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INSTRUCTIONS TO BIDDERS 

(Please read in conjunction with the Bid Data Sheet [BDS]) 
 

TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 
 
 

A. General 
 

1. Scope of Bid 
 

1.1. The Asian Development Bank (hereinafter referred to as “ADB”) wishes to 
receive bids from prospective bidders for the provision of Service as 
described in the Bid Data Sheet (BDS).  

 
1.2. The successful bidder (herein referred to as ‘Contractor”) shall provide 

ADB with  full, prompt, accurate and expert international travel products 
and services as set forth in the Work Performance Statement (WPS) 
[Appendix 1],  through the deployment and supervision of highly skilled, 
trained and experienced professionals who will provide the Services 
within ADB Headquarters, in accordance with the policies, standards and 
procedures established by ADB, for an initial  period of three (3) years, 
from 1 October 2016 to 30 September 2019.  

 
1.3. The Services shall be complete in all respect, and shall include the costs 

of equipment, labor, supervision, and all other appropriate costs or fees in 
accomplishing the Services. 
  

1.4. The sealed Bids should be completed and submitted to ADB in accordance 
with the provisions contained in the "Instructions to Bidders". 

 
2. Qualifications of the Bidder 
 

2.1. To be qualified for the bidding, the Bidder must: 
 
(i) Have the nationality of an eligible country in accordance with 

Appendix 12 – List of ADB Eligible Member Countries.  A Bidder 
shall be deemed to have the nationality of a country if the Bidder 
is a citizen, or is constituted, or incorporated, and operates in 
conformity with the provisions of the laws of that country; 
 

(ii) Have an independent legal existence of not less than five (5) 
years as a travel agency validly registered with the Philippine 
Government;  
 

(iii) Have a sound financial and credit position showing an average 
annual gross sales of at least $1.5M, over the past three (3) years 
from 2013 to 2015 ; 
 

(iv) Be an accredited International Air Transport Association (IATA) 
travel agency duly licensed to operate in the Philippines; 
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(v) Currently maintain at least forty (40) regular personnel in travel 
reservations, ticketing and financial transaction support- related 
area (for Module A bid), and/or a minimum of ten (10) regular 
personnel in documentation-related area (for Module B bid); 
 

(vi) Currently maintain at least three (3) travel service contracts with 
international organizations / leading multinational companies; 
 

(vii) Currently use a leading GDS, such as Amadeus, Sabre (Abacus) 
or Travelport (for Module A bid only); and 
 

(viii) Not be under a declaration or record of ineligibility for corrupt and / 
or fraudulent practices issued or kept by ADB. 
 

2.2. In the case of joint ventures (JV), the qualifications and experience of all 
firms in the JV will be considered as if the JV is a single Bidder. At least 
one firm in the JV must be a legally registered commercial enterprise 
established in the business of providing the required Goods and Services 
or a subsidiary of a legally registered company. ADB will require the 
identification of the JV partners and either a copy of the agreement 
entered into by the JV partners or the commitment to enter into a joint 
venture agreement. The Contract with ADB must be signed so as to be 
legally binding on all partners, while only one of the firms in the JV 
arrangement shall be authorized by other partner(s) to receive payments 
and instructions for and on behalf of any and/or all partners of the JV.  

 
2.3. ADB’s Anticorruption Policy requires borrowers (including beneficiaries of 

ADB-financed activity), as well as Bidders, Contractors, and Contractors 
under ADB-financed contracts, to observe the highest standard of ethics 
during the procurement and execution of such contracts. In pursuance of 
this policy, the ADB:  
 
(i) defines, for the purposes of this provision, the terms set forth 

below as follows: 
 

(a) A corrupt practice is the offering, giving, receiving, or 
soliciting, directly or indirectly, anything of value to 
influence improperly the actions of another party. 

(b) A fraudulent practice is any act or omission, including a 
misrepresentation, that knowingly or recklessly misleads, 
or attempts to mislead, a party to obtain a financial or other 
benefit or to avoid an obligation. 

(c) A coercive practice is impairing or harming, or threatening 
to impair or harm, directly or indirectly, any party or the 
property of the party to influence improperly the actions of 
a party. 

(d) A collusive practice is an arrangement between two or 
more parties designed to achieve an improper purpose, 
including influencing improperly the actions of another 
party.  
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(ii) will reject a proposal for award if it determines that the Bidder 
recommended for award has, directly or through an agent, 
engaged in corrupt, fraudulent, coercive or collusive practices in 
competing for the Contract; and 

 
(iii) will sanction a party or its successor, including declaring ineligible, 

either indefinitely or for a stated period of time, to participate in 
ADB-financed activities if it at any time determines that the firm 
has, directly or through an agent, engaged in corrupt, fraudulent, 
coercive or collusive practices in competing for, or in executing, an 
ADB-financed contract.  

 
(iv) Sanction will include but not be limited to the execution of 

penalties under the Bid Securing Declaration or forfeiture of 
performance security whichever is applicable, depending what 
stage of the project when collusion was discovered.  

 
(v) ADB will have the right to inspect the accounts and records of the 

Contractor relating to the performance of the Contract and to have 
them audited by auditors appointed by ADB. 
 

2.4 ADB considers a conflict of interest to be a situation in which a party has 
interests that could improperly influence that party’s performance of official 
duties or responsibilities, contractual obligations, or compliance with 
applicable laws and regulations, and that such conflict of interest may 
contribute to or constitute a prohibited practice under ADB’s Anticorruption 
Policy. In pursuance of ADB’s Anticorruption Policy’s requirement that 
Borrowers (including beneficiaries of Bank-financed activity), as well as 
Bidders, Contractors, and Contractors under Bank-financed Contracts, 
observe the highest standard of ethics, ADB will take appropriate actions, 
which include not financing of the Contract, if it determines that a conflict of 
interest has flawed the integrity of any procurement process. Consequently 
all Bidders found to have a conflict of interest will be disqualified. A Bidder 
may be considered to be in a conflict of interest with one or more parities in 
this Bidding process if, they: 

 
(i) have controlling shareholders in common; or 

 
(ii) receive or have received any direct or indirect subsidy from any of 

them; 
 

(iii) have the same legal representative for purposes of a Bid; or 
 

(iv) have a relationship with each other, directly or through common 
third parties, that puts them in a position to have access to 
information about or influence on a Bid of another Bidder, or 
influence the decisions of ADB regarding the bidding process; 
 

(v) submit more than one Bid in the bidding process, except where 
alternative offers may be permitted under the bidding documents; 
this does not limit the participation of sub-Contractors in more than 
one Bid, or Bidders and sub-Contractors in more than one Bid, or 
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as Bidders and sub-Contractors simultaneously; or 
 

(vi) participated as a consultant in preparing the design or technical 
specifications of the goods and related services or works that are 
the subject of a Bid. 

 
2.5 Penalties on Collusion by Bidders 

 
(i) If any Bidder is found to have colluded with other Bidders to fix the 

Bid prices prior to award of Contract, ADB has the right to disqualify 
the Bidder to Bid for any future projects of ADB perpetually or as 
ADB may otherwise impose. 

 
(ii) If the collusion with other Bidders to fix the Bid prices is discovered 

after award of Contract, ADB has the right to impose the following 
penalties on the Successful Bidder: 

 
(a) The Contract shall be terminated by ADB immediately. 
 
(b)  The Performance Security shall be withheld by ADB and will be 

called upon for deduction to meet all costs that are incurred due 
to termination of the Contract and re-bid processes. 

 
(c) In addition, the Successful Bidder shall be disqualified to bid for 

any future projects of ADB perpetually or as ADB may 
otherwise impose. 

 
3. Bid Procedure – Please refer to BDS 

 
4. Cost of Bid 
 
The Bidder shall bear all the costs associated with the preparation and delivery of its Bid, 
and ADB will in no case be responsible for such costs. 

 
B. Bid Documents 
 

5. Contents of Bid Documents 
 

 
5.1. Please refer to the BDS. 

 
5.2. The Bidder is expected to examine carefully the contents of the Bid 

Documents. Bids which are not substantially responsive to the 
requirements of the Bid Documents will be rejected. 

 
5.3. The Bidder shall fully disclose whether any of the Bidder's personnel 

[including the owner, the directors, the manager(s) or any of the 
employees] has been formerly connected with ADB in any capacity as a 
regular or contractual staff or as a consultant. Failure to disclose this 
information may be grounds for disqualifying the Bidder or for immediate 
termination of the Contract with the Bidder. 
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5.4. The Bidder will furnish information as described in the Financial Bid Form 
on commissions or gratuities, if any, paid or to be paid relating to this Bid, 
and to contract execution if the Bidder is awarded the Contract. 

 
6. Clarification on Bid Documents 
 

Bidders requiring any clarification on the Bid Documents may notify ADB in writing 
by e-mail or by facsimile, at the e-mail address indicated in BDS. ADB will respond 
to any request for clarification, provided it is received on/or before the date 
specified in the BDS. Copies of ADB's response will be forwarded to all Bidders, 
including the description of the inquiry. 
 

7. Prebid Meeting and Site Inspection 
 

7.1. The Bidder’s designated representative is invited to attend a Pre-Bid 
meeting, if provided for in the BDS.  The purpose of this meeting is to: 
 
(i) answer any queries from the Bidders;  

 
(ii) furnish all information that may be necessary for preparing the Bid 

and entering into a Contract; and 
 

(iii) provide a tour of ADB premises related to the procurement. 
 

7.2. Bidders are advised to send appropriate representatives to attend the Pre-
Bid meeting. Bidders are advised to send appropriate representatives to 
attend the Pre-Bid meeting. Any claim by the Bidder to change the 
substance of the Bid due to his failure to understand the requirements will 
not be entertained. A site inspection will be held immediately after the Pre-
Bid meeting. Taking of photos during the site inspection is not allowed. 
After completion of the site inspection, the Certificate of Site Inspection 
must be completed by the Bidder for countersignature and confirmation of 
an ADB designated representative. 
  

 
8. Amendment to Bid Documents 
 

8.1. At any time prior to the deadline for submission of Bids, ADB may for any 
reason modify the bid documents by issuing addenda. 

 
8.2. Any addendum issued shall form part of the Bid Documents and will be 

communicated in writing or by e-mail or facsimile to all Bidders. The 
transmittal of the addendum to the Bidders on the addresses or facsimile 
numbers submitted shall relieve ADB of its obligations to notify the Bidders 
of the said addendum.  

 
8.3. To afford prospective Bidders reasonable time to take an addendum into 

account in preparing their Bids, ADB may extend the deadline for 
submission of Bids.  
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C. Preparation of Bids 
 

9. Composition of Bid (Bid Proposal) 
 

9.1. TECHNICAL BID – it will consist of and structured as specified in the BDS. 
 
9.2. FINANCIAL BID – it will consist of and structured as specified in the BDS. 

 
9.3. The Bid Documents as herein listed will be duly completed with all entries 

typed or printed in ink. 
 
9.4. The completed Technical and Financial Bid Forms shall be without 

interlineations or erasures except those required to correct errors made by 
the Bidder, in which case the erasures and interlineations shall be initialed 
by the person or persons signing the Bid. 

 
9.5. It is incumbent on the Bidder that when the documents mentioned above 

are duly completed, they should be submitted simultaneously by the Bidder 
in accordance with Clauses 16 and 17. 

 
9.6. ADB is not bound to accept the lowest or any Bid, nor is it obliged to give 

any reason for the rejection of any Bid. 
 

10. Bid Language  
 

The Bid and other documents including any correspondence related to the Bid will 
be in the language specified in the BDS. 
 

11. Bid Currency  
 

The rates submitted by the Bidders will be as specified in BDS.  For purposes of 
evaluation of Financial Bids, all Bids will be converted in US Dollar at the exchange 
rate specified in the BDS.  
 

12. Financial Bid 
 

12.1. Unless otherwise specifically stated in the Contract, the Bid prices will be 
deemed to include, inter alia, (i) labor costs; (ii) use of facilities, tools and 
equipment; (iii) supplies and materials including wastage; (iv) transportation 
to ADB-HQ; (v) administrative, supervision and overhead expenses; (vi) 
profit; and (vii) incidental expenses for the supply of Goods and provision of 
Services. Since ADB is exempted from paying taxes and duties under the 
Articles of Agreement Establishing the Asian Development Bank (Charter) 
and the Agreement between the Asian Development Bank and the 
Government of the Republic of the Philippines regarding the Headquarters 
of the Asian Development Bank (Headquarters Agreement) the Bidder will 
calculate its prices for the supply of Goods and provision of Services  
exclusive of all applicable taxes. 
 

12.2. The Bid offered in the Financial Bid Form will be flat rates for full execution 
of the supply of Goods and provision of Services in every respect. The 
Bidder will be deemed to have taken account all of the requirements, 
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whether expressed or implied, covered by all parts of the Bid Documents 
and other stipulated documents, and to have priced the items in the Bid 
Form accordingly. The Schedule of Rates will be the basis for payments for 
the supply of Goods and provision of Services in accordance with the Bid 
Documents. 

 
12.3. The Financial Bid under the terms and conditions specified in the Contract 

shall be deemed to be firm and fixed. No claim for adjustments in the 
contract prices based on the Bids shall be considered by ADB for any 
change in foreign exchange rate, for any increase in wage rates,  including 
those on the basis of the minimum wage requirement in the Philippine labor 
law or any other relevant legislation, or for any escalation costs of office 
materials and supplies. Any such change, increase or escalation shall be 
deemed to have been taken into account and included in the Financial Bid.  

 
13. Bid Validity 
 

13.1. The Bid shall remain valid for the period specified in the BDS after the Bid 
submission deadline date prescribed by ADB. A bid valid for a shorter 
period will be rejected by ADB as non-responsive.  

 
13.2. Prior to the expiry of the bid validity period, ADB may request the Bidder for 

a specified extension in the period of Bid validity. A Bidder may refuse the 
request or agree to the request without modifying the original Bid. The 
request from ADB and responses by the Bidder shall be made in writing.  

 
14. Bid Securing Declaration 
 

14.1. ADB will waive the Bid security requirement, provided the Bidder signs the 
Bid Securing Declaration (Appendix 5) accepting that, if the Bidder 
withdraws or modifies its Bid during the period of validity, or the Bidder is 
awarded the Contract, and it fails to sign the Contract or submit a 
Performance Security in accordance with Clause 28, or failed to accept the 
correction of its Financial Bid then the Bidder will be disqualified from 
bidding in any or all future Contract with ADB. 
 

14.2. Each Bidder shall be required to complete and sign the Bid Securing 
Declaration as per Appendix 5.  Any Bid that is not accompanied by a 
completed Bid Securing Declaration will be considered as non-responsive, 
and will be rejected.   

 
14.3. The Bid Securing Declaration of joint venture firms must be in the name 

of the joint venture that submits the Bid, and signed by authorized 
signatories in accordance with the stipulations of the joint venture 
agreement. 

 
14.4. As soon as the successful Bidder has executed the Contract and posted 

the required performance security, ADB shall notify the unsuccessful 
Bidders of the results of the bidding. 
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15. Bid Signing 
 

A person or persons (in case of Joint Venture) duly authorized to bind the Bidder 
to the Contract shall sign the Bid. Proof of authorization will be furnished in the 
form of a written Power-of-Attorney or Secretary’s Certificate which shall 
accompany the Bid.  The name and position held by each person signing the 
authorization and the duly authorized person or persons must be typed or 
printed below the signature. All pages of the Bid shall be signed or initialed 
by the person signing the Bid. . 

 
D. Bid Submission 
 

16. Sealing and Marking of Bids– Please refer to the BDS 
 

17. Deadline for Submission of Bids 
 

Sealed Bids should be sent by courier or hand carried to ADB Room 4503S, 4th 
Floor, Asian Development Bank, 6 ADB Ave., Mandaluyong City,  to the attention 
of Unit Head, Procurement and Contracts Administration, and must be received at 
the above mentioned room and address not later than the date and time specified 
in the BDS.  
 

18. Late Bids 
 

ADB shall not consider any Bid received after the deadline for submission of 
Bids, in accordance with Clause 17. In such case or cases, ADB shall reject any 
Bid received after the deadline for submission and return the unopened and sealed 
Bid to the representatives of the Bidder or Bidders concerned. 
 

19. Modification and Withdrawal of Bids 
 

19.1. The Bidder may modify or withdraw its Bid after bid submission, provided 
that written notice of the modification or withdrawal is received by ADB, 
prior to the deadline for the submission of bids. The Bidder’s modification 
or withdrawal notice shall be prepared, sealed, marked and delivered in 
accordance with the provisions of Clauses 16 and 17 with the envelope 
additionally marked “MODIFICATION” or “WITHDRAWAL”, as 
appropriate. 

 
19.2. No Bid may be modified subsequent to the deadline for submission of Bids. 

 
19.3. No Bid may be withdrawn in the interval between the deadline for 

submission of Bids and the expiration of the period of bid validity specified 
by the Bidder on the Bid Form without imposition of penalties as indicated 
in the Bid Securing Declaration, depending on ADB’s discretion. 

 
E. Bid Opening and Evaluation 
 

20. Bid Opening – Please refer to the BDS. 
 

21. Bid Evaluation 
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21.1. To assist in the examination, evaluation and comparison of Bids, ADB 
may, at its discretion, ask any Bidder for clarification of its Bid. The 
request for clarification and response shall be in writing or by fax. 
Clarification on the Bidder's technical capability may also be done by way 
of inspecting Bidder's company premises and/or visits to one or more of 
the Bidder’s clients by ADB's representatives. The Bidder should provide 
full cooperation if ADB deems necessary to do so. 

 
21.2. Subject to Sub-Clause 21.1, no Bidder shall contact ADB on any matter 

relating to its Bid from the time of the Bid opening to the time the Contract 
is awarded. If the Bidder wishes to bring additional information to the 
notice of ADB, it should do so in writing. 

 
21.3. ADB reserves the right to conduct further verification with appropriate 

parties concerning Bidders’ Technical Bid, including site inspection to 
allow more accurate judgment of their qualifications and for such other 
appropriate reasons. 

 
21.4. Any effort by the Bidder to influence ADB in ADB’s bid evaluation, bid 

comparison or contract award decisions may result in: (i) the rejection of 
the Bidder’s bid; and (ii) disqualification of the concerned Bidder to bid for 
future procurement by ADB perpetually or as ADB may otherwise impose. 

 
21.5. ADB will undertake a post qualification review of each Bidder based on 

the qualification criteria indicated in Clause 2. Bids submitted by the 
Bidders who meet the qualification criteria will be considered by ADB for 
further bid evaluation. Bids, which do not meet the qualification criteria, will 
be rejected. 

 
21.6. ADB will determine whether each Bid submitted by a qualified Bidder is (i) 

properly signed;  (ii) substantially responsive to the requirements of the bid 
documents; (iii) arithmetic errors in computation were made in the bids;  
and (iv) the Bids are otherwise generally in order. ADB may, based on 
factual justification and in consideration of requirements for competition and 
transparency, waive minor and/or administrative deficiencies in Bidders’ 
submissions.  

 
21.7. Technical Bids will be evaluated based on the Evaluation framework 

indicated in the BDS.  A substantially responsive Bid is one that conforms 
to all terms, conditions and specifications of the Bid Documents without 
material deviation or reservation. A major deviation would normally occur 
when (i) the scope, quality of the Goods offered substantially differ from the 
Bid Documents; (ii) the Bid offer limits in any substantial way, ADB's rights 
or the Bidder's obligations under the Contract; or (iii) any rectification would 
unfairly affect the competitive position of other Bidders with substantially 
responsive Bids. A major deviation will result in the rejection of the Bidder’s 
Bid. 
 

21.8. In case of discrepancies between price given in words and that given in 
figure for the same item, the price given in words shall prevail. Arithmetical 
errors will be rectified on the following basis. If there is a discrepancy 
between the unit price and the total price per item that is obtained by 
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multiplying the unit price and the quantity, the unit price will prevail and the 
total price per item will be corrected.  If there is a discrepancy between the 
total amount stated in the Financial Bid Form and the sum of the total price 
per item, the sum of the total price per item will prevail and the total amount 
will be corrected. If the Bidder does not accept the corrected amount of bid, 
its Bid will be considered as withdrawn, and the conditions in the Bid 
Securing Declaration will apply.  

