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[bookmark: _Hlk206596803]Tender Response Document B
Qualitative Award Criteria

Single Supplier Framework Contracts for the provision of Travel Management Services.

Response Deadline: Monday, 1st December 2025 
@ 13:00 (Irish Time)


OGP Ref No: TTT045F

LOT(S) applied for: (please tick the relevant box/boxes).
Please note that Tenderers can apply for One or Both Lots.

	LOT 1
	Travel Management Services – Based on Fixed Percentage Management Fees
	☐
	LOT 2
	Travel Management Services – Based on Transaction Fees
	☐




	Please insert Full Legal Name of Tenderer below:

	






	

PART A – INSTRUCTIONS

Tenderers must fully complete this section in full, which must be read in conjunction with the Request for Tenders (RFT) for the provision of Travel Management Services, providing all required information.
	
Tenderers must answer each question in the relevant response areas provided below. 

Tenderers must ensure to address each question in its own right. Only information provided in the dedicated response areas for each question will be used for the evaluation of that question. Information provided elsewhere will NOT be assessed. As such, Tenderers must ensure to include only relevant information in the applicable response areas below.  

Tenderers must align their responses to the particular requirements as set out in the RFT and the Tender Response Document (“TRD”). Tenderers must respond to ALL questions in this TRD.
Note: Where specified, maximum word or page counts should not be exceeded. Font size shall be Calibri no smaller than 11. Tenderers are advised that any part of their Tender beyond the word or page counts, where specified, WILL NOT be considered for evaluation. Additional and supporting information, for example in the form of graphics, tables, charts, etc. WILL be included in the total page count.
Tenderers should not embed documents in the Tender Response Document (TRD). Documents, where requested, should be attached as appendices to the TRD, if necessary.

Please refrain from adding corporate branding.

Completed Tender Response Documents must be returned in accordance with Section 2.6 of the RFT and as three (3) SEPARATE documents. 
Note: If it is your intention to submit a tender response for more than one [1] Lot, you must select each Lot on the ‘Create Response’ screen and upload all the required documentation for each Lot throughout the process.
Tenderers should note to the extent that any specific provision in the RFT is inconsistent or conflicts with any provision in the TRD, the relevant provision of the RFT shall prevail.
All Tenders submitted in soft copy must be compiled such that they can be read immediately using Microsoft Word, PowerPoint, PDF Readers or equivalent. The Tender Response Document for the Request for Tender must be submitted in English.
Tenderers must ensure that the document submitted is text searchable using non-OCR software i.e. it must not be a document which has been scanned as an image or protected against search. It must not be an embedded document or file.
The Contracting Authority is not responsible for corruption in electronic documents. Tenderers must ensure electronic documents are not corrupt.


	Tenderer(s) to Complete
Please tick the box below to acknowledge you agree and understand

	Please tick this box to certify that you understand the instructions of this TRD.
	☐















































Tenderers should keep in mind the below Award Criteria for Lots 1 and 2. Award of the Framework Contract will be on the basis of the most economically advantageous tender. 
	[bookmark: _Hlk209797033]Tender Response Document (TRD) Reference
	RFT Appendix 1 Reference 
	
Award Criteria
	Qualitative Award Criteria
	Total Percentage Available
	Marks Available
	Minimum Threshold Score Required to Pass

	
	3.1
	1
	Travel Booking Process 
	15%
	150
	

	



TRD B
	3.1.1
	1.1
	General Requirements 
	 
	20
	12

	
	3.1.2
	1.2
	General Resource Requirements
	 
	20
	12

	
	3.1.3
	1.3
	Off-line Booking Process
	 
	20
	12

	
	3,1.4
	1.4
	Itinerary
	 
	20
	12

	
	3.1.5
	1.5
	Hotel Booking
	 
	20
	12

	
	3.1.6
	1.6
	Transportation Requirements
	 
	15
	9

	
	3.1.7
	1.7
	Changes to Bookings
	 
	15
	9

	
	3.1.8
	1.8
	Group Travel
	 
	20
	12

	
	3.2
	2
	Management Information, Reporting & Invoicing Requirements 
	10%
	100
	

	
TRD B
	3.2.1
	2.1
	Management Information Requirements 
	 
	35
	21

	
	3.2.2
	2.2
	Invoicing, eInvoicing, Credit Note & Corporate Point Management
	 
	35
	21

	
	3.2.3
	2.3
	Online Portal
	 
	30
	18

	
	3.3
	3
	Online Booking Tool (OBT)
	5%
	50
	

	
TRD B
	3.3.1
	3.1
	General OBT Requirements
	 
	25
	15

	
	3.3.2
	3.2
	OBT Capability
	 
	25
	15

	
	3.4
	4
	Ancillary Service Requirements 
	5%
	50
	

	

TRD B
	3.4.1
	4.1
	Crisis Management
	 
	10
	6

	
	3.4.2
	4.2
	Traveller Tracking
	 
	10
	6

	
	3.4.3
	4.3
	Emergency Service 
	 
	10
	6

	
	3.4.4
	4.4
	Complaints Handling
	 
	10
	6

	
	3.4.5
	4.5
	Training
	 
	10
	6

	
	3.5
	5
	Service Delivery and Contract Management 
	7%
	70
	

	


TRD B
	3.5.1
	5.1
	Key Account Manager
	 
	20
	12

	
	3.5.2
	5.2
	Framework Management & Client Contract Management
	 
	20
	12

	
	3.5.3
	5.3
	Framework Mobilisation/ Implementation Plan
	 
	15
	9

	
	3.5.4
	5.4
	Framework Exit Management Plan
	
	15
	9

	
	3.6
	6
	Business and Systems Continuity
	2%
	20
	

	TRD B
	3.6.1
	6.1
	Disaster Recovery and Business Continuity (DRBC) Plan
	
	20
	12

	
	3.7
	7
	Technological Innovation & Continuous Improvement
	2%
	20
	

	TRD B
	3.7.1
	7.1
	Technological Innovation & Continuous Improvement
	
	20
	
12

	
	3.8
	8
	Sustainability
	4%
	40
	

	TRD B
	3.8.1
	8.1
	Green Public Procurement
	 
	20
	12

	
	3.8.2
	8.2
	Socially Responsible Public Procurement
	 
	20
	12

	Tender Response Document (TRD) Reference
	 RFT Appendix 2 Pricing Schedule
	Award Criteria
	Cost


	Total Percentage Available
	Marks Available
	Minimum Threshold Score Required to Pass

	
TRD C
	Lot 1 & Lot 2
	    .

 9
	The lowest Cost tender, will receive the maximum score achievable under this criterion.
	50%
	500
	

N/A

	
	
Total Maximum Marks Available
	100%
	1000
	



Tenderers should note that they must achieve the minimum threshold score as set out above for each individual award sub-criterion. Each Tender will be evaluated in the order of the award criteria set out in the above table. Where a Tenderer does not achieve the minimum threshold score for an award sub-criterion, the tenderer will be eliminated from the Competition.
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Tenderers must complete ALL SECTIONS below 

Award Criterion 1: Travel Booking Process (150 Marks)

	TRD Section B.1
	[bookmark: _Hlk206665120] Travel Booking Process 
(Award Criterion 150 Marks, contains 8 Sub-Criterion)

	RFT Appendix 1
Reference
3.1.1
	Sub-Criterion 1.1: General Requirements (20 marks available/ minimum qualifying threshold 12 marks)

	Tenderers must demonstrate the quality of their proposed business operation which facilitates Framework Client’s needs. This includes addressing the following key service requirements: 
1. Office Hours: Office opening hours must be 9am to 5.30pm (GMT) Monday to Friday inclusive, at a minimum for the required Services.  

2. Online Portal: Provision of a user-friendly on-line portal which facilitates access to all systems such as but not necessarily limited to the on-line booking tool, traveller tracking, invoicing, ticketing and management information reports. 

