, monitor and track all refund requests.



6.14.1.6 The Supplier shall provide a process for the Authority to claim for delays to train journeys via the Supplier in accordance with the Authority’s requirements.



6.14.1.7 The Supplier shall provide, as part of the Offline Booking Solution, a facility to amend the Traveller name whilst keeping the original booking if allowed by the fare/rate terms of conditions.  



6.14.1.8 For rail, the amendment/exchange/cancellation/refund process shall include an acknowledgement of receipt of refund requests sent by post from the Authority to the Supplier.  The Supplier shall provide the Authority with monthly refund data.



6.14.1.9 For rail, the Supplier shall check whether tickets have been used and shall provide the Authority with a refund process automatically. The Supplier shall provide the Authority with Monthly refund data. 



6.14.1.10 For air, the Supplier shall check whether e-tickets have been used and shall provide the Authority with a refund process automatically. The Supplier shall provide the Authority with Monthly refund data. 



6.14.2.12 For accommodation, the offline cancellation process shall provide an emailed confirmation of cancellation as soon as possible and within a maximum of 1 hour of the cancellation call or email sent by the Traveller. The Supplier shall provide the Authority with Monthly refund data. 



6.14.2.13 If the booking requires pre-trip approval, (outside policy bookings) any change to the booking that increases the overall cost to the Authority will also require pre-trip approval from the Authority's nominated representative.   

	

6.14.3 Desirable



6.14.3.1 For rail, where tickets have been printed, the Supplier will refund automatically if the ticket has not been used rather than rely on the Traveller to return the ticket by post to the Supplier.     



6.15 Price Match

6.15.1 Essential

6.15.1.1 The Supplier shall provide an assurance to the Authority that the lowest available fare/rate is always offered to Bookers to make a booking in a secure and fully bonded environment. If a Booker finds a flight, hotel or rail ticket that is cheaper than that presented by the Supplier, the Supplier shall action a Price Match. 



6.15.1.2 The Supplier shall offer a Price Match guarantee on all fares and rates it supplies to the Authority to guarantee the Supplier is offering the lowest cost options for travel and accommodation. Price Match fares or rates are those that are available to the general public online. This does not include fares or rates offered on membership only websites, reward programs, incentives, via a consolidator or fares or rates obtained via e-auctions, or sites requiring a code to access. Price Match is also not available for sharing economy products. 



6.15.1.3 A Price Match challenge needs to be flagged to the Supplier within 2 working hours of receiving the Supplier’s quoted fare or rate by email. If the Price Match request is valid the Supplier will need to provide the Price Match quote within 2 working hours. No additional transaction or amendment fees shall be applied when a Price Match is implemented. 



6.15.1.4 Price Match is only available for fully IATA/RDG/ATOC/ABTA (or equivalent) bonded distribution channels and only where the point of origin and the point of sale are the same country. Price Match shall not apply in situations where the Authority has requested that Inventory channels and availability displays be limited to exclude the fares or rates being challenged under Price Match. 



6.15.1.5 Price Match shall not apply where the Authority or Authority representative has negotiated a rate programme where the lowest available rate is higher than the benchmark rate or fare quoted by the Authority. The Supplier shall continuously look to enhance the price match process bringing ideas for improvement and increased benefits to the Supplier review meetings with the Authority including opportunities for innovations within the online booking tool to facilitate this.



6.15.1.6 The Authority will require monthly MI on the number of price match requests received, and whether the Supplier matched the price, and if not, the reason why this could not be achieved. 



6.16 Joiners/Leavers and Movers and Suspending Deleting Accounts



6.16.1 The Authority shall provide weekly downloads of joiners, leavers and movers to ensure that the records are correct. There may be occasions where there is a need to add someone who would need to book travel for others but not for themselves. The Supplier shall ensure that these can be added with an end date that can be extended if needed.



6.16.2 Essential



6.16.2.1 The Supplier shall provide the facility for uploading and updating Traveller-specific profile data, e.g. by CSV file or by direct integrated data feed from the Authority’s systems, subject to all necessary security and data protection standards required by the Authority. 



6.16.2.2 The Supplier shall have the ability to accept the reports in the format determined by the Authority or be able to convert the data into the format required, in order to load new joiners to the system, remove leavers, and update email addresses and cost centres. The fields provided on the report are as follows.  



Joiners Report:

· Title

· Forename

· Middle Initial

· Surname

· Address Line 1

· Address Line 2

· Town/City

· Post Code

· Country Code

· Area Code

· Phone Number

· Employee Number

· Email Address

· Cost Centre



Leavers Report:

· Employee Number

· Email Address



Email Change Report:

· Employee Number

· Old Email Address

· New Email Address



Cost Centre Change Report

· Employee Number

· Email Address

· New Cost Centre



6.16.2.3 The Supplier should have a process to ensure the data is loaded correctly and confirm the same to the Authority.



6.16.2.4 Unless agreed otherwise with the Authority the Supplier shall ensure a booking cannot be made via the Online Booking Solution or Offline Booking Solution unless a full validated cost centre code, email address, employee name and staff number have been provided by the Booker.  The cost centre code, email address and employee number shall be validated against a list provided by the Authority during the Implementation Period and then weekly through the joiners, leavers, and movers reports. These lists shall be updated as frequently as necessary and given to the Supplier weekly 52 times per year by the Authority. Any requests over 52 may be subject to an additional charge which shall be specified in the relevant Call-Off Contract.  The Online Booking Solution shall lock down the Bookers ability to amend the profile, including, name, staff number and cost centre. 