 
21.9. Only the Financial Bid of the post-qualified Bidders and technically 

compliant bids shall be considered in the Financial Bid evaluation.  Bidders 
who do not conform to the specified requirements will be rejected as 
deficient and non-responsive bids and will not be included in the financial 
evaluation. For evaluation and comparison purposes, the currency of the 
Bid will be converted into a single currency specified in the BDS. 

 
21.10. Financial Bids of technically compliant Bidders will be evaluated as 

specified in the BDS.   
 

22. Non-conformities, Errors and Omissions  
 
22.1 Provided that a Bid is substantially responsive, ADB may waive any non-

conformity or omission in the Bid that does not constitute a material 
deviation. 

 
22.2 Provided that a Bid is substantially responsive, ADB may request that the 

Bidder submit the necessary information or documentation, within a 
reasonable period of time, to rectify nonmaterial non-conformities or 
omissions in the Bid related to documentation requirements. Such omission 
will not be related to any aspect of the price of the Bid. Failure of the Bidder 
to comply with the request may result in the rejection of its Bid. 

 
22.3 If the Bidder does not accept the corrected amount of Bid as per Sub-

Clause 21.8, its Bid will be considered as withdrawn, and the Bidder will be 
disqualified to Bid for any future projects of ADB. 

 
 
F. Award of Contract 
 

23. Award 
 

23.1. Following the post qualification review, technical evaluation and financial 
evaluation of each Bidder, Bidder with the highest combined percentage 
score will be selected.  

 
23.2. Subject to Clause 24, ADB will award the Contract to the Bidder whose Bid 

has been determined to gather the highest combined percentage score 
for technical and financial criteria. 

 
23.3. ADB reserves the right to negotiate with the highest ranked Bidder or any 

Bidder with a view to obtain the best value for money for ADB prior to 
award. The negotiation may cover any aspect of the Bidder’s proposal. 
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24. ADB's Right to Accept or Reject Any Bid 
 

ADB reserves the right to accept or reject any bid, and to annul the bidding 
process and reject all bids at any time prior to award of Contract, without thereby 
incurring any liability to the affected Bidder or Bidders or any obligation to inform 
the affected Bidder or Bidders of the grounds for ADB's action. 

 
25. Notification of Award 
 

25.1. ADB will notify the successful Bidder by letter (Letter of Acceptance of Bid) 
that their respective Bid has been accepted (see Appendix 10). 

 
25.2. The Letter of Acceptance of Bid, together with the Bid, will form a contract 

between ADB and the successful Bidder, until the Contract has been 
effected pursuant to Clause 27. 

 
26. Transition Period 

 
The requirement for a transition period will be indicated in the BDS.  

 
27. Execution of the Contract 
 

27.1. The Bidder to whom the Contract is awarded is required to enter into and 
execute a Contract Agreement (see Appendixes 9, 9.1 and 9.2) in 
accordance with the form, conditions and requirements in the bid 
documents, and to furnish the required Performance Security, 
Comprehensive General Liability Insurance with a minimum limit of 
Php2,500,000 per occurrence, and other stipulated documents within 
fifteen calendar days from the date the Bidder receives ADB's Letter of 
Acceptance of Bid or as agreed with ADB.  

 
27.2. ADB, as necessary, may include among the conditions of contract 

requirements that Bidders, Contractors, consultants, Contractors, service 
Contractors and concessionaires will allow ADB to: 
 
(i) inspect their accounts and records and other documents relating to 

the submission of Bids and contract performance and have them 
audited by auditors appointed by ADB; 
 

(ii) require them to respond to questions or to produce any document 
necessary for the investigation of allegations of integrity violation; 

 
(iii) require their employees or agents to respond to questions or 

produce any document necessary for the investigation of 
allegations or integrity violation; and 

 
(iv) require them, as well as their employees or agents, to report to the 

Office of Anticorruption and Integrity (OAI) suspected integrity 
violations of which they have knowledge or become aware in 
relation to the Bidding process, negotiation, or execution of a 
contract. 
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27.3 If the successful Bidder refuses or fails to enter into Contract Agreement 
within the stipulated time, ADB has the right to impose the following 
penalties: 

 
(i) The Bidder shall be disqualified to Bid for any future projects of 

ADB perpetually or as ADB may otherwise impose. 
 

27.4 Should there be a new Contractor, there will be a period of handover from 
the old Contractor to the new Contractor for a period of one month before 
the effectivity of the Contract. It is agreed and understood that the 
successful Bidder shall bear all costs it shall incur during the aforesaid 
period of handover. 

 
28. Performance Security 
 

28.1. The successful Bidder shall post a Performance Security in favor of ADB in 
the amount specified in the BDS, to guarantee its faithful performance of 
the Contract. The Performance Security, payable in the currency of Bid or 
Philippine Peso, shall be in the proforma attached herewith (see Appendix 
11). 

 
28.2. Failure of the successful Bidder to submit to ADB the required Performance 

Security shall constitute sufficient ground for annulment of the award and 
will be disqualified to bid for any future projects of ADB.  .   

 
29. Notice to Proceed 
 

After the Contract has been entered into, ADB will issue a Notice to Proceed. The 
effectivity of the Contract is indicated in the BDS. 

 
30. Special Character of ADB 

 
The Bidder's special attention is drawn to the special character of ADB as an 
international financial institution with status, privileges and immunities as 
established under the Charter and the Headquarters Agreement. The Bidder is 
advised to study these documents, copies of which are available from ADB free of 
charge, during normal office hours, or through ADB’s website: 
http://www.adb.org/Documents/Reports/Charter/default.asp, in order to assess his 
or her rights and obligations under the Contract.  
 

31. Confidentiality/Non-disclosure 
 

31.1. The information contained in this Bid Documents, or accumulated through 
other written or verbal communications, is confidential.  It is for 
information purposes only, and is not to be disclosed or used for any 
other purpose.  All information contained herein is private and is protected 
by law. 
 

31.2. Information received in response to this Bid Documents will be held in 
strict confidence, and will not be disclosed to any party other than ADB 
without written consent.  A non-disclosure agreement can be arranged, if 
requested. 
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32. Warranty Coverage 
 
32.1  The Bidder should include a warranty period as described in the BDS. 
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BID DATA SHEET 

  
This section consists of provisions that are specific to each procurement and supplement 
the information or requirements included in the Instructions to Bidders.   
 

ITB 
Clause 

Amendments of, and Supplements to, Clauses in the ITB 

1.1 Asian Development Bank (ADB) is a multilateral development finance institution 
headquartered in Manila, Philippines. For further information, please refer to 
www.adb.org. 

ADB issues this Bidding Document for the Travel Services of Asian 
Development Bank at ADB Headquarters (herein referred as the “Services).  

The successful Bidder (herein referred to as “Contractor”) shall provide ADB with  
full, prompt, accurate and expert international travel products and services as 
follows: (i) MODULE A:  Travel Reservations, Ticketing and Financial 
Transaction Support; and/or (ii) MODULE B: Documentation Services (herein 
referred to as the “Services”), for an initial period of three (3) years. ADB will 
evaluate the performance of the Contractor in carrying out these Services against 
the standards set forth in the Work Performance Statement (WPS) [Appendix 1] 
and Service Level Agreement (SLA). 

Note that Bidders may choose to bid for one Module or for both Modules.  
Bids for each Module will be evaluated separately, and Contracts will be awarded 
to the Bidder/s that gathered the highest score for both technical and financial 
bids for each Module. 

3. Each Bidder will submit only one Bid (for each Module) either by himself, or as a 
partner in a joint venture. A Bidder who submits or participates in more than one 
Bid will be disqualified. 

A Single Stage—Single Envelope Bidding procedure will be followed wherein 
Bidders submit simultaneously one sealed envelope containing the Technical 
Bid(one original and one duplicate) and the Financial Bid (one original and one 
duplicate) enclosed together in an outer single envelope (refer to Clause 16). 

The Technical and Financial Bids including modifications made pursuant to Clause  
19 will be opened in the presence of Bidders’ representatives who choose to attend 
in accordance with Clause 20. 
 
Both the Technical and Financial Bids will be evaluated. The Technical Bids will be 
evaluated by ADB to determine technical compliance of the Bidders. No   
amendment or change to the Technical Bids is permitted. The Technical Bids  
will be evaluated based on a combination of “PASS-FAIL”  and Weighted Scoring 
Evaluation Framework established by ADB and as defined in Clause 21.7.   
 
To be technically qualified, Bidders must comply and  PASS all the requirements 

http://www.adb.org/
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indicated in Appendix 8.1, to proceed with further technical evaluation under 
Appendix 8.2 and Financial Evaluation under Appendix 8.3.  Technical Bids 
which do not conform to the specified requirements will be rejected as non-
responsive and deficient. Technical Bids will have a weight of 60%, while 
Financial Bids will have a weight of 40%. 

 
The Financial Bids with technically responsive bids will be evaluated by ADB, and 
the Contract is awarded to the Bidder with the highest combined technical and 
financial percentage score.   
 

5.1 In addition to the Instructions to Bidders, the Bid Documents are composed of 
following documents, which should be read in conjunction with any addendum 
issued in accordance with Clause 8: 

(i) Work Performance Statement  —  Appendix 1 
a. Annex A-1 to A-7 (Module A) 

b. Annex A-7-Attachments 1 to 2 (Module A) 

c. Annex B-1 to A-7 (Module B) 

d. Annex B-7-Attachment 1 (Module B)  

(ii) Bidder’s Information Sheet (Forms 1-4)      —        Appendix 2 
a. Joint Venture Data (if applicable)               —        Appendix 2.1 

b. Conflict of Interest Disclosure Form (if applicable) – Appendix 2.2 

(iii) Technical Bid Form    — Appendix 3 

(iv) Technical Bid Proposal Form  — Appendix 4 
a. Certificate of Site Inspection                      —        Appendix 4.1 

(v) Bid Securing Declaration   —  Appendix 5 
(vi) Secretary’s Certificate   —  Appendix 6 
(vii) Financial Bid Form    —  Appendix 7 

a. Module A 
b. Module B 

(viii) Evaluation Criteria                          
a. Bidder’s Qualification  (Pass/Fail)         —  Appendix 8.1 
b. Technical Evaluation Criteria (Weighted) -       Appendix 8.2 
c. Financial Evaluation Criteria                  _          Appendix 8.3 

(ix) Contract  Form                                               —  Appendix 9 

a. Special Conditions of Contract   —  Appendix 9.1 
b. General Conditions of Contract  —  Appendix 9.2 

(x) Letter of Acceptance of Bid   —  Appendix 10 
(xi) Performance Security Form   — Appendix 11 
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(xii) List of ADB Eligible Member Countries —  Appendix 12 

(xiii) Non-Disclosure Agreement                         —  Appendix 13 

Note that Bid Documents No. (ii) up to (viii) above, have versions for 
Module A and Module B.  Bidder must consider which forms and bid 
documents pertain to the Module that they would want to submit a 
Bid. 

6. 
Bidders may notify: 

(i) Gen Mabulay: gmabulay@adb.org 
Deadline for submitting requests for clarification is on  8 July 2016. Clarifications 
should only be sent in writing, through e-mail to Gen Mabulay with e-mail address 
as mentioned above. 

7.1 A Pre-bid meeting will take place at the following date, time and place: 

Date: 6 July 2016  
Time: 2:00 P.M.  

Place: 4th Floor, Room 4525S, Asian Development Bank, 6 ADB Avenue, 
 Mandaluyong City, 1550 Metro Manila, Philippines  
 

7.2 After completion of the site inspection, the Certificate of Site Inspection 
(Appendix 4.1) must be completed by the Bidder for countersignature and 
confirmation of an ADB designated representative, and must be attached as part 
of the Bid. 

9.1 The Technical Bid will be composed of the following: 

(i) Completed Bidder’s Information Sheet (Appendix 2- Forms 1 to 4) 

(ii) Completed Joint Venture Data (Appendix 2.1), if applicable; and 

Joint Venture Commitment – In case of a joint venture, provide the official 
joint venture agreement or a written confirmation signed by all joint venture 
parties (under joint and several liability), duly notarized, stating that in case 
of award of Contract, the parties will enter into a joint venture agreement 
and accept joint and several liability for all obligations under the Contract. 
Completed Joint Venture Data (Appendix 2.1), if applicable; and 

(iii) Completed Conflict of Interest Disclosure Statement (Appendix 2.2) if 
applicable, in accordance with Clauses 2.4 and 5.3; 

(iv) Completed Technical Bid Form (Appendix 3); 

(v) Completed Technical Bid Proposal (Appendix 4); 

(vi) Signed Certificate of Site Inspection (Appendix 4.1); 

(vii) Completed Bid Securing Declaration (Appendix 5); and 

(viii) Secretary’s Certificate or Written Power of Attorney (Appendix 6). Furnish 
a Notarized authorization letter stating the name and official position held 
by the person authorized to sign the Bid and the formal Contract for the 
Bidder. The person authorized to sign the Bid should also sign the 
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conforme in the certification. In case of a joint venture, each party to the 
joint venture will sign the notarized authorization letter (under joint and 
several liability). 

9.2 The Financial Bid will be composed of: 

(i) Completed Financial Bid Form (Appendix 7). 

10. The Bid language is in English. 

11. The rates must be quoted in US Dollars for Module A, and Philippine Pesos 
for Module B. 

13.1 
 
The Bid validity period will be one hundred twenty (120) calendar days.  The Bid 
will be valid until 15 November 2016. 
 

16. The Bidder will prepare one original copy of the Technical and Financial Bids and 
clearly mark each “ORIGINAL COPY—TECHNICAL BID (MODULE A or B)” 
and “ORIGINAL COPY—FINANCIAL BID (MODULE A or B)”. In addition, the 
Bidder will prepare one duplicate copy and one soft copy (in USB) of the 
Technical and Financial Bids and clearly mark each “DUPLICATE COPY—
TECHNICAL BID (MODULE A or B)”, “DUPLICATE COPY—FINANCIAL BID 
(MODULE A or B)”, “SOFT COPY—TECHNICAL BID (MODULE A or B)”, and 
“SOFT COPY—FINANCIAL BID (MODULE A or B)”. In the event of discrepancy 
between the original copy, duplicate copy and soft copy, the original copy will 
prevail. 

The Bidder will enclose the original copy, duplicate copy and soft copy of the 
Technical and Financial Bids in separate sealed envelopes, duly marking the 
envelopes as “ORIGINAL” and “COPY”. These envelopes containing the original 
and the copy shall then be enclosed in one single envelope.  In addition, soft 
copy of the technical and financial bid (in CD or USB) must be submitted and 
enclosed in the same envelope as the hardcopies of the bid. 

For Bidders participating in both Modules A and B, please submit your bids in two 
(2) separate envelopes, clearly marked with Module A or Module B, as if you are 
bidding for two separate bids. Documents for submission no matter how similar 
for each Module, must still be submitted as part of the Bid for each Module 
placed in respective envelopes. 

The inner and outer envelopes will: 

(i) bear the name and address of the Bidder: 

NAME AND ADDRESS OF THE BIDDER 
(ii) be addressed and submitted to: 

Unit Head, Procurement and Contracts Administration 
Office of Administrative Services 
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4th Floor, Room 4503S, Asian Development Bank  
6 ADB Avenue, Mandaluyong City 
1550 Metro Manila, Philippines 
Fax No. (632) 636-2577 / Tel No. (632) 632-4444 
 

(iii) bear the following identification: 
      1. For Module A Bid: 

“BIDDING FOR TRAVEL SERVICES OF ASIAN DEVELOPMENT BANK  
(FOR MODULE A) 

DO NOT OPEN BEFORE 3:30 P.M. OF 18 JULY 2016” 
 

       2. For Module B Bid: 
“BIDDING FOR TRAVEL SERVICES OF ASIAN DEVELOPMENT BANK  

(FOR MODULE B) 
DO NOT OPEN BEFORE 4:00 P.M. OF 18 JULY 2016” 

If the envelope is not sealed and marked as required, ADB will assume no 
responsibility for the misplacement or premature opening of the Bid. 

17. The deadline for submission of Bids is on 2:00 P.M. of 18 July 2016 (Manila 
time) [applicable for both Modules). 

20. ADB will open the Technical and Financial Bids, including modifications made 
pursuant to Clause 19, in the presence of Bidder’s representatives who choose to 
attend at 3:30 P.M. (for Module A), and 4:00 P.M. (for Module B) on 18 July 
2016 at the following location: Ground Floor, Room G112E, Asian Development 
Bank, 6 ADB Avenue, Mandaluyong City, 1550 Metro Manila, Philippines. The 
Bidders should check with ADB’s receptionist whether there is any change of the 
Bid-opening venue. The Bidder’s representatives who are present will sign a 
register evidencing their attendance. 

Envelopes marked “WITHDRAWAL” will be opened and read out first. Bids, for 
which an acceptable notice of withdrawal has been submitted, pursuant to 
Clause 19, will not be opened. 

All other envelopes holding the Technical and Financial Bids will be opened one 
at a time and following read out and recorded: name of the Bidder and whether 
there is withdrawal, substitution or modification; the presence of Bid Securing 
Declaration; and other details as per Clause 9. Only Bids read out and recorded 
at the Bid opening shall be considered for evaluation. No Bids will be rejected at 
the opening of Bids except for late Bids, in accordance with Clause 18. 

ADB will prepare a record of the opening of Bids that will include, as a minimum: 
the name of the Bidder and whether there is withdrawal, substitution or 
modification; the presence of Bid Securing Declaration; and other details as per 
Clause 9. The Bidder’s representatives who are present will be requested to sign 
the record. The omission of a Bidder’s signature on the record will not invalidate 
the contents and effect of the record. A copy of the record will be distributed to all 
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Bidders. 

21.7 Technical Bids will be evaluated based on a combination of “PASS-FAIL” and 
WEIGHTED SCORING Evaluation framework established by ADB in the 
Evaluation Criteria (Appendixes 8.1 and 8.2).  

To be technically qualified and compliant, Bidders must PASS all the minimum 
requirement indicated in Appendix 8.1. Once a Bidder has PASSED all the 
requirements in Appendix 8.1, its bid will then be eligible for further technical 
evaluation based on the criteria specified in Appendix 8.2, and for Financial 
Evaluation based on Appendix 8.3. 

In addition, a substantially responsive bid should conform to all terms, conditions 
and specifications of the Bid Documents without material deviation or reservation. 
A major deviation would normally occur when (i) the scope, quality or performance 
of the Services offered substantially differ from the Work Performance Statement 
(Appendix 1); (ii) the bid offer limits in any substantial way, ADB's rights or the 
Bidder's obligations under the Contract; or (iii) any rectification would unfairly affect 
the competitive position of other Bidders with substantially responsive bids. A 
major deviation will result in the rejection of the Bidder’s bid. 

21.9  Bids must follow the preferred currency for each Module as specified in Clause 
11. 

21.10 Financial Bids of technically compliant Bidders will be evaluated based on the 
criteria set forth in Appendix 8.3. The Bidder/s with the the highest combined 
technical and financial bid percentage for each module shall be awarded with the 
Contract (per Module). Depending on the results of the Bid, ADB may award 
award the Contract to more than one  

26. A one month transition period is required if the successful Bidder is different from 
the incumbent.  Successful Bidder shall provide support for the transition at its 
own cost. 

28.1 The Performance Security will be in the amount of US$30,000 or ₱1.4M for 
Module A, and ₱200,000 for Module B bid. 

29. The commencement date of the Contract is tentatively on 1 October 2016. This 
date is subject to change. 

32. Not applicable. 
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WORK PERFORMANCE STATEMENT (WPS) 

 
TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 

 
1  INTRODUCTION 
 

1.1 Scope of Work 
 

The scope of the Contract is to provide full, prompt, accurate and expert international travel 
products and services with highly qualified and experienced personnel in the ADB 
Headquarters in order to meet ADB’s official travel requirements, in accordance with ADB’s 
Travel Policies and the Service Level Agreement (SLA). 
 
Four major aspects come under official travel paid for by ADB: (i) Business Travel of ADB 
staff (single or multiple leg round trip itineraries; hereinafter referred to as “missions”); (ii) 
one-way and roundtrip flights for interview of candidates originating outside Manila, as well 
as appointment, relocation, and resettlement travel of ADB staff; (iii) TA-funded trips of non-
ADB personnel; and (iv) ADB personnel on learning and development travel.  
 
