UK-London: call centre
2008/S 31-042575
CONTRACT NOTICE – UTILITIES
Services
SECTION I: CONTRACTING ENTITY
[bookmark: I.]I.1) NAME, ADDRESSES AND CONTACT POINT(S): 
Association of Train Operating Companies, 40 Bernard Street, Attn: John Horncastle, UK-London WC1N 1BY. Tel.  020 78 41 80 46. E-mail: john.horncastle@atoc.org.
Further information can be obtained at: Association of Train Operating Companies, 40 Bernard Street, Attn: John Horncastle, UK-London WC1N 1BY. Tel.  020 78 41 80 46. E-mail: john.horncastle@atoc.org. URL: www.nationalrail.co.uk.
Specifications and additional documents (including documents for a dynamic purchasing system) can be obtained at: Association of Train Operating Companies, 40 Bernard Street, Attn: John Horncastle, UK-London WC1N 1BY. Tel.  020 78 41 80 46. E-mail: john.horncastle@atoc.org. URL: www.nationalrail.co.uk.
Tenders or requests to participate must be sent to: Association of Train Operating Companies, 40 Bernard Street, Attn: John Horncastle, UK-London WC1N 1BY. Tel.  020 78 41 80 46. E-mail: john.horncastle@atoc.org. URL: www.nationalrail.co.uk.
I.2) MAIN ACTIVITY OR ACTIVITIES OF THE CONTRACTING ENTITY: 
Railway services. 
SECTION II: OBJECT OF THE CONTRACT
II.1) DESCRIPTION 
[bookmark: II.]II.1.1) Title attributed to the contract by the contracting entity: 
Provision and Management of a Disabled Persons Railcard Service. 
II.1.2) Type of contract and location of works, place of delivery or of performance: 
Services. 
Service category: No 27. 
Main place of performance: Nationwide 
NUTS code: UK .
II.1.3) The notice involves: 
A public contract. 
II.1.4) Information on framework agreement: 
II.1.5) Short description of the contract or purchase(s): 
The franchised train-operating companies (the "TOCs") offer a disabled person's railcard (the "Railcard"), which upon purchase entitles the holder and one accompanying adult to a discount of one third off First Class and Standard rail fares. Applicants must meet certain eligibility criteria before they may purchase the Railcard. The Railcard is valid for twelve months from the date of issue. On behalf of the TOCs, ATOC is responsible for managing the provision of the Railcard. ATOC is now seeking an experienced and highly professional supplier to provide a comprehensive range of services in relation to the management of the Railcard. The invitation to tender documentation to be issued following this notice will more accurately describe the full extent of ATOC's requirements but in outline terms the following will be required of the supplier: 
— act as the rail industry focal point for the provision and management of railcard services to disabled people. This will require responding to the needs of disabled persons in an attentive and understanding manner; 
— receive and act on in a timely manner telephone enquiries, emails and electronic information relating to the renewal and purchase of disabled persons railcards; 
— provision and maintenance of a dedicated telephone number and sufficient telephone lines and email address and national rate minicom/textphone to provide the services; 
— provision of adequate call centre facilities to perform the services. It is not a requirement that such facilities be dedicated to the provision of the services; 
— sell and renew disabled persons railcards and answer enquiries relating to disabled persons railcards and other information related to the provision of services to disabled persons; 
— provision and maintenance of a computer database capable of performing the services in particular holding and processing railcard data; reporting; and accounting. Whilst the requirement is not to develop a new system to cover the services the database should be capable of performing a full range of services commensurate with a service of the nature described in this notice. The system must be scalable and capable of accommodating future changes to the services; 
— provision and maintenance of all stationary and equipment necessary to perform the services and procure supply of railcards through Rail Settlement Plan ("RSP"; 
— settle funds to RSP flowing from sale of railcards in a timely manner; 
— data management and fulfillment of internet-sales; 
— provision of sales and other management information to ATOC; and. 
— provision of financial bond or bank letter of guarantee representing 3 months of sales revenue to protect ATOC and RSP from payment default. 
II.1.6) Common procurement vocabulary (CPV): 
74831120, 72320000, 30252000, 74423000, 75100000.
II.1.7) Contract covered by the Government Procurement Agreement (GPA): 
II.1.8) Division into lots: 
II.1.9) Variants will be accepted: 
Yes. 
II.2) QUANTITY OR SCOPE OF THE CONTRACT 
II.2.1) Total quantity or scope: 
II.2.2) Options: 
No. 
II.3) DURATION OF THE CONTRACT OR TIME LIMIT FOR COMPLETION: 
Duration in months: 60 (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: 
III.1.2) Main financing conditions and payment arrangements and/or reference to the relevant provisions regulating them: 
III.1.3) Legal form to be taken by the grouping of economic operators to whom the contract is to be awarded: 
[bookmark: III.]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: 
III.2.2) Economic and financial capacity: 
III.2.3) Technical capacity: 
III.2.4) Reserved contracts: 
III.3) CONDITIONS SPECIFIC TO SERVICES CONTRACTS 
III.3.1) Execution of the service is reservedto a particular profession: 
III.3.2) Legal persons should indicate the names and professional qualifications of the staff responsible for the execution of the service: 
SECTION IV: PROCEDURE
IV.1) TYPE OF PROCEDURE 
[bookmark: IV.]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: 
IV.3) ADMINISTRATIVE INFORMATION 
IV.3.1) File reference number attributed by the contracting entity: 
IV.3.2) Previous publication concerning the same contract: 
IV.3.3) Conditions for obtaining specifications and additional documents: 
IV.3.4) Time limit for receipt of tenders or requests to participate: 
26.2.2008 - 12:00. 
IV.3.5) Language(s) in which tenders or requests to participate may be drawn up: 
English. 
IV.3.6) Minimum time frame during which the tenderer must maintain the tender: 
IV.3.7) Conditions for opening tenders: 
SECTION VI: COMPLEMENTARY INFORMATION
VI.1) THIS IS A RECURRENT PROCUREMENT: 
VI.2) CONTRACT(S) RELATED TO A PROJECT AND/OR PROGRAMME FINANCED BY COMMUNITY FUNDS: 
[bookmark: VI.]VI.3) ADDITIONAL INFORMATION: 
In their responses respondents must demonstrate the following: 
— that they have substantial experience of customer service work in a telesales environment preferably in the provision of services to disabled people; 
— good understanding of the UK franchised rail network and products sold by the TOCs particularly the Railcard. 
— evidence of sound & rigorous management practices commensurate with a service of this nature including ticket issue and distribution, appropriate staff training, data protection and security in relation to payment handling and ticket stock holding; 
— that they have adequate experience of undertaking database administration and related management services. This will include data input, compilation, interrogation and reporting; and. 
— that they have sufficient resources and office accommodation to undertake the services. 
Respondents should also be able to demonstrate that that they have a sound working knowledge of the provisions of relevant UK disability legislation and how it applies to the services described in this notice. 
Respondents should also have at least three years of experience in the provision of similar services to those described in this notice to disabled people. 
Responses are invited from suitably qualified companies. Responses to this notice should be submitted electronically to the email address set out in this notice and should not exceed 5 pages. 
ATOC shall select successful respondents to receive an invitation to tender. 
(MT Ref:57138). 
VI.4) PROCEDURES FOR APPEAL 
VI.4.1) Body responsible for appeal procedures: 
VI.4.2) Lodging of appeals: 
VI.4.3) Service from which information about the lodging of appeals may be obtained: 
VI.5) DATE OF DISPATCH OF THIS NOTICE: 
12.2.2008. 

