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ANNEXUREE
Quarterly Reporting: National Treasury Instruction No. 04 0f 2017/2018 on Travel and Subsistence

TEMPLATLE: QUARTERLY REPORTS

I

w Air Travel

i Accomodation Click here

Name of the Institution : _Ua_uedda.; of....

Type of the Institution:

Captured by:

Reviewed by:

Date of Submission:
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4. MEASUREMENT CRITERIA

The following table lists a comprehensive number of Key Performance Areas and Indicators. The Tendering Institution must select

the most relevant KPA and KPIs and include it in their contracts and quarterly and annual reviews of the contract. Tendering
Institutions may change the descriptions, targets and frequency of measurement according to their needs.

Key Service Area

Description of Service

Target

Frequency of
Measurement

Weighting | Reference
of Service

RESERVATIONS
Turnaround times to
acknowledge requests

complaints against these service
providers

Hours of operation Rendering services throughout working | 100% Monthly/Quarterly 15.3.1(b)
hours. Monday to Friday (07h30 — Review
17h00)
| After hours/emergency After hours services must be rendered 100% Monthly/Quarterly 15.3.1(b)
services Monday to Friday outside normal official Review 15.3.6
hours(17h00 to 07h30) and 24 hours on
weekends and Public Holidays
“Travel _uo_mn<. Controls put in place to ensure policy 80% Monthly/Quarterly 15.3.1(e)
Implementation compliance Review
Traveller Profiles All travellers must be set up with a 80% of travellers Monthly/Quarterly 15.3.1 (9)
personal profile. Review
Third Party Management | Manage the third party service providers 80% Monthly/Quarterly
by addressing service failures and Review 156.3.1(h)

Turnaround time on domestic bookings 80% of bookings Monthly/Quarterly 15.3.2(g)
and point to point international bookings | within 4 hours Review

within 4 working hours

Turnaround time for quotations on multi- | 80% of bookings Monthly/Quarterly 15.3.2(g)
sector regional and international air within 24 hours Review

travel within 24 hours.




Key Service Area Description of Service Target Frequency of Weighting | Reference |
Measurement of Service
Prioritise last minute booking for same 90% of bookings Monthly/Quarterly 15.3.2(g)
day travel within 1 hour within 1 hour Review
Response to change or cancellation of 90% of changes & Monthly/Quarterly 156.3.2(g)
bookings within 4 hours cancellations within 4 | Review
hours

Group Bookings Number of group bookings facilitated 100% of all requests | Quarterly 15.3.2(h)
Consultant to acknowledge receipt of 95% Ad hoc/Quarterly 15.3.2 (h)
enquiries/bookings within 3 hours of
receipt
Consultant to provide quotations within 2 | 95% Ad hoc/Quarterly 15.3.2 (h) |
business days of receiving enquiry
In the event that a consultant need 95% Ad hoc/Quarterly 156.3.2 (h)
additional time to get prices from a
venue, it must be communicated to the
client concerned
Vouchers to be issued within a day prior | 95% Ad hoc/Quarterly 15.3.2 (h)
to the event (short notice due to high
volumes of changes)
Consultant to provide ongoing feedback | 95% Ad hoc/Quarterly 16.3.2 (h)
to the booker until the booking is
confirmed
No voucher can be issued without an 95% Ad hoc/Quarterly 15.3.2 (h)
electronic or manual authorisation. The
information must reflect correctly and
signed by the booker and the authoriser
All contracts must be signed by the 95% Ad hoc/Quarterly 16.3.2 (h)

Client’s authoriser as described in the
Department’s Procurement and
Financial Delegations.