As a minimum, provision of the following services is required: 

 
Module A: 
• Booking, rescheduling, rerouting, confirming, and cancelling of flight/train/ship tickets - 

using the appointed GDS; 
• Electronic ticketing and delivery of flight/train/ship tickets; 
• Booking of accommodation (hotel rooms); 
• Timely Invoicing; 
• Regular robust reporting and active account management   
 
Module B:  
• Providing advisory and facilitation in obtaining visas 

 
Module A and Module B could be provided by either: (i) one Travel Agency (hereinafter 
referred to as “Service Provider”); or (ii) two separate Service Providers as winners of two 
distinct parts of the bid.  Occasionally, the Service Providers may be required to provide 
other extra travel arrangement services not listed above.  
 
This Work Performance Statement (WPS) specifies the Scope of work undertaken by the 
Service Providers in providing travel products and services to ADB. This WPS is part of the 
Contract and shall serve as an applicable document throughout its execution.  
 
Travel Services Office will be open between 0800H and 1800H, Monday to Friday and 
between 0900H to 1300H on Saturdays. Travel Services Office may be closed on Sundays 
and ADB holidays (as indicated in Annex A-1 Module A ADB List of Holidays and Annex B-1 
Module B ADB List of Holidays) unless otherwise specifically requested by Head of OAIS-
TR. 

 
1.2 Applicable Documents 

 
1.2.1 AO No. 4.01: Business Travel 
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1.2.2 AO No. 4.15: Safety and Security, Appendix 1 Commercial Passenger Air Travel 
Guidelines 

 
1.3 Acronyms And Abbreviations 

 
ADB Asian Development Bank 
AO Administrative Order 
BMCS Budget Monitoring and Control System 
DFA Department of Foreign Affairs 
GDS Global Distribution Systems 
IATA International Air Transport Association 
MAA Mission Approving Authority 
MAR Mission Authorization Request 
NAIA Ninoy Aquino International Airport 
OAIS Institutional Services Division, OAS 
OAIS-TR Travel Unit, OAIS 
OAS Office of Administrative Services 
OID Office ID 
PCC Pseudo City Code 
PNR Passenger Name Record 
SLA  Service Level Agreement 
TA Technical Assistance 
TIS Travel Information System 
TM Travel Manager (Travel Consultant/Travel Coordinator) 
TMC Travel Management Company (also known as Travel Agency) 
TRA Travel Request and Authorization 
UN United Nations 
WPS Work Performance Statement 

 
 

2 BACKGROUND AND SCOPE OF THE WORK 
 

2.1 Background 
 

ADB has historically maintained a dual agency model at its Headquarters in Manila for 
Business Travel. This configuration will continue to have multiple partners with staggered 
contract periods to operate within the premises of ADB. The primary objective of this 
configuration is to provide the following to the travelers: (i) choice of preferred Service 
Provider; (ii) seamless transition between Service Providers in the event of contract 
expiration; and (iii) improved overall quality of service by fostering a healthy competitive 
environment.   

 
ADB Travel features are typical for that of an international organization: 

 
(i) Primary travel of missions is to destinations in Central and West Asia, East Asia, South 
and Southeast Asia, and Pacific Islands; 
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(ii) Missions are usually composed of one to six staff members; 
(iii) About 67% of all business trips include multi-city/multiple destinations itineraries; 
(iv) Use of multiple tickets comprised of published/market fares, ADB negotiated corporate 

fares, and agency contracted fares;  
(v) Online travel system (Oracle based ADB eTrip) used by ADB travelers and their 

assistants or travel arrangers in creating (i) MAR for business travel approvals; and (ii) 
TRA for processing of their flight and hotel bookings and ticketing;  

(vi) Need for urgent assistance on bookings and last-minute changes in flight schedules or 
itineraries, and the need to re-issue tickets due to the nature of regular ADB 
operations; 

(vii) All transactions call for careful and extensive planning and thorough attention; and 
(viii) Group travel arrangement require competent and robust management capabilities; and 
(ix) The multicultural environment which requires different styles of communication and 

high expectations in the delivery of travel services 
 

2.2   Scope and Objective(s) of the Work 
 

The Service Providers shall provide the range of travel services, which are outlined in two 
separate Modules for all official travel requirements of ADB, in accordance with the 
applicable travel policies. The specific tasks to be undertaken by the Service Providers in 
order to meet the contract requirements are defined hereafter. ADB reserves the right to 
modify the services required from a Service Provider if deemed necessary.  

 
Each Service Provider may provide services for one or both of the Modules below:  

 
2.2.1 Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 
This covers itinerary planning and advisory on benchmark cost; flight booking, rescheduling, 
rerouting, confirming and cancelling; hotel reservations; PNR quality control; ticket issuance 
for ADB missions; including reservation of rail and other surface transport as requested for 
the missions; invoice issuance and payment reconciliation, refunds processing and 
remittance to ADB, in case of ticket downgrading or cancellation. Bank staff on personal 
travel may also use these services at personal expense. ADB is not to be involved in any 
way in personal travel arrangements.  In relation to the required ticketing services, the 
Service Provider must already have or secure a dedicated IATA number prior to operations 
in ADB. 

 
Annex A-2 Module A ADB Travel Data 2015 shows an indicative annual volume of missions, 
broken down into top airlines, top city pairs, and top hotels.  In view of ADB’s dual travel 
agency model, the Service Provider for Module A under this WPS is expected to assume 
about 50% of the total transaction volume. 

 
2.2.2 Module B: Documentation Services  

 
This module covers all assistance required to obtain transit / entry visas in connection with 
the ADB missions as well as entry visa to the Philippines for ADB personnel, dependents 
and guests. This includes advising visa requirements and application procedures; facilitating 
arrangements for interviews at the embassy; and providing messenger services for mission 
visas and renewal of passports. Bank staff on personal travel may use these services at 
personal expense.  
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Annex B-2 Module B ADB Documentation Data 2015 shows an indicative annual volume of 
documentation transactions.  In view of ADB’s dual travel agency model, the Service 
Provider for Module B under this WPS is expected to assume: (i) about 50% of the total 
transaction volume of Mission Visas; and (ii) 100% of the total transaction volume of 
Philippine Visas (i.e. 9e, etc.)  
 

3 MODULE A: TRAVEL RESERVATIONS, TICKETING & FINANCIAL TRANSACTION 
SUPPORT 
 
3.1 Work to be performed 

 
The Service Provider shall perform the following tasks under this Module in accordance to 
ADB Travel Policies and SLA: 

 
Air and Hotel Reservations and Ticketing Services 

 
3.1.1 Provide advisory support to travelers or arrangers prior to actual reservations.   

For mission planning, including information on Most Direct and Cost Effective 
Route, and determination of Benchmark fare;  

3.1.2 Prepare fare and route proposals and make bookings (according to ADB travel  
policy, traveler preferences and budgetary considerations) on three carriers 
operating the route; 

3.1.3 Send the itineraries to travelers and travel arrangers. The itinerary needs to 
include: total price; baggage allowance; fare conditions and restrictions; hidden 
stops; involuntary stopovers; ticketing deadlines; and other relevant information 
for the trip; 

3.1.4 Immediately notify travelers and travel arrangers of any waitlisted flight(s) and 
provide at least three alternative routings and quotations. The travel agency must 
also provide travelers and travel arrangers regular updates on the status of the 
waitlisted flights and exert best effort to secure confirmation; 

3.1.5 Ensure all unnecessary duplicate and unused space is cancelled immediately to 
prevent artificial fare increases for other passengers; 

3.1.6 Issue tickets promptly and accurately, upon receipt of a duly approved Travel 
Request Authorization, and deliver the tickets and itineraries in electronic format 
(and / or printed format, if requested by traveler); 

3.1.7 Monitor outbound and inbound flights and advise travelers or arrangers of 
schedule changes and ensure protection bookings for cancelled, delayed, 
rerouted and misconnected flights; 

3.1.8 Provide the travelers and travel arrangers with relevant destination information 
(i.e. airport transfers / land transportation facilities; currency restrictions and 
regulations; health and security advisories; weather conditions, etc.); 

3.1.9 Work with ADB Security and Emergency Services Unit to ensure up-to-date and 
accurate, pertinent information (including requirement on UN security clearance) 
is distributed to travelers; 

3.1.10 Assist in timely rebooking, reissuing, revalidation, and refunds when necessary; 
3.1.11 Book hotels according to ADB Hotel Program and immediately provide the hotel 

confirmation details to the travelers or arrangers, which shall include the 
confirmation number; cancellation, early check-in and late checkout policies; and 
all other relevant details. In the event that traveler or arranger wishes to book the 
hotel independently, the hotel confirmation details should be properly 
documented in the PNR for security tracking; 
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3.1.12 Prepare, process and file Travel Tax Exemption Certificates with the 
Department of Tourism for Filipino ADB staff traveling on ADB mission; 

3.1.13 Provide 24/7 Emergency Support Service to travelers on mission who have 
urgent enquiries, require travel changes or travelers with imminent departures 
outside of business hours; 

3.1.14 Provide other services such as car rentals; ground transfer arrangements; hotel 
reconfirmation; VIP check-in; etc. 

 
Financial Transaction Support - Rebates / Refunds / Cancellations / Invoicing  
 

3.1.15 Immediately return all commissions earned from all air, hotel and other 
reservations in relation to ADB business; 

3.1.16 Cancel bookings in a timely manner in order to avoid no-show or late cancellation 
charges while documenting cancellation details in the PNR such as: cancellation 
numbers, airline and / or hotel representative who facilitated the cancellation; 

3.1.17 Compute and facilitate timely processing (with constant follow-up) of credits and 
refunds by airlines of the value of partially or totally unused or downgraded 
tickets; 

3.1.18 Credit or return to ADB immediately all refunds received from the airlines, hotels, 
and other travel service providers. Totally or partially unused tickets with no 
refund value will require appropriate justification;  

3.1.19 Prepare and submit invoices and supporting documentation to ADB in a timely 
and accurate manner; 

3.1.20 Reconcile on a monthly basis the following: (i) the invoices to ADB and payments 
received; and (ii) Refunds, rebates, commissions and remittance made to ADB. 

 
3.2 Requirements for Management and Reporting 

 
3.2.1 Provision and Management of Manpower 

 
The Service Provider shall provide ADB with personnel who will deliver courteous, efficient, 
knowledgeable, and high-quality services. The personnel assigned to the ADB office must be 
suitably qualified, experienced and well-trained Travel Managers versed with advanced 
international airfare construction and itinerary planning. All Travel Managers should have a 
basic understanding of dynamic pricing, demand management, geography of ADB 
destinations in addition to airline and hotel brands and loyalty programs. Service Provider 
must ensure that continuous trainings on relevant skills are provided to the personnel 
assigned to the ADB office. 

 
The details on the minimum required number of personnel and qualifications are indicated in 
the attached Annex A-3 Module A Breakdown of Baseline Number of Personnel and Annex 
A-4 Module A Minimum Qualifications of Onsite Personnel. The Service Provider shall ensure 
that the baseline number of personnel is provided onsite. Based on the volume of business, 
SLA review and/or feedback from travelers, ADB shall have the right to request for additional 
staffing or replacements at the ADB office, which the Service Provider shall provide within 3 
working days. In the event that the current Service Provider cannot provide a full complement 
of team members, ADB reserves the right to appoint another Service Provider to ensure 
optimal manpower onsite. The Service Provider shall not transfer away its personnel 
assigned to ADB office, at any time, without ADB’s consent. 
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All candidates/personnel of the Service Provider assigned to its ADB office shall be cleared 
by ADB through interview, skills testing, background checks. Such clearance conducted by 
ADB will not diminish in any way the Service Provider’s obligations and liabilities to ADB in 
relation to the personnel provided. These actions do not establish any employer-employee 
relationship between ADB and the Service Provider’s personnel.  

 
3.2.2 Technology Requirements 
 

The Service Provider’s employees will undergo training on ADB’s Oracle-based travel 
processing system (eTrip), and will train any new employees assigned to the ADB office. 

 
The Service Provider will work with ADB and the GDS provider who will install the GDS 
terminals (refer to Annex A-5 Module A List of ADB Provisions) at the ADB office and provide 
connectivity to and from the GDS to ADB eTrip.  ADB shall identify/determine the GDS 
provider.  The Service Provider must demonstrate advanced proficiency of the three GDS 
upon commencement of the contract.  
 

The Service Provider should already possess, at the time of commencement of operations at 
ADB office, the necessary technology and tools to provide a robust suite of reports described 
in 3.2.5 below. 

 
3.2.3 On-site Management 

 
The Service Provider shall provide an experienced and highly competent On-site 
Management team, which may compose of a Head of Implant Office and Senior Travel 
Managers.  

 
The Service Provider’s On-site Management team together with ADB representative(s) shall 
hold regular meetings in order to address progress, concerns, and provide feedback to ADB 
management. Meeting topics will include but not limited to, the following: (i) proactive travel 
management, service reviews and prevention of future issues, client opinion surveys, fare 
levels, market trends and strategies to contain/reduce travel costs; and (ii) operational, 
service and management reporting, invoice payments, and other general issues. Minutes of 
meetings shall be prepared by the Service Provider and provided to ADB for review no later 
than two calendar days from the meeting date. The Service Provider’s Head of Implant Office 
Operations shall ensure proper follow-up of actions and provide full reports on the points 
agreed in the meeting and the status of implementation and improvements.  

 
3.2.4 Billing and Payments 

 
For services provided under Module A, ADB shall pay to the Service Providers’ services via a 
TRA-based Performance Based Transaction fee-charging model, in accordance with the 
agreed terms and schedules. The Base Transaction Fee shall reach the minimum level as 
committed by the Service Provider in its Financial Bid Form.  A Transaction is defined 
following the "one traveler on one journey” principle, namely from the point of origin back to 
the point of origin (unless on a one-way ticket), regardless of the total flown mileage, total 
airfare or combination of flight sectors or tickets issued.   

 
The Service Provider shall submit to ADB invoices of the Ticket Costs and the Base 
Transaction Fees on a daily basis immediately after the ticket is issued, complete with 
supporting documentation. 
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The Base Transaction Fee shall include, but not limited to the following: 

i. staffing, operational/training costs including salaries, benefits, and any other bonuses paid 
to the personnel assigned to the ADB Office; 

ii. expense to meet technology requirements, equipment and office supplies and stationery 
expenses; 

iii. charges and fees for IATA; 
iv. overhead and management expenses, taxes, and profit of the Service Providers; 
v. efforts for reissuances and refunds of tickets;  
vi. support for hotel booking and related arrangement; and 
vii. support services (i.e. Financial Transaction Support, etc.) 

 
ADB’s payment process is automated through an Oracle based system. The Service Providers 
shall provide full cooperation towards automation, including, but not limited to, the completion 
and submission of mandatory PNR data, and submission of electronic invoices and related 
reports.  

 
Processing of ADB payments for invoices of Ticket Cost and Base Transaction Fees is within 15 
working days through electronic transfer to the Service Provider’s bank account.  
 
ADB will return to the Service Provider incorrect invoices or invoices that lack supporting 
documents. In this instance, ADB shall not be liable to effect payment within 15 working days. 
Invoices on accounts older than 6 months without valid reasons acceptable to ADB will be 
rejected and will not be processed for payment. Service Provider agrees to absorb merchant 
fees should a credit card payment option be used. 

 
The Service Provider is expected to rigorously collect on behalf of ADB all its entitled 
commissions, overrides, rebates and any other monies or benefits from airlines, hotels, GDS 
providers, and any other travel service providers in relation to the business generated by ADB. 
All such monies or benefits should be remitted to ADB within 30 days of receipt.  

 
3.2.5 Reporting 

 
The Service Provider shall provide regular and ad hoc reports to OAIS-TR. The service provider 
should be able to provide real time reports (within the day). Monthly reports shall be available 
within fifteen (15) calendar days after the end of the reporting period, and submitted to OAIS-TR 
in the agreed hard copy and electronic formats. The list of Report Types, Descriptions and their 
Frequency is found in Annex A-6 Module A Reports. 

 
3.2.6 Business Continuity Plan 

 
The Service Provider is required to submit to ADB a Business Continuity Plan to ensure that 
there will be seamless and continuous provision of the services as stipulated in this document, 
during any event that may affect normal business operations. The Business Continuity Plan will 
form part of the overall criteria that is evaluated by ADB. 
 
3.3 List of ADB Provisions 
 
Annex A-5 Module A List of ADB Provisions enumerates all the relevant items that ADB will 
provide to the Service Provider for the purpose of the Contract.  
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3.4 Travel Manager Compensation and Performance Based Transaction Fee 
 
The monthly compensation of the Service Provider’s onsite personnel shall reach the minimum 
level as required by ADB (stated in table below). The Service Provider shall use lawful and 
effective retention programs in order for its key personnel in its ADB office to provide service 
continuously at the ADB office during the performance of the contract.   
 

 Position / Designation MIN 
Travel Reservations and Ticketing   
Head of Implant Office 60,000.00 
Senior Travel Manager 45,000.00 
Travel Manager 30,000.00 
  
Financial Transaction Support   
Accounting Supervisor 30,000.00 

 
Conditions:  
i. The above table indicates the minimum monthly base salaries (including assignment-

related allowances, if any) in Philippine Peso (PHP) for each stated position. 
ii. On top of the Base Salaries, Service Provider shall provide work-related medical and life 

insurance premiums, social security, PAGIBIG fund contribution, 13th month pay, and any 
other administrative costs including assignment-related allowances, if any – in compliance 
with pertinent labor requirements. 

 
The Base Transaction Fee will be paid for each transaction with the assumption that the 
transaction achieves a Satisfactory rating at time of Ticketing.  Base Transaction Fee shall be 
adjusted (to reward the excellent performance or penalize the unsatisfactory performance of the 
Travel Managers) based on the results of the Online Surveys done at the time when travelers 
have liquidated their expenses (RRBT stage) which ADB shall review on a quarterly basis on 
the 5th day two months following the quarter.  The final rating in the RRBT determines whether 
to increase or decrease the Performance Based Transaction Fee for the concerned TRA.  The 
increase will be paid and the reduction will be collected by ADB within 15 working days from the 
date of review.   
 
The table below further illustrates the foregoing: 
 

Online Survey Rating Fee Adjustment 

Excellent Fee increased by 10% 
Satisfactory Base Transaction Fee as is 
Unsatisfactory Fee reduced by 10% 

 
The Service Provider shall distribute the 10% increase as an incentive in such a way that 60% 
goes to the onsite Travel Manager who completed the transaction and 40% goes to the onsite 
support staff (management, financial transaction staff, etc.).   
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Period Covered Reviewed on  Effect of Payout or Reduction of 
Fees 

Q1 - Jan to Mar 5th of May 20th of May 
Q2 - Apr to Jun 5th of Aug 20th of Aug 
Q3 - Jul to Sep 5th of Nov 20th of Nov 
Q4 - Oct to Dec 5th of Feb 20th of Feb 

 
The Service Provider shall provide, when requested by ADB, evidence of the payment of the 
monthly compensation and the incentives. 

3.5 Reviews 
 
The Service Provider shall perform the tasks in accordance with the agreed Service Level 
Agreement (SLA), which is attached as Annex A-7 Module A Service level Agreement (SLA). 
The SLA and key obligations of the Service Provider under the contract will be monitored by 
ADB on a monthly basis, in accordance with Travel Service Performance Scorecard. The 
Service Provider shall also conduct analysis as necessary to ensure the maintenance of the 
service levels and standards.   
 
As the performance indicators listed in the SLA are critical to the quality of the services and the 
efficient handling of ADB official travel, the Service Provider has the full obligation to comply 
with the quality standards.  In case minor infraction is committed, the Service Provider shall take 
immediate action to correct the infraction.  Penalties including provision of replacement staff 
upon ADB request and reduction of Performance Based Transaction Fees shall apply as 
specified in previous sections.   
 