6.16.2.5 The Supplier will not delete/suspend inactive profiles. 



6.16.2.6 The Supplier will: 



· Provide a copy of all Traveller profiles to the Authority weekly and in such format as required by the Authority; 



· Provide to the Authority all Traveller profiles on the termination of the Contract or such earlier date as requested by the Authority; and 



· Securely erase all Traveller profiles and any copies it holds on the termination of the Contract in accordance with the GDPR policy and Joint Schedule 11 (Processing Data). 



6.16.3 Desirable

6.16.3.1 Joiner / Mover / Leaver – Home Office to place a weekly JML (Joiners, Movers and Leavers) delta file (PGP (pretty good privacy)-encrypted Excel or CSV format) on our SFTP (Secure File Transfer Protocol) server from where the Supplier will retrieve the file and upload to their system. The Supplier will also have the ability to do a full extract of employee details from their booking system in order that HO can periodically reconcile to Metis. 



6.17 Feedback Requirements

6.17.1 Essential

6.17.1.1 [bookmark: _heading=h.49x2ik5]The Online Booking Solution shall provide access to an air, rail, ferry, taxi, parking, and accommodation feedback and rating facility. The feedback facility must request the user’s email address and booking reference as a minimum, so as to identify the provider of the feedback and the relevant booking. The Supplier shall review this feedback as part of account management and provide mitigation taken, recommendations and ideas as to how to remedy and/or prevent any poor service issues occurring and take all reasonable steps to avoid such issues occurring again. 



6.18 Complaints/Issue Management and Dispute Resolution 

6.18.1 Essential

6.18.1.1 The Supplier shall provide, within the Online Booking Solution, a facility for the Authority to register complaints, e.g. standard of the accommodation, or complaints against third party providers.  



6.18.1.2 The Supplier shall provide, within the online Booking Solution, a facility for the Authority to register complaints against the Supplier’s booking system, Supplier’s staff, level of service and the Supplier's response times to e-mail and telephone enquiries when bookings are made Offline.  



6.18.1.3 The Supplier shall adhere to the Complaints Procedure as per the Call-Off Contract. 



6.18.1.4 The Supplier is required to adhere to the Dispute Resolution Procedure as set out in the Call-Off Contract.



6.18.1.5 The Supplier shall review the complaints as part of account management and provide mitigation taken, recommendations and ideas as to how to remedy and/or prevent any poor service issues occurring and take all reasonable steps to avoid such issues occurring again. 



6.18.1.6 The Supplier shall on a quarterly basis provide the Authority with a consolidated report detailing all complaints received by the Supplier.  The report should include the date the complaint was received and resolved, complainant contact details, the nature of the complaint and actions agreed and taken to resolve the complaint and any changes to processes and lessons learned.



6.18.1.7 If requested to do so by the Authority, the Supplier shall develop a continuous service improvement or rectification plan. 



6.19 Call-Off Contract Access

6.19.1 The Supplier shall note that the Services provided under the relevant Call-Off Contract, for business travel booking and management Services are solely for authorised business use. Whilst the Services are predominantly for Authority’s employees, they may also be utilised for non-employees, for example, but not limited to, arranging transportation for immigration claimants to attend interviews or Home Office appointments, employee spouses and dependants, members of the public, visiting foreign nationals and others where prior written approval is provided by the Authority.



6.19.2 Under no circumstances shall Traveller(s) of the Authority or any other nominated individuals authorised by the Authority, utilise the Services for personal use unless explicitly part of their duty or pursuant to employment terms and conditions.



6.19.3 In the event that the Authority wishes to use the Services as a ‘contingency arrangement’ for individuals who have not booked their travel through the relevant Call-Off Contract (e.g. the repatriation of British Nationals in an emergency or provision for rough sleepers, asylum seekers), the Supplier will work with the Authority to facilitate access to the booking solutions under the relevant Call-Off Contract. The Supplier WILL NOT enter      discussions with CCS or representatives of the Home Office or Disclosure and Barring Service (DBS), without first receiving written agreement from the Home Office Contract owner that the contract may be used to support a contingency.  If the service is used as a contingency the Supplier must ensure there are separate billings, MI, support arrangements so the spend is recorded separately from staff travel expenditure.  It may be necessary, if requested by the Authority, for a Purchase Order to be raised and for individual invoices to be submitted to the Authority for payment.   



6.19.4 There shall be no personal gain for Bookers or Travellers and/or delegates through benefits acquired as a consequence of travel undertaken as part of the relevant Call Off Contract. Therefore, the Supplier shall not facilitate the collection of an individual’s loyalty card points awarded by Third Party Providers. However, the Supplier is required to facilitate corporate schemes and/or charity donation schemes where applicable, if approved by CCS and agreed with the relevant Authority. 



6.20 Operational Service Requirements

6.20.1 The travel service delivered must adhere to the service standard (https://www.gov.uk/service-manual/service-standard), and pass the necessary assessments for internal travel services.



6.20.2 The Supplier shall provide operational travel management supporting services; these services shall be agreed between the Supplier and the Authority in the relevant Order Form and Call-Off Schedule 5 (Pricing Details), if applicable. 



6.20.3 The Supplier shall provide a service for the facilitation and/or processing and submission of travel visas and passports, including:

 

· a visa and or passport query(s) and or support service; and 



· a service for the provision to purchase currency, which shall be undertaken at the commercially advantageous exchange rate on the day. Exchange rates will be monitored by the Authority. 

	

6.21 Tax 

6.21.1 Refer to Framework Schedule 1 



7 key milestones and Deliverables

7.1 The following Contract milestones/deliverables shall apply:

		[bookmark: _heading=h.147n2zr]Milestone/Deliverable

		Description

		Timeframe/ Delivery Date
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7.2 Authority IMPLEMENTATIOn

7.2.1 [bookmark: _heading=h.3o7alnk]The Supplier shall outline their proposed project implementation plan to state clearly how they plan to manage the transition of services and provide assurance that the Authority’s requirements and make sure timescales and go live date is met. The proposed plan will form part of the Enabling Agreement and will form part of the Call Off Contract in Call Off Schedule 13 (Implementation Plan and Testing).