3. Value for Money: The Services being offered to Framework Clients must at all times be competitively priced and demonstrably deliver value for money. The Successful Tenderers must secure and maintain the most favourable arrangements with carriers, ticket wholesalers, computer reservations systems, hotels, and other suppliers of travel/accommodation services on behalf of, and in consultation with the relevant Framework Client.

4. Cost optimisation: The Successful Tenderers must ensure that all cost optimisation requirements are fulfilled to the same standard under the guise of one single travel provider in all points of sale as well as identifying and implementing savings for Framework Clients. 
 
5. Effective communication: The Successful Tenderers shall ensure excellent communication with all stakeholders, linking the business traveller, the Client travel booker and the Successful Tenderer in one smooth continuous workflow.

6. Airline reward schemes: On occasion, Framework Clients may also require bookings to be made using airlines corporate reward schemes (where permitted under Government Travel Policy/Framework Client travel policies) and the Successful Tenderers must be able to assist in this regard.

7. Global Distribution System: The Successful Tenderers must utilise the Global Distribution System (GDS) to support Framework Clients’ bookings where applicable.
Tenderers must clearly and comprehensively describe their proposed approach to how they will ensure each of the above requirements will be met and highlight where their proposal provides additional value in relation to the areas listed.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here






	RFT Appendix 1
Reference
3.1.2
	Sub-Criterion 1.2: General Resource Requirements (20 marks available/ minimum qualifying threshold 12 marks)

	Tenderers must demonstrate the quality of their proposed General Resources. It shall be the responsibility of the Successful Tenderers to ensure that sufficient experienced and competent resource numbers (including temporary cover resources) are allocated to deliver on the travel requirements for the Framework Clients to ensure the sustained high quality of the Services and responsiveness required. This includes the following key requirements:  

1. Trustworthy and Reliable Personnel: Resources shall be of demonstrably good character and must exhibit trustworthiness and reliability in the execution of their duties. They shall at all times adhere to and ensure compliance with all applicable data protection and security obligations, including those specifically stipulated by the Framework Client, thereby safeguarding the integrity and confidentiality of all relevant information.

2. Relevant Experience and Market Knowledge: Resources must have a sufficient level of experience to manage and deliver a contract of this nature and scale, in particular full understanding of key operators in Ireland but also any other relevant Framework Client markets.

3. Appropriate Qualifications: Resources shall possess the relevant qualifications necessary for the proper fulfilment of all obligations under the contract.  

4. English Language Proficiency: All staff must be proficient in the English language both written and oral.  

5. Dedicated Staff for Complex Requirements: Some Framework Clients may have a preference for dedicated, experienced staff to be assigned to manage their bookings and accounts, in particular, where they may have significant complex bookings.

Tenderers must demonstrate in a clear and comprehensive manner how they propose to meet the above requirements to ensure the sustained high quality and responsiveness required for delivery of the service, also highlight where their proposal provides additional value in relation to the areas listed.

Tenderers must include within the specified page count an overview of staff profiles, allocated to delivery of the contract.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.

	Please enter your response here





	RFT Appendix 1
Reference
3.1.3
	Sub-Criterion 1.3: Offline Booking Process (20 marks available/minimum qualifying threshold 12 marks)

	Tenderers must demonstrate the quality of their proposed approach and methodology in relation to the provision of their Off-line Booking Process. This process must ensure prompt, efficient handling of option requests and enquiries, while meeting the following expectations of the Services:

1. Timely Quotes:  Dedicated consultant will acknowledge receipt of the email travel request. Telephone and email quotes must be provided within two (2) hours of initial requests or as otherwise required by the Framework Client. Ninety per cent (90%) of calls to be answered within three (3) rings (9 seconds).

2. Prompt Booking Confirmation: Bookings made via telephone or email must be processed within one hour of receiving confirmation to proceed, or as otherwise required by the Framework Client.

3. Provision of Multiple Travel Options: A minimum of three (3) detailed options in a form acceptable to the Framework Clients by email in the relevant requested class and in line with the original request (naming and providing direct telephone contact for a designated travel consultant). Travel options presented should be ranked in order of most suitable times, lowest cost of fare and most direct route available unless otherwise requested, CO2 emissions must be included if requested.   

4. Client-Specific Travel Requirements: All travel options must reflect any specific Framework Client requirements as notified, such as baggage allowances, priority boarding, meal preferences, and seat selection (e.g., comfort, aisle, or window seats).

5. Advance Passenger Information (API): All travel options must indicate Advance Passenger Information System or equivalent requirements, where applicable. 

6. Delivery to Travel Desks: All travel options and tickets must be directed to Framework Clients’ travel desks unless otherwise specified/agreed.

7. Inclusion of Government and Low-Cost Fares: Travel options must include government fares, and/or low-cost carriers and web fares where available. 

8. Secure Handling of API Requirements: Capacity to handle Advance Passenger Information System or equivalent requirements seamlessly on secure data-protected systems. 

9. Credit Card Facility: As the majority of Framework Client Travel Desks do not have access to centralised credit card facilities, the Successful Tenderers must provide a credit card facility to enable Framework Clients to make bookings across all Services, including airlines, hotels, car hire, rail, and ferry.

Tenderers must clearly and comprehensively describe their proposed approach to how they will ensure each of the above requirements will be met through their off-line booking process and how their approach enhances the overall user experience and delivers value to Framework Clients, also highlight where their proposal provides additional value in relation to the areas listed.
The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.

	Please enter your response here







































	RFT Appendix 1
Reference
3.1.4
	Sub-Criterion 1.4: Itinerary (20 marks available/minimum qualifying threshold 12 marks)

	Tenderers must clearly demonstrate the quality of their proposed approach and methodology for providing itinerary documentation. The documentation must be delivered in a standardised, clear, and user-friendly format, and must include the following elements:

1. Airport names for all departure and arrival points.
2. Flight duration for each leg of the journey.
3. Layover and connection times clearly stated.
4. All touchdown points, including technical and refuelling stops, with location and duration.
5. Ticket type, indicating whether it is a “through ticket” or involves separate tickets.
6. Pricing breakdown for both “through tickets” and separate tickets.
7. Airline-specific requirements, such as digital-only boarding passes.
8. Flexible vs. non-flexible ticket pricing, where applicable.
9. Luggage allowance details.
10. Total cost for each flight, clearly stated.
11. Tax breakdown, showing the portion of the total price attributed to taxes.
12. Refundability status of the ticket.
13. Cancellation fee, if applicable.
14. Ticket classification, indicating if it is a government fare, and whether it is changeable or non-changeable.
15. Change fee, where applicable.
16. Carbon emissions data associated with the journey, provided as standard.
17. Emergency contact number, clearly displayed along with any associated costs.
18. Clear high- risk destination guidance on the steps a traveller should follow if their destination is classified as a High-Risk Area, including direct links to relevant websites and contact phone numbers.

Tenderers must describe their proposed approach to meeting these itinerary documentation requirements and explain how they will accommodate additional information requests from Framework Clients to enhance the end-user experience, also highlight where their proposal provides additional value in relation to the areas listed.

Tenderers must also provide a sample itinerary as a separate appendix to their Tender response entitled Sample Itinerary - Tenderer’s Name.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here



















































	RFT Appendix 1
Reference
3.1.5
	Sub-Criterion 1.5: Hotel Booking (20 marks available/minimum qualifying threshold 12 marks)

	Tenderers must demonstrate the quality of their proposed approach and methodology for delivering Hotel Booking services. Hotel Bookings are a key requirement for Framework Clients, and the Successful Tenderers must be capable of delivering the following service elements:

1. Integrated and standalone booking: Enable Framework Clients to book hotels either in conjunction with flight bookings or independently.
2.     Hotel only bookings: Enable Framework Clients to complete hotel only bookings via the online booking tool.
3. Hotel sourcing flexibility: Source a range of quality hotel options beyond immediate vicinity using a reference point or other directions specified by Framework Clients. 
4. Discounted hotel contracts – Maintain agreements with hotels that offer discounted rates.
5.     Conference accommodation discounts: Offer discounted accommodation rates for any conferences held on location.
6. Prepaid hotel vouchers: Issue prepaid hotel vouchers for hotels. In addressing this requirement in their Tender Response, Tenderers must provide both a general response based on all locations and provide a specific reference to Brussels. 
7. Credit card payment abroad: Ability for Framework Clients to make payment for hotels abroad with a credit card if necessary. 
8. Booking cancellation management: Manage hotel booking cancellations as required.
9. Black-Out date identification: Identify annual “Black-Out” dates for any locations, and particularly Brussels, London, and Paris when available. 
10. Flexible check-in/check-out: Ensure all hotel accept late night check-ins and/or early check-outs for travellers.

