CONTRACT NOTICE – UTILITIES
Services
SECTION I: CONTRACTING ENTITY
I.1) NAME, ADDRESSES AND CONTACT POINT(S): An Post, GPO, O'Connell 
Street, IRL-Dublin 1. E-mail: supply-line@achilles.com.
Internet address(es):
General address of the contracting entity: www.anpost.ie.
Further information can be obtained at: Achilles Procurement Services Ltd, 
1 Harmsworth, Greenmount Office Park, Attn: Supply-Line Team, IRL-Harolds 
Cross Dublin 6W. Tel. +353 14020111. E-mail: supply-line@achilles.com. Fax 
+353 14020110. URL: http://www.achilles.ie.
Specifications and additional documents (including documents for a dynamic 
purchasing system) can be obtained at: Achilles Procurement Services Ltd, 
1 Harmsworth, Greenmount Office Park, Attn: Supply-Line Team, IRL-Harolds 
Cross Dublin 6W. Tel. +353 14020111. E-mail: supply-line@achilles.com. Fax 
+353 14020110. URL: http://www.achilles.ie.
Tenders or requests to participate must be sent to: Achilles Procurement 
Services Ltd, 1 Harmsworth, Greenmount Office Park, Attn: Supply-Line 
Team, IRL-Harolds Cross Dublin 6W. Tel. +353 14020111. E-mail: 
supply-line@achilles.com. Fax +353 14020110. URL: http://www.achilles.ie.
I.2) MAIN ACTIVITY OR ACTIVITIES OF THE CONTRACTING ENTITY: Postal 
services.
SECTION II: OBJECT OF THE CONTRACT
II.1) DESCRIPTION
II.1.1) Title attributed to the contract by the contracting entity: An 
Post Customer Care Service.
II.1.2) Type of contract and location of works, place of delivery or of 
performance: Services.
Service category: No 27.
NUTS code: IE0.
II.1.3) The notice involves: A public contract.
II.1.5) Short description of the contract or purchase(s): Title : 
Customer Care Services, First Line Support (Call, Chat & E-mail Support, 
Inbound & Outbound).
Total Requirement : Scalable service delivery tailored from launch to 
maturity for new mobile operator entrant.
Description:
An Post, established in 1984, operates the National Postal Service, along 
with an array of money transmission, savings and retail services 
throughout Ireland, seek one or more suppliers for the provision of a 
customer care call centre for its MVNO (Mobile Virtual Network Operator) 
offering. An Post operate a network of more than 800 retail centres in 
Ireland, which will shortly provide access to a range of mobile prepay 
propositions. Its An Posts intention to provide a comprehensive customer 
care service with agents having access directly to our subscriber care 
systems. Previous experience in the provision of complex care solutions in 
the telecommunications industry would be an advantage. The call centre 
will operate An Posts helpline number providing various care and 
information about our services to the public. From launch the solution 
proposed must be scalable and cost effective in meeting our initial and 
ongoing requirement. The contract will be for a minimum of 2 years with an 
option to extend for a further one to two years. At the end of the first 2 
year period An Post reserves the right to take the services in-house. The 
centre will run on 12/7 basis.
II.1.6) Common procurement vocabulary (CPV): 79510000, 72253000, 
79342320.
II.1.7) Contract covered by the Government Procurement Agreement (GPA): 
No.
II.1.8) Division into lots: No.
II.1.9) Variants will be accepted: Yes.
II.2) QUANTITY OR SCOPE OF THE CONTRACT
II.2.1) Total quantity or scope: Scope of services:
1. Provide customer care support to respond to customer enquiries and 
requests for assistance submitted across a range of media, including Web 
Forms, Web Chat, SMS, Instant Messaging, Email and voice telephony.
2. An IVR (Interactive Voice Response Unit) to automate the handling of 
calls.
3. Voice Recording equipment to record calls.
4. Outbound Dialler to automate the placing of outbound calls.
5. Email server (or integration with existing).
6. Collaboration Server (Inc. Web Chat / IM and Text Messaging).
7. Quality monitoring functionality.
8. The selected provider will be required to use our Customer Service 
system for subscriber administration.
II.2.2) Options: Yes.
Description of these options: The initial contract will be for a period of 
2 years, with the option, solely at An Post's discretion to extend the 
contract for a further 1 or 2 years.
provisional timetable for recourse to these options: in months: 24 (from 
the award of the contract)
Number of possible renewals:2.
II.3) DURATION OF THE CONTRACT OR TIME LIMIT FOR COMPLETION: Duration in 
months: 24 (from the award of the contract).
SECTION III: LEGAL, ECONOMIC, FINANCIAL AND TECHNICAL INFORMATION
III.1) CONDITIONS RELATING TO THE CONTRACT
III.1.1) Deposits and guarantees required: Not applicable.
III.1.2) Main financing conditions and payment arrangements and/or 
reference to the relevant provisions regulating them: To be agreed with 
successful Tenderer(s).
