


Appendix I. Terms of Reference (ToR)
Procurement of Travel Management Services in Ukraine and Abroad

I.1. Description and range of travel management services 

Under this procurement, Ukraine’s Cohesion and Regional Development project, UCORD is implemented with the support of Switzerland via the Swiss Agency for Development and Cooperation by NIRAS Sweden AB, seeks to enter into agreement with a qualified Travel Agency (TA), which shall provide travel management services (services) to ensure implementation of the UCORD project activities of various scale and satisfy its travel needs.    
The quality of travel management services shall meet the general requirements defined in paragraph I.2. Failure to comply with the requirements or failure to provide true and relevant information by the tenderer will cause in rejection in the submitted tender application. 
The documents and business processes of provision of travel management services are described under section “I.3. Business processes of services”.
Travel management services to be provided outside the territory of Ukraine mainly in the countries of Europe and occasionally worldwide, and on the whole territory of Ukraine. 
 

I.1.1. Objective
The primary objective in issuing this ToR for procurement of travel management services is to solicitate bids and to further enter into agreement with a successful bidder who will deliver travel management services for UCORD and achieve the following:
- Provide UCORD with travel management services that are consistent and reliable and will maintain a high level of traveller satisfaction in line with the service level;
- Achieve significant cost savings and ensure value for money principle for UCORD without any degradation in travel management services; 
- Increase efficiency of the process of providing travel management services for UCORD while ensuring outstanding quality of services.

I.1.2. Scope of work 
The appointed Travel Agency shall supply travel management services taking into consideration the designated scope and corresponding level of activities and events delivered within the frames of UCORD to achieve high level outcomes of the project’s activities.  
UCORD delivers trainings, workshops, study visits, educational events, official missions, visits to UCORD sites and other activities for project counterparts and UCORD staff.
Major part of the contract shall make the travel management services intended for the activities delivered by UCORD outside Ukraine mainly in the countries of Europe and occasionally worldwide, and correspondingly smaller share of the contract shall make the travel management services for the activities delivered by UCORD on the whole territory of Ukraine mainly in pilot regions of UCORD and other regions of Ukraine.  

I.1.3 The scope of travel management services 

The Travel Agency shall provide a wide scope of full, prompt, accurate and expert international and national travel management services to UCORD described in table 1.  

Specific list, description and scope of travel management services to be supplied by the Travel Agency will be indicated in a travel request, submitted by UCORD to the Travel Agency.  









Table 1: The scope of travel management services 


	Code
	Travel management services: 
	Short description of travel management services, including, but not limited to:

	A1.1
	Accommodation 
	Booking accommodation, rooms, mainly at hotels, hotel chains, aparthotels for short-term individual and/or group stays in the countries of Europe and on the whole territory of Ukraine;

	A1.2
	Transportation by air
	Booking and ticketing airline tickets for international and domestic flights, mainly economy class; regular and low-cost carriers with the most convenient and fast routs;

	А1.3
	Transportation by rail
	Booking railway tickets for international trains from/to Ukraine, intercity trains, intercity and regional trains in the countries of Europe;

	А1.4
	Transportation by bus
	Booking bus tickets with dully licensed comfortable carriers intended for international and domestic long-distance trips;

	А1.5
	Transfers
	Booking individual and group transfers to/from airports to/from accommodation by car, minivan, minibus, bus; transportation services by a vehicle (minivan or simple car) to/from pilot regions;

	А1.6
	Venue / premises  
	Booking of fully organised conference halls at hotels and other type venues intended for providing conferences, trainings, discussions, meetings, in the countries of Europe and in Ukraine, including providing catering services if so requested;

	A1.7
	Travel insurance
	Issuance of insurance policy of a reputable insurance company. 

	A1.8
	Reimbursement
	Reimbursement of travel expenses (tickets, hotels, taxi) in line with UCORD’s rules and regulations.



I.2. General requirements for the travel management services 
General requirements embody the following general requirements described in table 2, which, however, are subject to subsequent revision if new developments appear during contract implementation. 
Table 2. General requirements
	Code
	General requirements

	B1.1
	TA shall have a valid accreditation by the International Air Transportation Association (IATA) for five years or be in process of the IATA accreditation renewal or reissuance. 

	B1.2
	TA shall provide reservation and issue of tickets for all commercial modes of transport (i.e. air, train, bus), booking accommodation, transfers and other travel-related services under the direct contracts with the suppliers of services: carriers, hotels, hotel chains, venues, transfer companies, Destination Management Companies (DMC);

	B1.3
	TA shall maintain facilities for providing reservation and issue of tickets for all commercial modes of transport (i.e. air, train, bus), booking accommodation, transfers and other travel-related services via multiple Global Distribution Systems (GDSs) like Amadeus, Sabre, Galileo and other recognized and reputable ones, air consolidators, airline reservation systems, bed banks, consolidated booking platforms, recognized ticket stocks, aggregators of travel agency inventory, having thus the possibility to offer a wide range of accommodation, venue, transfer, transportation options at lowest available rates. 

