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PS20200549 - Travel Agency Services – Questions for Proponents

	functional Requirement #
	Requirement Description
	Proponent’s Response
	Proponent’s Response Details

	REQ-1 
	The City has the following objectives and requirements for travel agency services:

(a) Proponent with demonstrated ability and capacity to provide travel agency services solution to municipal government and law enforcement agencies;

(b) Compliance to the City’s Travel Policy;

(c) Arrangement of air, hotel and car rental reservations as and when requested for staff travelling on business;

(d) Assurance that the City receives the most economic and convenient flight and hotel rates (government/agency/promotional) available at the time of making travel arrangements, including flights from Abbotsford, British Columbia or Bellingham, Washington;

(e) Use of a hybrid model, wherein:

(i) basic travel arrangements (e.g. single-destination flights within North America) can be made through a low-cost user-friendly online booking tool which uses a pay-per-transaction pricing model; and

(ii) complex travel arrangements (e.g. international flights, group bookings, or multiple-destination flights within North America) can be made with the assistance of a travel agency representative, who will assist with any required changes to tickets or itineraries at no extra cost above and beyond the initial transaction fee;

(f) Provision of initial, and on-going training in the use of the online booking tool;

(g) Provision of training and instruction manuals in electronic format that can be customized by the City, and updated versions of same;

(h) Highest possible adoption rate of an online booking tool to make travel arrangements;

(i) Provision of ongoing support services for online booking tool:  Provision of a no-fee-charged, local or toll-free number for City staff to call with requests, inquiries, transaction issues, and to resolve issues related to the online booking tool;

(j) Provision of a twenty-four (24) hour, three hundred sixty-five (365) days per year toll-free emergency telephone number:

(i) which City staff can call to resolve travel issues; and

(ii) which can be accessed locally (i.e. within Canada), and from outside Canada and the US;

(k) Security of traveler data and information, and VPD Enhanced Security Clearance for proponent’s staff who have access to VPD information (note:  the costs of VPD Enhanced Security Clearances shall be fully borne by the proponent);

(l) Full transparency on airline ticket, hotel booking, car rental booking, and transaction costs;

(m) Summary or consolidated billing for travel agency services, with granularity at departmental (i.e. City of Vancouver, Vancouver Police Board, Vancouver Public Library Board, Vancouver Board of Parks and Recreation) and division levels (i.e. for  City of Vancouver only:  Engineering, Vancouver Fire & Rescue Services, Mayor’s Office, Councillors, etc.);

(n) Billing details to include:

(i) Transaction type (i.e. airfare, hotel, car rental, other) – for any and all transactions;

(ii) Date of transaction;

(iii) Name of traveller;

(iv) Authorization number (i.e. TCV number);

(v) Dollar value of transaction, in Canadian funds;

(vi) PDF copies of relevant invoices; and

(vii) Details of emergency travel and health insurance purchased by the travel agency on behalf of the traveller, linked to the specific trip or transaction; 

(o) Accessibility to standard and customized management reports, including, but not limited to:

(i) Compliance to the City’s Travel Policy (with granularity at the Department/Division level, and by individual traveller);

(ii) Travel spend, showing:

a. By Transaction date

b. Reconciliation of:

a. Travel agency’s billing/transaction date; and

b. City’s credit card monthly statement

(iii) Carbon & GHG emissions;

(iv) Group bookings (with granularity at individual traveler level, by airline, etc.);

(v) Demonstrated savings (e.g. resulting from the Proponent’s volume leverage);

(vi) Flight credits (or unused tickets), expiration dates of flight credits, transferability of credits; and

(vii) Currency conversion.

(p) Periodic and auditable reports on travel spend and savings; and
(q) Periodic account updates related to customer service standards and other performance metrics.
	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-2 
	The Proponent’s travel agency services solution will ensure:

a) Travellers making travel arrangements have verification of authority to travel (i.e. TCV number);

b) Travellers’ arrangements are in compliance with the City’s Travel Policy;

c) Issuance of electronic ticket (“e-tickets”), and/or physical ticket delivery for both non-emergency, and emergency situations;

d) Billing details for airfares, accommodations, and car rentals will include the date of the transaction if payment is made by a personal or corporate credit card; and
e) Billing details for airfares, accommodations, and car rentals will include the date of the transaction if payment is not made by a personal or corporate credit card.
	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-3 
	The Proponent will negotiate concessions with airlines, hotel chains, and car rental agencies, which will be reflected in the airfares, room rates, and rental rates, respectively, that are offered to the City.
	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-4 
	The Proponent will provide the City with the following accessible online & real-time, and/or periodic (monthly, quarterly, & annual) management reports, as defined below:

a) Airfare savings report:  comparing actual fare with the base fare (economy/business), with column totals.  Explanations are required if the lower fare was not taken; 

b) Air travel report:  At a minimum, listing traveller name and employee number, traveller’s department (cost centre or work order), airline carrier, departure/return dates, destination, class of service, airfare, and cancelled flights, credit balance and credit expiry date (if applicable);
c) Car usage report:  At a minimum, listing traveller name and employee number, traveller’s department (cost centre or work order), car rental company, car type, rental date(s), number of days rented, and rental rate;
d) Hotel usage report:  At a minimum, listing traveller name and employee number, traveller’s department (cost centre or work order), hotel name, city, number of nights, and actual rate with base rate with column totals as appropriate;
e) Activity report:  At a minimum, showing number of transactions and dollar value of sales detailed by month and accumulating year-to-date totals;
f) Air travel analysis report:  At a minimum, showing by quarter and year-to-date, spend by airline, and class of travel;
g) Hotel bookings analysis report:  At a minimum, showing by quarter and year-to-date, spend by hotel, including hotel name, city, average nightly rate, and total for the period; and
h) Travel insurance coverage report:  listing the traveller name and employee number, traveller cost centre or work order, coverage dates and insurance cost.
The Proponent’s solution will provide, at no cost to the City, standard travel and usage reports (including savings) which are can be accessed by designated City representatives, with limited access as follows:
a. VPD reports will be accessible to authorized VPD staff only, and VPD staff will have access only to the VPD reports;
b. Reports for the City, inclusive of VPB and VPL, will be accessible to authorized City, VPB and VPL staff only.
The Proponent will demonstrate and report on cost savings in:

a) Airfares

b) Accommodations

c) Car rental rates
d) Other
	
	

