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Request for Proposals for appointment of a Travel Management Company to provide Travel Management Services to the National
Department of Public Works and Infrastructure for a period of 36 months

BID Number: HP24/007GS

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST

NAME OF TRAVEL MANAGEMENT COMPANY:

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 1 0f 23
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ANNEXURE A1: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST

The form must be submitted in File 1 (Technical file), Chapter 3

Example of how to complete the compliance checklist:

Section Technical Criteria Reference Comments
No page in
Proposal
1.2 Experience of the bidder Page 1110 12 | Bidders to summarise motivation of
- Chapter 2 compliance, or non-compliance to the

requirement.

2.1 Manage all reservations and Page 18t0 19 | Bidders to summarise motivation of
bookings - Chapter 4 compliance, or non-compliance to the

requirement.

3.2 Manage all refunds and non-| Page 22 to 23 - | Bidders to summarise motivation of

refundable airline-tickets Chapter 5 compliance, or non-compliance to the

requirement.

- - "
._.:m_waamqms\___cmm<m_cmﬁmamoooa_:@ﬁoﬁ:mﬂmo::_nm_m<m_cmzo:o1.ﬁmz...m__,_Emmooaomacm_os\.m_aamqm—::mﬁ_:&om#m%m:mg_:v;oao?m

following and to substantiate as required with supporting documentation.

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 2 of 23



Section Technical Evaluation Criterion Reference in Reference Comments

No# Bid Page in
Document Bidders
Proposal
COMPLIANCE TO REQUIREM
RESERVATIONS
11 Manage all reservations/ bookings. Section EXAMPLE:
Confirmation that all travel reservations/ 15.3.2 Yes/iNo
bookings are handled in accordance with the 15.3.4 All reservations are handled in accordance with
Request for Proposal: the Request for Proposal
15.35
Air Travel
15.3.6

Describe in detail the process of booking the _
most cost-effective and practical routing for Annexure A5
the traveller.

Annexure A6

This will include, without limitation the
redirection of airline tickets and the refund
process and how you manage the unused _
non-refundable airline tickets to the benefit of
the Department. |

Your ability to secure special airline _
services for traveller(s) including
| preferred seating, wait listing clearance, _

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 3 of 23
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special meals, travellers with disabilities |
etc.

_ Accommodation (Bed and Breakfast) in all
city / town centres in South Africa

Accommodation (Bed and Breakfast) in rural
and remote areas

Car rentals ( Long term and short term)

Shuttle / Transfer services

Bus services (kiosk bus bookings)

International Travel

examples of a detailed complex itinerary
confirmation that includes air, car, hotel,
passport  requirement,  confirmation
numbers and additional proof of

|
* This will include, without fimitation, .

| 7 competency.
12| Online Travel Booking System | Section EXAMPLE:
_ The U_.Q.QQ must have an o:__zm.moo.x._:m 1533 . YesMNo
capability that the Department will utilise.
Annexure A3 - Can provide Online Travel Booking System, refer
Does the system have the ability to book, toxxx :

amend and cancel flights, accommodation _
and car rental online.

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE GHECKLIST Page 4 of 23



Does the system comply with the National
Treasury Travel Framework?

Does the system obtain the necessary
approvals for fravel and deviations
according to delegations?

Can the bidder provide dedicated system
support and training to travellers/ travel
bookers.

Does the system generate the required
reports and are the reports linked to g
invoicing and payments.

Describe the compatibility of your online
solution to fully integrate into a DPWIs’
software system. Indicate the turnaround
time to complete this process and a
breakdown of the expected cost that will
be asscciated with it (in case Department
decides to integrate). -

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 5 of 23
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Management of Conferences, events or

1.3 group bookings. Section EXAMPLE:
! ' Describe your capabiliies in handling 15.3.7 YesNo
i conferences, events or group bookings and 15.3.8 Please refer to xxx
| ensuring compliance to the National
Treasury Cost Containment measures.
i
M Please provide a list of 5 clients and
| events to demonstrate the above
_ capability.
i After-hours and emergency services
14 . : . Section  EXAMPLE:
The bidder must have capacity to provide
reliable and consistent after hours and 15.3.9 - Yes/No
emergency support to traveller(s). )
Can provide, please refer to xxx
Please provide details/ Standard Operating
. Procedure of your after-hour support e.g.