7.2.2 [bookmark: _heading=h.23ckvvd]This plan should include a range of named personnel charged with overseeing specific aspects of the encompassing implementation period, who hold the relevant expertise and knowledge to do so effectively (e.g. personnel who have an expert knowledge of Security considerations to oversee this aspect of implementation).



7.2.3 This plan should also contain a comprehensive and realistic time scale, ensuring that all Requirements outlined are in place and ready to ‘Go Live’ at the time of Contract Commencement.



7.2.4 This plan will also contain a comprehensive and fully mapped Risk Register, highlighting and providing mitigations for any anticipated or potential risks to the contract or services provided as part of it.



7.2.5 This Risk Register will inform a Business Continuity Plan which will also be required to inform how the Supplier intends to react swiftly and comprehensively in the event that the Service were to go down (at the point of implementation, or at any time within the Contract Period).



7.2.6 The Risk Register shall be reviewed weekly during the Authority’s implementation meetings or at any time requested by the Authority.



7.2.7 The Supplier shall carry out due diligence as part of the bid preparation process to ensure that implementation plan and cost take account of all potential dependencies and risks inclusive of those associated to system/process integration, installation, connectivity or other IT activity as required by the Authority.



7.2.8 The Supplier shall ensure that Implementation and Go live requirements as detailed above.



7.2.9 The Supplier shall provide the Implementation Plan as part of their bid and shall arrange a meeting with key personnel between themselves and the Authority to agree and refine this within 1 week of Contract Award.



7.2.10 [bookmark: _heading=h.ihv636]This project implementation plan shall include a range of named personnel charged with overseeing specific aspects of the agreed Implementation Plan encompassing the agreed Implementation Period, who hold the relevant expertise and knowledge to do so effectively (e.g. Personnel who have an expert knowledge of security considerations, data transfer, billing, to oversee this aspect of implementation).



7.2.11 This project implementation plan shall also contain a comprehensive and realistic timescale, ensuring that all requirements outlined within this Specification are in place and ready to ‘go live’ at the time of Call-Off Contract Start Date. 



7.2.12 This project implementation plan will also contain a comprehensive and fully mapped risk register, highlighting and providing mitigations for any anticipated or potential risks to the Call-Off Contract or services provided as part of it.



7.2.13 This risk register will inform a business continuity plan which will also be required which will show how the Supplier intends to react swiftly and comprehensively in the event that the Services were to go down (at the point of implementation, or at any time within the Contract Period).



7.2.14 The Supplier shall carry out due diligence as part of the bid preparation process to ensure that implementation plans and costs take account of all potential dependencies and risks inclusive of those associated to system/process integration, installation, connectivity or other I.T. activity as required by the Authority.



7.2.15 The Supplier shall ensure that implementation and Go Live requirements are detailed within Call Off Schedule 13 (Implementation Plan and Testing).



7.2.16 The Supplier will provide the Implementation Plan as part of their bid and will arrange a meeting with key personnel between themselves and the Authority to agree and refine this within 30 Working Days of entering into the Call-Off Contract. 



8 MANAGEMENT INFORMATION/reporting



8.1 Management Information and Data Reporting Requirements



8.1.1 Essential



8.1.1.1 The Supplier shall operate and maintain appropriate systems, processes and records to ensure that it can, at all times, deliver (or otherwise make available) timely and accurate management information from all the countries in the scope of the relevant Call-Off Contract to the Authority in accordance with the Authority’s requirements and the provisions of the relevant Call-Off Contract and this Schedule. The supplier to provide Authority with access to run our own reports and others e.g.  all bookings between certain hours.



	The Supplier shall provide either:



· a secure, central portal to enable the Authority, if requested, to self-access their dashboard, management information (including travel data, booked data and invoiced data) and reports. The portal shall offer the capability to customise reports and access raw data; or 



· such alternative secure communication methods      in relation to the Authority’s dashboard, management information (including travel data, booked data and invoiced data) and reports as specified by the Authority at the relevant Call-Off Start Date. 



· The Supplier shall ensure (where there has been no change to the original booking), the management information provided to the Authority can be matched to the relevant Supplier invoice. 



· The Supplier shall capture details of the Authorising Officers for each offline out of policy booking in accordance with the Authority’s requirements. 



· The Supplier will use the management information to engage with the Authority in such areas as (but not limited to) duty of care, enhanced customer experience, and ensure that Travellers are making optimal choices in line with their relevant travel policy.



· The Supplier shall complete and upload (to a secure portal) all supplementary/out of policy/missed saving reports, by no later than the 14th of each month, (the template for reports shall be detailed during the implementation stage) 



· When receiving monthly supplementary reports (which will hold information including, but not limited to, out of policy bookings, the Authority requires the information/data to be split out by each business area to allow the Authority to disseminate them accordingly. 



· [bookmark: _heading=h.41mghml]The Supplier shall provide the Authority with a daily report of all overseas hotels booked.  The report should be provided by no later than 6pm on the day of booking. The report should include the overseas hotel bookings (including arrival      and departure date, booker and travellers name and address, hotel name, city, country, total room rate per night, total cost of stay. 



· The Supplier shall provide the Authority with a daily report of flights booked over £1000.  The report should be provided by no later than 6pm on the day of booking. The report should include the departure and arrival dates, destination, booker and travellers name, missed savings.  



· The Supplier will capture the number of online and offline bookings which shall be reported in the MI and discussed at the contract review meetings.



· The Supplier shall support the Authority in fraud investigations, Freedom of Information requests (FOI) and Parliamentary questions by providing any reporting information requested within three (3) Working Days of the request for fraud and FOIs or 3 hours for Parliamentary Questions. 