 
4 MODULE B: DOCUMENTATION SERVICES 

 
4.1 Work to be performed 
 
The Service Provider shall perform the following tasks under this Module in accordance to ADB 
Travel Policies and SLA: 

 
4.1.1 Be up-to-date in all current information from embassies and agencies in Manila and 

provide passport and entry visa expert advisory services for all ADB official travels; 
4.1.2 Ensure complete requirements are obtained from travelers in connection with the mission 

travels arranged where visa is required; facilitate the filing of application at the embassies 
or agencies; and monitor the status of application and provide constant updates to the 
traveler. All visas must be obtained at least two working days prior to departure. If the 
standard cannot be met for reasons beyond the Service Provider’s control, the traveler 
must be notified immediately; 

4.1.3 Collect and update visa and passport information of ADB personnel and dependents in a 
database to be owned by ADB and managed by OAIS-TR; 

4.1.4 Provide advisory and facilitation services for issuance and renewal of non-immigrant 
Philippine visas (i.e. 47a2, 9e and 9a). Facilitation includes, but not limited to, (i) 
preparation and delivery of note verbale to the Philippine Department of Foreign Affairs 
(DFA); (ii) follow-up and obtain copies of cable authorizations from DFA; and (iii) all other 
necessary steps to ensure successful application. Service Provider shall maintain and 
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update passport and Philippine Visa information for all ADB personnel and guests in its 
own database; 

4.1.5 Maintain accreditations from the embassies, agencies and Department of Foreign Affairs 
(DFA); 

4.1.6 Timely preparation and submission of invoices and supporting documentation for all 
applicable fees and charges of visas, passports and all other documentation services; 

4.1.7 Provide other documentation services as deemed necessary. 
 
 
4.2 Requirements for Management and Reporting 

 
4.2.1 Provision and Management of Manpower 

 
The Service Provider shall provide ADB with personnel who will deliver courteous, efficient, 
knowledgeable, and high-quality services. The personnel assigned to the ADB office must be 
suitably qualified, experienced and well-trained Documentation Officers versed with all up-to-
date requirements and procedures of embassies and agencies. Service Provider must ensure 
that the documentation personnel diligently attend briefings, seminars and all other activities 
that provide updates on visa and passport requirements and filing procedures. 

 
The details on the minimum required number of personnel and qualifications are indicated in the 
attached Annex B-3 Module B Breakdown of Baseline Number of Personnel and Annex B-4 
Module B Minimum Qualifications of Onsite Personnel. The Service Provider shall ensure that 
the baseline number of personnel is provided onsite. Based on the volume of business, SLA 
review and/or feedback from travelers, ADB shall have the right to request for additional 
manpower or replacements at the ADB office, which the Service Provider shall provide within 3 
working days. In the event that the current Service Provider cannot provide a full complement of 
team members, ADB reserves the right to appoint another Service Provider to ensure optimal 
manpower onsite. The Service Provider shall not transfer away its personnel assigned to ADB 
office, at any time, without ADB’s consent. 
 
All candidates/personnel of the Service Provider assigned to its ADB office shall be cleared by 
ADB through interview, skills testing, background checks. Such clearance conducted by ADB 
will not diminish in any way the Service Provider’s obligations and liabilities to ADB in relation to 
the personnel provided. These actions do not establish any employer-employee relationship 
between ADB and the Service Provider’s personnel. 

  
4.2.2 Technology Requirements 
 
The Service Provider will work with ADB and the GDS provider who will install the appropriate 
number of GDS terminals at the ADB office (refer to Annex B-5 Module B List of ADB 
Provisions). There may be a need for Documentation officers to access the PNR to get relevant 
information like mission destination and travel dates, which are critical to the timeframe of visa 
and/or passport applications.  
 
The Service Provider should already possess, at the time of commencement of operations at 
ADB office, the necessary technology and tools to provide a robust suite of reports described in 
4.2.5 below. 

 
4.2.3 On-site Management 
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The Service Provider shall provide a highly competent On-site Documentation Supervisor.  
 
The Service Provider’s Head of Implant Office Documentation Services together with ADB 
representative(s) shall hold regular meetings in order to address progress, concerns, and 
provide feedback to ADB management. Meeting topics will include but not limited to, the 
following: (i) proactive travel management, service reviews and prevention of future issues, 
client opinion surveys, market trends and strategies to contain/reduce documentation costs; and 
(ii) operational, service and management reporting, invoice payments, and other general issues. 
Minutes of meetings must be prepared by the Service Provider and provided to ADB for review 
no later than two calendar days from the meeting date. The Service Provider’s On-site 
Documentation Supervisor shall ensure proper follow-up of actions and provide full reports on 
the points agreed in the meeting and the status of implementation and improvements.  

 
4.2.4 Billing and Payments 
 
For services provided under Module B, ADB shall pay to the Service Providers’ services via a 
Visa-based Performance Based Transaction fee-charging model, in accordance with the agreed 
terms and schedules. The Base Transaction Fee shall reach the minimum level as committed 
by the Service Provider in its Financial Bid Form.  A Transaction is defined as “one traveler – 
one visa”, where visa may be any of the, but not limited to, the following: (i) mission visa; (ii) 9e 
visa; (iii) visa upon arrival; and (iv) 47a2.  
 
The Service Provider shall submit to ADB invoices of the Visa Costs and the Base Transaction 
Fees on a monthly basis complete with supporting documentation. 
 
The Base Transaction Fee shall include, but not limited to the following: 
 

i. staffing, operational/training costs including salaries, benefits, and any other bonuses paid 
to the personnel assigned to the ADB Office; 

ii. expense to meet technology requirements, equipment and office supplies and stationery 
expenses; 

iii. overhead and management expenses, taxes, and profit of the Service Providers; and 
iv. support services (i.e. Financial Transaction support, messenger services, etc.) 
 
ADB’s payment process is automated through an Oracle based system. The Service Providers 
shall provide full cooperation towards automation, including, but not limited to, the submission of 
electronic invoices and related reports.  

 
Processing of ADB payments for invoices of Visa Cost and Base Transaction Fees is within 15 
working days through electronic transfer to the Service Provider’s bank account.  
 
ADB will return to the Service Provider incorrect invoices or invoices that lack supporting 
documents. In this instance, ADB shall not be liable to effect payment within 15 working days. 
Invoices on accounts older than 6 months without valid reasons acceptable to ADB will be 
rejected and will not be processed for payment. Service Provider agrees to absorb merchant 
fees should a credit card payment option be used. 
 
4.2.5 Reporting 
 
The Service Provider shall provide regular and ad hoc reports to OAIS-TR. Monthly reports shall 
be available within fifteen (15) calendar days after the end of the reporting period, and submitted 
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to OAIS-TR in the agreed hard copy and electronic formats. The service provider must always 
be able to provide a real time report of recent activity, pending and closed cases. The list of 
Report Types, Descriptions and their Frequency is found in Annex B-6 Module B Reports. 

 
4.2.6 Business Continuity Plan 
 
The Service Provider is required to submit to ADB a Business Continuity Plan to ensure that 
there will be seamless and continuous provision of the services as stipulated in this document, 
during any event that may affect normal business operations. The Business Continuity Plan will 
form part of the overall criteria to be evaluated by ADB of the incumbent Service Provider. 
 
4.3 List of ADB Provisions 
 
Annex B-5 Module B List of ADB Provisions enumerates all the relevant items that ADB will 
provide to the Service Provider for the purpose of the contract. 
 
4.4 Documentation Personnel Compensation and Performance Based Transaction Fee 
 
The monthly compensation of the Service Provider’s onsite personnel shall reach the minimum 
level as required by ADB (stated in table below). The Service Provider shall provide, when 
requested by ADB, evidence of the payment of the monthly compensation. The Service Provider 
shall use lawful and effective retention programs in order for its key personnel in its ADB office 
to provide service continuously at the ADB office during the performance of the contract.  

 

Position / Designation MIN 
Head of Implant Documentation 30,000.00 
Documentation Assistant 20,000.00 

 
Conditions:  
iii. The above table indicates the minimum monthly base salaries (including assignment-

related allowances, if any)  in Philippine Peso (PHP) for each stated position. 
iv. On top of the Base Salaries, Service Provider shall provide work-related medical and life 

insurance premiums, social security, PAGIBIG fund contribution, 13th month pay, and any 
other administrative costs including assignment-related allowances, if any – in compliance 
with pertinent labor requirements. 

 
The Base Transaction Fee will be paid for each transaction with the assumption that the SLA for 
the month concerned achieves a Satisfactory rating.  Base Transaction Fee shall be adjusted 
(to reward the excellent performance or penalize the unsatisfactory performance of the 
Documentation personnel) based on the actual results of the SLA Scorecard which ADB shall 
review on a quarterly basis on the 5th day of each month following the quarter.  The rating in the 
SLA Scorecard will determine, if applicable, the increase or reduction of the Performance Based 
Transaction Fees.  The increase will be paid and the reduction will be collected by ADB within 
15 working days from the date of review.  
 
The table below further illustrates the foregoing: 
 

SLA Scorecard Rating Fee Adjustment 

Excellent Fee increased by 10% 
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Satisfactory Base Transaction Fee as is 
Unsatisfactory Fee reduced by 10% 

 
The Service Provider shall distribute the 10% increase as an incentive in such a way that 60% 
goes to the onsite Documentation Officer who completed the transaction and 40% goes to the 
onsite support staff (management, financial transaction staff, messenger services, etc.).   
 

Period Covered Reviewed on  Effect of Payout or Reduction of 
Fees 

Q1 - Jan to Mar 5th of Apr 20th of Apr 
Q2 - Apr to Jun 5th of Jul 20th of Jul 
Q3 - Jul to Sep 5th of Oct 20th of Oct 
Q4 - Oct to Dec 5th of Jan 20th of Jan 

 
The Service Provider shall provide, when requested by ADB, evidence of the payment of the 
monthly compensation and the incentives. 
 
4.5 Reviews 
 
The Service Provider shall perform the tasks in accordance with the agreed Service Level 
Agreement (SLA), which is attached as Annex B-7 Module B Service level Agreement (SLA). 
The SLA and key obligations of the Service Provider under the contract will be by ADB 
monitored on a monthly basis, in accordance with Travel Service Performance Scorecard. The 
Service Provider shall also conduct analysis as necessary to ensure the maintenance of the 
service levels and standards. 
 
As the performance indicators listed in the SLA are critical to the quality of the services and the 
efficient handling of ADB official travel, the Service Provider has the full obligation to comply 
with the quality standards.  In case minor infraction is committed, the Service Provider shall take 
immediate action to correct the infraction.  Penalties including provision of replacement staff 
upon ADB request and reduction of Performance Based Transaction Fees shall apply as 
specified in previous sections.   
 
5 ANNEX / ATTACHMENT 

 
Module A Annexes and Attachments:  
Annex A-1 Module A ADB List of Holidays 
Annex A-2 Module A ADB Travel Data 2015 
Annex A-3 Module A Breakdown of Baseline Number of Personnel 
Annex A-4 Module A Minimum Qualifications of Onsite Personnel 
Annex A-5 Module A List of ADB Provisions 
Annex A-6 Module A Reports 
Annex A-7 Module A Service Level Agreement (SLA) 

 
Module B Annexes and Attachments:  
Annex B-1 Module B ADB List of Holidays 
Annex B-2 Module B ADB Documentation Data 2015 
Annex B-3 Module B Breakdown of Baseline Number of Personnel 
Annex B-4 Module B Minimum Qualifications of Onsite Personnel 
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Annex B-5 Module B List of ADB Provisions 
Annex B-6 Module B Reports 
Annex B-7 Module B Service Level Agreement (SLA) 
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ANNEX A-1 and ANNEX B-1.   List of ADB Holidays 

 
   

 
Source: http://www.adb.org/contacts/adb-holidays 

 
 

The list of ADB Holidays above are the same for every year, thus, when any of the 
above holidays falls on a Saturday or Sunday, the preceding Friday or the following 
Monday is observed as a holiday (except for the New Year’s holiday). Should 31 
December be the compensatory holiday for Rizal Day or New Year’s Day, or fall on a 
Saturday/Sunday, the New Year’s Eve Holiday will be the last working day of the year, 
which could be 28 or 29 December. Office hours and holidays are subject to change at 
the option of ADB. 

 
ADB does not observe the holidays and special holidays being declared by the 
Philippine Government. It is the Contractor’s obligation to compensate their personnel 
accordingly at their own expense. 
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ANNEX A-2. ADB Travel Data 2015 
 
 

Summary of 2015 ADB Travel Spend 
 

Total Transactions: 9,396 
Total Airline Spend: US$ 16,317,937.00 
Total Hotel Spend: US$ 6,139,230.00 

 
 

 
Table 1: Travel numbers Single and Multiple Destinations 

 
Annual Average Number of Mission: 9,000 

 

Itinerary Type Percentage from Total 
Missions/Trips 

Single Destination 33% 
Multiple Destinations 67% 

TOTAL 100%  
 

 
Table 2: ADB Preferred Airlines 

 
 

Airline Name Airline 
Code 

Air China CA 
All Nippon Airways / United Airlines NH / UA 
Asiana Airlines OZ 
Cathay Pacific CX 
China Southern Airlines CZ 
Emirates EK 
Etihad Airways EY 
Korean Air KE 
Philippine Airlines PR 
Qatar Airways QR 
Singapore Airlines SQ 
Thai Airways TG 
Turkish Airlines TK 
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Table 3: Top 20 Airlines by Spend 
 

Rank Airline Code Rank Airline Code 

1 SQ 11 NH 
2 CX 12 CA 
3 TG 13 CZ 
4 EK 14 MH 
5 KE 15 OZ 
6 TK 16 KL 
7 QR 17 KC 
8 PR 18 FJ 
9 HR 19 UA 

10 EY 20 9W 
  

Table 4: Top 20 City Pairs by Frequency / Number of Tickets 
 

Rank City Pair  Rank City Pair  
1 MNL-TSE-MNL 11 MNL-DYU-MNL 
2 MNL-BJS-MNL 12 MNL-FRU-MNL 
3 MNL-HAN-MNL 13 MNL-KTM-MNL 
4 MNL-BKK-MNL 14 MNL-DEL-MNL 
5 MNL-SIN-MNL 15 MNL-VTE-MNL 
6 MNL-DAC-MNL 16 MNL-TBS-MNL 
7 MNL-TAS-MNL 17 MNL-NYT-MNL 
8 MNL-ULN-MNL 18 MNL-SEL-MNL 
9 MNL-CMB-MNL 19 MNL-HKG-MNL 

10 MNL-PNH-MNL 20 MNL-TYO-MNL 
 

Table 5: Top 20 City Pairs by Travel Spend 
 

Rank City Pair Rank City Pair 
1 MNL-TSE-MNL 11 MNL-BJS-MNL 
2 MNL-DAC-MNL 12 MNL-FRU-MNL 
3 MNL-WAS-MNL 13 MNL-DYU-MNL 
4 MNL-CMB-MNL 14 MNL-PNH-MNL 
5 MNL-DEL-MNL 15 MNL-EVN-MNL 
6 MNL-ULN-MNL 16 MNL-SIN-MNL 
7 MNL-HAN-MNL 17 MNL-BKK-MNL 
8 MNL-KTM-MNL 18 MNL-VTE-MNL 
9 MNL-TBS-MNL 19 MNL-KBL-MNL 

10 MNL-TAS-MNL 20 MNL-BAK-MNL 
 



Appendix 1-Annex A-2 
Asian Development Bank   MODULE A ADB Documentation data 
Travel Services for Asian  Development Bank    
P a g e  | 37 

 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this “Instructions To Bidders”. 
 

 
 
 
 

Table 6: Top 20 Hotel Destinations by Spend 
 

Rank Country Rank Country 
1 Philippines 11 Mongolia 
2 Pakistan 12 Uzbekistan 
3 Bangladesh 13 Thailand 
4 China 14 Myanmar 
5 Kyrgyz Republic 15 Indonesia 
6 Sri Lanka 16 Nepal 
7 Viet Nam 17 Georgia 
8 Tajikistan 18 United Arab Emirates 
9 India 19 Azerbaijan 

10 Cambodia 20 Hong Kong 
 
 

Table 7: Top 20 Hotel Destinations by Room Nights 
 

Rank Country Rank Country 
1 Philippines 11 Mongolia 
2 Pakistan 12 Tajikistan 
3 Bangladesh 13 Azerbaijan 
4 China 14 Nepal 
5 Viet Nam 15 Armenia 
6 India 16 Indonesia 
7 Thailand 17 Myanmar 
8 Uzbekistan 18 Georgia 
9 Cambodia 19 Fiji 

10 Kyrgyz Republic 20 Lao PDR 
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ANNEX A-3. MODULE A BREAKDOWN OF BASELINE NUMBER OF PERSONNEL  
 
 
 

Group/Position 
No. of 

Agency 
Personnel  

MODULE A: Travel Reservations, Ticketing and Financial Transaction Support 7 
  Head of Implant Office 1 
 Senior Travel Managers 3 
  Travel Managers 2 
  Accountant 1 
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ANNEX A-4. MODULE A MINIMUM QUALIFICATIONS OF ONSITE PERSONNEL 

 
Position / Job Family  Educational Background and 

Job Experience Professional Qualifications Other Qualifications 

Head of Implant 
Office 

College 
Graduate: 4-
year 
Tourism or 
Business 
Related 
course 

at least 10 years 
experience in 
the same 
capacity, 
handling 10 or 
more direct 
reports 

Certificates in Basic and 
Advanced Reservations; 
Fares and Ticketing in all 
GDS preferred (minimum is 
Amadeus) 

Other industry 
certifications (IATA Fares 
and Ticketing, etc.) will be 
an advantage 

(i) Experience in 
handling 
multinational 
corporate accounts 
is preferred; 
 
(ii)  above average 
written and verbal 
English 
communication 
skills required; 
 
(iii) ability to multi-
task and handle 
high-pressure 
environment; 

Senior Travel 
Managers 

College 
Graduate: 4-
year 
Tourism or 
Business 
Related 
course 

at least 5 years’ 
experience in 
the same 
capacity, 
handling at least 
5 direct reports 

Certificates in Basic and 
Advanced Reservations; 
Fares and Ticketing in all 
GDS preferred (minimum is 
Amadeus) 

Other industry 
certifications (IATA Fares 
and Ticketing, etc.) will be 
an advantage 

Travel Managers College 
Graduate: 4-
year 
Tourism or 
Business 
Related 
course 

at least 3 years’ 
experience  

Certificates in Basic and 
Advanced Reservations; 
Fares and Ticketing in all 
GDS preferred (minimum is 
Amadeus) 

Other industry 
certifications (IATA Fares 
and Ticketing, etc.) will be 
an advantage 

Accounting 
Supervisor 

College 
Graduate: 4-
year 
Accounting 
or Finance 
course 

at least 5 years’ 
experience 

Certificate in IATA Financial 
and Accounting; BSP 
Essentials  preferred 
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ANNEX A-5. Module A LIST OF ADB PROVISIONS 
 
 
 

 
A. ADB shall make available the following facilities for use by the Service Provider 

for the purpose of this Contract: 
 

(i) Office accommodation, as designated by ADB; 
(ii) Office furniture for core personnel, including partitioning, desks, chairs, 

telephone handsets, and filing cabinets; 
(iii) Lighting and air-conditioning facilities; 
(iv) Janitorial, security, and safety services; 
(v) One fax machine and telecommunication facilities (free access to NDD 

and IDD); 
(vi) One unit of photocopying machine; 
(vii) Up to four personal computers with access to ADB’s online systems; 
(viii) One printer for computer; and 
(ix) One wall clock. 

 
B. The maintenance of the facilities/equipment listed in A above will be undertaken 

by ADB. 
 
C. The facilities and maintenance made available by ADB for the purpose of this 

Contract shall be limited to A and B above.  The Service Provider should ensure 
that the equipment and facilities provided by ADB are properly utilized and the 
Service Provider will be liable for any damage and losses arising from improper 
use and/or the negligence of Service Provider’s personnel. 

 
D. Electric typewriter, additional fax machines, adding machines/calculators, filing 

cabinet, safe (vault), cellphones (for official use), additional furniture, normal 
fixtures and fittings used by travel agents, may be provided by the Service 
Provider. 

 
E. All office supplies and stationary1, including samplers, pens, pencils, paper, 

documentation and tickets, toner and other items for all printers, photocopy 
machines, and other equipment, shall be provided by the Service Provider. 
 

F. GDS terminals (specific number to be determined with the GDS provider) to be 
installed in the designated work area of the Service Provider. 

 
 
 
 

                                            
1 Except for paper with ADB letterhead for official correspondence. 
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ANNEX A-6. MODULE A REPORTS 
  Report Type Description Frequency 
1 Daily Ticketing Report Name of traveler, TRA number, airfare, applicable charges (if 

any).  This will serve as a basis for monitoring payment from ADB 
to the Service Provider, and refunds from the Service Provider to 
ADB. 

Daily 

2 Airline Production Airline name, number of flights, dollars spent, destinations, fare 
types and market share. 

Monthly 

3 Airfare savings Savings by ADB department achieved through use of corporate 
airfares as compared to the published full fares. 

