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Upnangua-Abu6nuH: Ycnyrn Ha ueHTpoBe 3a ycnyru ypes teniedpoHHU obaxaaHuaA
OJ S 237/2023 08/12/2023

O6siBneHue 3a Bb3r0XeHa Nnopbyka

Yenyru

lMpaBHO OCHOBaHMe:
Onpektuea 2014/24/EC

Pazpen |: Bb3anaraw, opraH

.1. HaumeHoBaHue u agpecu
OdmumanHo HaumeHoBaHue: National Transport Authority
HaumnoHnaneH perncrtpaumoHeH Homep: N/A
MoweHckn agpec: Dun Sceine
"pag: Dublin
kog NUTS: IE Eire / Ireland
Ovpxaea: Mpnangusa
Jlnue 3a koHTakT: Niamh Bennett
EnektpoHHa nowa: Niamh.bennett@nationaltransport.ie
TenedoH: +353 18798300
dakc: +353 18798333
WHTepHeT agpec/u:
OcHoBeH agpec: www.nationaltransport.ie
Appec Ha npocduna Ha kynysaya: https://irl.eu-supply.com/ctm/Company/Companylnformation
/Index/1149

.4. Bup Ha Bb3narawms opraH
HaunoHanHa unu cdoegepanHa areHums/cnyxba

.5. OcHoBHa genHocT
Opyra genHocT: Transport

Paspen Il: NMpeameT

I.1. O6xBaT Ha obLecTBeHaTa NoOpbUkKa

I.1.1. HaumeHOBaHue
Provision of Contact Centre Services (Located On The Island Of Ireland) Including Associated
Software Solutions
PedepeHTeH Homep: DEC181293-2020

I.1.2. OcHoBeH CPV kop
79512000 Ycnyru Ha LeHTpoBe 3a ycrnyrn Ypes TenedoHHn obaxkgaHus

1.1.3. Bup Ha nopbuka
Ycnyru

I.1.4. KpaTtko onucaHue
The National Transport Authority (NTA) plans to implement a Consolidated Contact Centre
(CCC), located on the island of Ireland, under the Transport For Ireland (TFI) brand. The NTA
is seeking to engage a suitable party to provide the following services: to own and drive the
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mobilisation of the new CCC and transition of the existing customer contact capabilities to a
CCQC,; to deliver a solution set to enable the CCC to meet its desired business outcomes and
enable the CCC to meet business SLAs & KPIs; to manage the running of the CCC and
corresponding processes and systems to support all customer interaction; to drive continuous
improvement across the CCC to maximise customer experience & efficiency; to achieve &
maintain compliance in relation to PCIl, GDPR, Irish language and security standards; to
manage operational risks; and to enable the NTA to meet its accessibility requirements.
Further details are provided in the pre-qualification documents attached to this contract notice.

1.1.6. UHdpopmauma oTHOCHO o60coBGeHUTe NO3ULUMN
HacToswarta nopbyka e pasgeneHa Ha 06ocobeHn No3mLmnn: He

1.1.7. O6wa cTONHOCT Ha obLwecTBeHaTa Nopbyka
CtonHocT, 6e3 ga ce Bknoysa AC: 42 000 000,00 EUR

I.2. OnucaHue

1.2.2. JonbnHutenHu CPV kogooBe
48333000 CodTyepHM NakeTn 3a ynpasreHne Ha kopecnoHgeHums, 48900000 dpyru
cobTyepHn NakeTn n onepaumoHHn cuctemmn, 64200000 JanekocbobLmnTenHm ycnyru,
64210000 Ycnyru no npeHoc Ha AaHHW 1 cbobeHuns, 64214200 Ycnyru Ha TenedoHHU
HomepaTtopu, 64216000 EnekTpoHHN CbOBLWEeHNA n HAOPMaLUMOHHN ycnyr, 64220000
[anekocbobuwmTenHn ycnyrn, 6e3 ycrnyri no NpeHoc Ha JaHHU U CcbobLeHns, 72212333
Ycnyru no paspaboTtBaHe Ha codTyep 3a ynpaBrneHue Ha kopecnoHaeHums, 72253000 Ycnyru
B MOMOLL, Ha NoTpebuTenuTe 1 nogabpXxaHe Ha cuctemun, 72253100 Ycnyru B nomoLy Ha
notpebutenute, 72300000 Ycnyrm no npegaBaHe n 06paboTka Ha aaHHK, 72421000 Ycnyru
no paspaboTBaHe Ha NPUNOXEHUS KNMEHTU 3a VIHTepHeT nnu nnutpanet, 75130000
CnomaraternHum ycnyru 3a obpXaBHOTO ynpasreHue kato usano, 79342300 Ycnyru 3a
notpebutenute, 79342320 Ycnyru, cBbp3aHu ¢ obcnyxBaHe Ha noTpebuTtenuTte cnea
npogaxbara, 79500000 CekpeTapcku 1 NpeBoAavYeCckn yCryru; yCnyrm no pasmHo)KaBaHe,
79510000 Ycnyru, npegoctaBeHn ypes TenedoH, 79511000 Ycnyrn no npexsbpnsaHe Ha
TenegoHHM NOBUKBAHUS