· The Supplier shall also help with the detection and investigation of any potential or suspected fraudulent activity, notifying the Authority as soon as any fraudulent activity is suspected. 



· The Supplier shall supply all information for ad hoc queries on request, in the agreed format, within five (5) Working Days of request. Ad hoc queries are one off requests required to support the business. Ad hoc queries can include but are limited to, domestic and overseas air over a certain period, travel history for a list of travellers, number of bookings at a requested hotel, number of rail journeys to a specified destination.  

 

· Billing file – The Supplier to place a detailed billing file (PGP-encrypted     Excel or CSV format) on our SFTP server, which will be uploaded to AP. Finance to determine level of line detail required (summarise by cost centre and account or by booking detail) and whether this would be the same as the OACs file



· The Supplier shall submit enhanced MI travel data to the Authority weekly to allow the provider to bolt this onto the billing data.  The format of the data will be specified by the Authority and the Supplier will make any necessary changes to accommodate the Authority’s requirements. Including CO2 data to ensure that the Authority meets the Greening Government commitments in reducing its emissions. 

 



· The Supplier shall also regularly inform the Authority if there are any email addresses that are not:



· bakerinquiry.independent.gov.uk

· biometricscommissioner.org.uk

· brookhouseinquiry.org.uk

· cluster2security.gov.uk

· combatingdrugs.gov.uk

· dbs.gov.uk

· dmip.independent.gov.uk

· domesticabusecommissioner.independent.gov.uk

· expertpanel.gov.uk

· extremismcommission.independent.gov.uk

· forensicscienceregulator.gov.uk

· gla.gov.uk

· gro.gov.uk

· gscpp.security.gov.uk

· hmicfrs.gov.uk

· hmpo.gov.uk

· homeoffice.gov.uk

· iasc.independent.gov.uk

· icibi.gov.uk

· iicsa.independent.gov.uk

· ipco.org.uk

· ipt.independent.gov.uk

· jermaine-baker.public-inquiry.uk

· judicialcommissioners.org.uk

· manchesterarenainquiry.independent.gov.uk

· metis.homeoffice.gov.uk

· modernslavery.gov.uk

· modernslaveryactreview.independent.gov.uk

· nstix.gov.uk

· obscc.org.uk

· ocda.gov.uk

· ocda.org.uk

· preventreview.independent.gov.uk

· sccommissioner.gov.uk

· ucpinquiry.org.uk



9 volumes



9.1 Please refer to pricing sheet Attachment 4 for estimated volumes. Due to a significant change in methods of conducting meetings (virtual) and the      Authority’s commitment to reduce Co2 emissions, there is no guarantee of volumes.  







10 continuous improvement



10.1 The Supplier will be expected to continually improve the way in which the required Services are to be delivered throughout the Contract duration.



10.2 The Supplier should present new ways of working to the Authority during monthly Contract review meetings. 



10.3 Changes to the way in which the Services are to be delivered must be brought to the Authority’s attention and agreed prior to any changes being implemented.



11     Sustainability



11.1    The Contracting Authority is committed to a 100% reduction of greenhouse gas emissions and requires the successful Supplier under this procurement to demonstrate an organisational commitment to the ‘Net Zero’ target.
Further information can be found here: https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/1054373/Guidance-on-adopting-and-applying-PPN-06_21-_-Selection-Criteria-Jan22__1_.pdf





12 PRICE



12.1 Please submit pricing details as per attachment 5 in the tender documents.

 

12.2      Prices are to be submitted via the e-Sourcing Suite Attachment 4 – Price Schedule excluding VAT and including all other expenses relating to Contract delivery.



13 STAFF AND CUSTOMER SERVICE



13.1 The Supplier shall provide a sufficient level of resource at on-boarding and provide information of the staff availability on the contract start date in order to consistently deliver a quality service.



13.2 The Supplier’s staff assigned to the Contract shall have the relevant qualifications and experience to deliver the Contract to the required standard.



13.3 The Supplier shall ensure that staff understand the Authority’s vision and objectives and will provide excellent customer service to the Authority throughout the duration of the Contract.

 

14 service levels and performance



14.1 The Authority will measure the quality of the Supplier’s delivery by:



		KPI/SLA

		Service Area

		KPI/SLA description

		Target



		1

		Email res

		[Insert description of KPI/SLA ensuring it is S.M.A.R.T e.g. – Deliveries to be received within 3 working days from order issue]

		Insert required target e.g. – 98%



		2

		Authority will add couple of SLA’s/ KPI’s in the call off contract

		    TBC

		TBC



		3

		Response times when returning search results. 

		TBC

		TBC



		4

		

		

		



		5

		

		

		







[bookmark: _heading=h.19c6y18]

15     Security and CONFIDENTIALITY requirements



15.1 Essential



15.1.1 The Supplier shall, at all times for the duration of the relevant Call-Off Contract, have in place, maintain and comply with quality and assurance management systems and standards for the scope of the Services offered, including but not limited to the following: 



· a Quality Management System supported by the International Organisation for Standardisation ISO 9001 Quality Management System, or the current European Foundation for Quality Management (EFQM) Excellence Model criteria or equivalent; 



· an Environmental Management System supported by the International Organisation for 	Standardisation 	ISO 14001 	Environmental Management System or equivalent; and 



· an information security management system as required by the Security Requirements. 



· ISO27001 (essential as storing passport numbers etc) and the Supplier must provide valid certification



· Cyber Essentials or Cyber Essentials Plus – the Supplier must provide valid certifications     



· SOC2 (Service Organisation Control 2)



· NIST (National Institute of Standards and Technology)



· PCI-DSS (needed if we want the supplier to take card payments directly) (The payment card Industry data security standard)



          15.1.2    The Supplier shall furnish documentation to show how they are                     complying with all of the above and shall provide the Authority, or the Authority’s cyber security team all of the above upon request within 48 hours when requested to do so and provide certification within 6 weeks of contract award date. 