	B1.4
	TA shall operate in MICE (Meetings, Incentives, Conferences and Events) or business/corporate travel sector of the travel industry as one of its activities. 

	B1.5
	The travel management services shall be provided according to the specific list, description and scope of requirements, indicated in the travel request prepared and submitted by UCORD. The cost limits for the required services might be defined in the travel request;

	B1.6
	TA must be ready to handle at least 5 (five) travel requests per month and provide travel management services in compliance with the travel requests submitted by UCORD;

	B1.7
	TA shall be required to assign at least one responsible travel management specialist for handling of travel requests received from UCORD. UCORD reserves the right to interview the selected travel management specialist and to ask TA to replace the specialist if required. 

	B1.8
	Provision of travel management services is accompanied by related services:
- development of comprehensive routes and detailed description for each travel request;
- preparation of itinerary for every traveller and/or group of travellers;

	B1.9
	TA must submit minimum 3 (three) travel options with formal quotes for the services requested, if the routing or destination permits, choosing the best value-for-money options at the lowest available in the time of booking rates in the offers for UCORD;

	B1.10
	TA makes offers, prepares appropriate itineraries and formal quotations and refreshes current availability and quotes in a reasonable timeframe;

	B1.11
	TA shall propose according to the travel request from UCORD and guarantee that there shall be obtained the most cost-effective airfares which provide the most cost-effective routings, the best value-for-money options for accommodation, venue, transfer, train, bus fares;

	B1.12
	TA shall respond to travel requests timely and process all queries, requests, changes and/or cancellations timeously and accurately. Services provided with delay will not be accepted and paid for by UCORD;

	B1.13
	TA shall issue all supporting documents: itineraries, vouchers, accommodation and venue e-booking confirmations, electronic tickets, advance electronic boarding passes in due time and forward them to UCORD prior to departure dates and times;

	B1.14
	TA shall process duly authorized flight, accommodation, transfer, train and bus booking changes and cancellations, when necessary. If required, the alternative options shall be offered instead, services modified and rebooked accordingly, documents reissued to reflect those changes;

	B1.15
	TA shall handle all cancellations, refunds, complaints on behalf of UCORD. TA shall not charge any service fee for full or partial cancellation and full or partial re-booking of travel services. TA shall not charge any penalty or additional expenses from its side, except when the penalty is imposed by the service supplier itself. Herewith certification documents from the service supplier as proof of incurred penalty (expenses) due to service cancellation or re-booking are a must. TA shall strive to negotiate and agree a minimum or zero penalty.

	B1.16
	The quotes for the tickets, accommodation, transfers and other travel-related services proposed by TA shall not be higher than the prices available publicly on aggregated booking systems and on consolidated booking platforms, aggregators of travel agency inventory;

	B1.17
	Travel management services shall be provided considering development of the most direct, convenient and cost-effective routing, offering the best value for money fares and rates, seasonal and eventual discounts, group discounts, bulk discounts, promotions, discounted fares, special fares, low fares or other negotiated discounts. The cost limits may be preliminary stated in the travel request by UCORD;

	B1.18
	TA provides an information service to notify UCORD and/or the traveller itself of such events as airport closings, cancelled or delayed flights, carrier strikes as well as of local political situations that may affect travelling to any destination. 

	B1.19
	TA shall not favour any airline, carrier, hotel, venue, hotel chain, premises, etc. when compiling its offers for UCORD, unless otherwise specifically mutually agreed in writing, and has good relations with all service suppliers.  

	B1.20
	TA shall provide proof, where applicable and if requested by UCORD, that accommodation, airline tickets, train and bus tickets, transfers and other related services were booked within the maximum (low) allowable rates.



