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Provision of Graduation Photographic Services for Maynooth University 


Detailed award criteria descriptor
Note 1: Tenderers should ensure that they provide detailed information in respect of all aspects of the contract award criteria. This will enable the awarding authority to fully assess the extent of each offer.
Note 2: Tenderers must respond to the award criteria in a clearly labelled submission, stating which criterion (SB.1, SB.2, etc.) they are responding to.


Section B. 1. Management Plan (10%)
Tenderers must provide a Management Plan describing how they will manage the personnel and oversight needed to deliver the service.
1.1 Key Account Manager
It is a requirement that a Key Account Manager is appointed as the main point of contact with Maynooth University for all matters relating to the operation of the contract.
Tenderers must include:
1.1.1 A brief CV for the Key Account Manager, including relevant experience delivering similar services.
1.1.2 Contact arrangements and cover arrangements during absence.
1.1.3 A proposed schedule of regular review meetings and what information will be provided (e.g., booking volumes, service issues, customer feedback).

1.2 Other Management Resources
Tenderers must describe additional management resources available to support service delivery, including:
1.2.1 The supervisory structure to manage graduation days and peak periods.
1.2.2 Head office/management support available.

1.3 University Access to Booking Numbers (Institute Login / Reporting)
Tenderers must describe how Maynooth University will access booking information, including:
1.3.1 Provision of an institution login (or equivalent secure access) and what information is available.
1.3.2 If a login is not provided, tenderers must propose scheduled reporting (frequency and format) showing booking volumes and relevant management information.

Section B.2. Service Delivery Plan (35%)
Tenderers must provide a Service Delivery Plan describing how they will operate the day-to-day requirements of graduation ceremonies, including set-up, staffing, online booking/payment, and fulfilment.
2.1 On-site Service Delivery Model
Tenderers must describe how they will deliver an efficient, professional on-site service, including:
2.1.1 Proposed studio set-up, operating times, and space requirements. 
2.1.2 Staffing numbers and roles on the day.
2.1.3 Queue management approach to minimise waiting times and manage peak demand. 
2.1.4 How the supplier will coordinate with university staff and other suppliers on site.

2.2 Online Booking and Payment Platform
Tenderers must provide a detailed description of the online booking/ordering and payment system, including:
2.2.1 Online booking facility (URL) and booking process for graduates. 
2.2.2 Payment options supported (card types/online payment method).
2.2.3 On-the-day booking/payment options for those not pre-booked (process and staffing). 
2.2.4 Online customer support arrangements and escalation routes for booking/payment issues.
2.2.5 System Backup and recovery plan for the booking/payment platform.

2.3 Products, Packages, and Fulfilment
Tenderers must outline the products and how orders are fulfilled, including:
2.3.1 Packages available to graduates.
2.3.2 Process for producing and dispatching orders (turnaround targets and timeframes). 
2.3.3 Delivery method and packaging standards 
2.3.4 After-sales support for re-orders and queries.

2.4 Communication Materials and Graduate Information
Tenderers must describe:
2.4.1 Promotional/information materials for graduates.
2.4.2 On-site signage/information points for customer support contact details and ordering guidance.

2.5 Highly Desirable Added Value
Tenderers should state if they can provide the following added value items:
2.5.1 PR Photography (Highly Desirable)
Provision of PR, award and group photographs at graduation ceremonies, supplied to Maynooth University at no additional cost to the University for marketing and communications purposes. Photographs should be provided primarily in electronic format, with the option to supply selected printed photographs for display where available.
2.5.2 Graduate Support / Pro Bono Offering (Highly Desirable)
Tenderers may outline any goodwill or pro bono offering they would be willing to make available in connection with graduation photography. Responses should clearly set out what is included and the process for availing of the offer.

Section B.3. Quality Assurance Plan (20%)
Tenderers must provide a Quality Assurance Plan demonstrating how they will ensure reliable delivery, strong customer support, and appropriate controls.

3.1 Customer Relationship Management and Complaints Handling
Tenderers must describe:
3.1.1 Customer support channels and hours of availability.
3.1.2 Complaints resolution procedures.
3.1.3 How issues are communicated to customers (e.g., order problems, delays, service disruption) and how customers escalate issues directly to the supplier.