Monthly 

4 Use of published full fares List of all trips for which published full fares are used, with the 
concerned screen shot pages on GDS that show unavailability of 
lower fare seats at the time of booking. 

Monthly 

5 Airfare deviation All trips, as approved by the MAAs, which result in more than 10% 
additional expenses over the recommended/benchmark route. 
The airfare deviations must be presented by division and by 
department. 

Monthly 

6 Lost Opportunities Report Tracking higher fare class taken vs. lower fare class/ADB 
corporate fares, which were initially available but not availed of 
due to omission, lapse of ticketing deadline, lack of 
initiative/follow-up, etc. 

Monthly 

7 Cost Per Mile/KM  Identify average cost per mile/km on tickets in similar markets.  Monthly 
8 Greenhouse Gas 

Emissions 
Report of estimated Greenhouse Gas Emissions from travel 
activity including air travel, hotel accommodations, etc. 

Monthly 

9 Refunds Outstanding or recently processed refunds including date of 
original ADB request for refund, the expected value of the refund, 
relevant ticket details, TRA number.  This should be provided to 
ADB within 48 hours of request. 

Monthly / 
On 
demand 

10 Hotel Production Name of hotel, hotel chain, city, country, booked number of room 
nights, dollars spent and exceptions.   

Monthly 

11 Hotel Changes and 
Cancellations 

Name of hotel, hotel chain, city, country, date(s) changed or 
cancelled, cancellation number, reason for cancellation 

Monthly 

12 Summary production and 
staffing report 

(i) total number of PNRs and tickets issued during the month 
including names of TMs who handled the transaction; (ii) numbers 
of PNRs for which urgent booking services were provided; (iii) 
number of hotel bookings made; (iv) average number of staff 
assigned to ADB Office during the month; (vi) name and number 
of TMs newly assigned to, or resigned from/transferred out of, 
ADB Office; and (vii) training provided to TMs and other staff 
during the month.  

Monthly 

13 Invoice Processing Report  Detailed reports on all Service Providers invoices to ADB and 
corresponding payments, classified into different categories to 
enable OAIS-TR to follow-up delayed payments and correct of 
errors. 

Monthly 

14 Financial Report Total invoices on airfare, hotels, and applicable charges (if any). Monthly 
15 Commissions / Overrides / 

Rebates 
All commissions, rebates, and other monies received/earned by 
the Service Providers as travel agent for ADB (except for personal 
travels and Philippine domestic tickets and unless directly 
deducted from the fares), which may be paid by airlines, hotels, 
GDS companies, or any other travel related Contractors. 
Collection and/or surrendering of such commissions/rebates to 
ADB will be followed up. 

Monthly 

16 SLA Performance Statistics Data and inputs for the SLA. Monthly 

17 Travel Manager 
Performance Based 
Scheme 

The implementation status of the incentive scheme, for the 
Service Providers to reward and retain outstanding performers.  
The elements of the incentive scheme are subject to change. 

Quarterly 
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SERVICE LEVEL AGREEMENT 
Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 
Travel Services for the Asian Development Bank 

(Contract No. ADB/OAS-XXXX/XXX) 
Between ADB and Contractor 

 
1. GENERAL 
 

1.1 Scope and Purpose of the Document 
 

This Service Level Agreement (hereafter “SLA”) between ADB and [Service Provider Name] 
(‘Contractor’) outlines the terms and conditions and standards of performance for the 
provision of travel services. 
 
The purpose of this SLA is to ensure that the appropriate commitments are in place to 
ensure consistent provision of services to ADB. This SLA will be used as the benchmark 
against which reviews and, as appropriate, modifications to the service shall take place. The 
monthly measurements are summarized in Attachment A-1 SLA Scorecard for Module A 
Travel Services 2016. 
 
This SLA is contingent upon each party knowing and fulfilling their responsibilities and 
generating an environment conducive to the achievement and maintenance of targeted 
service levels. 
 
1.2 Objectives of the SLA 
 

1.2.1 To create an environment which is conducive to a co-operative relationship 
between ADB and the Contractor to ensure the effective support of end 
users; 

1.2.2 To document the responsibilities of both parties; 
1.2.3 To ensure that the Contractor achieves the provision of a high quality of 

service for end users with the full support of ADB; 
1.2.4 To define the commencement of the agreement, its initial term and the 

provision for reviews; 
1.2.5 To define in detail the level of service which can be expected by the 

Contractor, thereby reducing the risk of misunderstandings; 
1.2.6 To institute a formal system of objective service level monitoring ensuring 

that reviews of the agreement are based on factual data; 
1.2.7 To provide a common understanding of service requirements/capabilities 

and of the principles involved in the measurement of service levels; 
1.2.8 To provide for a clear set of remedies and escalation procedure in case of 

non-performance. 
 
1.3 Period of Agreement / Contract Termination and Service Handover 

 
1.3.1 This SLA remains valid for the duration of the Travel Services Contract 

until superseded by a revised SLA mutually endorsed by both parties, in 
accordance with Section 4.3 hereunder. 
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1.3.2 Upon notification of Contract termination, irrespective of its cause, the 
Contractor shall fully cooperate with OAIS-TR and any other Travel 
Service Provider as designated by ADB, to ensure proper turnover of the 
services to the replacement provider. This includes, among others, 
sustained level of services until the end of contract term (or a specified 
date in case of early termination) and a smooth transition of business on 
the contract expiry date including, but not limited to: (i) the database of the 
profiles of ADB personnel and their dependents, and all other database 
containing travel-related information proprietary to ADB; and (ii) all 
unticketed bookings for ADB business travels. ADB shall pay a transaction 
fee only if the transaction will have been completed at the time of 
handover. Failure to comply with the above handover requirements will 
provide ADB with the ground to call immediately the Performance 
Security/Bank Guarantee under the Contract. 

 
2 SERVICE DESCRIPTION 

 
2.1 Scope of the Services 

 
The Contractor shall perform tasks in accordance with the requirements set forth in the Work 
Performance Statement, and the Service Levels in Section 2.3 hereafter.  The Scope of 
Services may be adjusted to meet operational needs.  
 
2.2 Service Availability 

 
Normal Service Hours: the Contractor shall provide the services from 8:00 a.m. to 6:00 p.m., 
Monday to Friday and from 9:00 a.m. to 1:00 p.m. on Saturday. The Services shall not be 
rendered on Sunday or ADB holidays, unless specifically requested by Head, OAIS-TR. 
 
Emergency Services: the Contractors shall provide 24 hours / 7 days a week phone and 
emergency services and advise the details to all ADB travelers in need or urgent assistance 
(especially those who are en route to destination or at their mission destination).  This 
should be a single phone number that is routed to individual travel managers.   

 
2.3 Service Levels 

 
Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 
a. Servicing 
 

Quality Standard Method of 
Measurement 

Minimum Standard Target Standard 

1.1 Normal Hours of Operation: 
08:00 – 18:00 Monday to Friday 
09:00 – 13:00 Saturday 
Contractor operations should be adequately 
manned by Travel Managers available to 
attend to clients within normal hours of 
operation. 

Client feedback Zero incident of non-
performance reported 
per month. 
 

Zero incident of non-
performance reported 
per month. 
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Quality Standard Method of 
Measurement 

Minimum Standard Target Standard 

1.2 Emergency Services: 
Contractor personnel assigned to handle the 
24/7 emergency phones should be available to 
attend to clients outside the normal hours of 
operation. 

Client feedback Zero incident of non-
performance reported 
per month. 
 

Zero incident of non-
performance reported 
per month. 
 

1.3 Normal Telephone Response time: 
Calls to the Contractor should be answered 
within 4 rings during normal hours of operation. 

Client feedback Four incidents of non-
performance reported 
per month. 

Zero incidents of non-
performance reported 
per month. 

1.4 Emergency Telephone Response time: 
Calls to the Contractor on the 24/7 emergency 
phones should be answered within 6 rings 
outside normal hours of operations. 

Client feedback Four incidents of non-
performance reported 
per month. 

Zero incidents of non-
performance reported 
per month. 

1.5 Callback Response Time/Walk-in: 
Contractor should email an acknowledgement 
or response to a client’s inquiry within two 
hours of a phone call or visit. 

Client feedback Four incidents of non-
performance reported 
per month. 

Zero incidents of non-
performance reported 
per month. 

1.6 Email Response Time: 
Contractor should email an acknowledgement 
or response to a client’s inquiry within 2 hours 
after receipt of the client’s email.  

Client feedback Four incidents of non-
performance reported 
per month. 

Zero incidents of non-
performance reported 
per month. 

 
b. Airfare Reservations 

 
Quality Standard Method of Measurement Minimum 

Standard 
Target Standard 

2.1 Itinerary and fare proposal 
[assumption: most direct cost-effective]: 
Contractor should provide at least an 
interim response to the client within the 
same day for written requests received on 
or before 12:00 noon, or before 10:00 am 
next day if written request is received after 
12:00 noon.  If more time is needed to 
prepare a response, Contractor and client 
should agree on a reasonable timeframe. 

Client feedback 
 

Four incidents of 
non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per month. 

2.2 Flight Reservations Accuracy: 
All flight reservations should be accurate 
and consistent with ADB Business Travel 
Policy as well as travel industry norms and 
practices. 

Client feedback, OAIS-TR 
Pre-Travel Audit 

Four incidents of 
non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per month. 

2.3.a Regular issuance of air tickets – 
[assumption: request received more than 
3 days before departure]: 
Tickets should be issued when a traveler 
finalizes the travel arrangements before 
the specified targets or ticketing deadline, 
whichever is earlier.  Contractor is 
responsible for ensuring the client is 
aware of the ticketing deadline, and for 
ensuring that clients are aware of the 
potential loss of a cost-effective airfare in 
case ticketing deadline is missed. 

Client feedback, OAIS-TR 
Pre-Travel Audit 

Zero incidents 
reported per month 
where ticketing 
deadline was 
missed, resulting in 
the loss of a cost-
effective airfare. 

Zero incidents 
reported per month 
where ticketing 
deadline was 
missed, resulting in 
the loss of a cost-
effective airfare. 
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Quality Standard Method of Measurement Minimum 
Standard 

Target Standard 

2.3.b Regular issuance of air tickets – 
[assumption: request received more than 
3 days before departure]: 
Tickets should be issued when a traveler 
finalizes the travel arrangements before 
the specified targets or ticketing deadline, 
whichever is earlier.  Contractor is 
responsible for ensuring the client is 
aware of the ticketing deadline, and for 
ensuring that clients are aware of the 
potential loss of a cost-effective airfare in 
case ticketing deadline is missed. 

Client feedback, OAIS-TR 
Pre-Travel Audit  

Twelve incidents 
reported per month 
for tickets issued 
less than 16 days 
prior to departure. 

Zero incidents per 
month for tickets 
issued less than 16 
days prior to 
departure. 

2.3.c Regular issuance of air tickets – 
[assumption: request received more than 
3 days before departure]: 
Tickets should be issued when a traveler 
finalizes the travel arrangements before 
the specified targets or ticketing deadline, 
whichever is earlier.  Contractor is 
responsible for ensuring the client is 
aware of the ticketing deadline, and for 
ensuring that clients are aware of the 
potential loss of a cost-effective airfare in 
case ticketing deadline is missed. 

Client feedback, OAIS-TR 
Pre-Travel Audit 

Four incidents 
reported per month 
for tickets issued 5 
or less working 
days prior to 
departure. 

Zero incidents 
reported per month 
for tickets issued 5 
or less working 
days prior to 
departure. 

2.4 Urgent issuance air tickets 
[assumption: requested within 3 days of 
departure]: Tickets should be issued when 
a traveler finalizes the travel 
arrangements before the ticketing 
deadline.  Contractor is responsible for 
ensuring the client is aware of the ticketing 
deadline, and for ensuring that clients are 
aware of the potential loss of a cost-
effective airfare in case ticketing deadline 
is missed. 

Client feedback, OAIS-TR 
Pre-Travel Audit 

Zero incidents 
reported per month 
where ticketing 
deadline was 
missed, resulting in 
the loss of a cost-
effective airfare. 

Zero incidents 
reported per month 
where ticketing 
deadline was 
missed, resulting in 
the loss of a cost-
effective airfare. 

2.5 Airfare computation accuracy: 
Contractor should provide the most direct 
and cost-effective route/airfare to the 
client. Contractor should maximize the use 
of ADB contracted corporate airfares. 
 

OAIS-TR Pre-Travel Audit 
– No. of incidents where 
OAIS-TR is able to find a 
most direct and cost-
effective route/ airfare that 
is at least US$100 less 
than the Contractor’s 
proposed airfare. 

Four incidents 
reported per month. 

Zero incidents 
reported per month. 

2.6 Data in ADB’s online Oracle-based 
travel system [assumption: excluding 
system-generated errors]: 
Contractor is responsible for sending 
complete and correct itinerary data into 
ADB’s travel system in correct formatting 
immediately or within the same day of 
itinerary creation/update. (Refer to 
Attachment 2A  - Module A Sample PNR) 

Client feedback, OAIS-TR 
Pre-Travel Audit, OIST 
feedback 

Four incidents of 
non-performance 
reported per month.  

Zero incidents of 
non-performance 
reported per month. 

 
c. Hotel Reservations 

 
Quality Standard Method of Minimum Target Standard 
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Measurement Standard 
3.1 Hotel booking Confirmation 
[assumption: traveler gives at least 5 
working days notice and hotel has 
normal communication facilities; room 
rate should be within ADB Ceiling]: 
Contractor provides client with a 
confirmed hotel booking or alternatives 
within the same day for written requests 
received on or before 12:00 noon, or 
before 10:00 am next business day if 
written request is received after 12:00 
noon.  If no rooms are available within 
ADB ceiling rate, lowest available room 
rate should be used. 

Client feedback, OAIS-
TR Pre-Travel Audit 

Four incidents of 
non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per 
month. 

3.2 Hotel Booking Cancellation: 
Contractor should ensure that hotel 
bookings are cancelled without incurring 
a cancellation fee according to hotel 
policy.  Cancellation number or hotel’s 
acknowledgement of cancellation should 
be provided to the client.  Contractor 
should advise the client on the hotel’s 
cancellation policy.  If client’s request to 
cancel falls within the cancellation 
penalty cut-off, Contractor should still 
endeavor to have the cancellation 
penalty waived. 

Client feedback, OAIS-
TR Pre-Travel Audit 

Four incidents of 
non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per 
month. 

3.3 Hotel booking accuracy: 
All hotel reservations should be accurate 
and consistent with ADB Business Travel 
Policy as well as travel industry norms 
and practices. 

Client feedback, OAIS-
TR Pre-Travel Audit 

Four incidents of 
non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per 
month. 

3.4 Automated Reservations: 
Hotel reservations should be made 
through the specified Global Distribution 
System (GDS).  Contractors should 
maximize the use of ADB negotiated 
corporate hotel rates. 
 
In the event that hotel cannot be booked 
in the GDS, Contractor must document a 
screenshot of the unavailability in the 
GDS and provide the same to OAIS-TR 
as proof during Audit. 
 

OAIS-TR Pre-Travel 
Audit, GDS reporting 

80% of 
reservations made 
through Global 
Distribution System 
(GDS) 

100% of 
reservations made 
through Global 
Distribution System 
(GDS) 

3.5 Managing Cost-Effectivity: 
Contractor should ensure that hotel 
bookings are arranged to take advantage 
of Off-Peak room rates or other cost-
effective measures.  

OAIS-TR Pre-Travel 
Audit – No. of incidents 
where OAIS-TR is able 
to find a more cost-
effective hotel rate that is 
at least US$100 less 
than the Contractor’s 
hotel rate. 

Four incidents of 
non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per 
month. 

3.6 Hotel Tax Exemption: 
Contractor should prepare and provide 
the Hotel Tax Exemption letter to 

Client feedback, OAIS-
TR Pre-Travel Audit; CTL 
feedback 

Zero incidents of 
non-performance 
reported per month 

Zero incidents of 
non-performance 
reported per month 
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travelers to relevant destinations as 
advised by OAIS-TR. 

 
d. Financial Transaction Support 

 

 
e. Client Satisfaction 

 
Quality Standard Method of 

Measurement 
Minimum Standard Target Standard 

5.1 Travel Agency Survey 
Rating: 
95% or higher. 

Travel Agency Survey 
Rating 

95% 100% 

5.2 Travelers complaints: 
Complaints to be 
acknowledged to the source of 
complaint within the same day 
when received on or before 
4:00 pm, or before 10:00 am 
next day if complaint received 
after 4:00 pm.  Response 
should indicate action taken or 
to be taken and expected 

Client feedback, Travel 
Agency Survey feedback 

Zero incidents of non-
performance reported 
per month. 
 

Zero incidents of non-
performance reported 
per month. 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard Target Standard 

4.1 Invoices for Payment: 
Timely submission of invoices to ADB for 
payment processing.  Accuracy of entries 
inputted into ADB’s online Oracle-based travel 
system. Accuracy and completeness of 
supporting documents for relevant invoices as 
required by CTL. 

Client feedback, OAIS-
TR Pre-Travel Audit, 
CTL reporting 

Zero incidents of 
non-performance 
reported per 
month. 

Zero incidents of 
non-performance 
reported per 
month. 

4.2.a Airfare refunds processing: 
Timely reconciliation and payment of airfare 
refunds to ADB within 6 months from refund 
request.  Delays beyond Contractor control are 
excluded provided Contractor provides 
documentation showing follow-ups and 
responses from airlines. 

Client feedback, OAIS-
TR Pre-Travel Audit, 
CTL reporting 

Zero pending 
refunds over 6 
months from 
refund request. 
 

Zero pending 
refunds over 6 
months from 
refund request. 
 

4.2.b Airfare refunds processing: 
Timely reconciliation and payment of airfare 
refunds to ADB within 6 months from refund 
request.  Delays beyond Contractor control are 
excluded provided Contractor provides 
documentation showing follow-ups and 
responses from airlines. 

Client feedback, OAIS-
TR Pre-Travel Audit, 
CTL reporting 

Zero pending 
refunds over 3 
months from 
refund request. 
 

Zero pending 
refunds over 3 
months from 
refund request. 
 

4.3  Timely delivery of reports: 
All reports as specified in the WPS should be 
provided by the Contractor accordingly. 

OAIS-TR receipt Zero incidents of 
non-performance 
reported per 
month. 
 

Zero incidents of 
non-performance 
reported per 
month. 

4.4 Interface with ADB’s Oracle-based travel 
processing system (e.g. eTrip): 
100% compliance with ADB’s IT requirements 
and functionalities 

Client feedback, OAIS-
TR Pre-Travel Audit, 
OIST feedback, CTL 
feedback 

Zero incidents of 
non-compliance 
reported per 
month. 
 

Zero incidents of 
non-compliance 
reported per 
month. 
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timeframe for resolution.  
Updates to be provided weekly 
to OAIS-TR until resolved. 
 

f. Provision of Manpower 
 

Quality Standard Method of 
Measurement 

Minimum Standard Target Standard 

6.1 Service provider shall 
provide the baseline number of 
personnel (cf. Annex 3A - 
Module A Breakdown of 
Baseline Number of Personnel) 

Physical count of onsite 
staff 

7 Onsite staff - Zero 
incidents of non-
performance reported 
per month. 

7 Onsite staff - Zero 
incidents of non-
performance reported 
per month. 

6.2 Average minimum 
production per staff 

Reporting tools of TR 
Unit (eTrip, GDS, etc.) 

Average 3 Tickets per 
day - Zero incidents of 
non-performance 
reported per month. 

Average 5 Tickets 
per day - Zero 
incidents of non-
performance reported 
per month. 

 
 
 

3 PERFORMANCE LEVEL MEASUREMENT 
 
The performance measurement activities to be undertaken are summed up hereafter: 

 
 

3.1 Traveler Surveys and Feedback 
 

3.1.1 All ADB travelers shall provide feedback on the services provided in 
connection with each mission travel. The Contractor shall be provided with 
access to the survey results and are therefore responsible for monitoring 
the results and proactively acting on the narrative feedback.  The monthly 
scorecard for SLA will reflect the survey results. Results of the traveler 
surveys will also be used to facilitate discussions on overall Contract 
management and form the basis of ADB's decision to renew or terminate 
the Contract. 

3.1.2 In addition to direct email feedback from ADB personnel, OAS website 
also provides an electronic Travel Feedback platform whereby any 
incidents, comments, and suggestions could be reported by ADB 
personnel any time (with or without reference to a specific mission) on 
services of the Contractor.  