15.1.3   The Supplier shall provide evidence that the infrastructure devices storing any bulk Authority data shall not be directly accessible from a device hosted on the internet. In addition, the devices storing bulk data shall be located in the UK only, including any supporting or backup devices.



15.1.4   The Supplier must accommodate the Authority’s audit in relation to   assurance governance and compliance during implementation and throughout the duration of the Call-Off Contract. This will include but is not limited to physical security, Personnel security and documentary security (policies, procedures, international standards and legislative requirements) in accordance with the requirements of Call Off.



15.2 Security Clearance for Supplier’s staff 

15.2.3 Essential

15.2.3.1 [bookmark: _heading=h.nmf14n]Due to the nature of the Authority’s business the Supplier shall be required to obtain security clearances for all staff regardless of their role to Security Check level, and work with the Authority to ensure the protection of the user’s data (including Bookers and Travellers) is secure. The cost of the security clearance will be met by the Supplier.



15.2.3.2 The Supplier will ensure that it has sufficient levels of suitably qualified and SC security cleared personnel, who are solely UK based, with the relevant experience available at all times to provide the Deliverables in accordance with the Service Levels throughout the duration of the Contract. Failure to do so shall amount to a material Default of the relevant Call-Off Contract entitling the Authority to terminate without notice. A high quality service is deemed to be when the Service Levels specified in Call-Off Schedule 14 (Service Levels) are exceeded on a permanent basis. 



15.2.3.3 The Suppliers shall be required to ensure all their staff must not be in any offshore headquarters and call centres, or offshoring of any data.



15.3 Technology Requirements 



15.3.3 Provision of the Online Booking System 



15.3.4 Essential



15.3.4.1 The Supplier will perform the Services using the Supplier’s Online Booking System, which will (as a minimum) comply with the requirements set out in this Paragraph 3.42 of CCS travel & Venue Solutions framework Schedule 1 and the Authority’s specification (as set out in Call-Off Schedule 20 (Call-Off Specification)), and, where applicable, the Supplier’s tender for the Services (as set out in Call-Off Schedule 4 (Call-Off Tender)). 



15.3.4.2 The Supplier will ensure that the Online Booking System is suitable for the performance of the Services and that the Services will not be adversely affected or hindered in any way by the use of the Online Booking System. The Supplier’s Online Booking Solution tool must be able to allow for “Single Sign On” capability to support future Government digital strategies.



15.3.4.3 The Supplier will at all times maintain the Online Booking System in                                                such working order as enables it to perform the Services in accordance with the terms of this Contract and to comply with the Service Levels.                                        

15.3.4.4 Online Booking System Warranties 



15.3.4.5 The Supplier warrants, represents and undertakes to the Authority that:



15.3.4.6 The Online Booking System used by the Supplier in connection with this Contract will: 



· not have its functionality or performance affected, or be made inoperable or be more difficult to use by reason of any date related input or processing in or on any part of such Online Booking System; 



· not cause any damage, loss or erosion to or interfere adversely or in any way with the compilation, content or structure of any data, database, software or other electronic or magnetic media, hardware, website, online applications or computer system of the Authority with which it interfaces or comes into contact; and 



· any variations, enhancements or actions undertaken by the Supplier in respect of the Online Booking System will not affect the Supplier’s compliance with Paragraph 3.43.1 of the travel and Venue Solutions RM6217 Framework Schedule 1 or the performance of the Services; 



· The Online Booking System will be properly maintained and supported to ensure that it functions correctly, including through the correction of defects and faults in the Online Booking System and the performance of regular system restoration activities to restore parts of the Online Booking System that are defective or are not functioning correctly; and 



· It will perform or procure the performance of end user tests to ensure that corrections and system restoration activities have been implemented successfully pursuant to Paragraph 3.42 of the Travel and Venue Solutions RM6217 Framework Schedule 1 and that reports will be prepared detailing the success or failure of such end user tests for provision to the Authority. 



15.4 Protection of the Online Booking System



15.4.3 Essential



15.4.3.1 The Supplier will operate a back-up process for the Online Booking System insofar as it relates to the Services in accordance with the Security Management Plan. The back-up process will be sufficient to enable the Supplier to replicate the Online Booking System and restore the provision of the Services promptly after the occurrence of any event which materially disables, disrupts or interferes with the proper operation of the Online Booking System.  



15.4.3.2 The Supplier will protect the Online Booking System used in the provision of the Services in accordance with the Security Management Plan and the Security Requirements, including facilities for remote access to the Online Booking System, against unauthorised external penetration and to ensure that such networks are resilient and are protected at a minimum against any single point of failure.



15.4.3.3 The Supplier will test the back-up process for the Online Booking System and the protection to be afforded to the Online Booking System in accordance with your Security Management Plan and the Security Requirements detailed in Call-Off Schedule 9a (Security) and will prepare reports setting out the results of such tests and any actions which need to be taken to ensure that the back-up process and the Online Booking System comply with the requirements set out in Travel and Venue Solutions RM6217 Framework Schedule 1.  



15.4.3.4 The Supplier will provide such reports to the Authority within ten (10) Working Days of the completion of such tests. 



15.4.3.5 The Supplier grants to the Authority, or will procure the grant to the Authority of, a royalty free, worldwide, transferable, non-exclusive licence for the Contract Period, together with the right to grant sub-licences to Bookers and Travellers, to use the object code version of the Online Booking System, as required for the Authority to receive the Services and enjoy the benefit of any rights granted to it pursuant to the relevant Call-Off Contract. 