	REQ-5 
	The Proponent’s solution will allow VPD to make credit card payments for VPD travel-related charges, such that:

a) one ghost credit card (i.e. a virtual credit card) is used for all VPD airfare charges;

b) the Proponent will send copies of all travel invoices that are charged to the ghost credit card, to the VPD’s designated travel clerk;

c) the Proponent’s travel invoices will reference the authorization number (i.e. TCV number);

d) the Proponent will, on a weekly basis, reconcile all charges made on the ghost credit card with the traveller information listed in Part B, Section 1.1 (o); and
e) any personal travel charges not associated with a TCV number will not be charged to the VPD’s ghost credit card, regardless of how travel arrangements are made (i.e. by online booking tool or Agent-assisted).
	
	

	REQ-6 
	The Proponent’s solution will allow travellers to continue to charge airfare, hotel and car rentals to Corporate Purchasing cards, wherein a traveller will provide a valid authorization number (i.e. TCV number) prior to booking a transaction.
	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-7 
	The Proponent will make arrangements for unlimited emergency Hospital/Medical insurance (unless a pre-existing medical condition exists) for each trip taken outside of Canada, details of which will include:

a) Name of the travel insurance company used; and

b) Summary of the features of the insurance policy;

however, the Proponent will not make arrangements for flight cancellation and flight accident insurance, although the Proponent will describe and indicate pricing for other relevant insurance which the City has the option to purchase during the term of the contract, at the City’s sole and absolute discretion.
	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-8 
	The Proponent will hold periodic performance reviews with the City, at minimum annually, and as required by the City.


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-9 
	During the term of a contract resulting from this RFP, the Proponent will immediately advise the City of technology updates and changes related to the Proponent’s online booking tool, as well as alternate technologies or solutions for the City to consider transitioning to, if beneficial to the City and not resulting in financial penalties or additional cost to the City.


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-10 
	The solution must offer a separate instance for the VPD, and a separate instance for the City (including VPL):  therefore, two separate instances are required.
	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-11 
	The Proponent’s online booking tool will display all:

a. Real-time Webfares;
b. Real-time Global Distribution System (GDS) fares;
c. Real-time Direct-Connect fares;
d. Preferred vendors; and

e. Any other airfares that would be readily found on another website by the City traveller, without the use of the Proponent’s online booking tool.


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-12 
	The Proponent will ensure that the City books the lowest convenient airfare available at the time of ticketing, including flights out of Abbotsford, BC and Bellingham, WA, and refund the City any difference between the lowest fare and the purchased fare;

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-13 
	The Proponent will negotiate concessions with airlines and other suppliers, and make the most economical rate (government/agency/promotional rates) available to the City;

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-14 
	The Proponent will manage and resolve complaints, and will respond to complaints by phone and/or email within twenty-four (24) hours;

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-15 
	The Proponent will immediately refund credits for any unused tickets; and

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-16 
	The Proponent will obtain required emergency Hospital/Medical insurance for travellers travelling outside of Canada, whether by air, rail, or car.


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-17 
	The Proponent’s solution will allow the City to manage travel credits (i.e. unused tickets), such that the travel credits can be applied via the online booking tool;


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-18 
	The Proponent’s solution will allow the City to transfer travel credits:

a. for the same traveller, towards a different transaction;

b. between different travelers;

or, in lieu of transferring travel credits, obtain a refund by way of crediting the appropriate corporate credit card within the current billing cycle;


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-19 
	In lieu of transferring travel credits, the Proponent’s solution will be flexible to accommodate the VPD’s requirement to have a credit issued immediately back to the VPD’s ghost credit card, followed by an information email to vpdfinancetravel@vpd.ca stating that a credit has been issued, and providing the VPD traveller’s name and TCV number.


	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-20 
	The Proponent’s solution will allow the City’s travellers to collect and pool travel miles, thereby allowing the sharing and transfer of travel miles among the City’s travellers, such that:
a. Vancouver Police Board (“VPD”) will collect its own pooled travel miles that will be shared by and transferred to VPD’s members only;
b. The City, inclusive of Vancouver Board of Parks and Recreation (“VPB”) and Vancouver Public Library Board (“VPL”), will pool travel miles that will be shared and transferred as needed.

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-21 
	The Proponent’s online booking tool will show currency conversion to Canadian currency that accurately reflects the Canadian dollar amount to be charged to the City’s corporate credit card on the date of the transaction.

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.

	REQ-22 
	Integration with Travel & Expenses solution/platform (to populate travel booking to expense reimbursement report) to enable sending travel booking information and receipts to the City’s travel & expenses management solution/platform.

	Can you meet this requirement?  (Yes/Partially/No/Not applicable/Needs customization)  If customization is required, ensure Commercial Proposal pricing includes costs
	Provide details on how your solution can support this requirement (e.g.  features list, screen shots, website, links, additional documents, etc.).  Clearly state what, if any, of the requirement is not fully met.
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