AIR TRAVEL, ACCOMMO

DATION, CAR RENTAL & SHUTTLE SER

Key Service Area Description of Service Target Frequency of Weighting | Reference q
Measurement of Service
Any additional items required at the 95% Ad hoc/Quarterly 15.3.2 (h)
venue/during the conference should be
signed off by the authoriser
Invoices will verified before payment. 95% Ad hoc/Quarterly 15.3.2 (h)
Support & Advice TMC will support and assist with advice, | 50% of all requests Monthly/Quarterly 15.3.2()), (k)
documentation for passports and visa Review m, (p)
applications, inoculation requirements,
foreign currency, insurance, etc.
Issue a Travel Insurance Policy for 100% Monthly/Quarterly 15.3.2(k)
regional & international travel and hand
traveller detail of the policy
Commissions earned Commissions earned on government 100% of all Quarterly 15.3.2(0)
_ business, paid back to the client on a commission earned
quarterly basis. for government
business

communicated to the traveller via SMS
and/or email.

Price comparisons/ Domestic Reservations: 3 price 90% of all bookings Monthiy/Quarterly 15.3.3(d)
comparisons. TMC will offer the lowest to be the lowest/best | Review 15.3.4(b)
possible quotations for the journey at the | quote
requested date and time.

Alternative options will be offered if the

discounted classes are not available at

time of travel to allow for an hour

window before and after the requested

time (best quote)

International Reservation: 3 price 90% of all bookings Monthly/Quarterly 15.3.3(d); (¢)

comparisons which provides the most to be the lowest/best | Review

cost effective and practical routing. quote
Reservations Confirmations of bookings (air, -100% of all bookings | Monthly/Quarterly 15.3.3(f), (j)
Communication accommodation, car rental, etc) must be Review 15.3.4(e)

15.3.5(b).(c)

e




AFTER HOURS & EMERG
After hours & Emergency
Services

COMMUNICATION

Communication

containment measures and reasons

ENCY SERVICES
After hours and emergency services

100%

Monthly/Quarterly

Key Service Area Description of Service Target Frequency of Weighting | Reference
Measurement of Service 1
Air Travel All cancelled and/or unused tickets 80% Quarterly 15.3.3 (h)
Cancelled and Unused must be refunded automatically within 3
tickets/ months of date of issue
Air Travel; Process to confirm best fare for 95% Monthly/Quarterly 15.3.3(c)
Quality Control international tickets with more than 6 Review
sectors
Accommodation Accommodation bookings that were not | Number Monthly/Quarterly 156.3.4(a),(b),
within the Maximum allowable rates and Review (d),(f),
reasons.
T Number Monthly/Quarterly 15.3.4(g) |
Cancellations and no-shows Review
| Car Rental & Shuttle Car Rental bookings that were not in line | Number Monthly/Quarterly 156.3.5(a)
Services with the travel policy and cost Review

15.3.6(c )

requests to be done within 24 hours

Workshops and Training provided to
Travel Bookers

within 24 hours

2 large workshops /
training sessions with
50 personnel each &

Quarterly / Annually

operates 365 days per year. Review

Contact numbers correct on itineraries 100% Monthly/Quarterty 156.3.6(d)
and client SMS notifications Review

Emergency and after hours calls to be 80% of all Monthly/Quarterly 15.3.6 (d)
resolved within 1 hour to limit emergency and Review

inconvenience to traveller afterhours requests

Authorisation and order processing of 100% of all bookings | Monthly/Quarterly 15.3.6(e )
afterhours and emergency travel to be authorised Review




Key Service Area Description of Service Target Frequency of Weighting | Reference
Measurement of Service
2 mini workshops /
training sessions with
15 personnel each
per annum
All enquiries must be investigated and 80% of all enquiries | Quarterly / Annually 15.4.2

Financial management:

FINANCIAL MANAGEME

prompt feedback to be provided within
24 hours

TMC will batch invoices weekly and
these will be delivered by hand to the
client’'s Travel Services Sub-directorate
to be verified. Invoices that do not
comply with the requirements of 15.5.8.
will be returned to the TMC for
resolution within the month. Financial
queries will be treated as described
below. The Sub-directorate will
acknowledge receipt of all accurate
invoices with a signature and date.

within 24 hours

100% of all invoices

Weekly / Monthly

15.5.8

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

+3-5% of travel
spend

Monthly / Quarterly
Review

15.5.3

All invoices to reflect the correct
passenger name, date of travel,
destination/routing and cost centre
details.