Tenderers must describe in a clear and comprehensive manner how they propose to meet the above requirements for the provision of Hotel Bookings to ensure value for money is achieved for Framework clients, also highlight where their proposal provides additional value in relation to the areas listed.
The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.

	Please enter your response here






	RFT Appendix 1
Reference
3.1.6
	Sub-Criterion 1.6: Transportation Requirements (15 marks available/minimum qualifying threshold 9 marks)

	Tenderers must demonstrate the quality of their proposed approach to the provision of competitive travel options to Framework Clients for Transportation services taking into account the following requirements:
1. Comprehensive booking Options: Ability to provide car hire, ground transportation, rail, and/or ferry bookings, accessible both offline and via the online booking tool used by Framework Clients.
2. Meet and Greet Services: On occasion, Framework Clients may also require Meet and Greet Services for both groups and individuals and the Successful Tenderers must be able to deliver on this requirement. 

Tenderers must describe in a clear and comprehensive manner how they propose to meet the above requirements for provision of Transportation services to ensure value for money is achieved for Framework clients, also highlight where their proposal provides additional value in relation to the areas listed.

The submission for this Award Criterion must be contained within the maximum of two [2] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here



















	RFT Appendix 1
Reference
3.1.7
	Sub-Criterion 1.7: Changes to Bookings (15 marks available/minimum qualifying threshold 9 marks)

	Tenderers must demonstrate the quality of their approach to managing Changes to Bookings. The Successful Tenderer must have systems and processes in place to ensure that Framework Clients are immediately informed of any flight changes, cancellations, or changes to the designated travel consultant. In addition, the following requirements must be met:

1. Timely Execution of Booking Instructions: Booking confirmations, amendments, and cancellations must be processed promptly (less than two hours) on receipt of clear instructions from Framework Clients.

2. Tracking via Authorised Travel Order (ATO): Framework Clients may issue an ‘Authorised Travel Order’ (ATO) for the purpose of confirming bookings. Where an ATO or similar reference number is issued, the Successful Tenderers must track all confirmed bookings using this identifier.

3. Support During Flight Disruptions: In the event of flight cancellations, the Successful Tenderers must offer advice and provide alternative travel solutions.

4. Prompt Notification of Booking Issues: In the event that a booking instruction cannot be executed, the Successful Tenderers must inform the Framework Client in an efficient and prompt manner with details as to why such booking cannot be completed. 

Tenderers are required to describe their proposed approach to meeting the above requirements with a focus on ensuring clear, timely communication with Framework Clients, in order to deliver a high-quality service level in relation to Changes to Bookings.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.

	Please enter your response here











	RFT Appendix 1
Reference
3.1.8
	Sub-Criterion 1.8: Group Travel (20 marks available/minimum qualifying threshold 12 marks)

	Tenderers must demonstrate the quality of their proposed approach to managing Group Travel. The Successful Tenderer shall ensure that there is a booking facility to service the Framework Client’s requirements for Group Bookings.

A “Group Booking” shall be a booking made for seven (7) or more travellers requiring the same air travel, hotel accommodation, and/or ground transportation, with all passengers departing from and returning to the same destination and/or staying at the same location. To support Group Bookings, the following services must be available:

1. Dedicated Group Travel Coordinator: A designated member of staff assigned to manage all Group Bookings for all Framework Clients.
2. Passenger Tracking and Reporting: Systems must be in place to facilitate data gathering and reporting of all passengers arriving and their transport status.
3. Welcome Services: Welcome options and service that can be made available to the Framework Clients.
4. Managed Airport Transfers: Managed transport services from the designated airport(s) to or near their accommodation can be facilitated.
5. Group Accommodation Coordination: Where feasible, group members should be accommodated on the same floor.
6. Meet and Greet Services for Large Arrivals: On occasion, Meet and Greet services may be required at designated airports to facilitate the arrival of large numbers of passengers for specific events.
Tenderers are required to describe their proposed approach to meeting the above requirements including the staff resources and supports that will be put in place to deliver high-quality Group Travel services, also highlight where their proposal provides additional value in relation to the areas listed.
 
The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here













Award Criterion 2: Management Information, Reporting & Invoicing Requirements (100 Marks)



	TRD Section B.2
	Management Information, Reporting & Invoicing Requirements 
(Award Criterion 100 Marks, contains 3 Sub-Criterion)

	RFT Appendix 1
Reference
3.2.1
	Sub-Criterion 2.1: Management Information Requirements (35 marks available/ minimum qualifying threshold 21 marks)

	The Successful Tenderers must periodically deliver comprehensive, user-friendly management information for each account, tailored to each Framework Client’s specific requirements. This data must be compatible with Microsoft Office and accessible via an Online Portal and available via report format upon Framework Client request.

Tenderers must demonstrate the quality of their proposed approach to delivering Management Information Requirements, ensuring it meets the following requirements for both Framework Clients and the Contracting Authority: 

1. Maintain and provide detailed management data: The Successful Tenderers shall maintain and provide statistical and management information in relation to the provision of the Services and ensure that the management information system will include a detailed classification and analysis of all Services in a format, frequency and medium and containing such details as may be required by Framework Clients.  
2. Client-specific reporting: Each Framework Client must receive reports containing data relevant only to their own organisation.
3. Centralised reporting for the Contracting Authority: The Contracting Authority must receive consolidated reports containing data for all Framework Clients. Personal data in relation to passengers must not be provided to the Contracting Authority. 
4. Excel-compatible, live data reports: Management Information reports shall be generated in a Microsoft Excel compatible format and should be based on live accurate data and not solely on historical invoice.  
5. Cancelled bookings: Reports should take into account any cancelled bookings in the relevant period and ensure any CO2 emissions from cancelled bookings are not included to avoid any distortion of actual final report figures.  
6. Specific worksheets in reports: Reports should contain but not necessarily be limited to the following worksheets: -
a. Advance Air Purchase Summary – Top twenty routes and Regions
b. Booking method (Online & Offline)
c. Regions and Destinations
d. Passengers
e. Suppliers
f. Monthly Summary of Spend and Transactions including Management/Transaction Fee.
g. [bookmark: _Hlk204158646]CO2 Carbon Emissions in line with calculation methodology specified in Circular 01/2020 Offsetting Emissions Associated with Official Air Travel.
h. Full monthly report showing all transactions and associated reporting fields in addition to lines showing credits for that reporting period.
i. SEAI report in the specified format for upload to the MandR system or any subsequent future requirements issued by the body.

Tenderers must provide details of their proposed system for accessing and managing Management Information, including backup options, system flexibility, and how the information will be used to improve duty of care, reduce costs, enhance customer experience, and support travellers, also highlight where their proposal provides additional value in relation to the areas listed.
Tenderers must also provide sample reports for assessment and evaluation, which must be provided as a separate appendix to their Tender response entitled Sample Reports -Tenderer’s Name.

The submission for this Award Criterion must be contained within the maximum of four [4] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.
















