744167-2023 - ATroTéAeopua See the notice on TED website

IpAavdia-AouBAivo: Kévrpo KARoEwv
OJ S 237/2023 08/12/2023
N'vwoTtoTtroinon cuvag@Btiocag cuppaong
YTnpeoieg

NouikA Bdon:
Obdnyia 2014/24/EE

TuApa I: AvaBérouoa apyn

1.1. Emrwvupia kai dieubivoeig
Emrionun emmwvupia: National Transport Authority
ApiBuég Tautotroinong: N/A
Tay. 6ieuBuvon: Dun Sceine
M6AN: Dublin
Kwdiké¢ NUTS: IE Eire / Ireland
Xwpa: IpAavdia
Appodiog yia TAnpogopies: Niamh Bennett
HAekTpovikd Taxudpopeio: Niamh.benneti@nationaltransport.ie
TnAépwvo: +353 18798300
@ag: +353 18798333
AigvBuvon(-¢16) oTo diadikTuo:
"evikn dievBuvon: www.nationaltransport.ie
AiguBuvaon Tou TTpoik ayopaoTh: https://irl.eu-supply.com/ctm/Company/Companylnformation
/Index/1149

.4. Eidog Tng avabéTouocag apxng
EBvikn 1 opooTtTovdiakr uttnpeaia/ypageio

1.5. KUpia dpactnpiéoTnta
AMN\eg dpaoTtnpidTnTEG: Transport

TuAua ll: AvTikeigevo

I.1. E0pog Tng ouppaong

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

1.1.2. Kwdikég kupiou Ae§ihoyiou CPV
79512000 KévTpo KANoEwv

1.1.3. Eidog ouuBaong
YTINpeoieg

1I.1.4. ZOvtoun Trepiypaen
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. MAnpo@opieg OXETIKA PE TA TUAMATA
H Trapouca cupBacn utrodiaipeital o€ THAPaATa: oxl

1.1.7. ZuvoAikn adia Twv TTpoundsiwyv
Atia xwpic ®I1A: 42 000 000,00 EUR

I.2. Mepiypaen

1.2.2. EmimrAéov Kwdik6g(-0i) CPV
48333000 Makéta Aoyiopikou diaxeipiong eragwy, 48900000 Aidpopa TTaKETA AOYICHIKOU Kal
OUOTAMATA NAEKTPOVIKWYV UTToAOYIoTWY, 64200000 YTTnpeoicg TRAETTIKOIVWVIWY, 64210000
YT1npeoieg TNAE@wViag Kal geTddoong dedopévwy, 64214200 YTINpeoieg TNAEQWVIKOU KEVTPOU,
64216000 YTTnpeaieg NAEKTPOVIKWY UNVUPATWY Kal TTAnpogopiwy, 64220000 YTTnpeoicg
TNAETTIKOIVWVIWV EKTOG aTTO UTTNPETIEG TNAEQWVIOG Kal peTddoong dedopévwy, 72212333
YT1npeoieg avatmtuéng Aoyiopikou diaxeipiong emagwy, 72253000 Mpapun dueong Bondeiag
Kl UTTNPECieg uTTooTHPIENG, 72253100 YTTnpeoieg ypauung aueong BorBeiag, 72300000
YT1npeoieg dedouévwy, 72421000 YTTnpeoieg avamTuéng epapuoywy TTeAatwyv AiadikTiou 1
evOOBIKTUWV (IvTpaveT), 75130000 BonBnTikéG KpaTikéG utTnpEeoieg, 79342300 YTTnpeoieg
TreAateiag, 79342320 YTnpeaieg eEuttnpéTnong reAatwy, 79500000 YTrnpeoieg utrooThpIEng
ypageiou, 79510000 YTrnpeoieg ammokpiong TNAEQWVIKWY KAHoewv, 79511000 YTrnpeoicg
TNAEQWVNTWV

1.2.3. ToTmrog ekTéAeong
Kwdikog NUTS: UKN Northern Ireland
Kwdikég NUTS: IE Eire / Ireland
KUpiog 101106 ) ToTr0B0ia ekTéAeong: Island of Ireland

1.2.4. Nepiypagn Tng ocuuBaong
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
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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. Kpitipia avdBeong
Tiun

1.2.11. TIAnpo@opieg OXETIKA JE SIKAIWHATH TTPOAIPEONG
AlkaiwpaTa Tpoaipeong: oxl

1.2.13. TAnpo@opicg oxeTikd e Ta Tapgia Tng Eupwtraikig ‘Evwong
H oUpBaon oxetiCeTal ye €pyo A/kal TTpdypapua xpnpoTodoToupevo ato Ta Taueia Tng
EupwTraikng Evwong: oxl