16     payment AND INVOICING 



16.1 Payment can only be made following satisfactory delivery of pre-agreed certified products and deliverables.



16.2 Before payment can be considered, each invoice must include a detailed elemental breakdown of work completed and the associated costs. 



16.3 Invoices should be submitted to: Home Office, HO Box 5015, SSCL, Phoenix House, NEWPORT, NP10 8FZ



16.4 DBS should also have their own separate billing arrangements.



16.5 Essential

16.5.3 The Supplier’s Online Booking Solution and Offline Booking Solution(s) shall have the ability to support the payment options as directed by the Authority to include, but not limited to: 



· corporate payment cards, including virtual credit cards; 

· invoice feeder files as a method of invoicing; 

· billing to project, analysis and or cost centre codes; 

· lodge cards / enhanced lodge card; 

· consolidated invoice accounts, for example 10 or 30 days; 

· individual and / or single bill back, for example not consolidated invoice; and 

· payment on departure by Traveller for accommodation



16.5.4 If required, the Supplier shall provide the Authority with a consolidated invoice billing file that details the full travel costs and travel data on one line per transaction, such as ticket fare, booking fee and merchant fee. The Authority shall specify the format of the file and the Supplier will make any changes to their system to provide the billing data in the format required.   



16.5.5 If required, the Supplier shall work with the Authority to implement card payment processes as required at no additional cost to the Authority. 



16.5.6 If required, the Supplier shall work with the Authority to implement an integrated expenses process as required at no additional cost to the Authority. 



16.5.7 For acceptance of payment by purchasing card, the Supplier shall only surcharge the Authority the direct cost borne as a result of the Authority using the given means of payment. The Supplier shall not charge the Authority any additional supplier merchant fees other than the card provider’s published merchant fees, nor will it be entitled to charge a mark-up on such costs and/or fees. 



16.5.8 The Authority reserves the right to request proof of the value of any such surcharges associated with payment by a purchasing card. 



16.5.9 The Online Booking Solution shall provide the facility for the Booker to insert the three / four digit CVV security code. 



16.5.10 For each online and offline booking the Authority shall require the Booker’s and Traveller’s staff number, and Travellers specific, name, cost centre, email address, entity code e.g. Home Office/DBS ( Disclosure and Barring Service), project and analysis code. 



16.5.11 The Supplier shall provide the facility for taxable journeys to be recorded for each online and offline booking and, for the tax classification. 



16.5.12 The Supplier shall provide a full itemised breakdown of fees, e.g. booking fees, card surcharge fees, air baggage fees and any additional charges indicated on the Supplier’s invoice and the breakdown shall provide for any applicable VAT (or any other similar or equivalent taxes) payable in respect of those fees. 



16.5.13 The Supplier shall ensure that all online and offline bookings for air baggage costs other ancillary charges are itemised separately on the invoice and are not included in the air fare total amount. 



16.5.14 The Supplier shall determine, prior to Go Live, solutions that have the capability to interface with the Authority’s e-commerce (Purchase 2 Pay) system.



16.5.15 Where the Authority does not require a full end-to-end e-commerce (Purchase 2 Pay) system, the Supplier shall provide an alternative solution in accordance with the Authority’s requirements at no additional cost, charge or expense to the Authority. 



16.5.16 The Online Booking Solution shall have the functionality to manage accommodation provider’s advance purchase payments when requested by the Authority. The offline process shall have the functionality in place to manage accommodation provider’s deposits. When required by the Authority, the Supplier shall accept card payment solutions to facilitate all bookings that require pre-payment. 



16.5.17 If requested by the Authority, the Supplier shall use their own card solution to facilitate all bookings that require prepayment. 



16.5.18 In the event that the Authority is required to book accommodation on behalf of third parties (e.g. for projects), the Supplier shall, when requested, be responsible for obtaining the relevant accommodation provider invoice within 20 Working Days of the checkout date to allow the Authority to claim reimbursement costs through the relevant project. 



16.5.19 The Supplier shall investigate any spend that does not contain a Bookers e-mail address and cost centre, and where costs have been charged to the Authority. The reconciliation objective is to either retrieve a refund from the market, by challenging the charge where an incorrect charge has occurred, or to find the correct booking information so that the correct business area or OGD can be billed.  The Supplier will have 10 Working Days each month to complete their investigation activity and submit results to the Authority. Any remaining unmatched transactions after the 10 Working Days are placed into an unreconciled suspense/control account by the Authority. The Supplier shall continue to reconcile these unmatched transactions that have been placed into the control account for later submission to the Authority. 



16.5.20 The Supplier shall provide a weekly update to the Authority as to the progress of the unmatched spend.  This update shall contain all details reasonably requested by the Authority and shall be provided to a person nominated by the Authority (as may be updated by the Authority from time to time). 



16.5.21 The Supplier will invoice the Authority for the charges in GB pounds/sterling. 



	

16.6 Billing File 



16.6.3 Essential

16.6.3.1 It is essential that the Supplier provides the billing data in the exact format included at Annex A.  



16.6.3.2 In addition to supplying the relevant monthly invoices (billing data), the provider will supply MI data in a consistent format for all types of travel as set out in the template, Annex B as specified by the Authority.



16.6.3.3 The Supplier shall provide MI to show out of policy hotel bookings. There is a requirement for two reports:



1. Pre stay report so that the Authority can address the bookings ahead of the traveller’s stay

2. Missed savings report post traveller’s stay



The Authority will require the MI and invoice to be split if any NDPBs ( non-   departmental public bodies or ALBs ( Arm’s length bodies) wish to be included in the contract to enable the Contract Manager to undertake the role effectively.



