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Travel Management Services 
Terms of Reference 

Background

The Oceania Customs Organisation (OCO) was established by Heads of Oceania Customs Administrations in August 1998 to promote efficiency and effectiveness in all aspects of Regional Customs Administrations. The OCO has a membership of 24 countries and territories located in the Pacific region, and its principal activity is facilitating and, where appropriate, helping member administrations align with customs international standards and best practice, leading to greater economic prosperity and increased border security within the Oceania region.
The OCO is seeking to appoint a travel service provider who can deliver high quality of service that is value for money. The selected service provider(s) shall affirm that it is an accredited member of the International Air Transport Association (IATA). 
The appointment will be for a three-year period, subject to satisfactory performance by the service provider against established performance standards. The Secretariat will regularly monitor the performance of the selected service provider against these standards.
The OCO Secretariat is headquartered in Suva, Fiji, and has a current complement of 11 full-time staff. The Secretariat is responsible for delivering the OCO’s work program and current Strategic Plan 2022 - 2027, and details of its activities can be found on the OCO website www.ocosec.org.
Terms of Reference
Objective
The Travel Agent, in accepting these terms of reference to provide travel services, attests to their competency and capability to provide the full range of Travel Service Provider services for the Oceania Customs Organisation (OCO) Secretariat.
Performance Standards and Service Level Guarantees
The Contracted Travel Agent shall perform the required services and deliver its/their products in accordance with the herein-prescribed minimum performance standards set by the OCO:
	Factor
	Performance Standard

	Economy 
	The service provider shall ensure the provision of the lowest available fares and the most economical direct routes. Fares applicable to high‑cost destinations shall be subject to periodic review and comparative analysis by OCO."

	Responsiveness 
	Requests for travel services and general travel assistance by the OCO are attended to in a timely and efficient manner.



	Factor
	Performance Standard

	Account Management 
	Billing and payment cycle for the OCO account is managed within a 30-day account timeframe.



Service Level Minimum Requirements in order of precedence 
· Maintains a good track record in serving international clients such as international organisations, embassies, and multinational corporations. 
· Financially stable and viable; minimum 5 years of business.
· Willing and able to guarantee the delivery of products and services according to performance standards required by these ToR.
· A single call availability: counterparts identified and assigned to OCO staff.
· Employees are competent and experienced senior travel consultants, especially in ticketing and fare computations (i.e. knowledge of destinations and visa requirements, airline practices, fare levels and shortest routes and connections), as evidenced by their track record in their Curriculum Vitae.
· The Travel Agent shall not favour any particular carrier when making reservations.
· The Travel Agent shall service during core working hours on workdays, Monday to Friday, during office hours.
· 24-hour emergency phone service available.
· 24-hour emergency phone service with the ability to reserve and/or issue tickets or change tickets already issued.
· Providing replacement personnel in case of absenteeism, vacation, sick days off, etc., of the regular personnel assigned.
Specification 
The contracted Travel Agent shall provide full, prompt, accurate and expert international travel products and services to the staff of the OCO.
The products and services include, but are not limited to, the following:
1. Reservation and ticketing 
· Within 2 hours of receiving a request by email, the Travel Agent shall prepare a quotation based on the lowest fare and the most direct and convenient routing. Where more than one carrier services a route or destinations, the quote should also include route/carrier options to the requested destination. 
· The Travel Agent shall only act on travel requests for official travel submitted by the responsible staff of OCO.
· While providing the quotations, the OCO should be notified in writing of the full terms and conditions related to the ticket. This includes, e.g. the validity of the quotations, the restrictions of the tickets, etc. Price should be broken down into price and all-inclusive fee per ticket.
· Should the OCO advise the Travel Agent of an alternative route that is either preferable or less costly than quotations provided by the Travel Agent, the Travel Agent shall ticket the alternate route for the OCO. 
· If required travel arrangements cannot be confirmed, notify the requesting party of the problem and present alternate routings/quotations for consideration. For wait-listed bookings, provide regular feedback on the status of each flight every two days.
· Provide computer-printed itineraries to the OCO’s travellers, in English with complete information on the status of reservation on all carriers for each trip, as well as contact addresses/telephone/ department and arrival times/transfer/seat assignment/telephone emergency number.
· Deliver/mail tickets/ travel documents directly to the OCO or, in emergencies, at the airport.
· Render assistance as may be required to the OCO’s travellers in case of accident, sickness, injury or death, or loss or damage to baggage while on official travel status. Follow up with the travellers on flight and baggage insurance coverage; follow up on lost luggage. 

2. Travel Information/Advisories 
· The Travel Agent shall provide quick reference and route/carrier options for requested destinations.
· The Travel Agent shall provide travellers with online relevant information on official destinations, i.e. visa requirements, security procedures, airport transfers/land transportation facilities, local points of interest, currency restrictions/regulations, health precautions, weather conditions, etc. 
· The Travel Agent shall be willing to provide quotes/estimates for travel costs to be used for budgets or proposals.

3. Billing and Invoice 
· The Travel Agent shall send an itemised official invoice promptly to the OCO after the end of each transaction, and a monthly statement summarising all invoices issued during the month within 7 days of the month's end.
· OCO shall provide payment to the Travel Agent for all the approved and duly verified transactions within 14 days of receipt of the monthly statement.

4. Flight Cancellation/ Rebooking and Refunds
· The Travel Agent shall process duly authorised flight changes/cancellations when and as required.
· The Travel Agent shall immediately process airline refunds for cancelled travel requirements/unused prepaid tickets and credit these to OCO’s account as expeditiously as possible. 

5. Other Products and Services if Requested
· Insurance cover for travellers
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