Tender for the Provision of Travel Management Services

Background
1. The Royal College of General Practitioners (the College) currently uses a managed service provider for the provision of the majority of its travel requirements. 
2. The College’s requirements are mainly for domestic rail and air travel and hotel accommodation with some international travel. There was a total of 8220 transactions in the 2015 calendar year broken down as follows:
	Booking Type
	Number of Transactions

	
	Online
	Offline

	Air
	280
	459

	Hotel
	207
	458

	International Rail
	0
	2

	Other
	0
	111

	Rail
	3900
	2795

	Visa
	0
	8

	Total
	4387
	3833



3. In addition to the mandatory requirements listed below, the supplier must adhere to and maintain relevant and required accreditations and certifications.
4. The tender is split in to Lots which cover the following:
· Lot 1 – Travel Management Services – providing the College’s staff, Officers and Members with access to a fully managed service for all UK and International travel and associated services. Users must be able to research  and book using an online tool and via offline channels via (as a minimum) email and telephone (on a low cost/free non-premium telephone number). This Lot will cover UK and International Air, Rail and Hotel services; Ferry services; Eurostar; International Vehicle Hire and Group Travel services
· Lot 2 – UK and International Air and Rail Services
· Lot 3 – UK and International Hotel Accommodation Services

5. It is expected that all suppliers will tender for Lot 1. Suppliers may also wish to submit tenders for Lots 2 and 3. Following the procurement process the College will take a decision on the best value option that meets the Colleges needs. The College has access to the LUPC/SUPC framework and may chose to use these prices to benchmark tender responses.
Mandatory Requirements
6. In addition to full online functionality, The Supplier will provide the College and its users with the opportunity to research or book requirements in an offline environment; therefore The Supplier will have sufficient capacity to handle all offline requests. Additionally, the appointed supplier’s personnel will have sufficient experience and expertise to provide a quality advice and booking service. The Supplier’s personnel will match, or provide options that enable bookers/travellers to book the solution which provides the best value total cost solution for them. This may include an online only offering.
7. The College will be allocated an account manager by the Supplier who will be responsible for:
· Resolving and providing solutions to the Colleges queries within a maximum limit of 3 working days.
· Ensuring delivery of all Management Information and Service Reports on time and in the agreed format and structure.
· Attending contract management meetings as and when required

8. The College will be allocated a Senior Manager to whom any issues can be escalated.
9. The Supplier will not offer or book any journey provided by airlines who are banned by the European Union from flying, validated by the IATA list of non-approved airlines.

Best Value
10. Both online and offline order methods will enable bookers and travellers to establish best value rates and fares for their UK and International Rail (including Transport for London Daily Travel cards), Hotel Accommodation and Air requirements. All pricing for bookings will be provided in GBP (£).
11. [bookmark: _GoBack]The supplier will negotiate preferred rates with a number of UK Hotels within a 1.5 mile radius of RCGP locations (to be agreed upon award) and will ensure availability of these preferred rates at all times, with the exception of the Christmas and New Year peak times.
12. The Supplier will provide an out of hours offline booking service and a 24 hour help service.
13. The online and offline solutions will pull the rail, accommodation and air content from the agreed sources; which will include rail pricing, accommodation content/rates and air content/fares.
14. The System will have the ability to provide access to any last minute rate offers and to any advance booking promotions that third party providers make available. 
15. The Supplier shall provide 100% booking accuracy, and where mistakes are made by The Supplier, The Supplier shall pay any increased costs for the College and provide a refund for any reduction in cost.
16. The Supplier shall offer a price match guarantee, which ensures they will never be knowingly undersold.  The guarantee is operational with the proviso that: the price is quoted on a like for like basis within a six hour window of the original quote.  All aspects of itinerary must be the same, same flights (if air) same hotel, rail, same dates, class of travel etc.
17. The Supplier will retain electronic records of all bookings/amendments/cancellations.
18. The Supplier will agree to adhere to the 1992 Department of Trade and Industry Package Tour regulations where packages are offered.
19. The Supplier will provide evidence that they are bonded via a specialist insurance policy or with one of the travel industry bodies (ATOL, ABTA)