How it is accessed by Travellers,

Where is it located, centralized/ regionalised,
in-country (owned)/ outsourced etc.?

Is it available 24/7/3657?

Can the TMC provide reminders to the
Department of Public Works and
Infrastructure to process purchase orders
within 72 hours to reduce queries on

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 6 of 23
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§

invoices?
114 | Communication ' Section EXAMPLE:
Describe how you will ensure that travel 154 Yes/No

bookers are informed timeously of the travel
booking information within and outside of the
RSA.

Describe your communication process
where  the  ftraveller, travel  co-
| ordinator/booker and travel management
company will be linked in one smooth
continuous workflow.

Please refer to Communication process in xxx

FINANCIAL AND DATA MANAGEMENT

2.1 Financial Management Section . EXAMPLE:
| Describe how you will implement the 15.5 Yes/No
negotiated rates and maximum allowable i Please refer to
i | rates established either by the DPWI or the Annexure A5
National Treasury. Annexure A6

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 7 of 23
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Bill Backs

|
' Can the TMC provide a bill back facility for -
the Department?

|

ﬁ If not, please motivate.

If you can, describe how you will manage a
bill-back account facility taking into account
DPWI's travel expenditure as per item 15.2
of the TOR.

Pre-Payments y

Describe how pre-payments will be handled -
where it is required for smaller Bed &

Breakfast /Guest House facilities to ensure -
that travellers are not inconvenienced? .

m Invoicing

Describe how invoicing will be handled,
including the process of rectifying
discrepancies between purchase orders and
third party invoices, supporting
documentation, and the timely provision of
invoices to the Department.

ANNEXURE A2; TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 8 of 23
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| and book airfares, accommodation, car

| carriers/ consolidators) or not available on

Technology, Management Information
and Reporting

Booking System

Describe the proposed booking systems that
the TMC will be using for traditional bookings
and for an Online Travel Booking System
e.g. Global Distribution System (GDS),
Online Travel Booking System (OTBS).

Describe how travel consultants will access
rental i.e. non-GDS inventories (low cost

the OTBS.
Data and Management Information

Describe how you will manage data and
management information such as traveller
profiles, tracking of savings and missed
savings, tracking of unused airline tickets,
cancellation, traveller behaviour, transaction
level data,

Reporting requirements

Can the TMC comply with the Department's
monthly, quarterly and annual reporting
requirement in line with the National Travel
Framework and the PFMA? See Monthly

Section
15.6
Annexure A5

Annexure A6

EXAMPLE:
Yes/No

Please refer to xxx for booking system, reporting -
requirements and technology utilized

ANNEXURE A2; TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST

Page 9 of 23
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' Reporting requirements as per Annexure
A5,

Give actual examples of standard reports
that you currently have available. Give an
indication if reports can be customised.

2.3 Account Management Section EXAMPLE:

Structure 15.7. ~ YesiNo

| Provide the proposed Account Management 15.11 | Gan provide, please refer to xxx

structure reflecting the position and names of
the TMC staff that will be responsible for the
DPWI account.

Annexure A4

Describe roles and responsibilities  of
assigned staff. Please provide the cv's for
key staff as per the Request for Proposal.

Quality Control

Describe what quality control procedures/
processes you have in place to ensure that
your clients receive consistent quality
service.

Describe how queries, requests, changes
and cancellations will be handled.

| Issue Resolution

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 10 of 23
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What is your mitigation and issue resolution
process? Please provide a detailed response
indicating performance standards  with
respect to resolving service issues.

