





Annexure A - Scope of Work 
For
Parking Management for Cape Town International Airport





Bid Number: CTIA6806/2022/RFP

Description: Request for Proposal for parking management at Cape Town International Airport








1.0 [bookmark: _Toc482181839][bookmark: _Toc19532005][bookmark: _Ref32228996][bookmark: _Ref32229008][bookmark: _Ref32229015][bookmark: _Toc32229506][bookmark: _Toc473620546][bookmark: _Ref473894178][bookmark: _Toc71687794][bookmark: _Toc73161035][bookmark: _Toc74723344]CTIA PARKING MANAGEMENT SERVICES SCOPE OF WORK
1.1 Background
Airports Company South Africa Limited (ACSA) operates South Africa’s nine principal airports, comprised of the country’s major international airports and Regional Airports. Cape Town International Airport is Africa’s 3rd largest airport. It is also Africa’s premier tourist and VIP destination and has established a reputation as Africa’s premier international award-winning airport, consistently performing among the best in the world for service in its category. 

The Service Provider is required to provide Management of the Parking Infrastructure, Financial Transactions and Parking Operations for a period of five (5) years at CTIA.  

[bookmark: _Toc257784933]Objectives 
ACSA is pursuing a parking programme at the Cape Town International Airport (CTIA) that aims to provide world-class parking facilities, similar to that of leading international airports. 
The Service Provider is to provide landside parking management expertise with excellence on the landside with seamless parking operations and revenue completeness being its main objective. Provide users of parking facilities (Casual and Stakeholder parkers) with a sense of relief by alleviating any parking queries and issues. Create good customer and value for money services with the expectation to improve passenger experience.  Provide adequate human resources to assist in the management of the parking operations.
Operate and manage the vehicle parking solution and optimising ACSA’s parking revenue.



Key Drivers 
· [bookmark: _Toc209185815][bookmark: _Toc209962526]Cost optimization (lower support costs while maintaining quality)
· Increased availability (less downtime)
· Increased Process Efficiency
· Improved Customer Experience
· Continuous Improvement 
· Business Continuity 
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1.2 [bookmark: _Toc487367466][bookmark: _Toc487367521][bookmark: _Toc53987284]High Level Scope of Work Required
1.2.1 [bookmark: _Toc74723346][bookmark: _Toc71687796][bookmark: _Toc73161036]Parkade 1
[bookmark: _Toc23949156]
[bookmark: _Hlk55996308]Parkade 1 has 3912 parking bays, of which 1600 (floors 2 and 3) are used for public parking, and the top floor (800 Bays) currently accommodates staff parking. The first-floor area of P1 (800 Bays) is used for Valet Parking, this product is outside of the scope of this Invitation to Tender, but the Successful Tenderer must grant access to this area, and the Valet Operator must facilitate egress from the area via the issue of validated egress tickets.

Access and Egress to the public parking area is facilitated by 3 entry stations and 4 exit stations, all of which are equipped with Licence Plate Recognition. The area pre Covid-19 operated at around 60% of its capacity.

Access and Egress to the top floor, used for staff parking, is firstly via the public access listed above, but by way of proximity card. At the top floor access and egress is further controlled by additional entry stations, one for the reserved section and another for the unreserved section. Both areas exit the top floor via two combined exit stations, thereafter, exit the building as the public would do, via the normal exit plaza. Staff may not park elsewhere in the building.

This area has 6 Pay Stations, all which accept cash in the form of notes and coins, MasterCard, Visa, Diners and American Express cards, as well as all banks debit/cheque cards that are chip enhanced. All pay-stations are also equipped with Tap ‘n Pay functionality. All exit stations can accept the same credit card types, with chip and pin capability and debit cards can be accepted. The exit stations issue receipts upon payment by card at the station.

There is a 5-level stacked VMS (variable messaging signage) board indicating available parking stock within that facility, located on the ground floor indicating availability on all floors, with smaller units at each level indicating available stock on that level.

1.2.2 Parkade 2
Parkade 2 has 1702 parking bays, of which floors 1, 2 and 3 are used for general public parking. Level 4 accommodates a contingent of staff in addition to public parking. 

Access and Egress to the general public parking area is facilitated by 4 entry stations and 4 exit stations, all of which are equipped with Licence Plate Recognition. The area currently operates at around 90% of capacity.

Access and Egress for staff parking is via the public access listed above, by way of proximity card. Staff may park where there’s available bays.

The ground floor is designated as a Pick-Up area (220 bays). This area offers an initial 20-minute free period for general public and for E hailing service providers, with sharply escalating tariff thereafter if one exceeds the dwell time. This is to ensure that it is used by the public and E hailing service providers as intended. Access is via 3 entry stations and egress via 4 exit stations. High volumes of short-term transactions are the norm. E-hailing area is controlled via another set of entry and exit equipment that is managed via reduced time allocation to enhance rotation. 


Technical aspects for double barrier system:

· The double barrier system is a system with two barriers as opposed to the conventional single barrier setup almost creating a cage scenario. 
· All configurations remain the same as per the normal setup however the first barrier needs to close before the second barrier will open.
· The exit station sends a command only to the first barrier to validate an open command, the first barrier via comms, loops and detectors sends a pulse to the second boom to activate an open command. 
· The space between the two barriers allows for 1 vehicle within the space between the 2 barriers. 
· Once the vehicle is in the space the first barrier will close and then the second one will open 
· The time for the vehicle is now slightly prolonged compared to the standard exit time.
· After the second barrier opens and closes it sends a pulse to the exit station (arming) ready to accept the next vehicles ticket 
· This system completely eradicates the opportunity to tailgate. 
· Vehicles pulling a trailer will not be able to exit unless manually opened. This process needs to be managed by the operator.
· This area has 6 Pay Stations, all which accept cash in the form of notes and coins, MasterCard, Visa, Diners and American Express cards, as well as all banks debit/cheque cards that are chip enhanced. All pay-stations are also equipped with Tap ‘n Pay functionality. All exit stations can accept the same credit card types, with chip and pin capability and debit cards can be accepted. The exit stations issue receipts upon payment by card at the station.
· There is a 5-level stacked VMS (variable messaging signage) board indicating available parking stock within that facility, located on the ground floor indicating availability on all floors, with smaller units at each level indicating available stock on that level.
· A Customer Care station is provided on the ground floor and must be manned 24/7 and 365 days of the year. This is to assist with lost and/or damaged (unreadable) tickets. No payment is received here, replacement tickets are issued based on information from the Number Plate Recognition system, and payment can only be made at a Pay Station or Exit Boom. (This is located next to the control room at Parkade 2).


