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Attachment 3
Scope of Service 

(1) Air Ticket

1. The Contractor shall identify and propose the most appropriate and cost-effective air itinerary options, verify visa requirements associated with the proposed routing, and reserve seats for both international and domestic travel in full compliance with IVI Travel Policies and Procedures.
The Contractor shall at all times remain fully conversant with, and adhere strictly to, IVI Travel Policies and Procedures in the performance of all services. 

2. The Contractor shall issue and deliver air tickets in a timely manner, ensuring that all applicable IVI corporate discount rates are applied where available. The Contractor shall provide advance notification of ticketing deadlines and clearly communicate all applicable fare rules and conditions, including those governing refunds, cancellations, and changes.
The Contractor shall promptly notify IVI of any airport closures, delays, cancellations, or other disruptions that may impact travel arrangements. Such notifications shall be provided as soon as the information becomes available and sufficiently in advance of scheduled departure times to allow for appropriate action.

3. The Contractor shall coordinate with International SOS, IVI’s designated service provider, to ensure the timely transmission of traveler and ticketing data through the GDS to support traveler tracking and emergency response. The Contractor shall ensure that all necessary system configurations and pre-arrangements with International SOS are in place to facilitate this process.

4. The Contractor shall establish, maintain, and update individual traveler profiles, ensuring accuracy and compliance with applicable regulatory, airline, and destination requirements. 

5. The Contractor shall support IVI in the establishment and management of corporate agreements with airlines and shall provide relevant information on negotiated corporate fares and benefits. 

6. The Contractor shall provide timely, accurate, and comprehensive support in response to all inquiries related to air travel services, including but not limited to check-in procedures, baggage allowances, special service requests, and other relevant travel information. 

7. The Contractor shall, upon request, issue invoices for air tickets in a format compliant with IVI and donor reporting requirements.



(2) Visa 

1. The Contractor shall, upon request, assist IVI staff in obtaining required visas in a timely and efficient manner. This shall include providing relevant application forms and guidance, supplying accurate and up-to-date visa information (including e-visas and visas on arrival), submitting visa applications where authorized, collecting issued visas on behalf of IVI staff, and maintaining appropriate records of all visa-related transactions. 

2. The Contractor shall provide secure and reliable pick-up and delivery services for visa application documents and issued visas, ensuring proper handling and confidentiality at all times. 

3. The Contractor shall establish, maintain, and update individual traveler visa records to ensure accuracy and compliance with applicable local regulations and entry requirements.


(3) Report

1. The Contractor shall submit monthly invoices for payment, accompanied by complete supporting documentation. Such documentation shall include, at a minimum, the traveler’s name, ticket details, total cost, cost savings achieved, CO₂ emissions associated with travel, and any other relevant information as required by IVI. A sample form is attached and may be modified subject to IVI’s approval. .

2. The Contractor shall provide a monthly travel report containing comprehensive analytical data, including but not limited to top destinations, frequent travelers, preferred airlines, travel patterns, and CO₂ emissions generated from air travel. 
A sample reporting template will be provided and may be updated without notice. 

(4) Others

1. The Contractor shall provide emergency support services to address urgent travel changes arising from flight delays, airline strikes, unforeseen events, or accidents occurring outside regular business hours, including weekends and holidays. The Contractor shall ensure that designated emergency personnel possess, at a minimum, basic English proficiency for verbal communication and business-level proficiency for written communication.
The Contractor shall clearly define and document the operational process for the provision of such emergency services.

2. The Contractor shall provide timely advice and updates on destination-specific requirements and conditions, including but not limited to security, immigration, customs, visa documentation, and vaccination requirements.

3. The Contractor shall provide guidance on market practices and emerging trends that may result in cost savings for IVI. This shall include identifying opportunities for optimization and providing information on relevant training sessions, conferences, or industry events that support knowledge development in travel management. 

4. The Contractor shall participate in regular review meetings with IVI at least once per year and in ad hoc meetings as required to discuss performance, service delivery, and continuous improvement.

5. The Contractor shall be liable for any loss or damage arising from its negligence or misconduct in connection with IVI’s business travel arrangements and shall take prompt and appropriate corrective actions.

6. The Contractor shall provide other travel-related information and services as requested by IVI. Such services may include, but are not limited to, provision of data and quotations for budget planning, hotel information and reservations, and advisory support for the improvement of IVI travel policies and procedures.
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