Complaints

Indicate how complaints will be handied and
what procedure will be followed to address
the complaints.

Travel Policy

What processes are in place to ensure that
the Department's Travel Policy and the
National Treasury Travel Framework is
enforced?

Manage Service Levels

How will you manage the service levels in the
SLA and how will you go about conducting
customer satisfaction surveys? _

Training

Indicate what workshopsftraining will cm_
provided to Travellers and /or Travel
Bookers. Provide a detailed training plan.

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 11 of 23



| 2.4 Quarterly and Annual Travel Reviews Section EXAMPLE:

Performance Management 15.10 Yes/No

. Pl fer t
Provide a sample of a Quarterly and Annual ease relerto xx

review used for performance management
during the life cycle of the contract.

Travel spend, Exceptions and cost saving
Reports for Air Travel, Accommodation,
Car Rental etc.

25

Office Management Section EXAMPLE:

Confirm the ability to provide a centralised 15.11 Yes/No
on-site In-house travel service in the Central
Government Offices Building, 256 Madiba
| Street, Pretoria or altemative venue,

1513 Can provide, please refer to xxx

_ Confirm that licensing, furniture, equipment,
telephone expenses, ICT connectivity, staff
salaries and all other running costs will be for
the cost of the successful TMC.

Confirm that the IT infrastructure for the On-
Site office must be set within a period of 30
days after the awarding of the contract or as
agreed with the Department.

| Can the TMC provide highly skilled and

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 12 of 23
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7 qualified human resources with the roles

specified in section 15.11 of the Request for
7 Proposal?

Describe the forecasting system employed to
staff operations in response to volume
changes owing to conferences, project-
related volumes, efc.

Provide an overview of your back-office
processes detailing the degree of automation
for air tickets workflow, ground arrangements )
and bill back workflow.

2.6 Please provide information on any value- Section
added services that your company can offer

15.8

CORPORATE TRAVEL EXPERIENCE

311 Please  provide  proposed  account 10 Section
management structure/organogram
reflecting the positions and names of the staff
that will be responsible for the Department of
' Public Works and Infrastructure’s account.

17.2

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 13 of 23



' Submit detailed CV’s showing 3 or more - " _ ]

years of experience in Travel. CV’s for
_ Key Account Manager, Operations
| ' Manager, Conference Manager, Finance
| ﬂ Manager and In-House Manager as per
the Request for Proposal.

CORPORATE TRAVEL CAPABILITY

1 3.2.1 Provide the testimonials/reference letters 25 Section
from at least five (5) contactable clients

| whose contracts related to corporate travel 123
are of a similar contract value to that of the 153 (K)
| Department  of Public Works and
' Infrastructure during the past 10 years. 17.2

The letters must include: company name,
contact name, address, phone number,
and duration of the contract, contract
value.

Travel Management Companies to
322 | demonstrate that they can provide an Online .~ 25 | Section
Travel Booking system to the Department.

_ 12.3
) i 15.3.3
Bidders to supply a list of
7 testimonialsireference letters from at least 17.2 |
five (5) contactable clients reflecting the . . | . L.

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 14 of 23



utilisation of an Online Travel Booking
System by a company / government for at
least 3 years

The letters must include: company name,
contact name, address, phone number,
and confirmation of the utilisation of an
Online Travel Booking System.

Provision of a Bank Credit rating letter by a
1323 | reputable banking institution. Thisis required | 10 Section
to demonstrate the TMCs ability to provide a 123
bill-back account facility taking into account .
. DPWI's travel expenditure (15.2 of TOR) 17
|

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 15 of 23



PRESENTATION

ON LINE TRAVEL BOOKING
SYSTEM

Provide an overview on a

proposed automated Online pecipn EXAMPLE:
' Travel Booking System with 123 | System will be demonstrated
| specific focus on: 15.3.3
7 Single sign on to access all features
| Ability to book, amend and cancel i ;
core travel types Annexure A3" -