1.2.3 Shade P3
· P3 has 763 at-grade parking bays, covered in shade netting. The area caters only for Public Parking.
· Access and Egress to the area is facilitated by 3 entry stations and 3 exit stations, all of which are equipped with Licence Plate Recognition. The area currently operates at around 80 - 90% of capacity.
· This area has 2 Pay Stations, all which accept cash in the form of notes and coins, MasterCard, Visa, Diners and American Express cards, as well as all banks debit/cheque cards that are chip enhanced. All pay-stations are also equipped with Tap ‘n Pay functionality. All exit stations can accept the same credit card types, with chip and pin capability and debit cards can be accepted. The exit stations issue receipts upon payment by card at the station.
· VMS (variable messaging signage) is provided at the entrance, indicating available parking stock.

1.2.4 Shade P4
· P4 has 615 at-grade parking bays, covered in shade netting. The area caters only for Public Parking.
· Access and Egress to the area is facilitated by 2 entry stations and 2 exit stations, all of which are equipped with Licence Plate Recognition. The area currently operates at around 80 - 90% of capacity.
· This area has 2 Pay Stations, all which accept cash in the form of notes and coins, MasterCard, Visa, Diners and American Express cards, as well as all banks debit/cheque cards that are chip enhanced. All pay-stations are also equipped with Tap ‘n Pay functionality. All exit stations can accept the same credit card types, with chip and pin capability, debit cards can be accepted. The exit stations issue receipts upon payment by card at the station.
· VMS (variable messaging signage) is provided at the entrance to the area, as well as 120m further back from the entrance, indicating available parking stock.

1.2.5 P5 Long Stay Parking
· P5 has 189 at-grade parking bays, uncovered. The area caters only for Public Parking, with a tariff structure that rewards stay of longer than 5 days and is punitive when used for a shorter period.
· Access and Egress to the area is facilitated by 2 entry stations and 2 exit stations, all of which are equipped with Licence Plate Recognition. The area currently operates at around 95-100% of capacity.
· This area shares Pay Stations with that of Shade P4.
· VMS (variable messaging signage) is provided at the entrance to the area, as well as 120m further back from the entrance, indicating available parking stock.


1.2.6 Southern Office Block Parking (Staff Parking)
· This area has 245 at-grade parking bays, covered by shade netting. The area caters only for staff working in ACSA’s Administrative building, known as the Southern Office Block and stakeholders operating on the airside.
· Access and Egress to the area is facilitated by 2 entry stations and 2 exit stations, only using Long Range Proximity Readers and windshield tags which are issued by the operator to the users.


1.2.7 Cargo Area Parking (Staff Parking)
· This area has 206 at-grade parking bays, covered by shade netting. The area caters only for staff working in ACSA’s Cargo Centre.
· Access and Egress to the area is facilitated by 2 entry gates and 1 exit gate, only using Long Range Proximity Readers and windshield tags which are issued by the operator to the users.


1.2.8 International Service Lane (Inner Lane)

· This area has 40 bays, comprising of 22 Shuttle Bays, 13 Coach Bays, 4 ACSA use bays and 1 Ambulance/Emergency use bay.
· Access and Egress to the area for the above is facilitated by 2 entry stations and 1 exit station, only using Short Range Proximity Readers, equipped with Licence Plate Recognition.
· Access to the Northern Goods Receiving area is via this Inner Lane. The bulk of movements allow the delivery of goods and services to the terminal complex. The area has a manned kiosk, which must remain operational 24/7 and 365 days a year. The function thereof is to check and verify whether vehicles that deliver goods or services are entitled to do so, where after they will be issued temporary use cards that can be read by the proximity readers and collected upon exit. There are separate vetting procedures by ACSA Security Division for actual entry into the Goods Receiving Area.

1.2.9 Domestic Service Lane (Inner Lane)
· [bookmark: _Hlk61448931]This area has 20 bays, comprising of 15 Shuttle Bays, 2 Coach Bays, 2 Diplomatic A use bays and 1 Ambulance/Emergency use bay.
· Access and Egress to the area for the above is facilitated by 2 entry stations and 1 exit station, only using Short Range Proximity Readers, equipped with Licence Plate Recognition.
· Access to the Southern Goods Receiving area is via this Inner Lane. The bulk of movements allow the delivery of goods and services to the terminal complex. The area has a manned kiosk, which must remain operational 24/7 and 365 days a year. The function thereof is to check and verify whether vehicles that deliver goods or services are entitled to do so, where after they will be issued temporary use cards that can be read by the proximity readers and collected upon exit. There are separate vetting procedures by ACSA Security Division for actual entry into the Goods Receiving Area


1.2.10 Vehicle Holding Area
· This area has 71 bays, comprising of 22 Shuttle Bays, 23 Taxi Bays and 26 Coach Bays, and serves as a holding area where:
· Bona Fide users with proximity card access to the inner lane may hold at no charge whilst in this area.
· Other users (without Inner Lane access) may hold against a tariff, and with a limited time slot.
· No vehicles may overnight here
· Access to the area is via 1 entry and 1 exit station, operating on short range proximity readers and cards.
· ACSA has leased 60 parking bays to Uber (for a period of three years – commencing 1 November 2020 – 31 October 2023). The service provide will have to update the system with the Uber driver’s licence plate details to provide access for entry. The system operates on a first come first serve basis, upon reaching the quota of 60, no further access is granted. The service provider will need to maintain a data base of the driver’s details, as well as manage compliance in the area and escalate any issues of noncompliance (detailed on the lease agreement and house rules will be provided to the successful bidder upon award of contract). Private information will remain confidential.

1.2.11 Taxi Ranking for Metered Cabs
· This area has 17 bays, catering only to those metered taxis that ACSA have agreements with. There are 34 Permitted operators; rent is paid to the Operator on a monthly basis at the contractual rate and the operator pays the sum without deduction to ACSA.
· Access to the area is via 1 entry and 1 exit station, operating on short range proximity readers and cards.
· For avoidance of doubt, the liability to collect debtors will be that of the Successful Tenderer.
· ACSA reserves the right to increase the number of operators in this area.
· The successful tender will be required to collect penalties for transgressors through the parking management system as instructed by ACSA.