16.6.3.4 The Supplier shall provide to the Authority monthly sustainability information pertaining to rail and air journeys      taken by the Authority’s employees. This should include, but not limited to the following. Full details can be found in the MI section:

 

· Family organisation - top level

· Directorate

· Unit

· Traveller’s cost centre

· Traveller’s name

· Date of travel

· Class of travel

· Journey details – start and finish destinations

· For Rail / Flights – define whether domestic, short-haul, long haul, and number of flights within the booking (Sector count)

· Equivalent Air Rail and Car CO2 emissions for each journey taken



17 CONTRACT MANAGEMENT 



17.1 Account Management

17.2 The Supplier shall provide an account management and relationship management service which fully supports all of the requirements of the      Contract and the needs of the Authority, and the requirements as detailed within the Specification and this Statement of Requirements.

17.3 The Supplier shall provide the Authority with a named account manager, within 5 Working Days of signing the Call-Off Contract. The nominated account manager shall have a minimum of two years business travel industry experience in a similar role and shall work closely with the nominated commercial agreement manager to deliver the Services. 

17.4 The Supplier shall provide the Authority with a written account management structure. 

17.5 The Supplier’s account manager shall hold regular fortnightly meetings with the Authority. Monthly meetings will be held with the Authority’s contract manager.   Quarterly review meetings will also be held with Account Manager, Supplier Management Director, Commercial, and Authority Representatives.

17.6 The Supplier’s account manager shall promote, deliver and communicate transparency of pricing, and savings to the Authority respectively. 

17.7 The Supplier shall support the Authority in providing frequent communications to the Authority’s user base about the Supplier’s booking abilities. One such requirement is for production of a quarterly newsletter highlighting booking behaviours and ways to reduce travel spend and important updates regarding the travel service. Full details of what the newsletter shall include will be agreed during the implementation stage and the monthly performance meetings.  The Supplier shall also deliver travel booking hints and tips training to the Authority’s Travellers.  

17.8 Attendance at Contract Review meetings shall be at the Supplier’s own expense.





































18 CUSTOMER Name:  Home Office



18.1    Names of all Departments / ALB’s that will be using this Enabling Agreement. This is not exhaustive list:



i) Security Industry Authority

ii) Office of Security and Counter Terrorism

iii) Independent Financial Review Panel

iv) Surveillance Camera Commissioner

v) Commission for Countering Extremism

vi) Independent Reviewer of Terrorism Legislation		

vii) Office of the Biometric Commissioner

viii) Investigatory Powers Commissioner’s Office 

ix) Investigatory Powers Tribunal

x) Domestic Abuse Commission

xi) UK Independent Chief Inspector of Borders and Immigration

xii) IPC

xiii) Independent Monitor Secretariat

xiv) Public Appointments

xv) IFTE

xvi) PF

xvii) Forensic Science Regulator

xviii) FAL

xix) Independent Anti-Slavery Commissioner 

xx) Office of the Immigration Services Commissioner

xxi) Migration Advisory Committee					

xxii) Independent Office for Police Conduct

xxiii) Gangmaster’s and Labour Abuse Authority

xxiv) DLME

xxv) Her Majesty’s Inspectorate of Constabulary, Fire and Rescue Services

xxvi) Police Advisory Board for England and Wales

xxvii) PPUS

xxviii) PP

xxix) Under Cover Policing Inquiry			

xxx) Daniel Morgan Independent Panel

xxxi) Grainger Inquiry

xxxii) Independent Inquiry into Child Sex Abuse

xxxiii) ISPP

xxxiv) Disclosure and Barring Service
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Annex A and Annex B 
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		 Annex A BILLING DATA 

		Account		Document Type		Document Ref		Traveller		Transaction Date		Date Of Travel		Origin		Destination		Tran Type		Class/Room		Item Cost		Fee		Vat On Fee		Disc Val		Total Amount		Group		CC-Entity-Proj		Reason For Travel		Dual Workplace		Product Type		AdelphiNumber		NoPax		Surname		SortBy		PrevDoc		ITPOYB		Booker		Static1		Static2		BSMFee		BSMFeeVat		GrandTotal



		Annex B - MI DATA 

		Rail Extract - Invoice Date 

		Account		Invoice Date		Doc Type		Invoice No 		Booking Ref		Ticket Ref		Transaction Number		Delivery Method		Transaction Type		Unit		Booker Name		Passenger Title		Passenger Forename		Passenger Surname		From		To		Route		Class of Travel		Ticket Type Code		Ticket Type		Railcard/Discount		Train Operator		Date of Travel		Date of Transaction		Reason for Lowest Fare not Taken		Fees		Face Value		Discount		Paid		Lowest Possible Fare		Highest Fare In Class		Saving		Saving Declined		%Saving Made		Miles		Rail CO2e kg 		Rail CH4 kg 		Rail CO2 kg 		Rail N2O kg 		Domestic Flight CO2e kg 		Coach CO2e kg 		Country		Booked By		User Def1		User Def2		User Def3		User Def4		User Def5		User Def6		User Def7		User Def8		User Def9		User Def25		User Def26		Booking Method		Advance Purchase Days 		First Class Ticket Count		Ticket Count



		Eurostar Extract - Invoice date 

		Account		Doc Type		Invoice Date		Doc Number		Locator		Title		Initials		Surname		Travel Type		Booking Date		Travel Date		Return Date		Trip Days		Itinerary Details		Flt No 		Class		Adv Pur 		Fare Paid		Tax		Fare Paid Tax		Highest Fare in class		Amount Saved		Savings 		Justification		Fee		Mileage		C02e International Rail		CO2e With RF		CO2e Without RF		Dep Airport		Dep IATA		Dep Time		Major Destination		IATA		Carrier		Cabin		Ticket No		Booked By		User Def1		User Def2		t RIPS Ref		User Def3		User Def4		User Def5		User Def 25		User Def6		User Def26		Orig Country		Orig Area		User Def8		Dest Country		Dest Area		User Def9		Booking Method		Advance Purchase		Flight Type		Sector Count