Support and Transition
20. The supplier will work co-operatively with the College’s incumbent supplier (if required) and facilitate a systematic, planned and robust transfer which ensures continuity of service.
21. The College will require access to a unique on line portal which will be tailored to reflect its travel policy and booking requirements. Access to the system will be via username/email address and password.
22. All online and offline solutions provided by the Supplier must offer  functionality to enable full use by individuals who may be visually or hearing impaired, in accordance with the Equality Act 2010 or other relevant Law throughout the duration of the Agreement.
23. The Supplier must be able to met requirements for single travellers to areas of conflict and travellers with additional needs.
24. All on-line services and on-line set-up shall be free of charge.
25. The supplier will be provided a with details of all active users during transition and will make arrangements to ensure that their user profiles are created and communicated prior to implementation of the new system. Contact details will also be provided to allow users to create/amend profiles  and delete those no longer required.
26. The supplier will provide a number of training sessions for users (combination of on line and face to face) for the Colleges users at all sites prior to implementation of the new system and at regular intervals throughout the contract term.
27. The supplier may be required to work and interface with the College’s purchase to pay and/or CRM system.

Research, bookings and confirmations
28. Users will be able to research locations for Accommodation, Rail and Air journey options (including routes, times and CO2 emissions) to identify best value fares and rates without the need to book, using both online and offline channels.
29. The fee that users see when researching, booking and receiving confirmation will not include transaction costs.
30. The Supplier will list all fares/rates with the ability to prioritise by price and highlight where savings are about to be declined (alerting the booker to advise that the savings is likely to be missed before they confirm).
31. For rail, full ticketing options will be presented, including but not limited to:
· Advance Purchase (singles and returns)
· Flexible Returns
· Split ticketing options
· Ability to cater for individual travellers who possess any type of discounted rail cards.

32. For air, full ticketing options will be presented, including but not limited to:
· Web fares/Low cost carriers
· Non-flexible and flexible ticket options
· Multi-sector options
· 3 alternative fare quotations for complex, multi-sector air bookings

33. Online Bookers will receive an instantaneous System generated confirmation, by e mail, once a booking has been confirmed to include:
· Accommodation venues - the confirmation number, traveller name, venue name, venue address, price, room type, what’s included in the rate such as breakfast wi-fi etc., and cancellation terms and conditions.
· Rail - the confirmation number, traveller name, journey details, ticket fulfilment option (TOD reference number where applicable) and cancellation and amendment terms and conditions.
· Air - the confirmation number, traveller name, journey details, check in details, baggage entitlement, cancellation terms and conditions.

34. If a user finds an airfare decreases after the ticket is issued, the tickets are reissued at the lower fare and any cancellation fees or charges are notified to the Member provided that the net effect of any cancellation charges always means the cost of the new ticket is still less than the price of the original ticket.
35. A history of confirmed air and rail journeys and accommodation venue stays will be available to all bookers online, which will enable efficient processing of repeat bookings for popular or favourite journeys.
36. The Supplier will enable users to amend and cancel (subject to Terms and Conditions of the Booking) air or rail tickets and/or accommodation rooms within the same environment as the booking. This will include online and offline services as appropriate.
37. The Supplier will provide an offline support service to amend or cancel bookings.
38. The System will enable users to process refund requests for rail tickets within the online environment.
39. The Supplier will provide an offline support service to process refund requests including eticket reconciliation.
40. Refunds from 3rd party providers such as airlines, hotels etc, must be passed to the College minus any agreed administrative fee.

Invoicing and management information
41. The supplier will provide invoices at Monthly intervals to each account holder. These invoices will not include transaction charges which should be invoiced separately on a monthly  basis.
42. The supplier will provide a separate invoice to budget managers at monthly intervals to cover transaction charges only.
43. The supplier will provide an online portal to allow the College to self-access their MI with the ability to export the data. The supplier will also provide ad hoc management information to the College as and when requested.

System Requirements
44. The System will provide access to an internet based accommodation venue feedback tool.
45. The System will provide mechanisms for Members to provide feedback on the quality of the booking process and third party supplier performance and quality.
46. All essential scheduled system maintenance and/or system upgrades must occur outside of core hours (08.30 – 17.30). Notification of scheduled maintenance and/or system upgrades will be provided to the College at least 48 hours in advance via the registered e mail address.
47. The Supplier will provide, outside of scheduled system maintenance and/or system upgrades, access to the online booking system on a 365 day, 24 hour basis. 
48. The Supplier shall have robust business continuity programmes in place to deliver access to services during periods of unplanned unavailability of The System. These continuity plans must be included in the supplier tender response.