1.2.12 My- Citi Lane (IRT Lane)
· The area only provides access via long range proximity reader to the buses of the City of Cape Town.
· Access and Egress to the area for the above is facilitated by 1 entry station and 1 exit station, only using Long Range Proximity Readers. 
· The buses have long range windshield tags, directly supplied by Hub Parking Technologies to the City of Cape Town. The vetting and issuing of tags is therefore performed by the City of Cape Town.
· The obligation of the Operator is to monitor the equipment, which is relayed to the Control Room. This equipment does not belong to ACSA and is subject to the same servicing and maintenance contract as all other Hub Parking Technologies Equipment.

1.2.13 ACSA Visitors
· Persons or parties visiting ACSA for business reasons are not accommodated in any specific area. They may park in any public parking area.
· Designated ACSA staff will validate their ticket via Validator units installed at ACSA premises integrated into the Hub Parking Technologies parking system.
· Validation machines are allocated to departments that require use thereof.
· A monthly report on usage of such validation machines shall be presented to management.
· A quarterly audit of availability and usage of validation machines must be conducted and findings to be shared with Airports Company South Africa for resolution.
· Regular first line maintenance on the validators will be required to be conducted by the operator.

1.2.14 Parking Control Centre
· This is the epicentre of the entire operation and is situated in P2. This must be manned 24/7 and 365 days per year.
· It currently houses the following “back-end” equipment.
i. Main Zeag Server (running ZMS 4.8) 
ii. 5 workstations
iii. 1 Stentafon Exchange
iv. 1 Voice Logger PC
v. 1 VMS Server
vi. 1 LaserJet Printer
vii. 3 sub stations
viii. 2 Coding Stations
ix. 1 Credit Card Server
x. 3 Recoding Servers
xi. 6 Video Wall Client Units
xii. 11 x 42” Monitors
xiii. IP Based Network Infrastructure
xiv. 1 Credit Card Unit [hand-held device]
xv. Failover and Disaster Recovery infrastructure including 2 X NAS



1.2.15 The Elevated Road (Drop-Off Road)
· This road serves the public when passengers are dropped off to embark on flights.
· Whilst the traffic enforcement on this road falls outside the scope of this Invitation to Tender, the area is equipped with an intelligent bay monitoring system. 
· There may be a requirement for the Operator to manage the area on behalf of ACSA (in the event of any changes made to the area by ACSA i.e., booming of the road). 
The Airport Office Park (Oval) 
· There are 66 basement bays and 129 open bays, and the occupancy rate is currently at 44%
· There are two entry stations and the same stations are used for exit
· There may be a requirement for the Operator to manage the area on behalf of ACSA (in the event of any changes made to the area by ACSA)




2.0 [bookmark: _Toc487367471][bookmark: _Toc487367526][bookmark: _Hlk36213255]Parking Management Operations
2.1 Scope of Support to be managed 
Bids must be submitted on the basis that the management and operation of the Parking Areas at the Cape Town International Airport is managed by a single operator. The following are key functions to be delivered in respect of each Parking Area and should therefore be regarded as the minimum requirement. 
2.1.1 [bookmark: _Toc53245860][bookmark: _Toc54025055]Public Parking 

All public parking at the Airport operates only on the pay-on-foot principle, therefore there is minimal public interface. There are manned customer care stations in P2 to assist members of the public who experience problems or have lost their ticket. These stations do not handle any cash; payment can only be affected at the pay stations distributed across the precinct.

The Successful Bidder must bid based on providing a 24 hours, 365 days per year operation.
All revenue is for the account of ACSA and must be deposited daily (or first working day post a weekend or public holiday) in a bank account nominated by ACSA, free of any kind of deductions or set off. In addition to monthly management reporting, it is a specific requirement that an accurate reconciliation of the revenue transacted (System Totals), declared and physically deposited is provided to ACSA at each end of the month.

An anomaly is the way in which Members of Parliament access the public parking area. In this case ACSA accepts the debtor liability. It is however the responsibility of the Operator to manage the data associated with the access cards and track usage thereof, to provide ACSA with detailed usage and tariff calculations. ACSA will bill Parliament directly.

A critical component of traffic management relating to the different Parking Areas is the Variable Messaging System (VMS). The Successful Bidder must ensure that the information displayed on the VMS is accurate and the VMS displays are always in working order. To that end, physical vehicle counts must be conducted periodically and updated on the system.

The airport has Automatic Number Plate Recognition or Licence Plate Recognition (LPR) technology integrated into the parking management system. The Successful Bidder must ensure that this system is used in the betterment of the overall service offering. Should ACSA introduce new products or infrastructure, The Successful Bidder will be required to assist ACSA with planning and commissioning thereof.

Parking information is displayed on the ACSA website. Whilst the management of the website is an ACSA responsibility, it will always be the responsibility of the Successful Bidder to ensure that the information pertaining to the parking operation at Cape Town International Airport is accurate and correct.

2.1.2 Staff Parking 
The Successful Bidder shall conduct all the administration connected with staff and stakeholder parking. The operator shall be responsible for the issuance of access control cards and tags, and acceptance of payment during office hours. Users of staff and stakeholder parking pay for parking in advance. At the end of each month the operator shall pay to ACSA all revenue invoiced for staff and stakeholder parking and provide ACSA with a detailed declaration of turnover in relation thereto. For avoidance of doubt, the liability to collect debtors will be that of the Successful Tenderer.

2.1.3 Inner Lane Management 
This operation principally controls access to the service roads directly in front of the terminal buildings of the Airport. ACSA stipulates procedures from time to time in relation to the management of the inner lanes. Coaches and shuttles gain access to the inner lanes by use of specific pre-paid cards. Revenue shall accrue to ACSA on every instance that such card is used. The administration of this system is the responsibility of the Successful Bidder. The following users gain access free of payment, but with the requisite written authorisation from ACSA, if applicable:
- all ACSA vehicles.
- building and other contractors of ACSA or its stakeholders.
- delivery vehicles for ACSA as well as those for retail outlets and airline lounges situated in the Airport terminal
- all emergency vehicles and Government Agency vehicles for the purpose of conducting operational activity.
- Special events and facilitation of dignitaries.
The kiosks at the entrances to the two inner lane areas shall be manned and operated to allow access to abovementioned non-cardholders 24 hours per day, 365 days per year.
The vehicle holding area, which includes access control and general operations, is integral to the operation of the inner lanes and must operate 24 hours per day, 365 days per year.
The Successful Bidder is responsible for overseeing the annual review and renewal process of inner lane cardholders.
At the end of each month, the Successful Bidder shall pay to ACSA all revenue derived from inner lane operations and deliver to ACSA a detailed declaration of turnover in relation thereto. For avoidance of doubt, the liability to collect debtors will be that of the Successful Bidder.
In addition to the standard operating costs, the Successful Bidder will also be responsible for administrative costs such as warning tickets or other management interventions required for the successful operation of the inner lanes.
Note: No vehicles are to overnight in the inner lanes and the vehicle holding area.