3.2 Staff and Training
Tenderers must describe:
3.2.1 Staff selection process relevant to graduation day service delivery.
3.2.2 Initial and ongoing training for staff.
3.2.3 Quality assurance checks and how they are audited/reviewed.

3.3 Management Information and Reporting 
Tenderers must describe:
3.3.1 Any reports made available to Maynooth University and how they will be accessed/delivered.
3.3.2 Confirmation that remote online access to required statistics is available.
3.3.3 Whether real-time back-end data is available (usage/booking volumes) and what is included.

3.4 Reliability and Continuity of Service (Risk Register)
Tenderers must provide a risk register outlining potential service disruptions and mitigating actions. This must include, at minimum:
3.4.1 Backup arrangements for equipment failure and staffing cover.
3.4.2 Controls to prevent loss/corruption of images and how issues would be rectified. 
3.4.3 Turnaround time approach for resolving critical failures (platform outage, missing orders, fulfilment disruption).

3.5 Supplier Responsibility
Tenderers must clearly confirm:
3.5.1 The supplier is responsible for service delivery, order handling, fulfilment, customer support and complaints handling.
3.5.2 The supplier will provide a clear customer contact route for any issues and will not direct customers back to the University for fulfilment/quality complaints.

3.6 GDPR and Information Security
Tenderers must address the following:
3.6.1 Confirm who has access to data stored by the supplier. 
3.6.2 Describe processes to ensure personal data is stored securely and accessed only by approved trained staff for the purposes of delivering the service.
3.6.3 Confirm GDPR compliance and provide evidence (URL/copies of policies and procedures).
3.6.4 Describe retention policy.
3.6.5 Who controls access to data within the supplier’s organisation.
3.6.6 Confirm whether the system can display a privacy statement to users.
3.6.7 Provide assurance and evidence of appropriate technical and organisational measures to safeguard data from unauthorised/unlawful use, loss, destruction or damage (appropriate to risk).

Section B.4. Environmental Impact Plan (5%)
Tenderers must provide an Environmental Impact Plan describing measures in place (and planned measures) to reduce environmental impact.
Tenderers must address:
4.1 Actions taken to reduce environmental impact.
4.2 Provide any green/environmental and/or social responsibility statement.
4.3 Measures in place and planned to manage energy consumption associated with operations.
4.4 Actions taken to reduce carbon production through efficient transport/logistics planning.
4.5 Any other measures to maximise sustainability and reduce carbon production.
4.6 Recycling/disposal measures for materials used and end-of-life items.

Section B.5. Cost of Service (30%)
5.1 Instructions for completing the Pricing Schedule
· Tenderers must use the electronic doc “Appendix 1 Graduation Photographic Services Pricing Schedule” to submit all pricing,
All prices quoted must be all-inclusive (i.e. including but not being limited to shipping, packaging, delivery, ancillary costs and all other costs/expenses), be expressed in Euro only and exclusive of VAT.  The VAT rate(s) where applicable should be indicated separately.
Tenderers must confirm that all prices quoted in the Tender will remain valid for twelve (12) months commencing from the Tender Deadline.
Any currency variations occurring over the term of the Services Contract shall be borne by the Tenderer.
Payments for Services provided pursuant to this RFT shall be subject to and made in accordance with the Services Contract.
Tenderers should note that prices may be increased or decreased only on the first anniversary of the Effective Date of the Services Contract (as defined in the Services Contract) and on subsequent anniversaries of the Effective Date thereafter, and then only by the percentage by which the relevant price index has increased or decreased in the edition of that index published by the relevant authority most recently prior to that anniversary.

How Ultimate Cost is calculated
The Tenderer whose total Ultimate Cost (all-inclusive price) (as specified in Appendix 1 - Pricing Schedule) is the lowest for the Lot shall be awarded the maximum combined marks available (30%) and all other Tenderers shall be marked relative to the lowest priced Tender in respect of the Lot under evaluation using the following formulas:

Formula used for standard package offered (15%): 
Score for Tender Price ‘N’ = Maximum Points x Lowest Tendered Amount
                            			        Amount of Tender ‘N’
(Where ‘N’ is the price of tender being evaluated)
Formula used for Concession Fee offered (15%): 
Score for Concession percentage offered ‘L’ = Maximum Points x Highest Concession % 
                            			                                    Amount of Tender ‘L’
(Where ‘L’ is the Concession % Fee tender being evaluated)

END
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