Other Services and Requirements
49. The sourcing, booking and delivery of tickets for ferry travel to and from destinations as required. Includes the notification and confirmation of bookings to the booker/traveller and also options for travel, intelligence and travel advice. For ferry travel this includes UK domestic and mainland European destinations as required.
50. The Supplier will provide a sourcing, booking and confirmations service for Taxi Services to and from destinations as required. 
51. The Supplier shall provide a facility for the College to reserve tickets on intercity coach journeys.
52. The Supplier shall provide the facility for the College to purchase Oyster cards for transport in and around London.
53. The Supplier shall provide as a complete service for visa, passport & currency services, including, advice, translation service, delivery and collection.
54. Whilst it is understood that the Supplier cannot provide medical advice, it is required of the Supplier to source third party assistance regarding vaccinations, inoculations or other special precautions.
55. The Supplier shall provide an option for traveller tracking, with the ability for the College to know the location of their staff and members with the ability to communicate with them to ensure that this fulfils the duty of care requirements for the College.
56. Communicate with Travellers, Bookers and the College on events such as accident, outbreak of hostilities, natural disaster, ill health and repatriation.  Must include methods of communications, email, telephone and SMS alerts.
57. The Supplier must provide assistance for travellers, bookers and the College  as a result of  loss of tickets, Cash / Travellers checks, Passports / Visas, travel delays, and problems with travel or accommodation bookings and ability to change travel arrangements en-route.
58. The Supplier must provide solution to solve a travel problem that occurs due to a Supplier error such as failure to book a flight, rail journey, hotel or arrange a visa.  This should include compensation and replacing the original requirements.
59. The Supplier must provide solution to an error such as failure to book a hotel or apartment.  This should include compensation and replacing the original requirements. 
60. The Supplier will audit/inspect hotels and accommodation in the UK and overseas. It is expected that all hotels and accommodation will be a minimum of 3 stars (or equivalent) and will have en suite facilities.
61. The supplier will provide regular training sessions for users to ensure the College is receiving the best value for money from the contract. This includes, but is not limited to, encouraging users to use the online booking facility and tips on getting the cheapest air, rail and hotel fares.

Service Level Agreements
62. The supplier shall provide SLA reporting on a quarterly basis, the first being due 3 months from the date of implementation, as follows:
	Operations

	Service
	Description
	Target
	Measurement Method

	Team Response
	Voicemail facility to be made available for all telephone numbers provided and a response required to all unanswered calls within 15 minutes

Dropped telephone calls

Emails to be actioned within 1 hour
	95%





5%

95%
	Call Log







Compare time of email received and reply sent

	Air Fare Savings
	Offer savings opportunities against agreed benchmarks. E.g. % saved against all rates offered

	100%
	Savings offered and achieved will be captured in a format to be agreed

	Rail Savings
	Offering savings opportunities such as encouraging the use of saver type tickets and split ticketing and  by reducing usage of TODs and Open Returns 
	100%
	Savings offered and achieved will be captured in a format to be agreed

	Hotel Savings
	Drive average room rates down based on current usage and preferred locations
	100%
	Savings offered and achieved will be captured in a format to be agreed

	Price Guarantee
	Supplier to offer a guarantee, which ensures we will never be knowingly undersold.  The guarantee is operational with the proviso that: the price is quoted on a like for like basis within a six hour window of the original quote.  All aspects of itinerary must be the same, same flights (if air) same hotel, same dates, class of travel etc
	100%
	Savings offered and achieved will be captured in a format to be agreed

	Policy Compliance
	All reservations to be made in accordance with the College’s travel policy. Non compliance bookings to be annotated with reasons. All travel must follow the agreed approval process. It is important that the Supplier acts as a “watchdog” for the College
	100%
	Exception reports will detail all out of policy travel, with reasons

	Complaints and commendations
	All complaints and commendations, whether verbal or written, to be kept in log for monthly review. All written complaints and commendations are acknowledged within 1 working day. Complaints about the Supplier to be <1% of bookings and to be resolved within 2 working days max. (Subject to presence of appropriate staff). Complaints about 3rd party suppliers to be acted upon within 2 working days and to be the subject of regular reports until resolved to satisfaction.
	95%
	Complaints and commendations log

	Refunds
	All refunds to be actioned within 5 working days and logged for monthly review
	95%
	Refunds log

	24 hour service
	24 hour service that has the ability to action air, rail and hotel reservations and amendments and to handle all urgent visa, travel and accommodation issues
	95%
	24 hour log

	Performance reviews
	To be held quarterly at the College’s premises at 30 Euston Square
	Quarterly as agreed
	KPI review and various logs to be provided 5 working days in advance

	Disaster recovery
	A Business Recovery Plan to be made available and kept up to date at all times for use by the Supplier in the event of a disaster
	100%
	To be made available on request