	Please enter your response here










	RFT Appendix 1
Reference
3.2.2
	Sub-Criterion 2.2: Invoicing, eInvoicing, Credit Note & Corporate Point Management (35 marks available/minimum qualifying threshold 21 marks)

	Tenderers must demonstrate the quality of their proposed approach to Invoicing, eInvoicing and Credit Note arrangements, taking into consideration the provisions of the Prompt Payment of Accounts Act 1997, as amended or revised, and the European Communities (Late Payment in Commercial Transactions) Regulations, 2012 shall apply to all payments. Incorrect invoices will be returned for correction with consequential effects on the due date of payment.  
The Successful Tenderers must provide Framework Clients with prompt, effective and user-friendly invoicing arrangements, with content tailored to suit individual client invoicing requirements, at intervals as required by Framework clients, including the following:
1. Compliance with Irish VAT invoice standards: The Successful Tenderers must ensure that all invoices issued in connection with this contract comply with the requirements set out by the Irish Revenue Commissioners. A valid VAT invoice must include, at a minimum: the Contractor’s name, address, and VAT registration number; the Framework Client’s details; a unique invoice number; the date of issue and supply; a clear description of Services; quantity and unit price; applicable VAT rate; and the total amount payable including VAT. 
2. Capability to issue electronic invoices: The Successful Tenderers must be in a position to provide electronic invoices (through email, Electronic Data Interchange to a Purchase to Pay or an Enterprise Resource Planning system or equivalent) where requested to do so by Framework Clients.
3. Provision of hard copy invoices when required: Physical invoices must be supplied to the Framework Client’s office upon request. 
4. Statements to support invoice reconciliation: The Successful Tenderers shall provide a statement to accompany each invoice, to each Framework Client on a monthly basis (or as required by the Framework Client) setting out the Services used. This statement will provide a detailed breakdown in respect of the Services provided and charged for and any payments made by the Framework Client. The Successful Tenderers must facilitate Framework Clients who wish to operate on the basis of a monthly statement against which Framework Clients can easily and clearly reconcile all invoices prior to payment. 
5. Separate invoicing for each Framework Client: Framework Clients must receive individual invoices specific to their organisation.
6. Clear booking and cost centre details on invoices: Invoices raised for bookings and/or cost centres must include the costs, fees and ATO reference number of the bookings clearly shown. 
7. Processing of refunds for cancellations: The Successful Tenderers must arrange and process refunds from airlines/ hotels and other associated services in the event of cancellations, including where such cancellations arise due to major incidents such as storms, volcanic eruptions, or other significant disruptions. 
8. Support for online electronic refund systems: Framework Clients may require online electronic refund systems which must be facilitated where required. 
9. Credit notes must reference original transactions: Credit notes must reference the invoice number, and/or fee that the refund applies to and the ATO or PO number were possible. 
10. Flexible payment methods: The Framework Client may make payment by a charge card, electronic funds transfer or any other means of payment as required. 
11. Transparent fee presentation on invoices: The Successful Tenderers must include the fees payable (i.e. management fee or transaction fee – as applicable) on invoices as per Framework Clients’ requirements.   Framework Clients may require fees to appear on invoices either on each monthly invoice with the fee allocated per transaction or on a separate Monthly invoice with all associated fees.  Fees must be clearly stated on all invoices to enable Framework Clients to re-charge fees to funders/donors where applicable.  
12. Avoidance of duplicate hotel payments: Some travellers may pay the hotel on departure and it is the responsibility of the Successful Tenderers to ensure that this does not result in a duplicate payment made to the hotel by the traveller and the Successful Tenderers.  In this regard if the Successful Tenderers generate an invoice for hotel accommodation where a traveller has paid on departure with their own credit card, the said invoice will be rejected by the Framework Client. 
13. Advance setting and clear display of exchange rates: Exchange Rates must be set at a weekly basis in advance.  Where exchange rates have been applied, these must be clearly stated on each invoice, including the foreign currency amount. ECB exchange rates are the preferred reference point but if an alternative method is employed, this must be agreed in advance.
14. Support for eInvoicing compliance: The Successful Tenderer must facilitate eInvoicing, in order to assist public bodies achieve compliance with the European Directive 2014/55/EU, the European Standard and the national approach for eInvoicing. Tenderers will be required to demonstrate in their response how they propose to assist public sector bodies in achieving compliance. 
15. Corporate points and rebates: Only corporate points schemes and benefits which can be reclaimed retrospectively as rebates by clients are to be made available to each Framework Client by the Successful Tenderer. It will be the responsibility of each Framework Client to engage and reclaim such rebates where relevant. While it is recognised that Contractors may gain additional revenue from airlines, etc., as a result of public sector booking volumes, it is a matter for the Successful Tenderers to apply the benefit of such revenue through the discounted management/transaction fees presented in their pricing proposals.

Tenderers are required to describe their proposed approach to meeting the above requirements in relation to Invoicing, eInvoicing, Credit Note and Corporate Points management as well as how their proposal can add value to the Framework Client experience.

Tenderers must also provide a sample invoice which illustrates the above and must be provided as a separate appendix to their Tender response entitled Invoice Sample -Tenderer’s Name.

The submission for this Award Criterion must be contained within the maximum of four [4] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here
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3.2.3
	Sub-Criterion 2.3: Online Portal (30 marks available/ minimum qualifying threshold 18 marks)

	Tenderers must demonstrate the quality of their proposed approach and methodology in relation to the provision of an Online Portal. A user-friendly and reliable Online Portal must be provided having regard to the following functionality:
1. Secure, password-protected access: A secure, password protected online portal, to be accessible by both the Contracting Authority and Framework Clients. 
2. Client-specific data visibility: Access to the management information requirements must also be available to the individual Framework Clients through the online portal. Each Framework Client must only have visibility of the data for their organisation. The Contracting Authority must have visibility to the data for all Framework Clients. The Contracting Authority must not have visibility of any personal data in relation to passengers. 
3. Centralised trip information for travellers: The Online Portal must be capable of securely storing comprehensive trip details, enabling travellers to access this information via mobile devices. This functionality is intended to reduce dependence on email correspondence and minimise the need for out-of-hours support calls, which may incur additional charges. 
4. Integrated access to all service systems: The Online Portal must facilitate access to all the Successful Tenderers’ systems such as but not necessarily limited to the on-line booking tool, traveller tracking and invoicing reports, in addition to management information requirements. Clients should be able to review bookings, costs and CO2 emissions for each journey to support sustainability reporting requirements.
5. Invoice and credit note search and reporting: The Online Portal must allow users to search invoices and credit notes by traveller name and/or ATO or Purchase Order number. Framework Clients must be able to generate invoice reports, print invoices in batches, and extract, download, and manipulate files and data to meet their internal accounting requirements.

Tenderers are required to describe their proposed approach to meeting the requirements set out above as well as how their proposal can add value to the Framework Client experience.  
The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here






Award Criterion 3: Online Booking Tool (OBT) (50 Marks)

	TRD Section B.3
	Online Booking Tool (OBT)
(Award Criterion 50 Marks, contains 2 Sub-Criterion)

	RFT Appendix 1
Reference
3.3.1
	Sub-Criterion 3.1: General OBT Requirements (25 marks available/minimum qualifying threshold 15 marks)

	Tenderers must demonstrate the quality of their proposed Online Booking Tool. A user-friendly and reliable Online Booking Tool must be provided for each Framework Client, effectively supported by responsive help-desk arrangements. The Online Booking Tool must be intuitive and user friendly for Framework Clients, including the following specific requirements:

1. Comprehensive booking functionality: The Online Booking Tool must be capable of allowing Framework Clients’ travel desk staff to make point-to-point bookings including ability to book hotels, onward ground transport, baggage, and make all necessary changes and cancellations.  
2. Foster increased client interaction with the Online Booking Tool: Successful Tenderers shall be required to proactively encourage and enable increased client adoption of the designated online booking platform through targeted engagement strategies, user onboarding support, and system integration facilitation.
3. Support low-cost and New Distribution Capability (NDC) content: The Online Booking Tool should support both low-cost carrier content and also NDC content.  This content should be fully bookable online without requiring offline processing.
4. CO2 emissions visibility and sorting: The Online Booking Tool must be able to display CO2 emissions from all flight itineraries including the option to sort by CO2.

