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1. Purpose

The purpose of this document is to invite proposals from suitably qualified service providers to provide training on Excellent Customer Care and Communication Skills to the employees of the Agency: Unit Standard: 242901

2. Objectives

The successful service provider must provide training to twelve (12) employees of the Agency on Excellent Customer Care and Communication Skills according to the learning outcomes listed below:
	Name of training intervention
	Learning outcomes
	Number of employees
	Duration of training

	Excellent Customer Care and Communication Skills
	· Identify customer needs
· Differentiate between good and poor service delivery
· Implement service delivery plans
· Deal effectively with customers
· Identify and apply Batho Pele Principles in service delivery;
· Use effective communication methods.
	12
	2 Days


	
3. Requirements

The qualifying service providers are required to provide a comprehensive quote for training of employees on Excellent Customer Care and Communication Skills. The training must be structured according to the requirements of the learning outcomes mentioned above. 

4. Deliverables

4.1 Provide training to twelve (12) employees of the Agency on Excellent Customer Service and Communication Skills;
4.2 Conduct compulsory facilitation and assessments;
4.3 Clarify all assessments expected from the delegates and indicate the due dates for submission of the Portfolio of Evidence for unit standard based programme;
4.4 Collect Portfolios of Evidence from the Road Traffic Infringement Agency a week after the submission due date for unit standard based programme;
4.5 Arrange suitable dates with the Agency’s training coordinator for re-submission and collection of Portfolio of Evidence for unit standard based programme;
4.6 Deliver SAQA accredited certificates of competent to the Agency within four months after the training has been completed for unit standard based programme;
4.7 Make provision for the reassessment of officials who were not competent for unit standard based programme;
4.8 Submit the course report after fourteen days after the last day of the course to the Agency training coordinator;
4.9 The course report should indicate the names of the delegates who have attended the course, and who have submitted the portfolios of evidence;
4.10 Upon completion of the programme, the service provider will be required to submit a final evaluation report alluding to achievements, challenges and proposal of improvement plan of future similar initiatives.

5.	Duration and schedule

The duration of the training is two (2) days.

6.	Venue and refreshments 

Training should be virtual. 

7. Commitment Period

The commitment period will be for three (03) months from the date of engagement and or award. 

8. Required expertise and skills

The Service Provider should have: 

8.1	Clear understanding of Skills Development legislations, communication skills framework; SAQA, knowledge of SETA landscape and Public Service Regulations.
8.2	On-site facilitation skills. 
8.4	Ability to train adults in work situation.
8.5	Have necessary training qualifications and resources/facilities.

9. Accreditation

The service provider and the facilitator should be fully accredited by the Quality Council to qualify to provide training on Excellent Customer Service and Communication Skills. (must be attached)

10. Company experience 

10.1	Companies are required to provide proof that they have facilitated/performed similar project accompanied by correspondence from references providing that such a programme was executed as well as their contactable references.
10.2	Minimum experience of 3 to 6 years and above is required, team leaders and members should have at least minimum of 3 years and should be able provide their CV’s for reference check.
10.3	Facilitators and assessors should be accredited by a relevant SETA.

11. Evaluation Criteria

· Service Providers will be evaluated on delivery expertise, approach and methodology, price as well as equity ownership in accordance with the RTIA’s supply chain management policies which are in line with the Preferential Procurement Policy Framework 2022 (80/20) PPPFA scoring principles); and

· The contract will be awarded to the service provider obtaining the highest number of points as per the 80/20 preference points system.

	Description of functions criteria
	Points

	Delivery Expertise and Relevant Experience 
	50 points

	Methodology and Project Approach 
	30 points

	Qualifications and skills of resources
	20 points

	TOTAL
	100 points

	Minimum required score
	70 points



Detailed functionality evaluation criteria

APPLICABLE VALUES TO SCORE: 1 = Poor; 2 = Average; 3 = Good; 4 = Very Good and 5 = Excellent
Phase 1
	Description of functions criteria
	Points
	Points

	Delivery Expertise and Relevant Experience
Demonstrate the following:

	
	

	· Demonstrate ability to provide training as specified in Requirements (section 3 above) 
	
	20

	· At least 3-6 years’ and above training experience for reputable organizations; 0-3 years = 1
                      3-4 years = 2
                      4-5 years = 3
                      5-6 years = 4
	Above 6 years = 5                      
	
	15

	· The service provider must submit at least three (3) references with details of the nature of the contract and contact details. 
                                                    1 Ref = 1
                                                    2 Ref = 2
                                                    3 Ref = 3
                                                    4 Ref = 4
                                                    5 Ref = 5
	
	15

	Non submission
	
	0

	Methodology and Project Approach
A comprehensive schedule of how the services are to be provided as the terms of reference.
	
	30 

	Non submission
	
	0 

	Qualifications and skills of resources
Summarised CV’s of the proposed team members/consultants, which should highlight a minimum three (3) years relevant experience in similar project and qualifications.
	
	20 

	Non submission
	
	0 

	Total
	
	100

	Minimum Score
	
	70



A bidder must obtain a minimum of 70 points in the prequalification phase to progress to the next phase. 
Failure to obtain 70 points will render the proposal non-responsive and no further evaluation of the next phase will be considered.
 Phase 2: Pricing and B-BBE Specific goals for the tender and points claimed are indicated per the table below. 
(Note to organs of state: Where either the 90/10 or 80/20 preference point system is applicable, corresponding points must also be indicated as such. E: Preferential Procurement Policy:
Note to tenderers: The tenderer must indicate how they claim points for each preference point system.)  
	The specific goals allocated points in terms of this tender
	Number of points
allocated
(80/20 system)

	Percentage ownership equity 
(To be completed by the tenderer)
	Number of points claimed (80/20 system)
(To be completed by the tenderer)

	I. Who had no franchise in national elections before the 1983 and 1993 Constitution 
	10
	
	

	II. Who is female 
	5
	
	

	III. Who has a disability
	2
	
	

	IV. Specific goal: Youth
	3
	
	





12. Submission of proposals

	Bidders must furnish the following information as part of the bid response:
1.1 All evidence required in the functionality criteria;
1.2 Proposal in response to the request for quotation/proposal and;
1.3 All mandatory SCM documents, singed SBD forms (4, 6.1,), CSD report, Tax Compliance Status and BBBEE.
     	The following conditions will be applied:
1.3.1 This quote is subject to the Government Procurement General Conditions of Contract that may not be amended. Quotes should not be qualified by own conditions;
1.3.2 All price (s) must be inclusive of all costs plus VAT and must be firm for the duration of the contract period.

13.	Right to appoint

The Agency reserves the right not to appoint a service provider, if it is established that no proposal meets the requirements.

14		Closing Date & submission of quotes

[bookmark: _GoBack]14.1	Quotes are expected to be submitted no later than 16h00 on 28 June 2023
14.2	Quotes may be submitted electronically by e-mails to Kelebogile.Thipe@rtia.co.za or Quotes@rtia.co.za 
 
15.	Enquiries and more information

All enquiries and requests for more information should be directed to the sender by email. The response will be distributed to all the prospective bidders by email so that every bidder has the same information.
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