System Cost Saving strategies
Controls and NT Compliance
Different levels of approval types
| Ability to identify and manage
' deviations
Mobile ability to approve travel
Integrated reporting capability
Mobile ability to approve travel
Training and Online support

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 16 of 23
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Provide a detailed transition plan
for rolling out the Online Travel
Booking System to the
Department of Public Works and

Infrastructure with specific time

frames and service requirements, =

RISK ANALYSIS (Please respond to the questions in full and or

provide information)

4.1 Company Registration Section EXAMPLE:

Has the TMC ever traded under any 17 Yes/No
|

?
other travel company name? Please refer to xxx

If so please indicate the company
registration number and the name of

| the company _

Please provide the detailed reasons

If so please indicate the IATA
registration number and the name of |

for the change. m
m 4.2 IATA - Section EXAMPLE:
M Have you ever traded under any 123 Yes/No
other IATA registration number _ 1534 (m) Pleasa refar to ¥

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 17 of 23



ﬁ
the company

Please provide the detailed reasons
for the change

Has your IATA membership ever
been  suspended since the
establishment  of the  travel
management company?

ff so please provide the detailed
reasons for the suspension.

EXAMPLE:
ASATA
i Yes/No
Have you ever traded under any .
other ASATA registration number , Please refer to xxx

if so please indicate the ASATA
registration number and the name of
| the company "

Has ASATA membership ever been
suspended since the establishment
of the travel management company?

_
_ :mou_mmmmEo<_am5mamm%m§_
| the suspension.

' Please provide a Certified Copy of
the valid IATA License and a

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST Page 18 of 23
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_ Certified Copy of the valid ASATA _

| License,
43 Financial capability to handle the Section EXAMPLE:
Department of Public Works and VesN m
Infrastructure account 12.3 S
17 | Please refer to xxx

Provide audited/ reviewed annual
" financial statements for at least 3
years covering the following periods:

2020/2021

n 2021/2022
| [
| 202212023

| 2023/2024 (If available)
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5. EXPERIENCE AND CAPACITY

Indicate below the staff experience and contract value managed by the TMC in the following fields:

Company Registration Number

Date of Registration:

5.1

Years of experience in Travel

Positions 3 years or 3-5 years 5-7 years 7-8 years 8 and more
less years

Key Account Manager

Comments

Example: Key Account Manager CV
indicating 10 years of experience
attached

Operations Manager

Conference Manager

Finance Manager

In-House Manager

ANNEXURE A2: TECHNICAL SCORECARD AND COMPLIANCE CHECKLIST
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6. CURRENT CONTRACTS (CLIENT BASE)

Indicate all contracts in the table below currently being executed by the Travel Management Company.

Name of Company where the contract is currently Contract period Contract value for the Reference Name and
being executed Start date End date period Surname
e.g. National Treasury 1 March 2022 28 Feh 2025 | R105781245.12 P Mthembu 012 555 3187

Contact number
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6. PAST CONTRACTS (CLIENT BASE)

Indicate all contracts in the table below that was being executed by the Travel Management Company over the past 10 years of a similar size and contract value as that of the Department.

Name of Company where the contract is currently Contract period Contract value for the Reference Name and Contackourber
being executed Start date End date period Surname
a.g. National Treasury 1 March 2018 28 Feb 2021 R 87 321 456.00 L Maila 012 555 3187
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1. BIDDER DECLARATION (Section 22)
The Bidder hereby declares the following:

We confirm that (Bidder's Name) will; -

a.  Act honestly, fairly, and with due skill, care and diligence, in the interests of the Department of Public Works and Infrastructure;
b.  Employ effectively the resources, procedures and appropriate technological systems for the proper performance of the services;
c.  Act with circumspection and treat the Department of Public Works and Infrastructure fairly in a situation of conflicting interests;
d.  Comply with all applicable statutory or common law requirements applicable to the conduct of business;
e.  Make adequate disclosures of relevant material information including disclosures of actual or potential own interests, in relation to dealings with the Department
of Public Works and Infrastructure;
f.  Avoid fraudulent and misleading advertising, canvassing and marketing;
g.  Conduct business activities with transparency and consistently uphold the interests and needs of the Department of Public Works and Infrastructure as a client
before any other consideration; and }
h.  Ensure that any information acquired by the bidder(s) from the Department of Public Works and Infrastructure will not be used or disclosed unless the written
consent of the client has been obtained to do so.
Signature: o Date:
Print Name of Signatory: Designation:
FOR AND ON BEHALF OF: (Bidding Company's Name)
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3. MEASUREMENT GRITERIA

The following table lists a comprehensive number of Key Performance Areas and Indicators. The Department of Public Works and
infrastructure and Ministry selected the most relevant KPA and KPls to include in the contract and quarterly and annual reviews of
the contract. The Department of Public Works and infrastructure and the Ministry of Public Works may change the descriptions,

targets and frequency of measurement according to their needs.

' Key Service Area Description of Service Target ' Frequency of Weighting | Reference
Measurement of Service
Hours of operation Rendering services throughout working 100% Monthly/Quarterly 15.3.1(b)
hours. Monday to Friday (7h30 — 17h00) Review
After hours/emergency After hours services must be rendered 100% Monthly/Quarterly 15.3.9(¢c)
services Monday to Friday outside normal official Review
hours (17h00 to 7h30) and 24 hours on
weekends and Public Holidays.
Travel Policy Controls put in place to ensure policy | 80% Monthly/Quarterly | 15.3.1(f)
Implementation compliance. Review
Traveller Profiles All travellers must be set up with a 80% of travellers Monthly/Quarterly 15.3.1 (h)
personal profile. Review
Third Party Management | Manage the third party service providers | 80% Monthly/Quarterly
by addressing service failures and Review 15.3.1(i)
complaints against these service
providers.
Online Booking Tool Provide an online booking tool that can | 80% of Travellers Monthly/Quarterly
be utilised by the traveller as well as the Review 15.3.1(c)
necessary support required.
Transition Plan TMC must provide a detailed transition | 80% Monthly/Quarterly
plan. Review 15.3.1(j)




RESERVATIONS

Turnaround times to Receiving request, issuing orders to the | 80% of bookings Monthiy/Quarterly 15.3.2(a)
acknowledge requests travel agent and sending vouchers to within 4 hours Review
the travellers and travel bookers.
' Turnaround on quotations. 80% of bookings Monthly/Quarterly 156.3.2(a & d)
within 24 hours Review
Booking .,_.m@o:mﬁmo_ discounted fares. 90% of bookings Monthly/Quarterly 15.3.2(e)
within 1 hour Review
Keeping abreast of carrier schedules, 90% of changes & Monthly/Quarterly 15.3.2(f)
changes as well as all other alteration. cancellations within 4 | Review
hours
Conferences and The TMC should cater for group 100% of all requests | Daily 156.3.7(a)
workshops | arrangements for conferences according
to the configured number of travellers as
per policy.
The TMC should obtain minimum of 3 95% Daily 15.3.7 (b)
price comparison quotation.
The TMC should arrange for blocked 95% Daily 15.3.7 (c)
bookings at negotiated rates.
The TMC should prepare an analysis of | 95% Daily 156.3.7 (d)
each venue and submit a comparison to
the Department.
Site inspections. 95% - | Daily § 15.3.7 (€)
Group Travel management busses. 95% Ad hoc/Quarterly 15.3.8
" Support & Advice TMC will support and assist with advice, | 50% of all requests | Monthly/Quarterly 15.3.2(j), (K),
documentation for passports and visa Review (), (m)
applications, inoculation requirements,
foreign currency, insurance, etc.




Issue a Travel Insurance Policy for
regional & international travel and hand
traveller detail of the policy

[ 100%

Monthly/Quarterly

15.3.2(K)

Commissions earned

Commissions earned on government
business, paid back to the clienton a
quarterly basis.