Tenderers are required to provide a detailed explanation of how their proposed Online Booking Tool meets the requirements outlined above. In addition, they should describe any supplementary features or capabilities that may offer added value to a broad spectrum of clients with diverse needs. Tenderers should also highlight how their proposal enhances the overall experience for Framework Clients and clearly identify any areas where it delivers additional value in relation to the specified criteria.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here
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3.3.2
	Sub-Criterion 3.2: OBT Capability (25 marks available/minimum qualifying threshold 15 marks)

	Tenderers must demonstrate the quality, functionality, and user-experience of their proposed Online Booking Tool capability. The Online Booking Tool (OBT) must be user-friendly, reliable and demonstrate the following capability: 
1. Access to government and low-cost fares: The OBT must allow bookings availing of government fares and low-cost carriers, where applicable.
2. Last seat availability:  The system should support booking the last available seat, where applicable. 
3. Compatibility with financial systems and browsers: The OBT must be compatible with a range of commonly used Financial Management Systems and any Internet Browser.
4. Electronic booking amendments: Users must be able to amend bookings electronically via the OBT. 
5. Integrated travel policy reporting: Integration of reporting requirements for official travel policy into the self-booking tool/Online Booking Tool, in particular carbon emission measurement and reporting. 
6. Exportable options for external review: The capability to copy (or otherwise export) the list of available flight options for external viewing, selection, and authorisation purposes. Tenderers must specify any limitations on the number of options which can be shared.
7. Ticket options: The provision of both flexible and non-flexible ticket options.
8. Automated e-ticket delivery: E-tickets must be sent automatically to the Travel Desk and the Traveller via the OBT.
9. Secure traveller profile management:  The system must support secure creation, amendments, and deletion of traveller profiles, with an option for profile set up and reporting to be managed by the Framework client.
10. Support for guest and registered profiles: Capability for users to select either pre-registered profiles and or use a guest profile.
11. Helpdesk support for OBT queries: A helpdesk number must be available for all queries relating to the Online Booking Tool system.
12. Self-booking access for authorised staff: Framework Clients and organisations where staff have permissions to self-book and the access arrangements must also be facilitated.
13. Multi-level approval workflows: The OBT should be able to handle multiple online approval process based on individual Framework clients Procedures.


Tenderers must describe how their proposed Online Booking Tool meets the above requirements for OBT capability, also highlight where their proposal provides additional value in relation to the areas listed.

Tenderers are also required to provide screenshots and process flows of the Online Booking Tool for assessment, these screenshots and process flows must be provided as a separate appendix to their Tender response and entitled Online Booking Tool (OBT)-Tenderer’s Name.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here






Award Criterion 4: Ancillary Service Requirements (50 Marks)

	TRD Section B.4
	 Ancillary Service Requirements
(Award Criterion 50 Marks, contains 5 Sub-Criterion)

	RFT Appendix 1
Reference
3.4.1
	Sub-Criterion 4.1: Crisis Management (10 marks available/minimum qualifying threshold 6 marks)

	The Successful Tenderer must have a Crisis Management Plan which includes how repatriation will be managed. The provision of crisis management is imperative to the delivery of travel management services. Tenderers must demonstrate the quality of their proposed Crisis Management Plan, specific features of a which must include:

1. Immediate and consistent communication during emergencies: In the event of an emergency or crisis management situation, the Successful Tenderers must promptly notify the Framework Client and/or Contracting Authority and maintain clear, regular communication throughout the incident.
2. Passenger impact reporting: The Successful Tenderers must inform the client of the number of passengers affected and outline the travel arrangements that are being made on their behalf.
3. Support for repatriation and safe onward travel: The Successful Tenderers must make every reasonable effort to assist any traveller with repatriation and/or on-going travel to a safe area with the least disruption to the traveller.  

Tenderers must describe their proposed approach and protocols for Crisis Management, including how they will meet the above requirements and any additional features or safeguards that enhance their emergency response capabilities, also highlight where their proposal provides additional value in relation to the areas listed.

The submission for this Award Criterion must be contained within the maximum of two [2] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here
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3.4.2
	Sub-Criterion 4.2: Traveller Tracking (10 marks available/minimum qualifying threshold 6 marks)

	The Contracting Authority and Framework Clients require a comprehensive and robust traveller tracking system whereby each individual Framework Client can view where their travellers are located at any time via a password protected online portal. Tenderers must demonstrate the quality of their proposed traveller tracking system, addressing the following key requirements:

1. Live updates including cancellations and changes: The traveller tracking system must provide real time information, reflecting any changes or cancellations to travel arrangements. 
2. Immediate visibility of traveller details and itinerary: The system must display each traveller’s identity, travel times and mode of travel, travel provider, departure point and destination.
3. Accommodation and location data during disruptions: The system must provide data relating to traveller accommodation, or location during a major disruption.
4. Ongoing communication and support: Contracting Authority and relevant Framework Clients must receive timely updates in regard to efforts being made to assist travellers, or repatriate where relevant.

Tenderers must describe their proposed approach and protocols for traveller tracking, including how they will meet the above requirements and any additional features or services that enhance visibility, safety, and responsiveness during travel, also highlight where their proposal provides additional value in relation to the areas listed.


The submission for this Award Criterion must be contained within the maximum of two [2] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here
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3.4.3
	Sub-Criterion 4.3: Emergency Service (10 marks available/minimum qualifying threshold 6 marks)

	The provision of a reliable and responsive emergency out-of-hours service is a critical component of this travel management services framework. This Successful Tenderers must ensure that Framework Clients have uninterrupted access to travel support outside of standard operating hours, particularly in urgent or unforeseen circumstances. 

Tenderers must demonstrate their capability, resilience, and commitment to delivering a high-quality out-of-hours service that prioritizes traveller safety, operational continuity, and value for money, taking account of the following requirements:

1. Consistent service quality: The level of service provided by the emergency service team must be equivalent to that provided to clients during normal office hours.

2. Global accessibility via toll-free numbers: If the successful Tenderers have emergency services in various locations throughout the world, the services must be accessible using a toll-free number.	
3. Access to travel policies and traveller profiles: All traveller assistance centres have full access to the Framework Clients' Travel Policy and Traveller profile data.

4. Notification of booking changes: If a reservation is altered a communication is generated to the Framework Clients' travel desks to advise the details and costs involved in responding to changing travel bookings.
		
5. Emergency helpline with system access: An emergency helpline will be required, which will have access to the successful Tenderers’ systems out of operating hours to action urgent/emergency bookings for any personnel within the Framework, e.g. Ministers, President’s travel, groups etc.  
		
The Contracting Authority and Framework Clients also require the following emergency services:

6. 24/7/365 availability: The Successful Tenderers must provide a reliable, accessible and responsive 24/7/365 out of hours services (i.e. outside normal office hours 9am-5.30pm (GMT) on normal working days and at all times on bank holidays).  The provision of out of hours emergency must also include contact details for the Successful Tenderers’ management staff to resolve any travel services issues that may arise. 

7. Full system access for emergency handling: The Successful Tenderers must ensure that those emergency services have access to all relevant IT systems to enable changes, cancellations, or re-bookings to be made by a traveller (subject to the Framework Client’s travel policy).  This must include the ability to facilitate any requests from travellers with ‘Guest Profiles’ in emergency situations. The emergency service must ensure familiarity with the Irish market in particular and with airlines who predominantly operate within that sphere.  Callers should always be provided with pro-active solutions when calling an emergency service number.

8. Adherence to travel policies: Framework Clients’ Travel Policy must be adhered to at all times notwithstanding emergency situations.
9. Sub-contracted call centres as Key Personnel: Where a Tenderer proposes to rely on the use of sub-contracted call centres for the delivery of this emergency service, they will be deemed Key Personnel for the purpose of the contract. 

Tenderers are requested to detail their proposed approach for fulfilling the above emergency service requirements. This should include relevant protocols, service delivery structure, and any additional features or enhancements offered, also highlight where their proposal provides additional value in relation to the areas listed. 