Pick Up Area 
· The service provider shall deploy resources to effectively manage the pickup area and ensure that vehicular movement is not impeded. 
· Ensure that all users of the pickup facilities comply with the designed parking bays and traffic flow 
· Whilst decongesting the area, ensure that all the stray trolleys are stacked 

Traffic Management of the Central Boulevard Road
Service provider shall deploy suitably qualified resources to manage transgressors on Central Boulevard Road. Illegally stopped or parked vehicles must be clamped and subjected to a release fee of R500 per offence or as determined by ACSA. Payment for the release fee must be transacted through the parking management system. Service provider to maintain a register of all offenders and corresponding paid ticket numbers.
3.0 [bookmark: _Toc487291484][bookmark: _Toc487367474][bookmark: _Toc487367529][bookmark: _Toc477781056][bookmark: _Toc477781078][bookmark: _Toc477781079][bookmark: _Toc26535568][bookmark: _Toc32229508][bookmark: _Toc487398674][bookmark: _Toc19532007]Invoices
3.1 Invoices
3.1.1 All invoices to be delivered by the 2nd of the new month for the preceding period and accompanied by
I. ACSA purchase order number coded on it.
II. Monthly Fixed costs to include signed off SLA reports.
3.1.2 All invoices not in dispute will be paid according to payment term of 30 days from date of invoice.

4.0 [bookmark: _Toc32229511]Personnel 
4.1 The operator will be responsible for providing professional (well - groomed and courteous) and appropriately qualified staffing to meet the Services Roles and Responsibilities and Service Levels set forth in this services specification.
4.2 Normal working hours will prevail but may extend to after-hours or overtime on a need basis.
4.3 Providers should adapt their resourcing model to meet the Service Level Requirements which takes into consideration high traffic flows and management of bottlenecks. Adequate manpower shall always be deployed, given the SLA.
4.4 If a need arises for resources to be security vetted by the state security agency, the service provider will be expected to comply with such requirements. In the event that ACSA institutes permits for all landside operators, the Operator would be responsible for the costs of any and all permits required for staff for the duration of the award
4.5 All resources must sign the ACSA Non-Disclosure Agreement as supplied in this tender. Any misconduct will not be tolerated and will be subsequently dealt with. 
4.6 	Service providers to provide an organogram linked to resources and key activities for all facilities that would enable the service provider to render the service as per the scope of work.  
4.7          Participating service providers are requested to submit resumes of all proposed team Members with proof of qualifications. Resumes must have traceable references with contact name, telephone number and email address. Resumes should clearly state the skills and experience in a manner that demonstrates capability to execute the service required and should also indicate previous experience. The following are the mandatory requirements amongst others,
· ACSA Contracts Manager responsible for contract to have access to the files on site, when required. 
· The Service provider must guarantee the presence of the Site Manager and Operations Supervisors throughout the duration of the assignment. Should the service provider decide to second any staff member, the proposed replacement must meet ACSA’s overall requirements and have similar expertise (skills and qualifications) and experience. ACSA must be notified in writing of the required change.
· It is a responsibility of a Site Manager to ensure that all required expertise is available to ensure the successful execution of the operation. It is also important to note that any additional or supplementary services required will be agreed, in writing between ACSA CTIA and the successful service provider, prior to the commencement of the works. 


Resources should always be available for standard airport operating hours and on a need basis for extended, weekday after hours and weekend on a need basis or to attend to normal operation. 
4.8 The operator shall ensure a resourcing model is in place that allows for the achievement of the SLA requirements and ensure ability to deliver service during the airport operational hours.  The operator is always to ensure adequate complement of resources as deemed necessary by the peaks and troughs.

4.9         Service Provider must comply with the following in terms of Personnel 
· Provide staff with uniform and standard dress policy must be adhered to. Staff to be presentable wearing uniform that is always in good condition.
· All staff on site (outdoors/customer facing) to have reflective jackets clearly identifying company and staff member’s name [an identification card window will be accepted]
· All new staff shall be in full uniform from the first day on post. 
· Staff on-site induction and customer service training will be concluded before posting in any position. 
· All staff to be vigilant; understand situations which may be threats to the airport or public.
· All staff to familiarise themselves with the layout of the airport where they can provide accurate information to the public.
· All staff must have completed customer care training by an accredited provider or individual; annual refresher training will be compulsory. Proof of training to be provided to ACSA annually or when required.
· All staff to attend customer service training and campaigns arranged by ACSA i.e., Behavioural Standards, Safety Awareness, Security Awareness, PRIDE in Action etc.
· All new staff to be trained before being posted to any position, i.e., duty managers/supervisors, cashiers, control room operators, cash management officers, change officers, parking attendants. Individual records to be kept for the full duration of the award of all staff training.
· All staff must sign all parking standard operating procedures (SOP’s) regardless of position for them to gain an understanding of the parking environment. 
· Annual salary increases must be as determined by the defined sector in line with industry norms.	
· All employees must be in possession of a Matric certificate and be older than eighteen (18) years of age and be able to communicate in English.
· All staff to be linked to a time and attendance system which must be provided by the Service Provider. This information will be checked on ad hoc basis and audited by the ACSA Contract Manager.