AIR TRAVEL, ACCOMMODATION, CAR RENTAL & SHUTTLE SER

100% of all
commission earned
for government
business

Quarterly

15.3.2(0)

e e

reasons.

Price comparisons Domestic Reservations: 3 price 90% of all bookings Monthly/Quarterly 16.3.4(b)
comparisons. TMC will offer the lowest to be the lowest/best | Review
possible quotations for the journey at the | quote
requested date and time.
Alternative options will be offered if the
discounted classes are not available at
time of travel to allow for an hour
window before and after the requested
time (best quote)
international Reservations: 3 price 90% of all bookings Monthly/Quarterly 156.3.2(b),; (c)
comparisons which provides the most to be the lowest/best | Review
cost effective and practical routing. quote
Reservations Confirmations of bookings (air travel, 100% of all bookings | Monthly/Quarterly 15.3.2(), (j)
Communication accommodation, car rental, etc.) must Review
be communicated to the traveller via
SMS and/or email.
Air Travel All cancelled and/or unused tickets must | 80% Quarterly 15.3.4 (g)
Cancelled and Unused be communicated weekly to
tickets/ Department.
Air Travel; Process to confirm best fare for 95% Monthly/Quarterly 15.3.4(c)
Quality Control international tickets with more than 6 Review
sectors
Accommodation Accommodation bookings that were not | Number Monthly/Quarterly 15.3.5(a),(b)
within the Maximum allowable rates and Review




Cancellations and no-shows

Car Rental & Shuttle
Services

Car Rental bookings that were not in line
with the travel policy and cost
containment measures and reasons.

Number Monthly/Quarterly 15.3.5(f)
Review
“Number Monthly/Quarterly 1 15.3.6(a),(d)
Review

AFTER HOURS & mgmxoi

After hours & Emergency
Services

requests to be done within 24 hours.

The TMC must provide a consultantora | 100% Monthly/Quarterly 15.3.9(a)
team of consultants to assist a travellers Review
with after hours and emergency
reservations and change to travel plans.

" A dedicated consultant must be 100% Monthly/Quarterly 15.3.9(b)
available to assist VIP/Executive Review
travellers with after hours or emergency
assistance.
The TMC should submit the after-hours | 100% of all Monthly/Quarterly 15.3.9 (f)
information a day after travel has taken emergency and Review
place. afterhours requests
Authorisation and order processing of 100% of all bookings | Monthly/Quarterly 15.3.9(e) |
afterhours and emergency travel to be authorised. Review




COMMUNICATION
Communication

FINANCIAL MANAGEME
Financial management:

| Online booking tool Workshops and

Training provided to all users.

Number of
workshops / training
sessions

And

Number of personnel
trained

Quarterly / Annually

15.4.1

| All inquiries must be dealt with and
prompt feedback to be provided within
24 hours.

The TMC must implement the rates
negotiated by the Department of Public
Works and Infrastructure with travel
service providers or the discounted air
fares or maximum allowable rates
established by National Treasury.

100% of all inquiries

100% of all invoices

Quarterly / Annually |

e e _ |

Monthly

Cost effectiveness of travel
arrangements. Savings generated /
Savings missed / Cost reduction / Cost
avoidance.

+3-5% of travel
spend

Monthly/Quarterly
Review

| 1554

15.4.2

15.5.1

The TMC must ensure that the travel
supplier accounts are settled timeously.

100% of all invoices

Monthly

N
o
o
[{e]

The TMC will be required to offer a 30
day bill back account facility to the
Department should the TMC credit not
be utilised.

100%

Monthly

15.5.5

The TMC will be responsible for tracking
and management of unused air tickets
and provide a report on refund
management.

100% of all air
bookings

Daily

156.56.11

Where pre-payment is required the TMC
must settle the invoice before the check
in time.