95% of all invoices

Monthly

15.5.2

and Debtor’'s account

Accurate recongciliation of the lodge card

95%

Monthly

15.5

The credit card statement/Debtors
account statement will be accompanied
by invoices and will be reconciled
accordingly

95%

Weekly / Monthly

15.5




TECHNOLOGY, MANAGE
Technology,

Management Information
and Reporting

ENT INFORMATION AND REPORTING

noticed

Key Service Area Description of Service Target Frequency of Weighting | Reference
Measurement of Service
TMC to process all invoicing for air 95%of ali air Daily 15.5
immediately bookings
TMC to process all invoicing for third 95% of invoices Ongoing 15.5
party bookings within 3-7 days of receipt | within 3-7 days
of the original invoice from the supplier.
All Credit notes to be processed within 2 | 95% of all credit Ongoing 15.5
working days. The credit note must be notes within2 days
supported by a copy of the order form;
the original invoice; and supplier refund
breakdown (where applicable).
100% queries Monthly/Quarterly 15.5
All finance related queries to be logged | registered. Review
in a queries register and all queries to 90% queries
be resolved within 10 business days resolved within 10
| days
100% As soon as a 15.5
TMC will immediately report Lodge Card fraudulent
fraudulent transactions to the transaction or
Department. suspicion thereof is

manager and finance manager. The
report as described in paragraph
15.6.8.and to include (not limited):

- Summary of total travel spend

- Total expenditure by Air Carrier

- Detailed accommodation facility
spend

Three Standard Reports in line with 100% Monthly

National Treasury Cost Containment

Instruction

Accuracy of reports 95% Monthly 15.6.3
Monthly travel management reports to 95% accuracy Monthly/Quarterly 15.6.8
be presented to the client’s travel Review




" Key Service Area

Description of Service

Target

Frequency of
Measurement

of Service

Weighting | Reference ]

ACCOUNT MANAGEMEN

- Detailed spend on hiring of
external venues

- Cost savings report

- Exception reports (no shows;
manual addings ,etc.)

- Unused ticket report

- Un-invoiced voucher report

- Invoices not paid within 30 days

satisfaction survey within ten (10)

months of the award of the contract and

Handling of Compliments | All complaints related to TMCs service Ratio of number of Monthly/Quarterly
and Complaints to be recorded as a ratio of complaints complaints to Review
to number of transactions. The ratio number of
must be less than 1%. transactions to be
less than 1%
Where possible all complaints to be 95% of all complaints | Monthly/Quarterly 15.7.4
acknowledged within 3 hours of receipt within 3 hours Review
Complaints related to TMC to be 95% of all complaints | At time of 16.7.4
addressed within 24 hours within 24 hours complaint,
Monthly/Quarterly
Review
All complaints related to a supplier's 95% of all complaints | At time of 15.7.4
service will be addressed with the within 3 days complaint.
supplier involved and resolved within 3 Monthly/Quarterly
days Review
100% complaints Monthly/Quarterly 15.7.4
All complaints and compliments to be m:a. oﬁoaw_...:m:.a Review
logged in a register and all complaints to ﬁmmo_m ered.
be resolved within 2 business days 90% ooBu..m:.:m
resolved within 2
days
Customer Satisfaction Agree and manage customer 80-100% satisfaction | Quarterly 15.7.3 &
satisfaction surveys. Conduct first 16.7.6.

10




Key Service Area

Description of Service

Target

Frequency of
Measurement

Weighting
of Service

Reference J

thereafter on an annual basis during the
anniversary month of the first survey.
The customer satisfaction questionnaire
will be prepared in conjunction with the
Department. The survey must target the
following bands:

¢ Members of the Executive.

e Members within the SMS and
MMS band.

e Members below the MMS band.

e A minimum of 30% of the staff
compliment in each of the band
must be targeted.