		Hotel Extract Invoice date 

		Account		Doc Type		Invoice No 		Invoice Date		Booking Ref		Passenger Title		Passenger Forename		Passenger Surname		Arrival Date		Departure Date		Booking Date		Nts Booked		Spend		Fee		Total		Lowest Rate Offered		Standard		Saving Declined		Policy Code		Out of Policy Reason		User Def25		Location		Type		Hotel Name		Hotel City		Hotel Country Code		Hotel Chain		Hotel Post Code		Rate Program		Booked By		User Def1		User Def2		User Def3		User Def4		User Def5		User Def6		User Def26		Trips Ref		User Def8		User Def9		Kg CO2		Redfern Ref		Booking Method		Advance Purchase Days 



		Air Extract 

		Account		Doc Type		Invoice Date		Doc Number		Locator		Title		Initials		Surname		Travel Type		Booking Date		Travel Date		Return Date		Trip Days		Itinerary Details		Flt No 		Class		Adv Pur 		Fare Paid		Tax		Fare Paid Tax		Highest Fare in class		Amount Saved		Savings 		Justification		Fee		Mileage		CO2e With RF		CO2e Without RF		C02e National Rail		Dep Airport		Dep IATA		Dep Time		Major Destination		IATA		Carrier		Cabin		Ticket No		Booked By		User Def1		User Def2		t RIPS Ref		User Def3		User Def4		User Def5		User Def 25		User Def6		User Def26		Orig Country		Orig Area		User Def8		Dest Country		Dest Area		User Def9		Booking Method		Advance Purchase		Flight Type		Sector Count



		Rail Extract Departure Date 

		Account		Invoice Date		Doc Type		Invoice No 		Booking Ref		Ticket Ref		Transaction Number		Delivery Method		Transaction Type		Unit		Booker Name		Passenger Title		Passenger Forename		Passenger Surname		From		To		Route		Class of Travel		Ticket Type Code		Ticket Type		Railcard/Discount		Train Operator		Date of Travel		Date of Transaction		Reason for Lowest Fare not Taken		Fees		Face Value		Discount		Paid		Lowest Possible Fare		Highest Fare In Class		Saving		Saving Declined		%Saving Made		Miles		Rail CO2e kg 		Rail CH4 kg 		Rail CO2 kg 		Rail N2O kg 		Domestic Flight CO2e kg 		Coach CO2e kg 		Country		Booked By		User Def1		User Def2		User Def3		User Def4		User Def5		User Def6		User Def7		User Def8		User Def9		User Def25		User Def26		Booking Method		Advance Purchase Days 		First Class Ticket Count		Ticket Count



		Eurostar Extract Departure Date 

		Account		Doc Type		Invoice Date		Doc Number		Locator		Title		Initials		Surname		Travel Type		Booking Date		Travel Date		Return Date		Trip Days		Itinerary Details		Flt No 		Class		Adv Pur 		Fare Paid		Tax		Fare Paid Tax		Highest Fare in class		Amount Saved		Savings 		Justification		Fee		Mileage		C02e International Rail		CO2e With RF		CO2e Without RF		Dep Airport		Dep IATA		Dep Time		Major Destination		IATA		Carrier		Cabin		Ticket No		Booked By		User Def1		User Def2		t RIPS Ref		User Def3		User Def4		User Def5		User Def 25		User Def6		udf26		Orig Country		Orig Area		User Def8		Dest Country		Dest Area		User Def9		Booking Method		Advance Purchase		Flight Type		Sector Count



		Hotel Extract Departure Date 

		Account		Doc Type		Invoice No 		Invoice Date		Booking Ref		Passenger Title		Passenger Forename		Passenger Surname		Arrival Date		Departure Date		Booking Date		Nts Booked		Spend		Fee		Total		Lowest Rate Offered		Standard		Saving Declined		Policy Code		Out of Policy Reason		User Def25		Location		Type		Hotel Name		Hotel City		Hotel Country Code		Hotel Chain		Hotel Post Code		Rate Program		Booked By		User Def1		User Def2		User Def3		User Def4		User Def5		User Def6		User Def26		Trips Ref		User Def8		User Def9		Kg CO2		Redfern Ref		Booking Method		Advance Purchase Days 



		Air Extract invoice Date 



		Account		Doc Type		Invoice Date		Doc Number		Locator		Title		Initials		Surname		Travel Type		Booking Date		Travel Date		Return Date		Trip Days		Itinerary Details		Flt No 		Class		Adv Pur 		Fare Paid		Tax		Fare Paid Tax		Highest Fare in class		Amount Saved		Savings 		Justification		Fee		Mileage		CO2e With RF		CO2e Without RF		C02e National Rail		Dep Airport		Dep IATA		Dep Time		Major Destination		IATA		Carrier		Cabin		Ticket No		Booked By		User Def1		User Def2		t RIPS Ref		User Def3		User Def4		User Def5		User Def 25		User Def6		User Def26		Orig Country		Orig Area		User Def8		Dest Country		Dest Area		User Def9		Booking Method		Advance Purchase		Flight Type		Sector Count

		Taxi Extract 

		Account		DocType		DocNumber		Locator		Title  		Initials  		Surname 		Travel Type		Travel Date		Return Date		Invoice Date		Paid		Highest Fare Quoted		Justification		Fee		Origin Town		Origin Point		Destination Town		Destination Point		Company		BookedBy		UserDef1		UserDef2 		UserDef3		UserDef4		UserDef5		UserDef6		tRIPS Ref		UserDef8		UserDef9		Orig Country		Orig Area		Dest Country		Dest Area		Booking Method