I.3. Business processes of travel management services
Travel management services are provided based on a travel request. Travel requests are prepared for each single activity or event, organised by UCORD. Process of travel management service provision foresees close communication between UCORD and Travel Agency. List and contacts of travel management specialists involved in service provision should be provided to UCORD before contract signature. Any changes of travel management specialists involved in service provision should be agreed with UCORD. 
Stages of travel management services provision:
1.Travel request with a complete list of services to be provided by UCORD not later than 5 (five) business days before service to be provided. Travel request should include comprehensive data on scope, conditions and place of service provision.
2. Preliminary quotations for proposed services, draft of itinerary is to be sent to UCORD not later than 5 (five) business days before services to be provided. The prices included to the preliminary quotations must be the cost-effective, best-value offers containing minimum prices available for the services. 
3.Whether the fares provided by the Travel Agency are the lowest available ones allowed at the time of tickets, accommodation, transfer reservation might be identified by market testing.
4.During 2 (two) business days after preliminary quotations with other documents are received, UCORD confirms or negotiates the quotations and proposed services.
5. UCORD may change travel request not later than 3 (three) business days before service to be provided.
6. Final version of quotations for services, itinerary with accommodation reservations, airplane, train, bus tickets, transfers, etc., details of other services (if applicable) are to be sent to UCORD and/or traveller not later than 4 (four) business days before service to be provided. 
7. Electronic boarding passes must be sent before flights that usually makes 24-48 hours according to registration online timing set by each air company.
8. 24/7 support is provided to UCORD and/or traveller during the service provision period, mainly in emergency situations.
9. Act of acceptance of provided services is to be delivered to UCORD or signed with electronic digital signatures (EDS) or qualified electronic signatures (QES) via service Vchasno (vchasno.com.ua) during 10 (ten) business days after the services are provided/ event is finished and financial report with full package of support documents is submitted to and approved by UCORD.
10.UCORD reserves the right to check the quality, range and origin of pricing of provided services in any possible way and neither to accept nor pay correspondingly for services provided due to violation of final quotations or/and quality criteria.
11.UCORD is checking documents submitted by Travel Agency and either accept services and sign the act of acceptance (in case complete package of documents is submitted, documents are without mistakes and reflect real services of proper quality provided) or provide reasonable refusal to accept services.
12. Exchange of documents mentioned in this paragraph is carried out using e-mail communication. Originals and relevant copies of documents shall be submitted to UCORD together with the act of acceptance of provided services.

 Stages of travel management services provision in case of prompt request or emergency:
1.The Travel Agency shall provide a specialist or team of specialists to assist travellers and UCORD with after hours and emergency reservations and changes to travel plans.
2. If there arises a necessity of emergency travel management services requested by UCORD under 5 (five) days before travel, including during weekends and official holidays, a travel request will be sent promptly in writing and followed by a phone call from UCORD alerting on the promptness and emergency of the request. 
3. Within 2 (two) working hours from the receipt of the travel request by e-mail, the Travel Agency shall provide the quotations for available options, offering the most cost-effective routes, accommodation, transportation and other travel-related services.  
4. In case of emergency services provision, a reasonable fee could be charged. The fee level will be agreed with the Travel Agency upon signature of the contract. 
5. UCORD shall select and confirm the acceptable offer and request the Travel Agency to make the booking and send the booking confirmation by e-mail to UCORD. The period of validity of booking shall be in accordance with policies enforced by airline / railway / bus carriers, hotels, transfer providers and shall be indicated in the message.
6. UCORD shall make every effort to approve the proposed bookings within the period of validity of booking. In the case UCORD failed to formally confirm issuance of electronic tickets and other services bookings within the period of validity, the Travel Agency shall make every effort to rebook the initially proposed itinerary at the same fares and conditions or in case of impossibility of doing so, it shall make rebooking at the next lowest available fare. 
7. Upon approval of travel, UCORD shall request issuance of electronic tickets and other travel services confirmations as per confirmed booking and price.

I.3.1. Documents confirming service provision
The following documents confirming service provision are to be submitted to UCORD (refer to Table 3).



  Table 3. The list of documents to be submitted 
	Code
	List of documents

	1

	General documents on service provision 

	
	Invoice
Act of acceptance of provided services
Final approved quotations

	2
	Transportation services (air, rail, bus) and transfers

	
	Itinerary
Air, train, bus tickets e-bookings
Paper tickets, if applied 
Electronic tickets 
Advance electronic boarding passes
Transfer e-booking confirmation

	3
	Accommodation and venues for events

	
	Accommodation e-booking confirmation
Venue, premises e-booking confirmation

	4
	Insurance policy for travelling abroad 

	
	Electronic insurance for traveling abroad

	5
	Reimbursement of travel expenses

	
	Copies of electronic tickets or fiscal checks
Report/budget



I.4 Payment terms

1. The Travel Agency shall send an itemized comprehensive invoice to UCORD for all travel services provided under one travel request;
2. The Travel Agency shall provide a credit limit in the amount of not less than 5000 CHF for the period of the deferred payment;
3. The invoice shall include the costs of travel service(s) and service fee(s); 
4. The invoice will be covered within 15 (fifteen) working days after the invoice was issued;
5. A proof of payment (payment order) will be sent to TA immediately after the bank transaction is provided.
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