Tenderers must provide a clear definition of what constitutes an emergency situation for the purposes of this contract. Furthermore, Tenderers shall specify any applicable charges for out-of-hours services where such services are rendered outside the scope of a genuine emergency.

The submission for this Award Criterion must be contained within the maximum of two [2] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here
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3.4.4
	Sub-Criterion 4.4: Complaints Handling (10 marks available/minimum qualifying threshold 6 marks)

	Tenderers must demonstrate the quality of their proposed approach to Complaints Handling, ensuring robust procedures are in place to manage and resolve issues effectively. The following requirements must be addressed:

1. Timely Acknowledgement: All written complaints (via e-mail or post) to be acknowledged via email to the complainant within a maximum of 48 hours from receipt of the complaint. 

2. Prompt Resolution: All complaints to be responded to within five (5) working days providing either a resolution or an update with revised timelines.

3. Comprehensive Complaints Log:  A system must be in place to record all issues identified by travellers, Framework Clients or the Contracting Authority, whether received by phone, email, or other means, including details of how each issue is logged, tracked and resolved.

4. Designated Complaints Handler: Tenderers must identify the individual(s) responsible for managing complaints, covering receipt, assessment, escalation, and resolution.

5. Reporting and Communication Mechanisms: Complaints reporting timelines and mechanism for interacting with both Framework Clients and the Contracting Authority.

6. Escalation Procedures: The mechanism for escalation where relevant and the timeframes around which complaints are handled and resolved.

7. Management Oversight: Complaints to be reviewed and discussed at management meetings to support continuous improvement.

Tenderers must provide a clear and comprehensive description of their proposed approach to meeting these specific requirements for Complaints Handling, including how it supports Framework Clients, and any additional features or services offered, also highlight where their proposal provides additional value in relation to the areas listed.
The submission for this Award Criterion must be contained within the maximum of two [2] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.
Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here
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3.4.5
	Sub-Criterion 4.5: Training (10 marks available/minimum qualifying threshold 6 marks)

	Tenderers must demonstrate the quality of their proposed approach to training Framework Clients’ personnel in the use of their Services. The Successful Tenderers will be required to deliver ongoing and refresher training at no additional cost, that ensures Framework Clients are confident and competent in accessing and using all relevant systems and tools.

Training must cover, at a minimum, the following areas:

1. Offline Services: Instruction on how to access and use the Successful Tenderers’ offline booking facilities.
2. Online Booking Tool: Training on the use of Online Booking Tool must be delivered through a safe training environment that replicates the Live System. This training environment must remain accessible to Framework Clients throughout the contract term.
3. Online Financial Processes: Training on the use of the system for Online Invoicing / Refund / Credit Note Procedures. 
4. Traveller Tracking Tool: Training on how to use the Traveller Tracking Tool to monitor and manage traveller movements.
5. Online Portal: Instruction on accessing and navigating the Successful Tenderers’ online portal.
6. Reporting Functionality: Training on use of reporting functionality.

Training may take the form of in-house workshops in Framework Client organisations, formal training sessions, or other suitable formats tailored to the needs of Framework Clients.

Tenderers must provide a clear and detailed description of their proposed training approach, including how it meets the specific requirements above and supports Framework Clients. Any additional services or features offered as part of the training programme should also be outlined, also highlight where their proposal provides additional value in relation to the areas listed.

The submission for this Award Criterion must be contained within the maximum of two [2] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here








Award Criterion 5: Service Delivery and Contract Management (70 Marks)

	TRD Section B.5
	 Service Delivery and Contract Management
(Award Criterion 70 Marks, contains 4 Sub-Criterion)

	RFT Appendix 1
Reference
3.5.1
	Sub-Criterion 5.1: Key Account Manager (20 marks available/minimum qualifying threshold 12 marks)

	The Successful Tenderers shall assign a dedicated Key Account Manager who will liaise with the Framework Clients and the Contracting Authority to ensure the orderly and efficient provision of the Services.  Tenderers are required to set out their proposals for a Key Account Manager and how they will ensure the effective delivery of the Services as per the specification. 

The Key Account Manager shall be responsible for:

1. Optimal service delivery: Ensuring that the Services are delivered in the most efficient and effective manner. Key Account Manager will be available outside of normal hours to deal with exceptional circumstances. The successful Tenderers must provide additional related services as required by Framework Clients, last-minute bookings, and urgent arrangements. All such services must be provided without incurring additional cost.
2. Operations Management: Overseeing the day-to-day management of the Services.
3. Timely Reporting: Provision of financial statements and any other required reports promptly to the Contracting Authority and Framework Clients.
4. Contract Monitoring: Provision of monitoring and reporting data to the Contracting Authority and to the Framework Clients on any Framework Client Contracts thereunder.
5. Stakeholder Liaison: Maintaining regular communication with the Contracting Authority and Framework Clients to ensure the efficient and effective operation of the Services.
6. GDPR Compliance Support: Support Framework Clients in relation to data protection.
7. Issue Resolution: Fully engaging in resolving any operational, system and any other issues, including logging of same.

The nominated Key Account Manager must: 

8. Be acceptable to the Contracting Authority: The Contracting Authority reserves the right to reject or request a replacement at its sole discretion. 
9. Have Relevant Experience: Must have managed contracts of similar nature, scale, and value within the past five years.
10. Not Be Replaced Without Consent: Any change to the Key Account Manager’s identity requires prior written approval from the Contracting Authority.
11. Be Replaced if Performance is Unsatisfactory: If deemed underperforming by the Contracting Authority, it may require that a replacement, with appropriate experience, be appointed by the Contractor within a timeframe to be specified by the Contracting Authority.
  

Tenderers must provide a clear and comprehensive description of their proposed approach to managing the Framework Contract taking account of the above requirements, including the responsibilities of the Key Account Manager, also highlight where their proposal provides additional value in relation to the areas listed.

Tenderers must also include a completed Biographical Summary Template of the proposed Key Account Manager as per the template provided on the next page. 

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here



















	Biographical Summary Template To Be Completed For The Role Of The Proposed 
 Key Account Manager

	Name
	Click here and insert details

	Position in Firm / Role Title
	Click here and insert details

	# of Years’ experience in Industry
	Click here and insert details

	Educational/Professional Qualification/Training 
(Most recent listed first)

	Title/Description
	Year Obtained
	Accreditation Body

	Click here and insert details
	Click here and insert details
	Click here and insert details

	Click here and insert details
	Click here and insert details
	Click here and insert details

	Relevant Experience
(Most recent listed first)

	Employer Click here and insert details
	Period Click here and insert details
	Position Click here and insert details

	Summary Key experience - Please include details of how this experience is relevant to delivery of the services as per RFT specification.

	Click here and insert details

	

	Employer Click here and insert details
	Period Click here and insert details
	Position Click here and insert details

	Summary Key experience - Please include details of how this experience is relevant to delivery of the services as per RFT specification.

	Click here and insert details

	

	Employer Click here and insert details
	Period Click here and insert details
	Position Click here and insert details

	Summary Key experience - Please include details of how this experience is relevant to delivery of the services as per RFT specification.

	Click here and insert details

	Additional Narrative

	Please include any further relevant information in support of Tenderer’s response (e.g. Specialist Knowledge and Expertise)

	Click here and insert details


Please note that a link to a LinkedIn Profile will not be accepted as an alternative to a completed Biographical Summary Template.

	RFT Appendix 1
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3.5.2
	Sub-Criterion 5.2: Framework Management & Client Contract Management (20 marks available/minimum qualifying threshold 12 marks)

	Tenderers must demonstrate the quality of their proposed approach to Framework Management and Client Contract Management. 
The Successful Tenderers’ Key Account Managers and the Contracting Authority/Framework Clients shall be required to meet quarterly or at any other time as deemed necessary by the Contracting Authority in its sole discretion to undergo Framework Review Meetings. 
Other attendees may be invited by the Contracting Authority to attend at Framework Review Meetings depending on the subject matter being proposed for discussion.
Framework Review Meetings may be conducted either virtually (via teleconference or videoconference) or in person, depending on the preference of the Contracting Authority.

