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Annex 2 - Terms of Reference (TOR) 

 

A. BACKGROUND 

 

 

 

 

 

 

B. OBJECTIVE 

 

 
C. TRAVEL POLICY 

 



 

D. QUALIFICATIONS OF THE TRAVEL AGENT 

 

 

 

 

 

 

 

 

 

 

 

 

E. DESCRIPTION OF SERVICES TO BE FURNISHED BY THE TRAVEL AGENT AND 

EXPECTED OUTCOMES 



 

i). General 

 

ii). Reservation and ticketing 

 



 



 

iii). Airfares and Airlines Routings/Itineraries 

 

 

iv). Travel Information/Advisories 

 



v). Billing and Invoice 

 

vi). Flight Cancellation/Rebooking and Refunds 

 

1. 

 

vii). Tickets Delivery 

 

 



viii). Management Reports 

 

ix). Supplier Relations 

 

x). Availability of Other Products and Services as May be Requested 

 



 

 

F . PERFORMANCE STANDARDS AND SERVICE LEVEL GUARANTEE 

 

The contracted Travel Agent shall perform its services and deliver its products in accordance with the herein 

prescribes minimum performance standards set by the UN Agencies: 

 

Product / Service Performance Definition Standard / Service Level 



 Attribute 

1. Airline 

Reservation 

Agent’s 

Accuracy 

Ability to perform task completely 

and without error 

Zero-error in passenger 

records/airline bookings, fare 

computation and routing 

Speed and 

Efficiency 

Ability to deliver product or 

service promptly and with the use 

of resources 

 For confirmed bookings 

via itinerary within two 

hours time of request 

 For wait listed bookings 

via regular updates every 

two days 

2. Airline Tickets Agent Accuracy Ability to perform task completely 

and without error 

Zero-error in the printed 

ticket/aborted travel due to 

incomplete travel documents 

Timeliness of 

delivery 

Ability to deliver product or 

service on or before promised date 

3 working days before 

departure date 

 

3. Travel 

Documentation 

Accuracy Ability to ascertain requirements 

for various 

destinations/nationalities 

Zero-incident of 

complaint/aborted travel due  

to incomplete travel 

documents 

Clarity Ability to deliver product or 

service on or before promised date 

10 Working days before 

departure  

 

4. Billing Accuracy Ability to generate billing 

statements without errors 

Zero-Error or no discrepancy 

between invoices and 

attachments 

Clarity Ability to generate bills that are 

transparent or easy to understand 

Zero-Returns for 

clarification/explanation 

5. Rates/Pricing Fairness Reasonable charges for services 

offered 

At same or rates lower than 

market standards 

Company 

concern about 

fares 

Ability to quote competitive fare At levels lower than airline 

preferred rates. Guarantee 

that one quotation is the 

lowest obtainable fare 

Good value 

indicated by price 

Competitive of fares quoted vs. 

restrictions or lack/absence 

thereof 

At the same terms or better 

than quoted by airlines 

Willingness to 

assist UN 

Agencies 

negotiate with 

airlines regarding 

preferred rates 

and concessions 

 

Voluntarily offering to assist UN 

Agencies in dealings with airlines 

Semi annual meetings to 

obtain competitive rates in 

the market and preferable 

fare conditions (i.e. ticketing, 

deadlines, etc.) 

6. Service Quality Accessibility Ability to access or approach 

Travel Agent 

Telephone: 3 rings 

Emergency: 24 hours 

Email: available 

Website: available 

Responsiveness Willingness to go out of one’s 

way to help the traveller 

Regular coordination 

meetings with UN Agencies 

Travel Oversight Committee 



Agent’s Performance 

Reviews twice a year 

Willingness to go out of one’s 

way to help the traveller 

No. of ad-hoc service 

requests satisfied outside of 

normal working hours 

7. Problem Solving Refunds Ability to process and obtain 

ticket refunds on a timely basis 

Within one month from date 

of cancellation 

Complaint 

Handling 

Ability to resolve complaints Timeliness: one (1) week 

Manner of resolution: 

Satisfactory score 

 

8. Travel Expert(s) Competence Knowledge of destinations 

Knowledge of airline practices, 

fare levels and shortest routes and 

connections 

Knowledge of UN Agencies 

policies 

 

Proficiency rating of not less 

than 75% 

9. Communications Awareness Level 

of Travellers 

regarding Travel 

Agent’s Product 

and Services 

Services and policies are 

communicated to travellers on 

time. 

Travellers are well informed about 

matters of concern to them 

Frequency of 

communications: Monthly 

10. Office 

premises and 

Hours of Services 

Readiness to do 

business 

Senior Travel Expert  and/or back-

up persons availability 

 The Travel Agent(s) should 

provide travel services 

from 9.00 am to 6.00 p.m. 

during working days. In 

addition Travel Agent(s) 

shall provide for 24 hours a 

day emergency service, 

including requests 

originating in English 

language, as well as for 

services during weekends 

and official holidays where 

emergency travel service is 

required.  

 Zero complaints that no 

one was around to answer 

calls. 