11.2.3. MsicTo Ha usanbnHeHue
kog NUTS: UKN Northern Ireland
koa NUTS: IE Eire / Ireland
OcHOBHO MSACTO Ha u3nbliHeHue: Island of Ireland

1.2.4. OnucaHue Ha o6LecTBeHaTa Nopb4ka
As part of it's customer contact strategy, the National Transport Authority (NTA) plans to
implement a Consolidated Contact Centre (CCC), located on the island of Ireland, under the
Transport For Ireland (TFI) brand. The CCC will be the primary customer service contact point
for services provided by the transport operators, some ticketing service providers and some
ticketing offerings controlled by the NTA such as mTicketing, Taxsaver and Next Generation
Ticketing. The NTA is seeking to engage a suitable party to provide the following services: * to
own and drive the mobilisation of the new CCC and transition of the existing customer contact
capabilities to a CCC to support the traveling customer; ¢ to deliver a solution set to enable the
CCC to meet its desired business outcomes, support business processes and enable the CCC
to meet business Service Level Agreements (SLA) and Key Performance Indicators (KPI); « to
manage the day-to-day running of the CCC and the corresponding processes and systems to
support all customer interaction; ¢ to drive continuous improvement across the CCC and its
stakeholder group in order to maximise customer experience and maximise efficiency; « to
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achieve and maintain compliance in relation to Payment Card Industry (PCl) compliance,
GDPR compliance, Irish language and security standards; « to manage operational risks; * to
enable the NTA to meet its accessibility requirements; and « to enable the NTA to offer contact
centre services to Commercial Bus Operators and other private services.

Candidates should note that it will be a condition of the Contract that the Consolidated Contact
Centre must be located on the island of Ireland. As the Consolidated Contact Centre will form
an integral and important part of Ireland's public transport network, the NTA requires that the
Consolidated Contact Centre is located on the island of Ireland. This is to: facilitate its
integration into the overall Irish public transport network;

ensure the required level of communication, co-operation and co-ordination with the other
stakeholders in that network including the NTA, transport operators and customers; and

allow the NTA access to premises and staff to monitor service delivery and to ensure that
services are delivered in a way that complies with all contractual requirements including KPIs.
Tenderers will be required to agree to this condition as part of their ITN submission at ITN
stage & to comply with any other conditions as may be further explained in the tender
documents.

Further details are provided in the pre-qualification documents attached to this contract notice.

1.2.5. Kputepuu 3a Bb3naraHe
LleHa

1.2.11. UHdopmauma OTHOCHO onuuuTe
Onuwnu: He

1.2.13. UHcopmauus oTHOCHO cpeacTBa oT EBponenckus cbro3
O6LecTBeHaTa Nopbyka € BbB BPb3Ka C NPOEKT U/unu nporpama, nHaHcmpaH/a cbe
cpeacrtBa oT EBponenckusa cuios: He

1.2.14. JonbnHuTenHa uHdopmauma
Candidates should note that it will be a condition of the Contract that the CCC must be located
on the island of Ireland,as the CCC will form an integral&important part of Ireland's public
transport network. Tenderers will be required to agree to this condition as part of their ITN
submission at ITN stage&to comply with any other conditions as may be further explained in
the tender documents.