Framework Management and Client Contract Management must incorporate the following:

1. Performance Review: Assessing the Successful Tenderers’ performance under the Framework.
2. Operational Improvements: Identify operational measures required of the Successful Tenderers or Contracting Authority to improve the actual performance by the Successful Tenderers. 
3. Audit Compliance: Review any results, reports or findings of any audits undertaken and confirm that the service delivery complies with the Framework Contract.
4. Corrective Actions: Adjusting previously implemented corrective measures, where necessary.
5. Issue Resolution: Identify and discuss relevant issues between the parties to the Framework Contract.
6. Travel Management Meetings: The Successful Tenderers will be required to host at a minimum one meeting per annum throughout the term of this contract with the Framework Clients and the Successful Tenderers’ key staff. The objective of these meetings is to provide an opportunity for all parties to discuss any current operational issues and work to resolve them.  In addition, the Successful Tenderers will share industry updates, including both positive developments and potential challenges.
7. Meeting Logistics: The Successful Tenderers will be required to organise the venue and related requirements and/or facilitate and host a remote meeting, at its own expense, in consultation with the OGP.  The venue will be at a convenient location in Dublin or facilitated remotely if so required.  
8. Ad-Hoc client Meetings: The Successful Tenderers must be available to meet with Framework Clients, virtually or in person, at short notice to address service-related issues. 
9. Price Benchmarking: the Contracting Authority will monitor the prices offered on a number of transactions via a price benchmarking exercise, the results of which will be discussed at the Framework Review meeting with the Successful Tenderers. This benchmarking exercise may be conducted by the Contracting Authority or one or more Framework Clients and may take the form of a benchmarking exercise on live bookings. The results of the price benchmarking exercise will be shared with Framework Clients. 

Tenderers are required to describe their proposed approach to meeting the requirements for Framework Management & Client Contract Management, including how their approach addresses the requirements of Framework Clients together with any additional services and features offered, also highlight where their proposal provides additional value in relation to the areas listed.
The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here




































	RFT Appendix 1
Reference
3.5.3
	Sub-Criterion 5.3: Framework Mobilisation/Implementation Plan (15 marks available/minimum qualifying threshold 9 marks)

	Successful Tenderers must provide a detailed Mobilisation and Implementation Plan outlining how they will ensure a seamless onboarding of Framework Clients. Please note it is envisaged that Framework Contracts will be executed by the Contracting Authority and the Contractor(s) in May 2026 with a contract commencement date of the 1st of August 2026. The exact scope may vary depending on the Framework Client’s requirements. Further details of implementation, scheduling and roll out of requirements will be specified following Notification of Activation of Services Form (NASF) with each framework client.

The Mobilisation and Implementation Plan must comprehensively address the following:

1. Roles & Responsibilities: Clearly defined for all parties involved.

2. Online Booking Tool Setup & Testing: Including configuration, validation, and readiness checks. Must ensure correct setup of profiles, workflows, and integrations.

3. Key Milestones & Timelines: With a structured schedule to ensure timely delivery.

4. Resource Management: Adequate staffing and oversight to support the transfer of user profiles.

5. Concurrent Implementations: A strategy to manage multiple client onboardings simultaneously, ensuring readiness for Go-Live.

6. Risk Management: Identification of key risks and proposed mitigations to maintain service quality.


In relation to the Mobilisation and Implementation Management Plan that must be provided, Tenderers must take account of the following specific deliverables.

7. Client Profile Setup Process:
a. Description of how customised Framework Client profiles will be created (Online and Offline profiles), including travel policy configuration, integration with Framework Clients’ systems, approval workflows, and user access levels.
b. Timeline for completion of profile setup for all Framework Clients - e.g., onboarding, data management, testing infrastructure, training.
c. Approach to obtaining and securely managing and storing Framework Clients’ data and preferences from the Framework Clients or incumbent (if available).

8. Stakeholder Engagement:

a. Communication strategy for engaging with Framework Client departments during Framework Client profile setup.
b. Provide dedicated account managers for onboarding support
c. Provision of training, onboarding materials, and support resources, conduct introductory workshops or webinars to familiarise users with the Successful Tenderers’ systems.
d. A dedicated support helpline must be available to all Framework Clients from the date of contract signing and until the 1st of August 2027. This dedicated helpline must be available weekdays between the core hours of 9am – 5.30pm (GMT). 

9. Client testing Phase: In June 2026 a selection of Framework Clients will conduct testing of the Online Booking Tool/Accounting systems and where necessary the Successful Tenderers will make any adjustments to their systems to facilitate the Framework Client(s) online needs.

10. Risk Management:
a. Identification of potential risks during mobilisation and implementation strategies including risk mitigation and compliance with data protection laws.
b. Contingency plans for delays or incomplete data handover.

11. Performance Monitoring:
a. KPIs to be used to monitor onboarding success (e.g. time to profile setup, user satisfaction, system readiness).

Tenderers must set out their proposed approach and methodology for Framework Mobilisation and Implementation without incurring additional cost to the Contracting Authority or Framework Clients. Tenderers must set out how they propose to manage the ongoing pipeline of implementations both Online and Offline Framework Client profiles, to meet their specific operational or service requirements. 

Tenderers must provide a sample implementation plan in the form of a Gantt chart as a separate appendix to their Tender response entitled Sample Mobilisation and Implementation Plan - Tenderer’s Name.
The submission for this Award Criterion must be contained within the maximum of four [4] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here












	RFT Appendix 1
Reference
3.5.4
	Sub-Criterion 5.4: Framework Exit Management Plan (15 marks available/minimum qualifying threshold 9 marks)

	The Successful Tenderers must develop and maintain an Exit Management Plan at no additional cost to the Contracting Authority or Framework Clients. The Successful Tenderers must ensure and facilitate a planned and smooth transition of Services to the Framework Clients and/or other Successful Tenderer, ensuring that there is no disruption to or degradation of Services at the end of the agreement or in the event of early termination.

The plan must comprehensively address the following:

1.	Continuity of service.
2.	Secure data and system handover.
3.	Knowledge transfer.
4.	Staff arrangements.
5.	Timeline with key milestones. 


The Successful Tenderers must outline how they will manage these elements, including risk mitigation and compliance with data protection laws. Tenderers must provide a sample exit management plan as a separate appendix to their Tender response entitled Sample Exit Management Plan - Tenderer’s Name.  The Contracting Authority or Framework Client reserves the right to engage in discussions with the Successful Tenderers regarding this plan and to agree on the final strategy, without incurring additional cost, to meet their specific operational or service requirements.

The submission for this Award Criterion must be contained within the maximum 
three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.




	Please enter your response here













Award Criterion 6: Business and Systems Continuity 
20 Marks)

	TRD Section B.6
	 Business and Systems Continuity (Award Criterion 20 Marks)

	RFT Appendix 1
Reference
3.6.1
	Sub-Criterion 6.1: Disaster Recovery and Business Continuity (DRBC) Plan (20 marks available/minimum qualifying threshold 12 marks)

	The Successful Tenderers shall maintain a disaster recovery and business continuity (DRBC) plan at no additional cost to the Contracting Authority or Framework Clients, ensuring uninterrupted delivery of Services and mitigating any unplanned downtime of the Online Booking System and/or Offline Service. Tenderers must demonstrate that the proposed DRBC Plan is robust, scalable, and tailored to the nature of the Services required under this Framework. The plan must take account of the following at a minimum:

