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Irsko-Dublin: Call centra

OJ S 237/2023 08/12/2023

Oznameni o vysledku zadavaciho fizeni
Sluzby

Pravni zaklad:
smérnice 2014/24/EU

Oddil I: Verejny zadavatel

1. Nazev a adresa
Ufedni nazev: National Transport Authority
Narodni identifikacni Cislo: N/A
Postovni adresa: Dun Sceine
Obec: Dublin
Koéd NUTS: IE Eire / Ireland
Zemé: Irsko
Kontaktni osoba: Niamh Bennett
E-mail: Niamh.bennett@nationaltransport.ie
Tel.: +353 18798300
Fax: +353 18798333
Internetové adresy:
Hlavni adresa: www.nationaltransport.ie
Adresa profilu zadavatele: https://irl.eu-supply.com/ctm/Company/Companylnformation/Index
/1149

I.4. Druh verejného zadavatele
Celostatni ¢i federalni urad/agentura

I.5. Hlavni predmét ¢innosti
Jiné &innosti: Transport

Oddil ll: Predmét

I.1. Rozsah verejné zakazky

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

I1.1.2. Hlavni kéd CPV
79512000 Call centra

I.1.3. Druh zakazky
Sluzby

I.1.4. Strucny popis
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.

I.1.6. Informace o ¢astech
Zakazka je rozdélena na Casti: ne

I.1.7. Kone€na hodnota verejné zakazky
Hodnota bez DPH: 42 000 000,00 EUR

I.2. Popis

I.2.2. Dodatecny(-é) kéd(-y) CPV
48333000 Balik programu pro spravu kontaktua, 48900000 Ruzné baliky programu
a pocitaCové systémy, 64200000 Telekomunikaéni sluzby, 64210000 Telefonni sluzby
a pfenos dat, 64214200 Sluzby telefonnich ustfeden, 64216000 Sluzby elektronického
zpracovani zprav a dat, 64220000 Telekomunika¢ni sluzby kromé telefonli a pfenosu dat,
72212333 Vyvoj programového vybaveni pro spravu kontaktl, 72253000 Help desk
a podplrné sluzby, 72253100 Help desk, 72300000 Datové sluzby, 72421000 Vyvojové
sluzby internetovych nebo intranetovych klientskych aplikaci, 75130000 Podpudrné sluzby pro
vladni instituce, 79342300 Sluzby zakaznikim, 79342320 Péce o zakazniky, 79500000
Pomocné kancelafské sluzby, 79510000 Telefonni sluzby pro nepfitomné ucastniky,
79511000 Sluzby telefonistek

1.2.3. Misto pInéni
Kéd NUTS: UKN Northern Ireland
Kod NUTS: IE Eire / Ireland
Hlavni misto dodani nebo plnéni: Island of Ireland

I.2.4. Popis zakazky
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
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.
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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. Kritéria pro zadani zakazky
Cena

1.2.11. Informace o opcich
Opce: ne

11.2.13. Informace o financovani z prostiedkl Evropské unie
Zakazka se vztahuje k projektu a/nebo programu financovanému z prostfedk Evropské unie:
ne

1.2.14. Dalsi informace
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.

Oddil IV: Rizeni

IV.1. Popis

IV.1.1. Druh fizeni
Jednaci fizeni s uvefejnénim

IV.1.3. Informace o ramcové smlouvé nebo dynamickém nakupnim systému

IV.1.8. Informace o Dohodé o verejnych zakazkach (GPA)
Na zakazku se vztahuje Dohoda o vefejnych zakazkach: ano

IV.2. Administrativni informace

IV.2.1. Predchozi zverejnéni tykajici se tohoto fizeni
Cislo oznameni v UF. vést. fady S: 2020/S 243-602078

IV.2.8. Informace o ukonéeni dynamického nakupniho systému

IV.2.9. Informace o ukon¢eni vyzvy k uéasti v soutézi oznamené prostrednictvim predbézného
oznameni

Oddil V: Zadani zakazky
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Zakazka ¢.: 1

Nazev:
Provision of Contact Centre Services including Associated Software Solutions

Zakazkal/Cast je zadana: ano
V.2. Zadani zakazky

V.2.1. Datum uzavieni smlouvy
20/11/2023

V.2.2. Informace o nabidkach
Pocet obdrzenych nabidek: 2
Pocet nabidek obdrZzenych elektronickou cestou: 2
Zakazka byla zadana skupiné hospodarskych subjektl: ne

V.2.3. Nazev a adresa dodavatele, kterému byla zakazka zadana
Ufedni nazev: Capita Customer Solutions Limited
Narodni identifikacni Cislo: 377757
Postovni adresa: Unit B, West Cork Business and Technology Park
Obec: Clonakilty
Kéd NUTS: IE05 Southern
Zemé: Irsko
E-mail: kieran.platt@capita.com
Tel.: +353 864110186
Internetova adresa: http://www.capita.com
Dodavatelem je maly ¢i stfedni podnik: ne

V.2.4. Udaje o hodnoté zakazky/éasti
Kone&na hodnota zakazky/polozky: 42 000 000,00 EUR

V.2.5. Informace o subdodavkach
Oddil VI: Doplnujici informace

VI.3. Dalsiinformace
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
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.

VI1.4. Pfezkumna fizeni

Vi.4.1.
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Organ prislusny k prezkumu

Ufedni nazev: High Court of Ireland

Postovni adresa: Four Courts, Ground Floor, (East Wing), Inns Quay
Obec: Dublin 7

Zemé: Irsko

E-mail: highcourtcentraloffice@courts.ie

Tel.: +353 18886000

Fax: +353 18886125

Internetova adresa: http://www.courts.ie

V1.4.3. Prezkumné fizeni
Presné informace o lhatach pro pfezkumna fizeni:
As set out in S.I. No. 130/2010 European Communities (Public Authorities' Contracts) (Review
Procedures) Regulations 2010 (in particular Regulation 7 thereof).

VI.5. Datum odeslani tohoto oznameni
05/12/2023
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