4.10 	          Operational Plan
· The Bidder should also demonstrate financial capability to execute the required scope of work and provide the operational plan that will be considered feasible by ACSA CTIA.
4.11		Relevant Standard Operating Procedure (SOP)
· The Bidder to provide adaptable SOP to an airport environment and be robust to ensure easy and effective implementation. SOP should demonstrate understanding of the scope of work and to include but not limited to the following key activities: 
· Secure Cash Control Systems 
· Key Registers.
· Auditing functions.
· Statistical Reporting.
· Risk Management and Control (risk register)
· Business Contingency plan to ensure continuity during various scenarios, e.g. During Industrial action.
· Escalation of unlawful activities to SAPS and ACSA
· Employment relations management

4.12        Special Terms
· Random audits and inspections will be performed by ACSA or its delegate / s on a regular basis without prior notification.
· A penalty system shall be enforced in the event of non-compliance, poor or non-performance relating to the contract terms and conditions.
· Operator to provide vehicle breakdown assistance to the public entering the precinct - equipment required are good quality Jumper cables, Battery booster pack, wheel jack and wheel spanners.
· It will be the responsibility of the service provider to identify vehicles that have overstayed (based on Licence plate records, observations and condition of the vehicle). A register with all details, images and actions should be maintained and shared with ACSA and SAPS on a regular basis.  The vehicles should be clamped and maintained in a clean condition once it has been identified as an overstayed vehicle. These costs can be recovered from the owner upon removal.
· Make provision for enough clamps and able to clamp any vehicles: - upon instruction by ACSA
· that have parked illegally/ inappropriately /deemed abandoned (i.e. taking up more than one allocated bay, parked on disabled bays, parking directly in front of entrances, on walkways or drive throughs etc.) in any space.
· Manage a penalty system for any transgressors through the Zeag Parking management system for which, payment must be concluded at a parking pay-station.
· All parking related consumables shall be responsibility of the operator, including but not limited to; parking tickets, receipt rolls, cleaning cards, seals, etc.

5 [bookmark: _Toc479687671][bookmark: _Toc19532009][bookmark: _Toc32229513]Preventative and corrective maintenance 
5.1        It is the responsibility of the operator to log IT equipment failure incidents or servicing requirements with IT Helpdesk, this will include parking equipment like entry and exit stations, barriers, pay stations, LPR, etc. Call logging procedure will be shared with the successful bidder / service provider.
[bookmark: _Toc486943856][bookmark: _Toc487291486][bookmark: _Toc487367476][bookmark: _Toc487367531]
6 [bookmark: _Toc487367482][bookmark: _Toc487367537][bookmark: _Toc301689567][bookmark: _Toc32229514]Baseline Information	
6.1 [bookmark: _Toc53573484]Existing parking areas
Annex C attached – CTIA Bay & Equipment Layout
[bookmark: _Toc174503277][bookmark: _Toc293308513]
7 [bookmark: _Toc32229516]Current Equipment Specification
Annex D is attached - CTIA Equipment breakdown
Annex E is attached – Equipment Owner’s Manual 
Annex F is attached – Firstline Maintenance & Hub Call Logging Flow


8 [bookmark: _Toc477781090][bookmark: _Toc477781091][bookmark: _Toc32229517]Cleaning 
The cleaning of the following parking facilities is the responsibility of the operator Holding Area, Inner lanes, P1, P2, P3, P4, P5, Meter taxi parking bays, SOB staff parking, and cargo staff parking. In Parkades 1 and 2 the service provider must clean the areas where the vehicles traverse.

· All ACSA parking equipment and parking bays must always be kept clean. 
· Covid-19 related cleaning regime must be adhered to, ensuring sanitization of all touch points on a regular basis.
· All the entry and exit lanes must be washed and degreased and this is to be undertaken after operational hours and done fortnightly. 
· Parkades 1 & 2 floors to be swept on daily rotation and deep cleaned/scrubbed once a month to remove oil and effluent material. 
· Staircases to be washed fortnightly. 
· All litter to be picked up daily. 
· Gum to be removed from floors weekly. 
· All painted lines alongside walkways to be mopped daily.
9 Out of Scope
9.1 Cleaning of Lobby areas [All tiled areas] and lifts in parkades (executed by ACSA cleaning contractor).
9.2 Maintenance of the parking equipment
9.3 Maintenance of the CCTV equipment
9.4 Network maintenance 
9.5 VMS maintenance 


10 [bookmark: _Toc479687676][bookmark: _Toc482181851][bookmark: _Toc19532014][bookmark: _Toc32229518][bookmark: _Hlk19627069]ROLES AND RESPONSIBILITIES

In this SOW, we use the RASCI ("responsible, accountable, supporting, consulted and informed") chart approach for all roles and responsibilities matrices.
The RASCI terminology is as follows:

Table 2 - Definition of RASCI Model
	Code
	Role 
	Role Detail Description

	R
	Responsible
	Individual operationally responsible for performing a sourcing activity.
Responsible individuals report to the Accountable individual.
	Only one individual is accountable for any given activity.

Responsible is a proactive role.

	A
	Accountable
	Individual with final accountability for the results of a sourcing activity.
Accountability includes a mandate to dismiss or accept the results by activity as realized by the Responsible individual. 
This individual also holds the budget to back the mandate.
	Only one individual is accountable for any given activity.

Accountable is a reactive role.

	S
	Supporting
	Individuals who support the Responsible individual in realizing the sourcing activity. 
They actively participate in realizing/executing/performing the activity. 
Supportive individuals report to the Responsible individual.
	Multiple individuals can participate in support of the Responsible individual for any given activity.

Supporting is a proactive role.

	C
	Consulted
	Individuals who should be consulted in realizing/executing/performing the activity, on the scope, budget, time, and value of the activity.
	Multiple individuals can be required to be heard for any given activity.

Consulted is a reactive role.

	I
	Informed
	Individuals who need to be informed but have no role in the realization/execution/performance of an activity, other than being informed of the result of the activity.
	Multiple individuals can be informed of the results of any given activity.

Informed is a passive role.


[bookmark: _Toc19536078][bookmark: _Toc26890366]


The following tables identifies the roles and responsibilities associated with this SOW.


10.1 [bookmark: _Toc487397825][bookmark: _Toc487398169]Roles and Responsibilities- General
Table 3 - Roles and Responsibilities – General
	Sub area
	Number
	Task/Activity
	Service Provider
	ACSA

	General
	1. 
	Housekeeping requirements: All areas that are used by the service provider to be maintained in a clean and sanitary condition. All Parkade ablutions must be checked and reported to ACSA Helpdesk if in an unsatisfactory condition. 
	R, A
	I

	
	2. 
	Approve Services and the supporting processes that support ACSA's business needs, technical requirements and End-User requirements
	I
	R

	
	3. 
	Comply with ACSA policies, guiding principles, standards and regulatory requirements applicable to the ACSA for information, information systems, personnel, physical and technical security
	R, A
	I

	
	4. 
	Develop and maintain an approved comprehensive Standards and Procedures Manual that contains the standards, processes and procedures that will be used in the delivery of all Services. The manual will include clearly delineated roles and responsibilities, touch points and measurements between ACSA and the operator.
	R, A
	C

	
	5. 
	Approve the comprehensive Standards and Procedures Manual that contains the standards, processes and procedures that will be used in the delivery of all Services. The manual will include clearly delineated roles and responsibilities, touch points and measurements between ACSA and the operator.
	I
	R