Paspgen IV: NMpoueaypa

IV.1. OnucaHue

IV.1.1. Bua npoueaypa
CbcresaTenHa npoueaypa ¢ JoroBapsiHe

IV.1.3. UHdopMaLms OTHOCHO paMKOBO cropa3yMeHUe Unu AMHaMU4YHa cucTema 3a NOKynKu

IV.1.8. UHdopmaumsa oTHocHo Cnopa3ymMeHUeTo 3a AbpxaBHU nopbUku (GPA)
O6LecTBeHaTa nopbyka nonaga B o6xsata Ha CnopasyMeHNeTo 3a AbpXKaBHM NOPBHYKU
(GPA): pa

IV.2. AgMmuHucTpaTMBHa nHcpopmaums

IV.2.1. MpeguwHa ny6nukaumMsa oTHOCHO Ta3u npoueaypa
Homep Ha o6asneHueTo B OB Ha EC: 2020/S 243-602078
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IV.2.8. UHdopmauma OTHOCHO NpeKpaTaBaHe Ha AMHaAMU4YHa CUCTEeMa 3a NOKYMNKU

IV.2.9. UHdopmauma oTHOCHO NpekpaTABaHe Ha cbCTe3aTeriHa npoueaypa, o6sBeHa vpe3s
obsiBneHue 3a npeaBapuTenHa uHdopmauus

Pazpgen V: Bb3naraHe Ha nopb4kara

Mopbuka Ne: 1

HaumeHoBaHwue:
Provision of Contact Centre Services including Associated Software Solutions

Bb3noxeHa e nopbyka/obocobeHa no3nums: ga
V.2. Bb3naraHe Ha nopb4KaTa

V.2.1. [arta Ha cKknio4uBaHe Ha aorosopa
20/11/2023

V.2.2. UHcopmaumsa oTHOCHO ochepTun
Bpon Ha nonyyeHuTe odepTu: 2
Bpon Ha oepTuTe, NONyYEeHU NO eNEeKTPOHEH NbT: 2
MNMopbykaTa € Bb3noxeHa Ha rpyna oT UKOHOMWYECKN OnepaTopu: He

V.2.3. HaumeHoBaHue n agpec Ha U3NbITHUTENA
OdmumanHo HaumeHoBaHue: Capita Customer Solutions Limited
HauunoHaneH pernctpaunoHeH Homep: 377757
MoweHckn agpec: Unit B, West Cork Business and Technology Park
Npaa: Clonakilty
kog NUTS: IE05 Southern
Obpxaea: Mpnangusa
EnektpoHHa nowa: kieran.platt@capita.com
TenedoH: +353 864110186
WHTepHeT agpec: http://www.capita.com
NanbnHutenat e MCI1: He

V.2.4. UHcpopmaumusa OTHOCHO CTOMHOCTTA Ha nopb4kaTa/o6ocobeHaTa no3mums
O6Lwa cTonHocT Ha nopbykaTta/obocobeHaTta nosuums: 42 000 000,00 EUR

V.2.5. UHcpopmauus OTHOCHO Bb3naraHeTo Ha noauM3nbiHUTeNn/u
Pazpen VI: QJonbnHutenHa nHdopmauums

VI1.3. JonbnHuTtenHa nHdopmauma
The contracting authority will not be responsible for any costs, charges or expenses incurred
by candidates or tenderers relating to this contract award procedure irrespective of the
outcome of the competition, or if the competition is postponed or cancelled. All costs incurred
by interested parties in participating in this competition must be borne by them.
Any contract award will be subject to a number of preconditions, including production of a
current tax clearance certificate or tax clearance statement from the Revenue Commissioners
in Ireland.
The contracting authority may terminate this competition (or any part thereof), change the
basis of and the procedures for the bidding process, at any time, or procure the project by
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alternative means if it appears that the project can thereby be more advantageously procured.
The most economically advantageous or any tender will not automatically be accepted.
Refer to pre-qualification documents for further information.

VI.4. Mpoueaypwm no obxxanBaHe

Vi.4.1. OpraH, KONTO OTroBaps 3a npoueaypuTe no obxanBaHe
OdmumanHo HanmeHoBaHue: High Court of Ireland
MoweHckn agpec: Four Courts, Ground Floor, (East Wing), Inns Quay
"pag: Dublin 7
Ovpxaea: Mpnangusa
EnekTpoHHa nowa: highcourtcentraloffice@courts.ie
TenedoH: +353 18886000
dakc: +353 18886125
WNHTepHeT agpec: http://www.courts.ie

VI1.4.3. MNMopmaBaHe Ha Xxano6u
ToyHa nHdopmaumsa OTHOCHO KpaeH CPokK/KpaniHM CPOKOBE 3a NofaBaHe Ha xanbw:
As set out in S.I. No. 130/2010 European Communities (Public Authorities' Contracts) (Review
Procedures) Regulations 2010 (in particular Regulation 7 thereof).

VL.5. [lata Ha u3npallaHe Ha HaCTOSALOTO O6ABNEHne
05/12/2023
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