1. Back-up Personnel: Provision and Identification of Back-Up Personnel - Sufficient and suitably qualified personnel must be available to maintain the Services, particularly in times of increased demand.
2. Roles/Responsibilities & Communication: Clear assignment of responsibilities for disaster recovery and continuity actions. Ensure Internal and external communication strategies during a disruption, including client notification procedure.
3. Risk Management: The identification, analysis and mitigation of potential risks/disruptions to Services in terms of the level of probability of occurrence and the level of potential impact to business operations and ultimately to Framework Clients.
4. IT Back-up Systems: Provision and identification of an IT Back-Up system which will be available to maintain service continuity in the event of a primary system failure. Provide Details of data backup frequency, storage locations, and system redundancies.
5. Scheduled IT Maintenance: All essential scheduled system maintenance and/or system upgrades must occur outside of core hours (9am – 5.30pm GMT). The DRBC plan must incorporate details of when essential IT systems maintenance/upgrades will take place.  Notification of scheduled maintenance and/or system upgrades must be provided to all registered users of the system at least 48 hours in advance via their registered email address. 
6. Service visibility: The DRBC plan must ensure visibility of issues affecting the Services on a daily and ongoing basis including, but not limited to, service disruptions and incidents relevant to the traveller’s profile.
7. Contingency planning: The DRBC plan must employ contingency measures to ensure normal service delivery during surges in booking activity or in the event of disasters affecting, including but not limited to, Premises, Systems and Staff.
8. Compliance and Reporting – Confirm adherence to relevant legal, regulatory, and contractual obligations and data protection laws. The Successful Tenderers must outline post-incident reporting mechanisms.
Tenderers are required to submit, as part of their Tender response, a comprehensive Disaster Recovery and Business Continuity (DRBC) Plan. This DRBC plan should outline the procedures and measures the Successful Tenderers will implement to ensure the continuity of business operations and service delivery in the event of any disruption or failure affecting the performance of the Services Contract(s), taking account of the above elements.

Tenderers must provide a sample exit management plan as a separate appendix to their tender response entitled Disaster Recovery and Business Continuity (DRBC) Plan - Tenderer’s Name.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.




	Please enter your response here



































Award Criterion 7: Technological Innovation & Continuous Improvement (20 Marks)

	TRD Section B.7
	 Technological Innovation & Continuous Improvement
(Award Criterion 20 Marks)

	RFT Appendix 1
Reference
3.7.1
	Sub-Criterion 7.1: Technological Innovation & Continuous Improvement (20 marks available/minimum qualifying threshold 12 marks)

	
The Contracting Authority and Framework Clients are seeking service solutions which focus on providing quality services to customers. The Contracting Authority and Framework Clients also require continuous service delivery improvements to reduce the overall cost of Services throughout the lifetime of any Services Contract(s) awarded.
 
Tenderers are required to outline the proposed innovations and enhancements to be implemented over the term of the contract. Tenderers must demonstrate the quality, relevance, and feasibility of the proposed solutions, and how they will contribute to improved service delivery, operational efficiency, and user experience throughout the contract term.

Technological development areas might include, but are not limited to:
· AI technology & Automation.
· Open Application Programming Interfaces (APIs) & Integration.
· Accessibility.
· Robotic Process Automation.

Tenderers are required to describe their proposed approach to technological development planning and continuous improvement and how they propose to keep abreast of all revisions, amendments, initiatives, innovations in their industry, also highlight where their proposal provides additional value. 

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.







	Please enter your response here




Award Criterion 8: Sustainability (40 Marks)

	TRD Section B.8
	 Sustainability
(Award Criterion 40 Marks, contains 2 Sub-Criterion)

	RFT Appendix 1
Reference
3.8.1
	Sub-Criterion 8.1: Green Public Procurement (20 marks available/minimum qualifying threshold 12 marks)

	The public sector has a responsibility to implement green procurement, in order to support Ireland’s environmental and wider sustainable development objectives. The Department’s position on GPP implementation is outlined in Circular 17/2025: Updated Green Public Procurement (GPP) Instructions for Public Sector Bodies. The successful Tenderers will be expected to assist with the implementation of any current, new or updated environmental and social policy and reporting requirements as they arise. The successful Tenderers will be expected to support compliance with those Environmental and Social policy requirements at the direction of the Contracting Authority.  Tenderers must demonstrate the quality of their proposed approach to facilitating green public procurement and address the following requirements:

1. Low-carbon travel options: As requested by Framework Clients, lower carbon alternatives must be offered where available as part of the travel options given to travellers, i.e. flights, eCar hire, rail, ferry, eco-accommodation.
2. Carbon-based travel comparisons: Offered travel plans should be presented to Framework Clients with carbon impact information as requested, enabling the traveller to select the preferred greener option.
3. SEAI-compliant reporting: Provide SEAI reporting in line with Government circulars in relation to carbon offsetting and payments and the relevant prescribed methodology which may be subject to change.
4. Eco-certified accommodation: Identify and offer Hotels with Eco-Labels or equivalent certification when requested.
5. CO2 filtering: Ability to filter flights, eCar hire, rail, ferry, eco-accommodation by CO2 emissions, in the Online Booking Tool and reporting platforms.
6. Sustainability policy support: Provide guidance and support to Framework Clients in enhancing the sustainability of their travel policies, including strategies for carbon offsetting, budget planning, and long-term forecasting.

Tenderers are required to describe their proposed approach to facilitating green public procurement, ensuring their response addresses each of the above requirements. Tenderers are also requested to provide details of their proposed approach of any measures they may have in place in the context of the delivery of the Services to mitigate against or compensate for environmental impact, also highlight where their proposal provides additional value.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.



	Please enter your response here













































	RFT Appendix 1
Reference
3.8.2
	Sub-Criterion 8.2: Socially Responsible Public Procurement (20 marks available/minimum qualifying threshold 12 marks)

	The public sector has a responsibility to promote social considerations and sustainability, in order to support Ireland’s environmental and wider sustainable development objectives.  Tenderers must demonstrate the quality of their proposed approach to delivering social value in their travel management services and the associated supply chain. Such measures may include but not limited to, for example:

1. Employment and Inclusion: Describe initiatives to support employment of disadvantaged groups (e.g. long-term unemployed, persons with disabilities). Outline any apprenticeship, internship, or training programmes linked to contract delivery.
1. Fair Working Conditions: Confirm compliance with national labour laws and fair wage practices. Detail policies promoting ethical employment and worker wellbeing.
1. Accessibility and Equality:  Explain how travel services will be inclusive and accessible to all users, including those with disabilities, in line with the European Accessibility Act (2025). Describe measures to promote equality and prevent discrimination.
1. Environmental and Community Impact:  Describe how sustainable travel options will be promoted (e.g. rail over air, electric vehicles). Include any community engagement or local economic development initiatives.
Tenderers are required to clearly and comprehensively demonstrate how their proposed approach to delivering the Services aligns with the principles of Socially Responsible Procurement. This includes contributing to positive social outcomes for Framework Clients and the wider community.

The submission for this Award Criterion must be contained within the maximum of three [3] A4 pages with single space Calibri font with a font size no smaller than 11. Tenderers are advised that any part of their Tender beyond the page count where specified, WILL NOT be considered for evaluation.

Information in the form of tables and/or graphs is permitted and can be included in the response page count for this criterion.

Tenderers should not embed documents in the TRD.


	Please enter your response here
















	B.9 Additional Requirements
[please refer to Section 2.6.5 of the RFT] 

	Artificial Intelligence
	TENDERERS RESPONSE

	
Please provide details on the use (if applicable) of Artificial Intelligence or machine learning tools, including large language models, to assist in any part of their Tender.  
This may include the use of these tools to support the drafting of responses to selection and/or award criteria.


	

Yes ☐   
(If “Applicable” please provide details below)

         
  Not Applicable ☐


	                                                                                                                                                                                                            
If “Applicable”, click here to provide details. 






	1. Where Artificial Intelligence tools have been used to support the generation of Tender responses, please confirm that they have been checked and verified for accuracy.
	

Yes ☐
 No ☐
            Not Applicable ☐



	1. Where Artificial Intelligence tools have been used to support the generation of Tender responses please complete the declaration to confirm understanding that tenderers are bound by any such content submitted as part of their tender response.
	

Yes ☐
 No ☐
            Not Applicable ☐
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