	
	6. 
	Conform to changes in laws, regulations and policies. Major Service Changes shall be proposed on a needs basis to alter the environment to conform to the new requirements.
	R
	C, A

	
	7. 
	Report performance against Service-Level Requirements (SLRs)
	R, A
	I

	
	8. 
	Ensure compliance to all COVID-19 protocols as prescribed by regulations and ACSA.
	R, A
	C, I

	
	9. 
	On request from the provider ACSA will provide access to ACSA premises (which will not be unreasonably withheld) to the provider or their 3rd party personnel to effect maintenance and support.
	I
	R, A

	
	10. 
	Provision of office space at ACSA premises.
	C, I
	R, A



10.2 Roles and Responsibilities - Service-Level Monitoring and Reporting
Service-Level Monitoring and Reporting Services are the activities associated with the monitoring and reporting Service Levels with respect to Service-Level Requirements (SLRs). In addition, provider shall report system management information (e.g., performance metrics and system accounting information) to the designated ACSA representatives in a format agreed to by ACSA.



Table 4 - Roles and Responsibilities - Service-Level Monitoring and Reporting
	Sub area
	Number
	Task/Activity
	provider
	ACSA

	Service-Level Monitoring and Reporting
	1. 
	Define Service-Level requirements
	I
	R, A

	
	2. 
	Define Service-Level Monitoring and Reporting requirements
	I
	R, A

	
	3. 
	Develop, document, and maintain in the Standards Process and Procedures Manual Service-Level Monitoring and Reporting procedures that meet requirements and adhere to defined policies
	R, A
	I

	
	4. 
	Review and approve Service-Level Monitoring and Reporting procedures
	C
	R, A

	

	

	
	5. 
	Report, coordinate, measure, analyse and provide management reports on performance relative to SLA
	R, A
	I

	
	6. 
	Conduct SLA Improvement Meetings to review SLA and recommendations for improvements
	R, A
	C

	
	7. 
	Review and approve SLA improvement plans
	C
	R, A

	
	8. 
	Implement SLA improvement plans
	R, A
	I

	
	9. 
	Review and approve SLA metrics and performance reports 
	C
	R, A

	
	10. 
	Provide ACSA access to performance and SLA reporting and monitoring system and data
	R, A
	I



10.3 Roles and Responsibilities - Financial Management
Manage the financial aspects of the contract. This involves daily and monthly reconciling of traded vs declared vs banked revenues. This also includes processes for maintaining financial management of the contract whereby the operator is tasked with the management of ceded services. Manage the staff and stakeholder billing.

















Table 5 - Roles and Responsibilities - Financial Management

	Sub area
	Number
	Task/Activity
	provider
	ACSA

	Financial Management
	1. 
	Adhere to the reporting requirements as prescribed by ACSA 
	R, A
	I

	
	2. 
	Implement corrective actions for billing disparities
	R, A
	I

	
	3. 
	Provide data to conduct Penalties per ACSA requirements
	R, A
	I

	
	4. 
	Provide timely and correct invoices to ACSA and/or respective ACSA Operating Divisions
	R, A
	I

	
	5. 
	Provide information to be used for budgeting in line with operating plan.
	R, A
	I

	
	6. 
	Monitor and manage payment against budgets. Set budgets in line with operating plan. 
	I
	R, A

	
	7. 
	Maintain an audit trail and records of all costs incurred under the Agreement. Monitor and manage payment against agreed cost structure. 
	R, A
	C I

	
	8. 
	Proactively ensure that all unnecessary costs are eliminated, and that costs are managed in an efficient manner. 
	R, A
	I

	
	9. 
	Participate in financial and/or audit review meetings 
	R, A
	I

	
	10. 
	Identify areas for potential cost savings and provide input for innovation process where appropriate 
	R, A
	I




10.4 Roles and Responsibilities - Human Resources
Human Resource Management Services include the activities associated with the provision and adjustment of appropriate human resources, per workloads, to perform the required Services at the required Service Levels.
Table 6 - Roles and Responsibilities - Human Resources
	Sub area
	
	Number
	Task/Activity
	provider
	ACSA

	Skills and Staffing
	1. 
	1. 
	Ensure that staffing and skill levels are adequate to achieve SLA
	R, A
	I

	
	1. 
	2. 
	Train and up skill staff as required 
	R, A
	I

	
	2. 
	3. 
	Provide ACSA with staff training plans (where necessary)
	R, A
	I

	
	3. 
	4. 
	Monitor the staff development 
	R A
	I

	Capacity Management
	4. 
	5. 
	Proactively keep the provider informed of any requirements that would potentially impact on the Service provider's HR resource requirements
	IC
	R, A

	
	5. 
	6. 
	Define any constraints for the use of Subcontractors
	I
	R, A

	
	6. 
	7. 
	Approve or reject recommended Subcontractors
	I
	R, A

	
	7. 
	8. 
	Analyse the impact of any new requests made by ACSA to be implemented by the provider and propose HR resources (skills and staffing) solution
	R, A
	I

	
	8. 
	9. 
	Analyse the impact of enhanced SLAs (if required by ACSA) on the allocated human resources and propose solution
	R, A
	IC

	
	9. 
	10. 
	Recruit and provide the human resources necessary for the performance of required Services in compliance with SLAs
	R, A
	I

	
	10. 
	11. 
	Manage Employees time off and replacement
	R, A
	I

	
	11. 
	12. 
	Recommend Subcontractors for delivery of Services, if applicable
	R, A
	I

	Performance Monitoring
	13. 
	13.
	Continuously monitor the performance of all the human resources made available to ACSA to ensure that the Services comply with the SLAs
	R, A
	I

	
	14. 
	14.
	Perform Annual Employee performance reviews
	R, A
	I

	
	15. 
	15.
	Consider ACSA satisfaction a key component of the assigned Employee performance reviews
	R, A
	I

	Change Management
	16. 
	16.
	Inform ACSA with a minimum of two weeks’ notice of any potential Key Employee staffing changes
	R, A
	I

	
	17. 
	17.
	Provide staff turnover data relevant to the Agreement when requested by ACSA 
	R, A
	I

	
	18. 
	18.
	Communicate changes to internal ACSA Stakeholders
	R, A
	C



12. [bookmark: _Toc477093079][bookmark: _Toc479687677][bookmark: _Toc482181874][bookmark: _Toc19532015][bookmark: _Ref32228948][bookmark: _Toc32229519][bookmark: _Hlk19628585][bookmark: _Toc479687654][bookmark: _Toc19536115]Service Management 