1.2.14. ZuptrAnpwHATIKEG TTANPOPOPIES
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.

TuApa IV: Aladikaoia

IV.1. Neprypaen

IV.1.1. Eidog diadikaoiag
AvTtaywvioTIKA diadikaoia pe dlaTTpayudTeucn

IV.1.3. MNMAnpo@opieg OXETIKA pe CUNPWVIA-TTAAicIO | SUuVaNIKO cUOTHUO ayopwWV

IV.1.8. MAnpogopiteg yia Tn Zupwvia Tepi Anpociwv MpounBeiwv (GPA)
H oUpBaon KaAUTITETAI ATTO TN ZUPQWVia TTepi Anuoaiwv MNpounBeiwv: vai

IV.2. AioiknTikéG TTAnpOQOpPIES

IV.2.1. MponyoUuevn dnuocisuon OXETIKA HE TNV £V AOyw diladikaoia
ApiB. TrpokApugng otnv EE S: 2020/S 243-602078

IV.2.8. MNMAnpo@opieg oXETIKA pe TN AREN SUVOUIKOU CUGTANATOG AYOPpWYV

IV.2.9. MAnpo@opieg oxeTika pe Tn AN diadikaciag cuvayng cuupaong utrd Tn Hopen
TTPOKATAPKTIKNG TTPOKNPUENG
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TuApa V: Avdlson cuufaong

20uBaon apiB.: 1

TiTAog:
Provision of Contact Centre Services including Associated Software Solutions

AvaBeon ouppaong/TuANATOG: val
V.2. Avdbeon ocuppaong

V.2.1. Huegpopunvia cuvayng tng cuppaong
20/11/2023

V.2.2. TIAnpo@opieg OXETIKA UE TIG TIPOCPOPES
ApIBudG TTpOooPOpPWYV TTOU TTAPEANPONCav: 2
ApIBu6C TTpoCcPopwWYV TTOU TTAPEANPONCAV UE NAEKTPOVIKG péoa: 2
H oupBaon avatédnke ae OUIAO OIKOVOUIKWY POPEWV: OXI

V.2.3. Emrwvuia kai 31e0Buvon Tou avadoyou
Emionun emmwvuyia: Capita Customer Solutions Limited
ApiBuég TauTotroinong: 377757
Tay. dieuBuvon: Unit B, West Cork Business and Technology Park
MéAN: Clonakilty
Kwdikdg NUTS: IEO05 Southern
Xwpa: IpAavdia
HAekTpovikd Taxudpoueio: kieran.platt@capita.com
TnAépwvo: +353 864110186
AieuBuvon oto diadikTuo: hitp://www.capita.com
O avadoyog sivar MME: oxi

V.2.4. TIAnpo@opieg OXETIKA Y€ TNV agia Tng oUPBACNG/TOU TUAHATOG
2UVOAIKR agia TG ouuBaong/Tou TuAuartog: 42 000 000,00 EUR

V.2.5. MNMAnpo@opieg oXeTIKA e utTEpYOAaBia
TuApa VI: Np6éc0eTeg TTANPOPOPIES

VL.3. ZuptmrAnpwpHaTIKEG TTANPOPOpPIES
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.
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VI.4. Aiadikaoieg TTpoo@UYAS

Vi.4.1. ®opéag apuddiog yia Tig S1adIKaCiEg TTPOCPUYNG
Emionun emmwvuyia: High Court of Ireland
Tay. dieuBuvon: Four Courts, Ground Floor, (East Wing), Inns Quay
M6An: Dublin 7
Xwpa: IpAavdia
HAekTpovikd Taxudpopueio: highcourtcentraloffice@courts.ie
TnAépwvo: +353 18886000
dat: +353 18886125
AievBuvon oTo diadikTuo: http://www.courts.ie

VI1.4.3. YmoBoARn Trpoceuywyv
AkpIBeig TTANpoOQOpPIEG OXETIKA PE TNV (TIG) TTPOBECHIa(-£G) yia TNV UTTOBOAA TTPOCPUYWV:
As set out in S.1. No. 130/2010 European Communities (Public Authorities' Contracts) (Review
Procedures) Regulations 2010 (in particular Regulation 7 thereof).

VI.5. Huegpounvia amrooTtoARg TNG TTapOoUoag TTPOKAPUENS
05/12/2023
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