Activity Responsible Frequency Method  

Travel Agency survey rating ADB Per mission Automated 

Travel Agency survey feedback Contractor Per mission Automated 

Ad hoc Feedback ADB Random Report 

Feedback analysis Contractor Per incident Report 

Audit ADB Per mission Report 
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3.1.3 Incidents and comments reported either through direct emails to OAIS-TR 
or through the OAS Website will also be included in the Travel Events Log 
as appropriate. 

 
3.2 Service Audits 
 

3.2.1 OAIS-TR will conduct 100% pre-audit of all transactions focusing on (i) 
compliance with ADB Travel Policy; (ii) actual losses and savings 
foregone, (iii) completion of mandatory PNR details, and (iv) timeliness of 
ticketing and submission of PNR data online. Guidelines on Pre-Audit will 
be discussed once Contract has been awarded. 

3.2.2 ADB reserves the right to contract an independent third party to audit 
Contractor service levels at ADB's own expense. Results of any service 
audit may be provided to the Contractor at ADB’s discretion and used to 
identify areas where improvement is necessary. The results will also be 
used in ADB’s review for its decision on contract renewal or termination. 
The Contractor shall fully co-operate with any service audits and provide 
the auditors with reasonable documentation and access to the Contractor 
personnel at request of Unit Head, OAIS-TR. 
 
 

4 MANAGEMENT REQUIREMENTS 
 
4.1 Representatives 

 
Topic ADB Contractor 
Day-to-day operations   
Performance issues   
Contractual issues   
 

4.2 Notices 
 

All notices shall be sent to: 
 
For ADB  : _____________________________    
 
For the Contractor : _____________________________  

 
 

4.3 Changes Procedure 
 

Changes to this agreement must be approved in writing by both parties. Requests for 
changes shall be made in writing and adequate time shall be allowed for implementation. 

 
 

4.4 SLA and Performance Review Meetings 
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4.4.1 This SLA shall be formally reviewed on a monthly basis, or at a mutually 
agreed date, by ADB and the Contractor.  The review will cover services 
provided, service levels and procedures. 

4.4.2 Weekly Meetings - shall be held between OAIS-TR and the Contractor's 
staff to solve day-to-day operations issues, exchange information on latest 
development of the market, and agree on immediate resolutions. The 
Contractor shall summarize in a Minutes of Meeting, all discussions 
reached with OAIS-TR during these regular meetings within 2 calendar 
days thereafter and disseminate the same to all TMs/staff concerned. 

4.4.3 Monthly Management Meeting - the Onsite Manager of the Contractor's 
ADB Office shall report during these meetings on any employees with 
performance issues and discuss the ways to improve their service levels. 
After each meeting, the Contractor will submit a report detailing action and 
timetable to improve service or take appropriate resolution measures. 
Each subsequent Management Meeting will begin with a review of the 
Contractor's progress in commitments from prior meetings, and ADB's 
actions or decisions taken on matters discussed in the previous meeting. 

4.4.4 Reference to item f. - “Provision of Manpower” above: (i) if the Service 
Provider fails to provide the baseline number of personnel, the Bank has 
the right to appoint another Service Provider to provide the manpower to 
ensure there is optimal staffing onsite; and (ii) if a travel manager is 
handling more than five tickets per day (i.e. peak season or any other 
period), ADB has the right to call in additional staff to ensure that service 
levels are maintained at the minimum standards.  Service Provider shall 
provide the requested manpower within three working days from the date 
of request, otherwise, ADB shall appoint another Service Provider to 
provide the staff. 

4.4.5 The Performance Level and Assessment shall be scored, and 
incentives/penalties shall be applied according to the table below: 

 
SLA SCORING TABLE INCENTIVES AND PENALTIES SLA SCORE SLA ASSESSMENT 

150 Excellent  
120 – 149 Satisfactory  
119 and below Unsatisfactory 2 incidents of which gives ADB the right to 

request for replacement manpower – reference to 
section 3.2.1 of WPS 

 
A year-end assessment of “Unsatisfactory” will result in a possible revision of scope of work 
and/or contract termination. 
 

4.5 Service Level Reporting 
 

4.5.1 Data on actual service levels achieved shall be provided on a monthly 
basis, not later than fifteen calendar days after the end of each half-month, 
in the form of a scorecard, as attached hereafter. The data shall show the 
performance achieved for each indicator, as compared to the target.  
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4.6 Escalation Procedure–Handling of Complaints 
 

4.6.1 Any concerns should be raised at the regular performance review 
meetings. The Contractor shall provide a prompt response and resolution 
to all service-related complaints filed by travelers and employees. Upon 
receipt of any complaints, the Contractor shall provide details to ADB 
representative who will decide on the appropriate action. If a complaint or 
dispute cannot be resolved by negotiation between the representatives 
mentioned under para. 4.1, advice and assistance may be sought from the 
Contractor’s President and Director OAIS. 

 
 
5 ATTACHMENT 

5.1 Attachment A-1 Module A SLA Scorecard for Travel Services 2016 
5.2 Attachment A-2 Module A Sample PNR 
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SERVICE LEVEL AGREEMENT SCORECARD 
Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 
Travel Services for the Asian Development Bank 

Contract No. ADB/OAS-XXXX/XXX 
Between ADB and Contractor 

 
Review Period:  [Month-Year] 

 
1. Servicing 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
count Score 

1.1 Normal Hours of Operation: 
08:00 – 18:00 Monday to Friday 
09:00 – 13:00 Saturday 
Contractor operations should be 
adequately manned by Travel 
Managers available to attend to 
clients within normal hours of 
operation. 

Client 
feedback 

Zero incident 
of non-
performance 
reported per 
month. 
 

Zero incident 
of non-
performance 
reported per 
month. 
 

0 
>0 

 

2 
0 

  

1.2 Emergency Services: 
Contractor personnel assigned to 
handle the 24/7 emergency phones 
should be available to attend to 
clients outside the normal hours of 
operation. 

Client 
feedback 

Zero incident 
of non-
performance 
reported per 
month. 
 

Zero incident 
of non-
performance 
reported per 
month. 
 

0 
>0 

2 
0 

  

1.3 Normal Telephone Response 
time: 
Calls to the Contractor should be 
answered within 6 rings during 
normal hours of operation. 

Client 
feedback – 
software 

Four 
incidents of 
non-
performance 
reported per 
month. 

 Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 

2 
1 
1 
1 
1 
0 

  

1.4 Emergency Telephone 
Response time: 
Calls to the Contractor on the 24/7 
emergency phones should be 
answered within 6 rings outside 
normal hours of operations. 

Client 
feedback 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 

2 
1 
1 
1 
1 
0 

  

1.5 Callback Response Time/Walk-
in: 
Contractor should email an 
acknowledgement or response to a 
client’s inquiry within two hours of a 
phone call or visit.  After an 
acknowledgement is given, the 
formal response should be sent 
within the timeframe indicated 
under item 2.1 below. 
 

Client 
feedback 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 

2 
1 
1 
1 
1 
0 

  

1.6 Email Response Time: Client Four Zero 0 2   
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Contractor should email an 
acknowledgement or response to a 
client’s inquiry within 2 hours after 
receipt of the client’s email.  After 
an acknowledgement is given, the 
formal response should be sent 
within the timeframe indicated 
under item 2.1 below. 

feedback incidents of 
non-
performance 
reported per 
month. 

incidents of 
non-
performance 
reported per 
month. 

1 
2 
3 
4 

>4 

1 
1 
1 
1 
0 

 
 
2. Airfare Reservations 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
count 

Equivalent 
Score 

2.1 Itinerary and fare proposal 
[assumption: most direct cost-
effective]: Contractor should 
provide at least an interim 
response to the client within the 
same day for written requests 
received on or before 12:00 noon.  
If written request is received after 
12:00 noon, response or interim 
response should be provided by 
12:00 noon on the following 
working day.  If more time is 
needed to prepare a response, 
Contractor and client should agree 
on a reasonable timeframe beyond 
the limits indicated above. 

Client 
feedback 
 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 
 

5 
3 
3 
1 
1 
0 
 

  

2.2 Flight Reservations Accuracy: 
All flight reservations should be 
accurate and consistent with ADB 
Business Travel Policy as well as 
travel industry norms and 
practices. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 

5 
3 
3 
1 
1 
0 

  

2.3.a Regular issuance of air 
tickets – [assumption: request 
received more than 3 working days 
before departure]: 
Tickets should be issued when a 
traveler finalizes the travel 
arrangements before the specified 
targets or ticketing deadline, 
whichever is earlier.  Contractor is 
responsible for ensuring the client 
is aware of the ticketing schedule, 
and for ensuring that clients are 
aware of the potential loss of a 
cost-effective airfare in case 
ticketing deadline is missed. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Zero 
incidents 
reported per 
month where 
ticketing 
deadline was 
missed, 
resulting in 
the loss of a 
cost-
effective 
airfare. 

Zero 
incidents 
reported per 
month where 
ticketing 
deadline was 
missed, 
resulting in 
the loss of a 
cost-
effective 
airfare. 

0 
>0 

 

10 
0 
 

  

2.3.b Regular issuance of air 
tickets – [assumption: request 
received more than 3 working days 
before departure]: 
Tickets should be issued when a 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit  

Twelve 
incidents 
reported per 
month for 
tickets 

Zero 
incidents per 
month for 
tickets 
issued less 

0 
1 
2 
3 

5 
4 
4 
4 
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traveler finalizes the travel 
arrangements before the specified 
targets or ticketing deadline, 
whichever is earlier.  Contractor is 
responsible for ensuring the client 
is aware of the ticketing schedule, 
and for ensuring that clients are 
aware of the potential loss of a 
cost-effective airfare in case 
ticketing deadline is missed. 

issued less 
than 16 days 
prior to 
departure. 

than 16 days 
prior to 
departure. 

4 
5 
6 
7 
8 
9 
10 
11 
12 

>12 

3 
3 
3 
2 
2 
2 
1 
1 
1 
0 

2.3.c Regular issuance of air 
tickets – [assumption: request 
received more than 3 days before 
departure]: 
Tickets should be issued when a 
traveler finalizes the travel 
arrangements before the specified 
targets or ticketing deadline, 
whichever is earlier.  Contractor is 
responsible for ensuring the client 
is aware of the ticketing schedule, 
and for ensuring that clients are 
aware of the potential loss of a 
cost-effective airfare in case 
ticketing deadline is missed. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Four 
incidents 
reported per 
month for 
tickets 
issued 5 or 
less working 
days prior to 
departure. 

Zero 
incidents 
reported per 
month for 
tickets 
issued 5 or 
less working 
days prior to 
departure. 

0 
1 
2 
3 
4 

>4 
 

5 
3 
3 
1 
1 
0 

 

  

2.4 Urgent issuance air tickets 
[assumption: requested within 3 
working days of departure]: Tickets 
should be issued when a traveler 
finalizes the travel arrangements 
before the ticketing deadline.  
Contractor is responsible for 
ensuring the client is aware of the 
ticketing deadline, and for ensuring 
that clients are aware of the 
potential loss of a cost-effective 
airfare in case ticketing deadline is 
missed. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Zero 
incidents 
reported per 
month where 
ticketing 
deadline was 
missed, 
resulting in 
the loss of a 
cost-
effective 
airfare. 

Zero 
incidents 
reported per 
month where 
ticketing 
deadline was 
missed, 
resulting in 
the loss of a 
cost-
effective 
airfare. 

0 
>0 

 

10 
0 
 

  

2.5 Airfare computation accuracy: 
Contractor should provide the most 
direct and cost-effective 
route/airfare to the client.  
Contractor should maximize the 
use of ADB contracted corporate 
airfares. 
 

OAIS-TR Pre-
Travel Audit – 
No. of 
incidents 
where OAIS-
TR is able to 
find a most 
direct and 
cost-effective 
route/ airfare 
that is at least 
US$100 less 
than the 
Contractor’s 
proposed 
airfare. 

Four 
incidents 
reported per 
month. 

Zero 
incidents 
reported per 
month. 

0 
1 
2 
3 
4 

>4 
 

5 
3 
3 
1 
1 
0 

 

  

2.6 Data in ADB’s online Oracle-
based travel system[assumption: 
excluding system-generated 

Client 
feedback, 
OAIS-TR Pre-

Four 
incidents of 
non-

Zero 
incidents of 
non-

0 
1 

5 
3 
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errors]: 
Contractor is responsible for 
sending complete and correct 
itinerary data into ADB’s travel 
system in correct formatting within 
the same day of itinerary 
creation/update. 

Travel Audit, 
OIST 
feedback 

performance 
reported per 
month.  

performance 
reported per 
month. 

2 
3 
4 

>4 
 

3 
1 
1 
0 

 

 
 
3. Hotel reservations 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

3.1 Hotel booking confirmation 
[assumption: traveler gives at least 
5 working days notice and hotel 
has normal communication 
facilities; room rate should be 
within ADB Ceiling]: 
Contractor provides client with a 
confirmed hotel booking or 
alternatives within the same day for 
written requests received on or 
before 12:00 noon, or before 10:00 
am next day if written request is 
received after 12:00 noon.  If no 
rooms are available within ADB 
ceiling rate, lowest available room 
rate should be used. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Four 
incidents of 
non-
performance 
reported per 
month. Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 
 

5 
3 
3 
1 
1 
0 
 

  

3.2 Hotel Booking Cancellation: 
Contractor should ensure that hotel 
bookings are cancelled without 
incurring a cancellation fee 
according to hotel policy.  
Cancellation number or hotel’s 
acknowledgement of cancellation 
should be provided to the client.  
TMC should advise the client on 
the hotel’s cancellation policy.  If 
client’s request to cancel falls 
within the cancellation penalty cut-
off, Contractor should endeavor to 
have the cancellation penalty 
waived. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 
 

5 
3 
3 
1 
1 
0 

 

  

3.3 Hotel booking accuracy: 
All hotel reservations should be 
accurate and consistent with ADB 
Business Travel Policy as well as 
travel industry norms and 
practices. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 

5 
3 
3 
1 
1 
0 

  

3.4 Automated Reservations: 
Hotel reservations should be made 
through the specified global 
distribution system (GDS).  
Contractors should maximize the 

OAIS-TR Pre-
Travel Audit, 
GDS reporting 

80% of 
reservations 
made 
through 
Global 
Distribution 

100% of 
reservations 
made 
through 
Global 
Distribution 

100% 
90%-99% 
80%-89% 

<80% 

5 
3 
1 
0 
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use of ADB negotiated corporate 
rates. 
 

System 
(GDS) 

System 
(GDS) 

3.5 Managing Cost-Effectivity: 
Contractor should ensure that hotel 
bookings are arranged to take 
advantage of Off-Peak room rates 
or other cost-effective measures.  

OAIS-TR Pre-
Travel Audit – 
No. of 
incidents 
where OAIS-
TR is able to 
find a more 
cost-effective 
hotel rate that 
is at least 
US$100 less 
than the 
Contractor’s 
hotel rate. 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 
 

5 
3 
3 
1 
1 
0 

 

  

3.6 Hotel Tax Exemption: 
Contractor should prepare and 
provide the Hotel Tax Exemption 
letter to travelers to relevant 
destinations as advised by OAIS-
TR. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit; 
CTL feedback 

Zero 
incidents of 
non-
performance 
reported per 
month 

Zero 
incidents of 
non-
performance 
reported per 
month 

0 
>0 

 

5 
0 
 

  

 
 
4. Financial Transaction Support 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

5.1 Invoices for Payment: 
Timely submission of invoices to 
ADB for payment processing.  
Accuracy of entries inputted into 
ADB’s online Oracle-based travel 
system. Accuracy and 
completeness of supporting 
documents for relevant invoices as 
required by CTL. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit, 
CTL reporting 

Zero 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
>0 

 

5 
0 

 

  

5.2.a Airfare refunds processing: 
Timely reconciliation and payment 
of airfare refunds to ADB within 6 
months from refund request.  
Delays beyond Contractor control 
are excluded provided Contractor 
provides documentation showing 
follow-ups and responses from 
airlines. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit, 
CTL reporting 

Zero 
pending 
refunds over 
6 months 
from refund 
request. 
 

Zero 
pending 
refunds over 
6 months 
from refund 
request. 
 

0 
>0 

 

5 
0 

 

  

5.2.b Airfare refunds processing: 
Timely reconciliation and payment 
of airfare refunds to ADB within 6 
months from refund request.  
Delays beyond Contractor control 
are excluded provided Contractor 
provides documentation showing 
follow-ups and responses from 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit, 
CTL reporting 

Zero 
pending 
refunds over 
3 months 
from refund 
request. 
 

Zero 
pending 
refunds over 
3 months 
from refund 
request. 
 

0 
>0 

 

5 
0 
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5. Client Satisfaction 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

6.1 Travel Agency Survey Rating: 
95% or higher. 

Travel Agency 
Survey Rating 

95% rating 100% rating 100% 
98%-99% 
95%-97% 

<95% 

5 
3 
1 
0 

  

6.2 Travelers complaints: 
Complaints to be acknowledged to 
the source of complaint within the 
same working day when received 
but no later than 12:00 noon on the 
next working day.  Response 
should indicate action taken or to 
be taken and expected timeframe 
for resolution when feasible.  
Updates to be provided weekly to 
OAIS-TR until resolved. 

Client 
feedback, 
Travel Agency 
Survey 
feedback 

Four 
incidents of 
non-
performance 
reported per 
month. 
 

Zero 
incidents of 
non-
performance 
reported per 
month. 
 

0 
1 
2 
3 
4 

>4 
 

10 
8 
6 
4 
2 
0 

 

  

 
 
6. Provision of Manpower 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

6.1 Service provider shall 
provide the baseline number 
of personnel (cf. Annex A-3 
Module A Breakdown of 
Baseline Number of 
Personnel) 

Physical 
count of 
onsite staff 

7 Onsite 
staff - 
Zero 
incidents 
of non-
performan
ce 
reported 
per month. 

7 Onsite 
staff - 
Zero 
incidents 
of non-
performan
ce 
reported 
per month. 

0 
>0 

 

5 
0 
 

  

6.2 Average minimum 
production per staff 

Reporting 
tools of TR 
Unit (eTrip, 
GDS, etc.) 

Average 3 
Tickets 
per day - 
Zero 
incidents 

Average 3 
Tickets 
per day - 
Zero 
incidents 

0 
>0 

 

5 
0 

 

  

airlines. 

5.3  Timely delivery of reports: 
Weekly sales reports, Hotel 
productivity (including average 
daily rates), and other as specified 
in the WPS. 

Client 
feedback, 
OAIS-TR 
receipt 

Zero 
incidents of 
non-
performance 
reported per 
month. 
 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
>0 

 

5 
0 

 

  

5.4 Interface with ADB’s Oracle-
based travel processing system 
(e.g. eTrip): 
100% compliance with ADB’s IT 
requirements and functionalities 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit, 
OIST 
feedback, 
CTL feedback 

Zero 
incidents of 
non-
compliance 
reported per 
month. 
 

Zero 
incidents of 
non-
compliance 
reported per 
month. 
 

0 
>0 

 

10 
0 
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of non-
performan
ce 
reported 
per month. 

of non-
performan
ce 
reported 
per month. 

 
 

Total SLA Score:  

Assessment Based on SLA Score:  

 
Summary: 
 

A. Major Areas for Improvement: 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
 

 
B. Measures / Actions to be taken: 

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 

 
 
Prepared by: 
 
 
Dean Fowles 
Unit Head, OAIS-TR 
Date: 
 

Reviewed by: 
 
 
[Name of Contractor GM] 
General Manager, [Contractor] 
Date: 
 

 
 
 
 
 



Appendix 1-Annex A-7-Attachment A-2 
Asian Development Bank   MODULE A Sample Perfect PNR   
Travel Services for Asian Development Bank                                 
P a g e  | 60 

 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this “Instructions To Bidders”. 
 