10.5 [bookmark: _Toc487397828][bookmark: _Toc487398172][bookmark: _Toc487397830][bookmark: _Toc487398174]Minimum Reporting Requirements
[bookmark: _Toc487397835][bookmark: _Toc487398179]The provider shall report to ACSA its performance of the Services against each SLA monthly beginning on the Effective Date, along with detailed supporting information.  As part of the standard monthly Service Level reports, infrastructure availability reports, vehicle occupancy reports – for all parking facilities, the provider shall notify ACSA of any: 
(i) Service Level Failures and root causes,
(ii) Penalties to which ACSA becomes entitled,
(iii)  Monthly revenues, 
(iv) Capacity planning for future (annually), 
(v) Consolidated Monthly reports for Help Button depressions at all stations - for all parking products and
(vi) Failure investigation reports.
(vii) Revenue reconciliation report, per day, all variances explained and investigated
(viii) Revenue and statistical Reports, per facility, per tariff node 
(ix) Ticket earning average statistics and analysis of daily, weekly and monthly information
(x) Entry and exit statistics per hour, day, month
(xi) Payment statistics, per pay-station, per hour, per day, per month
(xii) Manual Boom openings, per facility and recorded per hour, per day
(xiii) Revenue statistics per Virtual Value Card used, and per facility
(xiv) Parliament Reporting, per card, per facility
(xv) Staff and Stakeholder Parking – Total contracts, total cards issued and changes in number of contracts, additions and terminations
(xvi) Value of Stakeholder deposits held, and monthly changes in values
(xvii) Record of equipment call logs for faulty equipment, with detail of date and time reported, date and time resolved, downtime calculated
(xviii) Register of parking tickets inventory, number used and current balances
(xix) Incident register
(xx) Validation Report, per validator, per day, per month including any special event tickets
(xxi) Service Level Performance, penalties received for non-compliances 
(xxii) Occupancy report – per facility, per day, per month
(xxiii) VMS Reporting - Nightly Open space/vehicle count, per night.
(xxiv) Areas cleaned and frequency at which is was cleaned, and what activity was performed during the cleaning process

10.5.1 The provider shall provide such reports and supporting information to ACSA no later than 5 (five) Business Days following the end of the applicable Measurement Interval [the preceding month].  The raw data and detailed supporting information shall be Confidential Information of ACSA and made available to ACSA no more than 24 hours after a request has been served.
10.6 Root cause analysis 
10.6.1 The provider shall promptly investigate, report on and correct any Service Level Failures.










10.7 [bookmark: _Toc487397837][bookmark: _Toc487398181][bookmark: _Toc487397841][bookmark: _Toc487398185][bookmark: _Toc487397845][bookmark: _Toc487398189][bookmark: _Toc487397858][bookmark: _Toc487397930][bookmark: _Toc487397958][bookmark: _Toc487397994][bookmark: _Toc487398058][bookmark: _Toc487398202][bookmark: _Toc487398274][bookmark: _Toc487398695][bookmark: _Toc487397859][bookmark: _Toc487397931][bookmark: _Toc487397959][bookmark: _Toc487397995][bookmark: _Toc487398059][bookmark: _Toc487398203][bookmark: _Toc487398275][bookmark: _Toc487398696][bookmark: _Toc487397860][bookmark: _Toc487397932][bookmark: _Toc487397960][bookmark: _Toc487397996][bookmark: _Toc487398060][bookmark: _Toc487398204][bookmark: _Toc487398276][bookmark: _Toc487398697][bookmark: _Toc487397861][bookmark: _Toc487397933][bookmark: _Toc487397961][bookmark: _Toc487397997][bookmark: _Toc487398061][bookmark: _Toc487398205][bookmark: _Toc487398277][bookmark: _Toc487398698][bookmark: _Toc19532016][bookmark: _Ref32229039][bookmark: _Ref32229052][bookmark: _Hlk19275657]Service – level Requirements (SLRs) 
[bookmark: _Hlk19197744]
10.7.1 Priority levels
Table 7 – Priority Levels
	Priority Level 1 — Emergency/Urgent
Critical Business Impact
	The incident has caused a complete and immediate work stoppage affecting a critical function or critical application component, and a primary business process or a broad group of users (an entire department, floor, branch, line of business or external customer). No workaround available. Examples: 
· Parking systems failure & contingency failure 
· Bomb threat
· Industrial action
· Power outage
· Criminal activity – shooting incident

	Priority Level 2 — High
Major Business Impact
	A business process is affected in such a way that business functions are severely degraded, multiple users are impacted, a key customer is affected, or a critical function is operating at a significantly reduced capacity or functionality. A workaround may be available but is not readily available. Examples:
· Revenue leakage (greater or equals to 10% of daily Revenue)
· Impact on access to parkades leading to delay on onboarding of passengers on aircrafts or impact on OTP (On Time Performance). 
· Service reduction  
· Response times to challenges or failures.
· Extended repair times 

	Priority Level 3 — Medium
Moderate Business Impact
	A business process is affected in such a way that certain functions are unavailable to End Users or a system and/or service is degraded. A workaround may be available. Examples:
· Clearing of Bottlenecks
· Implementation of Contingency Plans
· Revenue Leakage (greater than or equals to 5% but less or equal to 9% of daily revenue)

	Priority Level 4 — Low
Minimal Business Impact
	An incident that has little impact on normal business processes and can be handled on a scheduled basis. A workaround is available or there is minimal negative impact. 
Service available but slow response
· Revenue Leakage (greater than 0% but less or equal to 4% of daily revenue)
· 25% equipment failure (1 out of 4)

	Priority Level 5 — Low Impact that will take a week or two to resolve
	Service affected, with minimal impact
Response can be scheduled and managed without impact on operations












SLA and Penalties

All parking equipment related faults raised by a passenger, stakeholder, ACSA Inspection or notified by an ACSA department official must be attended to within 30 minutes of being logged between the times of first flight to last flight, between Sunday to Friday, thereafter the applicable penalties will be activated (as per below table). 
ACSA will conduct ad hoc inspections at control room, to ensure that all cameras and monitors are fully functional.
The Successful Bidder must ensure that ticket stock for the period of six (6) months must be available at Cape Town International Airport and ACSA will do ad hoc inspection of the ticket stock. Ticket stock is determined by the number of tickets used in the preceding 6-month period. Failure to provide adequate ticket stock will be penalised using the table below.