The TMC will be responsible for
analysing the responses received and
provide a report and a sample results to
the Department.

Travel value added
services

Cost Containment

QUARTERLY & ANNUAL

Travel policy enforcement

VALUE ADDED SERVICES

COST MANAGEMENT

TMC to ensure Travel Policy is
enforced. Manage with exception
reports.

Customer satisfaction surveys to
measure value added services to
travellers

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

Exception reports

80-100% satisfaction

+3-5% of travel
spend

Monthly/Quarterly
Review

Quarterly

Monthly/Quarterly
Review

15.7.5

15.7.3;
15.8.1

15.9

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

Number of proposals
and resultant
improvements

1

Quarterly/ Annually

15.9




[ Key Service Area

Description of Service

Target

Frequency of Weighting
Measurement of Service

Reference

Quarterly Reviews

Quarterly reviews are required to be
presented by the Travel Management
Company on all travel activity in the
previous three-month period. These
reviews are comprehensive and
presented to the Procurement and
Finance teams as part of the
performance management reviews
based on the service levels.

4 Reviews

Quarterly

15.10.1

Annual Reviews

OFFICE MANAGEMENT
Back office support and
skilled TMC personnel

Annual reviews are required to be
presented by the Travel Management
Company on all travel activity in the
previous twelve-month period. These
reviews are comprehensive and
presented to the Procurement and
Finance teams as part of the
performance management reviews
based on the service levels.

The TMC to ensure high quality service
to be delivered at all times to the
travellers.

The TMC is required to provide highly
skilled and qualified human resources.
The TMC to inform the National
Department of Transport, in writing of
any change to the team assigned to this

contract.

One Review per
annum for the
duration of the
contract

80-100% satisfaction

Annual

Quarterly

156.10.2

12
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TRAVEL BY OFFICIALS (INSIDE THE BORDERS OF SOUTH AFRICA) - DOMESTIC

Reporting
Period

Name of

Institution

Name of
Official

Rank

Travel
Agency

Airline

Deal Code

Date of
Departure

Routing (Eg JHB-
PLZ)

Class of
Travel Booked
(Eg. Y-Class)

Published

Jare (Rand

Value)
(Eg. Fare

Offered to
Public)

Discounted
Fare Booked
(Rand
Value)

Saving
(Rand
Value)

Department of....

Department of....

Department of....

Department of....

_Umuw_é:m:n of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

—Uovm;q:m:» of....

Department of....

Department of....

Department of....

|Department of....

_Uoum_&:a:» of....

—Umuunﬂ_gn of....

Department of....

Department of....

Department of....

Department of....

Department of....




EXPENDITURE ON ACCOMMOD
ACCOMMODATION FOR OFFICIALS (INSIDE THE BORDERS OF SOUTH AFRIC ) - DOMESTIC

Reporting
Period

Name of Institution

Establishment
Type

Number of
Bed Nights

Department of....

Department of....

Department of....

Department of....

Department of....

Department of...,

Dep of...

Department of....

Department of....

Department of....

Department of....

Department of....

{Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

_Uovm::..n:- of....

Department of....

|Department of....

Department of....

Department of....




FOR OFFICIALS (INSIDE THE BORDERS OF SOUTH AFRICA) - DOMESTIC

EXPENDITURE ON CAR RENTAL

Reporting Period

Name of Institution
(Eg. Department,
Public Entity)

Category Booked
(ACRISS/SIPP
Code)

(E.g. EDMR)

Group of vehicle
(E.g. B)

Department of...,

Department of....

_oaum:.aoz. of....

[Department of....

|Department of....

—Unvmza_m:n of....

Department of....

Department of...,

|Department of....

Department of....

Department of....

{Department of....

Department of....

_Dmvn::.w:. of....

—cmun::._»:_ of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of....

Department of...,

{Department of....

Department of....

_Oug::.m_._» of....