ATTACHMENT A-2. SAMPLE “PERFECT” PNR 
 

--- TST RLR MSC RLP OFR --- 
RP/MNLPHXXXX/MNLPHXXX            EY/SU  22APR16/0005Z   1ARELOC 
  1.LASTNAME/FIRSTNAME MS(IDPTA356) 
  2  EK 333 I 25APR 1*MNLDXB HK1  1800 2305  25APR  E  EK/MH3KL2 
  3 HHL LW HK1 ISB IN25APR OUT30APR 1B1KABK USD250.00 DLY 878 
    ISLAMABAD SERENA HOTEL/BC-NADT1ZZ/BS-28303273/CF-97082025 
    /G-CCCAXXXXXXXXXXXX3259EXP0719 *LW+ 
    SEE RTSVCH 
  4  EK 612 I 26APR 2*DXBISB HK1  0320 0730  26APR  E  EK/MH3KL2 
  5  EK 613 I 30APR 6*ISBDXB HK1  0900 1110  30APR  E  EK/MH3KL2 
  6  EK 336 I 30APR 6*DXBMNL HK1  1650 0500  01MAY  E  EK/MH3KL2 
  7 MIS 1A HK1 MNL 25MAR 
  8 AP 639178886854-M 
  9 AP 6324444 EXT 1936-B 
 10 AP MNL ASIAN DEVELOPMENT BANK 6324444/ROSE 4444 
 11 AP MNL TRAVEL AGENCY NAME ADB 6325766 EXTN 70633/TRAVEL CONSULTANT 
NAME 
 12 APE SCAMPBELL@ADB.ORG 
 13 APE MROLLAN@ADB.ORG 
 14 APM +639178886854 
 15 TK OK20APR/MNLPH27FC//ETEK 
 16 SSR NSSW EK HK1 MNLDXB/01A,P1/S2   SEE RTSTR 
 17 SSR NSSW EK HK1 DXBISB/05A,P1/S4   SEE RTSTR 
 18 SSR NSSW EK HK1 ISBDXB/06K,P1/S5   SEE RTSTR 
 19 SSR NSSW EK HK1 DXBMNL/01K,P1/S6   SEE RTSTR 
 20 SSR ADTK 1A RITK/ADTKT BY 21APR 0033 MNL LT 
 21 SSR ADTK 1A RITK/ADTKT BY 21APR 0033 MNL LT ELSE BKG WILL BE 
       XXLD 
 22 *SSR FQTV EK HK/ EK365435291 
 23 SSR CTCM EK HK1 639178886854 
 24 SSR CTCE EK HK1 SCAMPBELL//ADB.ORG 
 25 SSR CKIN EK ADB WZ 9E OR 47A2 TEMP RES PHVISA RETURN TICKET 
       NOT REQUIRED 
 26 OSI EK DEAL DBK3 
 27 RM DEPARTMENT: CENTRAL AND WEST ASIA DEPARTMENT 
 28 RM DIVISION: PORTFOLIO, RESULTS, SAFEGUARDS AND SOCIAL 
       SECTOR UNIT, CWRD 
 29 RM SOS COLIN DONALD CAMPBELL 
 30 RM SOS XXXXXXXX6854 
 31 RM EMPID100350 
 32 RM :TRANO:HQ16TR54948 
 33 RM :BENCHMARKCOST:USD2445.00 
 34 RM :TRANSFEECOST:USD67.00 
 35 RM :URGENTFEECOST:USD0.00 
 36 RM :BOOKINGCOST:USD1966.29 
 37 RM :HOTELCOST:USD1455.00:97082025 
 38 RM AL/MISSION ISB 26-30APR 
 39 RM AL/AU NATIONAL X HOLDING MULT ENTRY PK VISA 
 40 RM AL/AU NATIONAL X TWOV DXB 
 41 RM AL/ISB HOTEL CEILING USD290 X GDS BOOKED ON ABK RATE AT 
       USD291.00 
 42 RM AL/MEAL RQST NONE X FFN IN PLACE X UNDSS PROCESSED 
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 43 RM AL/FXD RESULT AT USD1760.12 VIA EY 
 44 RM AL/ADVSD PAX OF THE ADDITIONAL REQS FOR TRAVEL TO 
       PK/AF/IN 
 45 RM --QC DONE/ANGELO/21APR/2020H-- 
 46 RM *CHANNEL:OFFLINE 
 47 RM *POLICY:TRUE 
 48 RM *BUS:RAJAH 
 49 RM *DEP:ADB 
 50 RM *TRIP:MISSION 
 51 RM *TICKET 1 (CORP FARE) 
 52 RM *GROSS AIRFARE...................EK USD2125.00 
 53 RM *NETT AIRFARE.......................USD1789.00 
 54 RM *TAXES..............................USD0177.12 
 55 RM *AIRFARE PLUS TAXES.................USD1966.12 
 56 RM *. 
 57 RM *TOTAL AIRFARE PLUS TAXES...........USD1966.12 
 58 RM *TRANSACTION FEE/S..................USD0067.00 
 59 RM *URGENT/REVISION FEE................USD0000.00 
 60 RM *TOTAL ADB BILLING..................USD2033.12 
 61 RM *. 
 62 RM *BTCS/BENCHMARK.....................USD2445.00 
 63 RM *.. 
 64 RM *MISSION DESTINATION: ISB 
 65 RM *RECOMMENDED LOWEST FARE: EK USD1966.12 
 66 RM *... 
 67 RM *TRA NO.: HQ16TR54948 
 68 RM *.... 
 69 RM ***EY/22APR16/0805H***VERIFIED*** 
 70 RIR ADB RECOMMENDS IPV/OPV FOR TRAVEL TO PAK/AFG/IND CONTACT 
 71 RIR ADB MEDICAL CLINIC FOR INFO 
 72 FA PAX 176-1741420647/ETEK/21APR16/MNLPH27FC/28303273/S2,4-6 
 73 FB PAX 2100071044 TTP/T2/ET OK ETICKET/S2,4-6 
 74 FE PAX NON-END/FLEX/S2,4-6 
 75 FG PAX 2003125915 BKK1A0927/S2,4-6 
 76 FM PAX *F*0.00N/S2,4-6 
 77 FP PAX CASH/S2,4-6 
 78 FT PAX *F*ZZDBK3ZZ/S2,4-6 
 79 FV PAX *F*EK/S2,4-6 
 80 AM A1-6 ADB AVE/CI-MANDALUYONG CITY/CO-PH 
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ANNEX B-2. ADB Documentation Transaction Data 2015 

 
 

Summary of 2015 ADB Travel Spend 
 

Total Visa Spend: US$ 223,593.89 
 
 
 

 

9(a) visa 9(e) visa 47a2 Mission 
Visas 

Visa Upon 
Arrival 

Est. Ave. per year 156 1968 6  1800 68 
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ANNEX B-3. MODULE B BREAKDOWN OF BASELINE NUMBER OF PERSONNEL  

 
 
 

Group/Position 
No. of 

Agency 
Personnel  

MODULE B: Documentation Services  3 
  Head of Implant Office Documentation Services 1 
  Documentation Assistants  2 
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ANNEX B-4. MODULE B MINIMUM QUALIFICATIONS OF ONSITE PERSONNEL 

 
Position / Job 

Family  
Educational Background and 

Job Experience Professional Qualifications Other Qualifications 

Head of 
Implant Office 
Documentation 
Services 

College 
Graduate 

at least 5 
years’ 
experience 

Certificates in Basic 
Reservations in all GDS 
preferred (minimum is 
Amadeus) 

Accreditation in 
Embassies 

(i) Experience in handling multinational 
corporate accounts is preferred; 
 
(ii)  above average written and verbal English 
communication skills required; 
 
(iii) ability to multi-task and handle high-
pressure environment; 

Documentation 
Assistants 

College 
Graduate 

at least 3 
years’ 
experience  

Certificates in Basic 
Reservations in all GDS 
preferred (minimum is 
Amadeus) 

Accreditation in 
Embassies 
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ANNEX B-5. Module B LIST OF ADB PROVISIONS 
 

 
A. ADB shall make available the following facilities for use by the Service Provider 

for the purpose of this Contract: 
 

(i) Office accommodation, as designated by ADB; 
(ii) Office furniture for core personnel, including partitioning, desks, chairs, 

telephone handsets, and filing cabinets; 
(iii) Lighting and air-conditioning facilities; 
(iv) Janitorial, security, and safety services; 
(v) One fax machine and telecommunication facilities (free access to NDD 

and IDD); 
(vi) One unit of photocopying machine; 
(vii) One personal computer with access to ADB’s online systems; 
(viii) One printer for computer; and 
(ix) One wall clock. 

 
B. The maintenance of the facilities/equipment listed in A above will be undertaken 

by ADB. 
 
C. The facilities and maintenance made available by ADB for the purpose of this 

Contract shall be limited to A and B above.  The Service Provider should ensure 
that the equipment and facilities provided by ADB are properly utilized and the 
Service Provider will be liable for any damage and losses arising from improper 
use and/or the negligence of Service Provider’s personnel. 

 
D. Electric typewriter, additional fax machines, adding machines/calculators, filing 

cabinet, safe (vault), cellphones (for official use), additional furniture, normal 
fixtures and fittings used by travel agents, may be provided by the Service 
Provider. 

 
E. All office supplies and stationary2, including samplers, pens, pencils, paper, 

documentation and tickets, toner and other items for all printers, photocopy 
machines, and other equipment, shall be provided by the Service Provider. 
 

F. One (1) GDS terminal to be installed in the designated work area of the Service 
Provider. 

 
 
 

                                            
2 Except for paper with ADB letterhead for official correspondence. 
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ANNEX B-6. MODULE B REPORTS 

 
 
 

 

 

  Report Type Description Frequency 
1 Summary production and 

staffing report 
(i) number of passport renewals and visa application 
handled; (ii) average number of staff assigned to 
ADB Office during the month; (vi) name and number 
of Documentation personnel newly assigned to, or 
resigned from/transferred out of, ADB Office; and 
(vii) training provided to Documentation personnel 
and during the month.  

Monthly 

2 Invoice Processing Report  Detailed reports on all invoices to ADB and 
corresponding payments, classified into different 
categories to enable OAIS-TR to follow-up delayed 
payments and correct of errors. 

Monthly 

3 Financial Report Total invoices on documentation fees and applicable 
charges (if any). 

Monthly 

4 SLA Performance Statistics Data and inputs for the SLA. Monthly 
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SERVICE LEVEL AGREEMENT 
Module B: Documentation Services 

 
Travel Services for the Asian Development Bank 

(Contract No. ADB/OAS-XXXX/XXX) 
Between ADB and Contractor 

 
 

1. GENERAL 
 

1.1 Scope and Purpose of the Document 
 

This Service Level Agreement (hereafter “SLA”) between ADB and [Service Provider Name] 
(‘Contractor) outlines the terms and conditions and standards of performance for the 
provision of travel services. 
 
The purpose of this SLA is to ensure that the appropriate commitments are in place to 
ensure consistent provision of services to ADB. This SLA will be used as the benchmark 
against which reviews and, as appropriate, modifications to the service shall take place. The 
monthly measurements are summarized in Attachment B-1 SLA Scorecard for Module B 
Travel Services  2016. 
 
This SLA is contingent upon each party knowing and fulfilling their responsibilities and 
generating an environment conducive to the achievement and maintenance of targeted 
service levels. 
 
1.2 Objectives of the SLA 
 

1.2.1 To create an environment which is conducive to a co-operative relationship 
between ADB and the Contractor to ensure the effective support of end users; 

1.2.2 To document the responsibilities of both parties; 
1.2.3 To ensure that the Contractor achieves the provision of a high quality of service 

for end users with the full support of ADB; 
1.2.4 To define the commencement of the agreement, its initial term and the provision 

for reviews; 
1.2.5 To define in detail the level of service which can be expected by the Contractor, 

thereby reducing the risk of misunderstandings; 
1.2.6 To institute a formal system of objective service level monitoring ensuring that 

reviews of the agreement are based on factual data; 
1.2.7 To provide a common understanding of service requirements/capabilities and of 

the principles involved in the measurement of service levels; 
1.2.8 To provide for a clear set of remedies and escalation procedure in case of non-

performance. 
 
1.3 Period of Agreement / Contract Termination and Service Handover 

 
1.3.1 This SLA remains valid for the duration of the Travel Services Contract until 

superseded by a revised SLA mutually endorsed by both parties, in accordance 
with Section 4.3 hereunder. 

1.3.2 Upon notification of Contract termination, irrespective of its cause, the Contractor 
shall fully cooperate with OAIS-TR and any other Travel Service Provider as 
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designated by ADB, to ensure proper turnover of the services to the replacement 
provider. This includes, among others, sustained level of services until the end of 
contract term (or a specified date in case of early termination) and a smooth 
transition of business on the contract expiry date including, but not limited to: (i) 
the database of the visa and passport information of ADB personnel and their 
dependents, and all other database containing travel-related information 
proprietary to ADB; and (ii) all ongoing applications for visa or passport renewals. 
ADB shall pay a transaction fee only if the transaction will have been completed 
at the time of handover. Failure to comply with the above handover requirements 
will provide ADB with the ground to call immediately the Performance 
Security/Bank Guarantee under the Contract. 

 
2. SERVICE DESCRIPTION 

 
2.1 Scope of the Services 

 
The Contractor shall perform tasks in accordance with the requirements set forth in the Work 
Performance Statement, Appendix 1 to the Contract and the Service Levels in Section 2.3 
hereafter.  The Scope of Services may be adjusted to meet operational needs.  
 
2.2 Service Availability 

 
Normal Service Hours: the Contractor shall provide the services from 8:00 a.m. to 6:00 p.m., 
Monday to Friday and from 9:00 a.m. to 1:00 p.m. on Saturday. The Services shall not be 
rendered on Sunday or ADB holidays, unless specifically requested by Head, OAIS-TR. 
 
Emergency Services: the Contractors shall provide 24 hours / 7 days a week phone and 
emergency services and advice to all ADB travelers in need or urgent assistance (especially 
those who are en route to destination or at their mission destination).  This should be a 
single phone number that is routed to individual travel managers.   

 
2.3 Service Levels 

 
Module B: Documentation Services 

 
1. Responsiveness, Expertise and Knowledge 
 

Quality Standard Method of Measurement Minimum Standard Target 
Standard 

1.1 Normal Hours of 
Operation: 
08:00 – 18:00 Monday to 
Friday 
09:00 – 13:00 Saturday 
Contractor operations should 
be adequately manned by 
Documentation Staff 
available to attend to clients 
within normal hours of 
operation. 

Client feedback Zero incident of non-performance 
reported per month. 
 

Zero incident 
of non-
performance 
reported per 
month. 
 

1.1  Response time: 
Inquiries should be 

Client feedback – software Four incidents of non-performance 
reported per month. 

 Zero 
incidents of 
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responded to immediately if 
it involves questions about 
visa requirements.  If it 
involves questions which 
need further validation from 
the embassies, service 
provider should provide 
answer to traveler within two 
hours from the initial inquiry 

non-
performance 
reported per 
month. 

1.2 Expertise and 
Knowledge: 
Inquiries must be answered 
with high level of expertise.  
Information provided to 
traveler must be complete, 
accurate and up to date.   
 

Client feedback Zero incident of non-performance 
reported per month. 
 

Zero incident 
of non-
performance 
reported per 
month. 
 

 
2. Visa Processing: Efficiency, Accuracy and Timeliness 
 

Quality Standard Method of Measurement Minimum Standard Target 
Standard 

2.1 Regular issuance of visas 
[assumption: application 
submitted with reasonable 
lead time according to 
processing schedule of 
concerned 
embassy/consulate; delays 
beyond Contractor’s control 
excluded]: 
Service Provider should 
provide advisory and ensure 
accuracy and correctness of 
filled-up visa forms (i.e. name 
and passport number, validity 
date and period) 
All necessary visas should be 
accurately issued within 2 
working days before 
departure. 

Client feedback Zero incidents of non-performance 
reported per month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

2.2 Urgent issuance of visas 
[assumption: application 
submitted within five days of 
departure,  delays beyond 
Contractor’s control 
excluded]: 
Visas should be accurately 
issued within 1 working day 
before departure. 

Client feedback Zero incidents of non-performance 
reported per month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

2.3 Timely pickup and Client feedback Zero incidents of non-performance Zero 
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delivery to client of released 
visas 

reported per month. incidents of 
non-
performance 
reported per 
month. 

2.4 Service Provider shall 
return all documents to 
traveler complete and in good 
condition (i.e. no torn 
passport pages, crumpled 
documents, etc.) 

Client feedback Zero incidents of non-performance 
reported per month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

 
3. Billing / Invoicing 

 

 
 

 
4. Client Satisfaction 
 

Quality Standard Method of Measurement Minimum Standard Target Standard 

4.1 Travel Agency Survey 
Rating: 

Travel Agency Survey 
Rating 

95% rating 100% rating 

95% or higher. 

  

  

4.2 Travelers complaints: Client feedback, Travel 
Agency Survey feedback 

Four incidents of non-performance 
reported per month. 

Zero incidents of 
non-performance 
reported per 
month. 

Complaints to be 
acknowledged to the source 
of complaint within the same 
working day when received 
but no later than 12:00 noon 
on the next working day.  
Response should indicate 

Quality Standard Method of Measurement Minimum Standard Target 
Standard 

3.1  Invoices for Payment: 
Timely submission of invoices 
to ADB for payment 
processing. 

Client feedback, OAIS-TR 
Pre-Travel Audit, CTL 
reporting 

Zero incidents of non-performance 
reported per month. 

Zero incidents 
of non-
performance 
reported per 
month. 

3.2  Timely delivery of 
reports: 
All reports as specified in the 
WPS should be provided by 
the Contractor accordingly. 

Client feedback, OAIS-TR 
receipt 

Zero incidents of non-performance 
reported per month. 
 

Zero incidents 
of non-
performance 
reported per 
month. 
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action taken or to be taken 
and expected timeframe for 
resolution when feasible.  
Updates to be provided 
weekly to OAIS-TR until 
resolved. 

 
5. Provision of Manpower 

 

 
 
3. PERFORMANCE LEVEL MEASUREMENT 
 
The performance measurement activities to be undertaken are summed up hereafter: 

 
 

3.1 Traveler Surveys and Feedback 
 

3.1.1 All ADB travelers shall provide feedback on the services provided in connection 
with each mission travel. The Contractor shall be provided with access to the survey 
results and are therefore responsible for monitoring the results and proactively acting on 
the narrative feedback.  The monthly scorecard for SLA will reflect the survey results. 
Results of the traveler surveys will also be used to facilitate discussions on overall 
Contract management and form the basis of ADB's decision to renew or terminate the 
Contract. 
3.1.2 In addition to direct email feedback from ADB personnel, OAS website also 
provides an electronic Travel Feedback whereby any incidents, comments, and 
suggestions could be reported by ADB personnel any time (with or without reference to a 
specific mission) on services of the Contractor.  
3.1.3 Incidents and comments reported either through direct emails to OAIS-TR or 
through the OAS Website will also be included in the Travel Events Log as appropriate. 

 
3.2 Service Audits 
 

3.2.1 ADB reserves the right to contract an independent third party to audit Contractor 

Quality Standard Method of Measurement Minimum Standard Target Standard 

6.1 Service provider shall 
provide the baseline number 
of personnel (cf. Annex B-3 
Module B Breakdown of 
Baseline Number of 
Personnel) 

Physical count of onsite 
staff 

3 Onsite staff - Zero incidents of non-
performance reported per month. 

3 Onsite staff - 
Zero incidents of 
non-performance 
reported per month. 

Activity Responsible Frequency Method  

Travel Agency survey rating ADB Per mission Automated 

Travel Agency survey feedback Contractor Per mission Automated 

Ad hoc Feedback ADB Random Report 

Feedback analysis Contractor Per incident Report 

Audit ADB Per mission Report 
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service levels at ADB's own expense. Results of any service audit may be provided to 
the Contractor at ADB’s discretion and used to identify areas where improvement is 
necessary. The results will also be used in ADB’s review for its decision on contract 
extension. The Contractor shall fully co-operate with any service audits and provide the 
auditors with reasonable documentation and access to the Contractor personnel at 
request of Unit Head, OAIS-TR. 

 
4. MANAGEMENT REQUIREMENTS 

 
4.1 Representatives 

 
Topic ADB Contractor 
Day-to-day operations   

Performance issues   

Contractual issues   

 
 

4.2 Notices 
 

All notices shall be sent to: 
 
For ADB  : _________________________   
 
For the Contractor : _________________________  

 
 

4.3 Changes Procedure 
 

Changes to this agreement must be approved in writing by both parties. Requests for 
changes shall be made in writing and adequate time shall be allowed for implementation. 