III.1.3) Legal form to be taken by the grouping of economic operators to 
whom the contract is to be awarded: Such Legal Form as will enable any 
successful grouping to contract as a single entity having joint and 
several liability.
III.1.4) Other particular conditions to which the performance of the 
contract is subject: No.
III.2) CONDITIONS FOR PARTICIPATION
III.2.1) Personal situation of economic operators, including requirements 
relating to enrolment on professional or trade registers: Information and 
formalities necessary for evaluating if requirements are met: All 
suppliers wishing to be considered for this contract must in the first 
instance become registered members of the Supply-Line database, to which 
An Post is a subscriber.
Registration on Supply-Line can be achieved by:
a) Payment of the appropriate registration fee of 550 Euro (+ VAT where 
applicable)
b) Completion of the Supply-Line questionnaire level 3, including 
completion and sign-off of a Declaration of the applicant's bona fides 
submitted by Thursday 16th April 2009 at 12.00 noon.
c) Supply-Line Questionnaire level 3 should include the code listed below: 
2.40.14 - Call Centre Services
Companies already registered on Supply-Line level 3 need not re-apply but 
should ensure they are comprehensively registered for the appropriate code 
above and that all details are up to date.
III.2.2) Economic and financial capacity: See III.2.1) above.
III.2.3) Technical capacity: Information and formalities necessary for 
evaluating if requirements are met: See III.2.1) above.
III.2.4) Reserved contracts: No.
III.3) CONDITIONS SPECIFIC TO SERVICES CONTRACTS
III.3.1) Execution of the service is reservedto a particular profession: 
No.
III.3.2) Legal persons should indicate the names and professional 
qualifications of the staff responsible for the execution of the service: 
Yes.
SECTION IV: PROCEDURE
IV.1) TYPE OF PROCEDURE
IV.1.1) Type of procedure: Negotiated
Candidates have already been selected: no.
IV.2) AWARD CRITERIA
IV.2.1) Award criteria: The most economically advantageous tender in 
terms of the criteria stated in the specifications or in the invitation to 
tender or to negotiate.
IV.2.2) An electronic auction will be used: No.
IV.3) ADMINISTRATIVE INFORMATION
IV.3.2) Previous publication concerning the same contract: Other previous 
publications
Notice number in OJ:S/82-241913-2008 of 16.9.2008.
IV.3.3) Conditions for obtaining specifications and additional documents: 
Payable documents: no.
IV.3.4) Time limit for receipt of tenders or requests to participate: 
16.4.2009 - 12:00.
IV.3.5) Language(s) in which tenders or requests to participate may be 
drawn up: English.
Other: Or Irish.
IV.3.7) Conditions for opening tenders: Persons authorised to be present 
at the opening of tenders: no.
SECTION VI: COMPLEMENTARY INFORMATION
VI.1) THIS IS A RECURRENT PROCUREMENT: No.
VI.2) CONTRACT(S) RELATED TO A PROJECT AND/OR PROGRAMME FINANCED BY 
COMMUNITY FUNDS: No. VI.3) ADDITIONAL INFORMATION: An Post will not be responsible for any 
costs, charges or expenses incurred by candidates or tenderers in this 
contract award process.
Contract award will be subject to the approval of the competent 
authorities.
Further details will be supplied at tender stage. Suppliers appropriately 
registered for this contract may be invited to respond to a second stage 
qualification process through the Supply-Line e-Qual system via the 
www.achilles.com website.
Other Purchasing Organisations using the Supply-Line system:
Suppliers should note that registration on Supply-Line means that the 
other subscribers to the system listed below will be able to consider the 
supplier for inclusion on their tender lists for appropraite requirements 
as and when they arise.
— Bord Gais Eireann www.bge.ie,
— Dublin Port Company www.dublinport.ie,
— Electricity Supply Board (Customer Supply & Group Services) www.esb.ie,
— Electricity Supply Board (Networks) www.esb.ie,
— Electricity Supply Board (Power Generation) www.esb.ie,
— EirGrid Plc www.eirgrid.ie,
— Iarnrod Eireann-Irish Rail (Infrastructure, New Works and SE&T Division) 
www.irishrail.ie,
— Iarnrod Eireann-Irish Rail (Mechanical and Operations Division) 
www.irishrail.ie,
— Ireland West Airport Knock www.irelandwestairport.com,
— Galway-Mayo Institute of Technology www.gmit.ie,
— National University of Ireland, Galway www.nuigalway.ie,
— Dublin Airport Authority www.dublinairportauthority.com.
VI.4) PROCEDURES FOR APPEAL
VI.4.1) Body responsible for appeal procedures: The High Court, Chief 
Registar, Four Courts, Inns Quay, IRL-Dublin Dublin 7. Tel. +353 18886000. 
URL: www.courts.ie.
Body responsible for mediation procedures:
Not applicable.
VI.4.3) Service from which information about the lodging of appeals may 
be obtained: Legal advisor.
VI.5) DATE OF DISPATCH OF THIS NOTICE: 13.3.2009.