Date of Collection
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DEPARTMENT OF
TRANSPORT

INFORMATION FOR THE
TRAVEL MANAGEMENT
COMPANY CONTRACT

).
W& transport
A\ Department:

3 Transport
W REPUBLIC OF SOUTH AFRICA



OBJECTIVE

To appoint a Travel Management Company to:

Provide the Department of Transport with the travel
management services that are consistent and reliable
and will maintain a high level of traveller satisfaction in
line with the service levels.

Achieve significant cost savings for the Department.

Appropriately contain the Department’s risk as well as
traveller risk.

Department:
Transport

y REPUBLIC OF SOUTH AFRICA



SERVICES

* Domestic, regional and international air
tickets

* Domestic accommodation
» Ground transport
 Conference venues

* Regional and international accommodation
and ground transport in the event that
DIRCO is unable to assist.




i

POLICY & REQUIREMENTS

Departmental Travel Policy

Departmental Financial Delegation

Applicable Treasury and DPSA Directives

PFMA Act 1 of 1999 as amended

Treasury Regulations issued in terms of the PFMA

Cost Containment Instructions issued by the National
Treasury (from time to time)

Applicable order forms (Trip Authority(VA26) Form)

™

[ =
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Transport
REPUBLIC OF SOUTH AFRICA



REQUIREMENTS FOR
SERVICE DELIVERY

* In house consulting
» After hours service

* The Department executive (from level of
Minister to the Deputy Director General)
must at all times be given preference and
a Senior Consultant must be allocated to
service these members, including after-
hour line.

== s Department:
Y 2

AN Trensport
Wiy REPUBLIC OF SOUTH AFRICA



SCOPE OF SERVICE

AIR TRAVEL

The TMC will upon receipt of the approved Trip Authority Form (VA26) provided by the traveller or
the travel booker issue the required tickets immediately and send it to the traveller or travel booker
via the agreed communication medium.

The TMC will be required to procure the most cost effective airfares possible for domestic travel
and the airline which provides the most cost effective route and thereafter practical routing for
international travel.

The class of seat that may be booked for travellers is set out in the Department’s Travel Policy and
National Travel Policy Framework, as may be amended from time to time.

The TMC must have a system of recording tickets booked per day and manage open tickets and
re- issue when the traveller uses the same route.

The TMC will manage the unused tickets on behalf of the Department and where necessary cancel
the tickets for domestic flights within the required time and international tickets immediately.

The TMC will be required to assist with the issuing of travel insurance in bookings for official trips
outside the country, dayrooms and excess baggage vouchers within the limit imposed by the airline
carriers and upon receipt of the written approval by the delegated authority described in the
Department’s Travel Policy.

Department:
Transport
REPUBLIC OF SOUTH AFRICA



SCOFE OF SERVICE

ACCOMODATION

The TMC will upon receipt of the approved Trip Authority Form (VA26) provided by the
traveller or the travel booker book and issue the accommodation vouchers
immediately and send it to the traveller or travel booker via the agreed communication
medium.

The expenditure for domestic accommodation must be within the maximum allowable
rate as set out in the Department's Travel Policy and National Travel Policy
Framework, as may be amended from time to time.

The TMC must ensure that accommodation is reasonable and most economical in
terms of pricing and location.

Cancellations and amendments must be done promptly to guard against no shows and
late cancellation penalties.

The TMC will also be required to fax or email the relevant vouchers to the supplier.

Regional and international accommodation may be booked in the event that DIRCO is
unable to assist and a written confirmation from the Directorate International Relations
must accompany the request.

e
Department:
] AHM Mw Transport
( REPUBLIC OF SOUTH AFRICA



SCOPE OF SERVICE

«  GROUND TRANSPORT

« Ground transport includes self driven vehicles and transfers which can also include
bus and coach services.

« The TMC will upon receipt of the approved Trip Authority Form (VA26) provided by the
traveller or the travel booker book and issue the required ground transport vouchers
immediately and send it to the traveller or travel booker via the agreed communication
medium.