The Successful Bidder shall produce employees training schedule, and training register attendance for all employees that have attended the training, as and when requested by ACSA. All employees are to receive training bi-annually and yearly training plan to be made available to ACSA prior to commencing of training.

The Successful Bidder shall send Daily Revenue and Banking Reconciliation reports to ACSA Finance by no later than 15h00 daily between Monday to Friday. Parking Management monthly reports to ACSA, before the 5th of each month accompanied by system reports and declaration signed by a director of the company of revenue banked versus system revenue, no unexplained variances will be accepted (report must be in excel/word format). 

The Successful Bidder to provide ACSA with equipment servicing schedule, signed off by the equipment technician as and when servicing is completed. 

The Successful Bidder shall send a monthly reconciliation of tickets used versus tickets collected and processed through the system. All missing tickets must be accounted for. ACSA will schedule monthly meetings to meet with The Successful Bidder to obtain clarity on reporting and operational status.

Penalties will be incurred by the provider if the agreed terms of the SLA are not met. A good performance on an SLA cannot compensate a bad performance on another SLA line item.


	
SERVICE CATEGORY
	
PERFORMANCE STANDARD
	
METHOD OF MEASUREMENT
	
TARGET
	
PENALTIES


	Pay Stations
	All pay stations must be functional and in working order. They must charge patrons correctly and accept cash, credit and debit cards and always display the correct information. 
	Daily the Successful Bidder Checklist,
ACSA checklist
	95%
	R1000 per Pay station per day 

	Barriers (entry/exit)
	All barriers must be clean, functional, and level [straight]. LED always needs to be in working order, all protective strips to be maintained and in good order
	Daily the Successful Bidder Checklist,
ACSA checklist and Airport user complaints (to be investigated by The Successful Bidder and provide feedback) 
	95%
	R1000 per barrier per day 

	LPR (License Plate Recognition)
	LPR needs to capture all registration at entry/exit, it must always be fully functional  
	Daily the Successful Bidder Checklist,
	95%
	R1000 per LPR camera per day 

	VMS
	All VMS boards always need to be fully functional and display accurate/correct information  
	Daily the Successful Bidder Checklist, 
ACSA checklist
	100%
	R1000 per day for non-functional boards. 
R1000 per day for inaccurate information exceeding 5% of the actual versus displayed count.

	Entry stations
	All entry stations must be fully functional and in working order and have sufficient tickets. Scanners must always be in working order. Staff cards must always be able to be read.
	Daily the Successful Bidder Checklist,
ACSA Inspections,
Airport user complaints (to be investigated by The Successful Bidder and provide feedback)
	95%
	R1000 per entry station per day 

	Exit stations
	All exit stations must be functional and in working order and they must accept credit and debit cards, including receipts and scanner must always be in working order. (ACSA in the process of installing Tap n Pay facilities) Staff cards to be read at all times.
	Daily the Successful Bidder Checklist,
ACSA Inspections
Airport user complaints (to be investigated by The Successful Bidder and provide feedback)
	95%
	R1000 per exit station per day 

	Pinhole Cameras
	All cameras must always be functional and in working order  
	Daily the Successful Bidder Checklist,
ACSA Inspections
	100%
	R1000 per day PER NON-FUNCTIONAL CAMERA

	Operations Patrol and Rapid Response Inspection Vehicle
	Vehicle must be in drivable condition, always serviced and clean. Passenger assistance implements [jumper cables, battery booster pack, mobile air pump] shall be available and fully functional. The patrol vehicle must not leave CTIA 
	Daily the Successful Bidder Inspection Checklist,
ACSA Inspections
	95%
	R1000 per day

	CCTV
	All entry, exit, pay-stations and situational awareness cameras must always be functional and in working order 
	 Daily the Successful Bidder Inspection Checklist,
ACSA Inspections
	100%
	R1000 per day PER NON-FUNCTIONAL CAMERA

	Help buttons (in ALL areas)
	All help buttons must be in working order and communication needs to be clear, welcome voice recordings must be active
	Daily the Successful Bidder Inspection Checklist,
ACSA Inspections
	100%
	R1000 per day

	The Successful Bidder employees.
	Staff complement as per agreed terms and condition. All posts must be filled. Staff must look presentable in uniform attire, and have visible name tags
	Daily the Successful Bidder Deployment Plan, ACSA inspections
	95%
	R1000 per day PER POST for staff shortage

	Customer Service
	Courtesy and Helpfulness
	Ad hoc complaints and ACSA Inspections
	100%
	R1000 per proven incident

	[bookmark: _Hlk89420733]Cleaning/Housekeeping 
	[bookmark: _Hlk89420835]All ACSA parking equipment and parking bays must always be kept clean. 
Deep cleaning within P1 and P2 must be done once a month.
All the below listed area must always be kept cleaned:
 SOB staff parking, 
Holding Area, cargo parking, Inner lanes, P1, P2, P3, P4, P5, Meter taxi parking bays 
	Daily the Successful Bidder Checklist,
Daily ACSA inspections
	95%
	R1000 per day

	Inner Lane Management and Control
	No unauthorised vehicles to be allowed into the inner lanes
	 ACSA Inspections
	100%
	R 1000 per unauthorised vehicle

	Incident reporting to ACSA
	Service provider to inform ACSA within 30 minutes of service disruption incidents
	Service provider to escalate to ACSA all Level 1 & Level 2 incidents.
	100%
	R1000 per incident

	Procedures & Contingencies
	Service provider should implement procedures and contingency plans 
	The approved procedures and contingency plans must be always implemented by service provider
	100%
	R1000 per procedure/contingency

	Revenue leakage
	Negative variance to system reports
	Daily reconciliation
	99.9%
	R5000 on any amount exceeding R1000

	Pay station Reconciliation
	Pay station must be reconciled at least once a month
	Pay station reconciliation reports Coin/Note Hopper reconciliation report
	100%
	R1000 per Pay Station not reconciled per month

	Ticket Stock
	A minimum of 6 months of ticket stock shall be kept available ON-SITE.
	The Successful Bidder Checklist
Periodic ACSA Inspections
	100%
	R 1000 per day for stock holding below the required quantity

	Central Boulevard 
	No unauthorised vehicles should be allowed to stop at any time on Central Boulevard Road as indicated by road signage
	ACSA inspections 

	100%
	R1000 per vehicle 



Should an item be on this SLA, whose upkeep lies outside the ambits of the service provider, the service provider is required to show evidence that a call has been logged with the respective department to avoid a penalty. 
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