100% of invoices

Ongoing

15.56.6




TECHNOLOGY, MANAGE
Technology,

Management Information
and Reporting

ACCOUNT MANAGEMEN

Handling of Compliments
and Complaints

provide proof that bookings were made
against the discounted rates.

ENT INFORMATION AND REPORTING

The TMC must consolidate the travel _ 100% of all bill back | Ongoing 16.5.7
supplier bill back invoices. invoices.
TMC must during their report period 100% Discounted rates 15.5.10

—

[ manager and finance manager. The
report to include (not limited):

- Summary of total travel spend

- Total expenditure by Air Carrier

- Detailed accommodation facility
spend

- Detailed car rental facility spend

- Detailed shuttle service facility
spend

- Cost savings report

- Exception reports

- Unused ticket report

- Un-invoiced voucher report

- Invoices not paid within 30 days

- Fully Implemented online
Booking Tool

The Department of Public Works and 100% Monthly 15.6.4
Infrastructure may request the TMC to

_provide additional management reports.

Accuracy of reports. 100% Monthly 15.6.2
Monthly travel management reports to 100% accuracy Monthly/Quarterly 15.6.8
be presented to the client’s travel Review

8

All complaints related to TMCs service Ratio of number of Monthly/Quarterly 15.7.4
to be recorded as a ratio of complaints complaints to Review
to number of transactions. The ratio number of
must be less than 1%. transactions to be

less than 1%
Where possible all complaints to be 95% of all complaints | Monthly/Quarterly 16.7.4
acknowledged within 3 hours of receipt. | within 3 hours Review




Complaints related to TMC to be 100% of all At time of 15.7.4
addressed within 24 hours and resolved | complaints complaint.
within 5 working days Monthly/Quarterly
Review

All complaints related to a supplier’s 100% of all o At time of 15.7.4
service will be addressed with the complaints complaint.
supplier involved and resolved within 3 ' Monthly/Quarterly
days. ' Review

Customer Satisfaction Agree and manage customer 80-100% satisfaction Quarterly 16.7.3
satisfaction surveys.

Travel policy enforcement | TMC to ensure Travel Policy is Exception reports Monthly/Quarterly 16.7.5
enforced. Manage with exception Review

VALUE ADDED SERVICE

Travel value added
services

reports.

Value added Services - Provide
information on any value-added services
that can be offered to National
Department of Public Works &
Infrastructure.

80-100%

Quarterly

15.8




COST MANAGEMENT

Cost Containment

Quarterly Reviews

QUARTERLY & ANNUAL

Cost effectiveness of travel

avoidance.

arrangements. Savings generated /
Savings missed / Cost reduction / Cost

+3-5% of travel
spend

Monthly/Quarterly
Review

15.9.18156.9.2

presented by the TMC on all travel
activity in the previous three-month
period. These reviews are

of the performance management

Proposals made by the TMC to improve
travel behaviour and save money.

Quarterly reviews are required to be

comprehensive and presented to the
Procurement and Finance teams as part

reviews based on the service levels.

Number of proposals
and resultant
improvements

4 Reviews

Quarterly/ Annually

Quarterly

15.9.1

15.10.1

Annual Reviews

On-sites office

OFFICE MANAGEMENT

Annual reviews are required to be

reviews are comprehensive and
presented to the Procurement and
Finance teams as part of the
performance management reviews
based on the service levels.

presented by the Travel Management
Company on all travel activity in the
previous twelve-month period. These

The TMC to ensure that a centralised
on-site office is open and fully functional:

1 Review

100% fully functional

Annual

On going

15.10.2

15.13.1

Back office support and
skilled TMC personnel

to be delivered at all times to the
travellers. The TMC is required to
provide highly skilled and qualified
human resource.

The TMC to ensure high quality service

100%

On going

' Confidentiality

| arrangements.

The TMC must ensure confidentiality in
respect of all travel and accommodation

|

100%

On going

10

15.11

33
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