« The vehicle category that may be booked for travellers is set out in the Department’s
Travel Policy and National Travel Policy Framework, as may be amended from time to
time.

« Afuel card for self driven vehicles may be issued upon receipt of written request from
the traveller or travel booker.

 The TMC should manage the shuttle companies on behalf of the Department and
ensure compliance with minimum standards.

« Regional and international ground transport may be booked in the event that DIRCO is
unable to assist and a written confirmation from the Directorate International Relations
must accompany the request.

\,.Dmnmnam:n
4 .w m Transport
% REPUBLIC OF SOUTH AFRICA
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SCOPE OF SERVICE

CONFERENCE FACILITIES

The TMC will be required to procure conferencing facilities or venues on an ad hoc basis.

The travel booker or the official organising the event will specify the requirements for the event in
writing and the TMC will identify at least three suitable venues for inspection which will be arranged
by the TMC with other Government Departments as first preference.

Once the site has been inspected the TMC will obtain a quotation which will be persuaded and
discussed by the organisers of the event ,TMC and should a need arise a representative from
Travel Services before recommendation is made.

A Conference booking form will be completed by the Department and authorised in terms of the
Procurement Delegations.

The TMC will obtain a contract and submit to the Department for perusal and signature before any
deposits is paid to the supplier.

The TMC will inspect the venue at least one day prior to the commencement of the event to ensure
that the requirements for the event, as agreed to with the supplier, have been met.

The TMC will be required to manage the expenditure in respect of the conference to ensure that
the agreed costs does not exceed and that any refunds due to the Department is returned
immediately after the event.

Department:
Transport
REPUBLIC OF SOUTH AFRICA



INVOICES

Payments of flight tickets and accommodation abroad will be made using the
Department’s Diners Lodge Card.

The Department’s Diners Lodge Card has a limit which cannot be exceeded.

Payments of conference venues, domestic accommodation and ground
transport will be made using the TMC credit facility.

The TMC will submit the invoices together with supporting documents such as
the Trip Authorisation Form (VA26), Trip Amendment Form, vouchers for
accommodation and ground transport, e-ticket, cost comparison for conference
venues, meal slips, refund breakdown from the airlines, proof of lodge card
transactions in respect of ticket refunds and invoice from the supplier for
purposes of payment process.

Valid Invoices should be submitted within 30 days from date of service.

All queries raised by the Department must be resolved and submitted within 30
days from the date of service.

[ =22 pepartment:

Transport
REPUBLIC OF SOUTH AFRICA




MANAGEMENT REPORTS

* The Travel Agent must submit reports on
the 10t Day of each month.

- The raw data forming the basis of the

reports must be provided in an electronic
format (MS Excel)

* Ad hoc reports will be requested through
the year as the need arises.




MANAGEMENT REPORTS

The management reports includes but not limited to the following:
Travel:

« After hours report

« Compliments and complaints reports

« Consultant productivity report

* Long term accommodation and car rental

« Extension of business travel to include leisure

« Upgrade of class of travel (air, accommodation and ground transport.
« Bookings outside the Travel Policy and applicable prescripts

 MIS (Department’s expenditure per Branch)

=, ! Department:
Transport
REPUBLIC OF SQUTH AFRICA
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MANAGEMENT REPORTS

Finance

Reconciliation of commissions or any volume driven by incentives
Creditor’s ageing report

Creditor's summary payments

Daily invoices

Reconciled reports for Travel Lodge Card statement
No show report

Cancellation report

Receipt delivery report

Monthly Bank Settlement Plan ( BSP) report

Refund Log

Open voucher report

Open Age Invoice Analysis

Department:
Transport
REPUBLIC OF SOUTH AFRICA



* QUERIES TO BE DIRECTED TO:

« MashiniJ@dot.qov.za
* MkhariT@dot.qov.za
- MashileL@dot.qgov.za

NE# transport
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