 
4.4 SLA and Performance Review Meetings 

 
4.4.1 This SLA shall be formally reviewed on a monthly basis, or at a mutually agreed 
date, by ADB and the Contractor.  The review will cover services provided, service levels 
and procedures. 
4.4.2 Weekly Meetings - shall be held between OAIS-TR and the Contractor's staff to 
solve day-to-day operations issues, exchange information on latest development of the 
market, and agree on immediate resolutions. The Contractor shall summarize in a 
Minutes of Meeting, all discussions reached with OAIS-TR during these regular meetings 
within 2 calendar days thereafter and disseminate the same to all Documentation staff 
concerned. 
4.4.3 Monthly Management Meeting - the Head of Implant Office Documentation 
Services with any Management member of the Contractor's ADB Office shall report on 
the regular Management Meetings on any employees with performance issues and 
discuss the ways to improve their service levels. After each meeting, the Contractor will 
submit a report detailing action and timetable to improve service or take appropriate 
resolution measures. Each subsequent Management Meeting will begin with a review of 
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the Contractor's progress in commitments from prior meetings, and ADB's actions or 
decisions taken on matters discussed in the previous meeting. 
4.4.4 Reference to item f. - “Provision of Manpower” above, if the Service Provider fails 
to provide the baseline number of personnel as required by ADB, the Bank has the right 
to appoint another Service Provider to provide the manpower to ensure there is optimal 
staffing onsite. 
4.4.5 The Performance Level and Assessment shall be scored, and 
incentives/penalties shall be applied according to the table below: 

 
SLA SCORING TABLE INCENTIVES AND PENALTIES SLA SCORE SLA ASSESSMENT 

85  Excellent Increase of 10% on Base Transaction Fee 
60 – 84 Satisfactory Payout of Base Transaction Fee 
59 and below Unsatisfactory Reduction of 10% on Base Transaction Fee  

 
2 incidents of which gives ADB the right to 
request for replacement manpower – reference to 
section 4.2.1 of WPS 

 
In case any visa-related error or delay by the Service Provider occurs that results in cancellation 
or rescheduling of the flight for visa applicant and in additional cost for ADB, then only one such 
incident will become sufficient ground to bring the SLA Rating to “Unsatisfactory” for the 
concerned month.  
 
A year-end assessment of “Unsatisfactory” will result in a possible revision of scope of work 
and/or contract termination. 
 

4.5 Service Level Reporting 
 

4.5.1 Data on actual service levels achieved shall be provided on a monthly basis, not 
later than fifteen calendar days after the end of each half-month, in the form of a 
scorecard, as attached hereafter. The data shall show the performance achieved for 
each indicator, as compared to the target.  

 
4.6 Escalation Procedure–Handling of Complaints 

 
4.6.1 Any concerns should be raised at the regular performance review meetings. The 
Contractor shall provide a prompt response to and resolution to all service-related 
complaints filed by travelers and employees. Upon receipt of any complaints, the 
Contractor shall provide details to ADB representative who will decide on the appropriate 
action. If a complaint or dispute cannot be resolved by negotiation between the 
representatives mentioned under para. 4.1, advice and assistance may be sought from 
the Contractor’s President and Director OAIS. 
 

 
5. ATTACHMENT 

5.1 Attachment B-1 Module B  SLA Scorecard for Travel Services 2016 
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SERVICE LEVEL AGREEMENT SCORECARD 
Module B: Documentation Services 

 
Travel Services for the Asian Development Bank 

Contract No. ADB/OAS-XXXX/XXX 
Between ADB and Contractor 

 
Review Period:  [Month-Year] 

 
1. Responsiveness, Expertise and Knowledge 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
count Score 

1.1 Normal Hours of Operation: 
08:00 – 18:00 Monday to Friday 
09:00 – 13:00 Saturday 
Contractor operations should be 
adequately manned by 
Documentation Staff available to 
attend to clients within normal 
hours of operation. 

Client 
feedback 

Zero incident 
of non-
performance 
reported per 
month. 
 

Zero incident 
of non-
performance 
reported per 
month. 
 

0 
1 

 

2 
0 

  

1.1  Response time: 
Inquiries should be responded to 
immediately if it involves questions 
about visa requirements.  If it 
involves questions which need 
further validation from the 
embassies, service provider should 
provide answer to traveler within 
two hours from the initial inquiry 

Client 
feedback – 
software 

Four 
incidents of 
non-
performance 
reported per 
month. 

 Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
1 
2 
3 
4 

>4 

10 
1 
1 
1 
1 
0 

  

1.2 Expertise and Knowledge: 
Inquiries must be answered with 
high level of expertise.  Information 
provided to traveler must be 
complete, accurate and up to date.   
 

Client 
feedback 

Zero incident 
of non-
performance 
reported per 
month. 
 

Zero incident 
of non-
performance 
reported per 
month. 
 

0 
>0 

10 
0 

  

 
2. Visa Processing: Efficiency, Accuracy and Timeliness 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 

Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

2.1 Regular issuance of visas 
[assumption: application 
submitted with reasonable lead 

Client 
feedback 

Zero 
incidents of 
non-

Zero 
incidents of 
non-

0 10     

>0 0 
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time according to processing 
schedule of concerned 
embassy/consulate; delays 
beyond Contractor’s control 
excluded]: 
Service Provider should provide 
advisory and ensure accuracy 
and correctness of filled-up visa 
forms (i.e. name and passport 
number, validity date and period) 
All necessary visas should be 
accurately issued within 2 
working days before departure. 

performance 
reported per 
month. 

performance 
reported per 
month. 

    

2.2 Urgent issuance of visas 
[assumption: application 
submitted within five days of 
departure,  delays beyond 
Contractor’s control excluded]: 
Visas should be accurately 
issued within 1 working day 
before departure. 

Client 
feedback 

Zero 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 10     

>0 0 

    

2.3 Timely pickup and delivery to 
client of released visas 

Client 
feedback 

Zero 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 8     

>0 0 

    

2.4 Service Provider shall return 
all documents to traveler 
complete and in good condition 
(i.e. no torn passport pages, 
crumpled documents, etc.) 

Client 
feedback 

Zero 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 3     

>0 0 

    

 
 
3. Billing / Invoicing 

 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

3.1  Invoices for Payment: 
Timely submission of invoices to 
ADB for payment processing. 

Client 
feedback, 
OAIS-TR Pre-
Travel Audit, 
CTL reporting 

Zero 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 
>0 

 

5 
0 

 

  

3.2  Timely delivery of reports: 
All reports as specified in the WPS 
should be provided by the 
Contractor accordingly. 

Client 
feedback, 
OAIS-TR 
receipt 

Zero 
incidents of 
non-
performance 
reported per 

Zero 
incidents of 
non-
performance 
reported per 

0 
>0 

 

5 
0 
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4. Client Satisfaction 
 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 

Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

4.1 Travel Agency Survey Rating: Travel Agency 
Survey Rating 

95% rating 100% rating 100% 5     

95% or higher. 98%-99% 3 

  95%-97% 1 

  <95% 0 

4.2 Travelers complaints: Client 
feedback, 
Travel Agency 
Survey 
feedback 

Four 
incidents of 
non-
performance 
reported per 
month. 

Zero 
incidents of 
non-
performance 
reported per 
month. 

0 10     

Complaints to be acknowledged 
to the source of complaint within 
the same working day when 
received but no later than 12:00 
noon on the next working day.  
Response should indicate action 
taken or to be taken and 
expected timeframe for resolution 
when feasible.  Updates to be 
provided weekly to OAIS-TR until 
resolved. 

1 8 

2 6 

3 4 

4 2 

>4 0 

    

 
5. Provision of Manpower 
 
 

 
In case any visa-related error or delay by the Service Provider occurs that results in cancellation 
or rescheduling of the flight for visa applicant and in additional cost for ADB, then only one such 
incident will become sufficient ground to bring the SLA Rating to “Unsatisfactory” for the 
concerned month.  
 

Total SLA Score:  

Assessment Based on SLA Score:  

month. 
 

month. 

Quality Standard Method of 
Measurement 

Minimum 
Standard 

Target 
Standard 

Scoring Metrics SLA Score 
Incident 
Count 

Equivalent 
Score 

Incident 
Count 

Equivalent 
Score 

5.1 Service provider shall 
provide the baseline number 
of personnel (cf. Annex B-3 
Module B Breakdown of 
Baseline Number of 
Personnel) 

Physical 
count of 
onsite staff 

3 Onsite 
staff - 
Zero 
incidents 
of non-
performan
ce 
reported 
per month. 

3 Onsite 
staff - 
Zero 
incidents 
of non-
performan
ce 
reported 
per month. 

0 
>0 

 

7 
0 
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Summary: 
 

C. Major Areas for Improvement: 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 
 

 
D. Measures / Actions to be taken: 

 
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________
_________________________________________________________________________ 

 
 
Prepared by: 
 
 
Dean Fowles 
Unit Head, OAIS-TR 
Date: 
 
 
Emily Barber 
Unit Head, OAIS-GR 
Date: 
 
 

Reviewed by: 
 
 
[Name of Contractor GM] 
General Manager, [Contractor] 
Date: 
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BIDDER’S INFORMATION SHEET 
Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 

Form 1: Bidder’s Information Sheet 

 
Bidder’s Information 

Bidder’s legal name  

 

Bidder’s country of 
constitution/incorporation 

 

Bidder’s year of 
constitution/incorporation 

 

Bidder’s legal address in 
country of constitution/ 
incorporation 

 

Bidder’s authorized 
representative 
(name, address, telephone 
numbers, fax numbers, e-mail 
address) 

 

Bidder’s Main Line of 
business (enumerate line of 
business and indicate start  
period) 

 

Attached are certified copies of the following documents. 

 1.  Articles of incorporation or constitution of the legal entity named above and other documents 

 2.  Authorization to represent the firm named in above 

 3.  Valid license to operate for the current year and Certificate of IATA membership 
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Form 2: Financial Situation 

Each Bidder must fill in this form 

 
Financial Data for Previous 3 Years [US$ Equivalent] 

Year 1:  Year 2:  Year 3:  

 
Information from Balance Sheet 

 

Total Assets    

Total Liabilities    

Net Worth    

Current Assets    

Current Liabilities    

 
Information from Income Statement 

 

Total Revenues     

Profits Before Taxes    

Profits After Taxes    

 Attached are copies of audited financial statements (balance sheets including all related notes, and income statements) for 
the last three years, as indicated above, complying with the following conditions. 

• All such documents reflect the financial situation of the Bidder, and not sister or parent companies. 

• Historic financial statements must be audited by a certified accountant. 

• Historic financial statements must be complete, including all notes to the financial statements. 

• Historic financial statements must correspond to accounting periods already completed and audited (no statements for 
partial periods shall be requested or accepted). 
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Form 3:  Financial Resources 

Specify proposed sources of financing, such as liquid assets, unencumbered real assets, lines of credit, 
and other financial means, net of current commitments, available to meet the total construction cash flow 
demands of the subject contract or contracts.  The lines of credit should be specific to this project in case 
of contract award. 

Financial Resources 

No. Source of financing Amount (US$ equivalent) 

1 
 
 

 

2 
 
 

 

3 
 
 

 

 
 
 

 

 
Name of Banker 
 
Address of Banker 
 
 
 
Telephone 
 
 

Contact name and title 

Facsimile 
 
 

E-mail 
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Form 4:  Current Contract Commitments / Services in Progress 

Each Bidder must fill in this form.  Please list your top related travel service contracts with international 
organizations / leading multinational companies to which you are currently providing off-site or on-site 
travel services.  The description of the services should include details of the services provided and the 
number of personnel assigned to the contract. The volume of business should be indicated in terms of the 
number of transactions and airfare/hotel amount per year. 

Current Contract Commitments 

 

 

 

 

 

 

 

 

 Client Name and Address 
Contact Person / Phone 

and Email address 

Brief Description 
of the Services 
Provide by the 

Bidder 

Volume of 
Business 

Contract Start Date / 
Length 

1      

2      

3      

4      

5      
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Form 5:  List of regular personnel in Travel Reservations, Ticketing and Finance - related areas 

Each Bidder must fill in this form 

List of regular personnel 

  
 

 

 Name of Employee Position Basic Responsibilities No. of years of 
employment  

1      

2      

3      

4      

5      

6      

7      

8      

9      

10      

11      

12      

13      

14      

15      

16      

17      

18      

19      

20      
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BIDDER’S INFORMATION SHEET 
Module B: Documentation Services 

 

Form 1: Bidder’s Information Sheet 

 
Bidder’s Information 

Bidder’s legal name  

 

Bidder’s country of 
constitution/incorporation 

 

Bidder’s year of 
constitution/incorporation 

 

Bidder’s legal address in 
country of constitution/ 
incorporation 

 

Bidder’s authorized 
representative 
(name, address, telephone 
numbers, fax numbers, e-mail 
address) 

 

Bidder’s Main Line of 
business (enumerate line of 
business and indicate start  
period) 

 

Attached are certified copies of the following documents. 

 1.  Articles of incorporation or constitution of the legal entity named above and other documents 

 2.  Authorization to represent the firm named in above 

 3.  Valid license to operate for the current year and Certificate of IATA membership 
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Form 2: Financial Situation 

Each Bidder must fill in this form 

 
Financial Data for Previous 3 Years [US$ Equivalent] 

Year 1:  Year 2:  Year 3:  

 
Information from Balance Sheet 

 

Total Assets    

Total Liabilities    

Net Worth    

Current Assets    

Current Liabilities    

 
Information from Income Statement 

 

Total Revenues     

Profits Before Taxes    

Profits After Taxes    

 Attached are copies of audited financial statements (balance sheets including all related notes, and income statements) for 
the last three years, as indicated above, complying with the following conditions. 

• All such documents reflect the financial situation of the Bidder, and not sister or parent companies. 

• Historic financial statements must be audited by a certified accountant. 

• Historic financial statements must be complete, including all notes to the financial statements. 

• Historic financial statements must correspond to accounting periods already completed and audited (no statements for 
partial periods shall be requested or accepted). 
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Form 3:  Financial Resources 

Specify proposed sources of financing, such as liquid assets, unencumbered real assets, lines of credit, 
and other financial means, net of current commitments, available to meet the total construction cash flow 
demands of the subject contract or contracts.  The lines of credit should be specific to this project in case 
of contract award. 

Financial Resources 

No. Source of financing Amount (US$ equivalent) 

1 
 
 

 

2 
 
 

 

3 
 
 

 

 
 
 

 

 
Name of Banker 
 
Address of Banker 
 
 
 
Telephone 
 
 

Contact name and title 

Facsimile 
 
 

E-mail 
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Form 4:  Current Contract Commitments / Services in Progress 

Each Bidder must fill in this form.  Please list your top related travel service contracts with international 
organizations / leading multinational companies to which you are currently providing off-site or on-site 
travel services.  The description of the services should include details of the services provided and the 
number of personnel assigned to the contract. The volume of business should be indicated in terms of the 
number of transactions and visa/passport processing amount per year. 

Current Contract Commitments 

 

 

 

 

 

 

  

 

 Client Name and Address 
Contact Person / Phone 

and Email address 

Brief Description 
of the Services 
Provide by the 

Bidder 

Volume of 
Business 

Contract Start Date / 
Length 

1      

2      

3      

4      

5      
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Form 5:  List of regular personnel in Documentation - related area 

Each Bidder must fill in this form 

List of regular personnel 

  

 

 Name of Employee Position Basic Responsibilities No. of years of 
employment  

1      

2      

3      

4      

5      

6      

7      

8      

9      

10      

11      

12      

13      

14      

15      

16      

17      

18      

19      

20      



Appendix 2.1 
Asian Development Bank   Joint Venture Data-For Module A andB 
Travel Services for Asian Development Bank    
P a g e  | 89 

 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this “Instructions To Bidders”. 
 

 
 
 
 

APPENDIX 2.1: JOINT VENTURE DATA 
 TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 

 
 

A copy of the joint venture agreement must be attached. In case the joint venture agreement is 
not acceptable to ADB, the joint venture may be requested to modify the agreement 
accordingly. Failure to submit a modified joint venture agreement within 21 days upon receipt by 
the Applicant of the request for modification will disqualify the Applicant for further consideration. 
 
Names of all Partners of a Joint Venture 
 
 
1.  Lead Partner   
 
2.  Partner 
 
3.  Partner 
 
4.  Partner 
 
5.  Partner 
 
6.  Partner 
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APPENDIX 2.2: CONFLICT OF INTEREST DISCLOSURE STATEMENT 

 
1. Name of Company / Contractor: 
 

_______________________________________________________________________ 
  
2.  Name of Company / Contractor’s Representative/Employee submitting statement: 
 
 _______________________________________________________________________ 
 
3.  Title or position in in the Company: 
 
 _______________________________________________________________________ 
 
3. This statement is submitted as a "single transaction disclosure statement," of actual and/or 

potential conflict of interest with contracts and/or purchases connected related to ADB’s 
institutional Procurement. It applies to any bidder, offeror, Contractor, consultant or 
subContractor or sub-consultant at any tier, and also includes any of their employees or 
agents who has or will have the authority to control or supervise all or a portion of the work / 
services for which a bid or offer is made or a contract entered into.  

 
 Pursuant to ADB’s Anticorruption Policy, “conflict of interest” refers to a situation in which a 

party has interests that could improperly influence that party’s performance of official duties 
or responsibilities, contractual obligations or compliances with applicable laws and 
regulations.  

  
4. Description of Contract(s) or Purchase(s) or Bid: 

Supply, Installation and Preventive Maintenance Services of Security Screening Equipment  
 
 
5. Description of actual and/or potential conflict of interest**:  
 _________________________________________________________________________ 
 
 _________________________________________________________________________ 
  (Continue in additional sheets, as necessary.) 
 
6. If any material changes to the responses provided on this disclosure form occur, I 

undertake to update the information above accordingly and to submit the form to the 
Principal Director, Office of Administrative Services, within thirty (30) calendar days from 
such occurrence. 

 
7. I affirm, under penalty of perjury, the truth and completeness of the statements made above, 

and that I am the above named Contractor.  
 
 
Signature over printed name: ___________________________    Date:  _______________  
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APPENDIX 3: TECHNICAL BID FORM 
 

TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK  
 

        (Date)   
To: Asian Development Bank 
 6 ADB Avenue, Mandaluyong City 
 1550 Metro Manila, Philippines 
 
 Attention: Chairperson 
  Institutional Procurement Committee 
  Office of Administrative Services 
 
We, the undersigned, declare that: 
 

(a) We have examined and have no reservations to the Bid Documents; 
(b) We have examined and have no reservations to the General Conditions of Contract; 
(c) We understand and agree to be bound by ADB’s Anticorruption and Integrity Policy;  
(d) We offer to provide the Services in conformity with the Bid Documents; 
(e) Our Bid shall be valid for a period of one-hundred twenty (120) days from the date fixed for 

the bid submission deadline in accordance with the Bid Document, and it shall remain 
binding upon us and may be accepted at any time before the expiration of that period; 

(f) We confirm that we are financially qualified and compliant to bid for this project in 
accordance with the minimum requirements for qualification of Bidders for this project; 

(g) If our Bid is accepted, we commit to obtain a Performance Security in the amount of 
($30,000 or ₱1.4million for MODULE A, and ₱200,000 for MODULE B, for the due 
performance of the Contract; 

(h) We are not participating, as Bidders, in more than one Bid in this bidding process in 
accordance with the Bid Document; 

(i) Our firm, its affiliates or subsidiaries, including any sub-Contractors or Contractors for any 
part of the Contract, has not been declared ineligible by the ADB; 

(j) We understand that this Bid, together with your written acceptance thereof included in your 
Letter of Acceptance of Bid, shall constitute a binding contract between us, until a formal 
Contract is prepared and executed; and 

(k) We understand that you are not bound to accept the lowest bid or any other bid that you may 
receive.  
  

      Very truly yours, 
      _____________________________________ 

(Name and Signature of Authorized Officer)  
      _____________________________________ 
      (Designation of Authorized Officer) 
      _____________________________________ 
      (Name of Bidder/Company) 
      _____________________________________ 
      (Business Address) 
      _____________________________________ 
      (Telephone Number / Facsimile Number)  
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TECHNICAL BID PROPOSAL 
Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 
Provision of Travel Services for Asian Development Bank 

 
Please provide your answer to each question under BIDDER’S RESPONSE. 
 
1.0 FINANCIAL STANDING 

 
1.1 State Year of Incorporation/Registration and number of years of operation in the Philippines 

(Please submit accomplished and signed Bidder’s Information Sheet – Appendix ___ and attach your 
company’s articles of incorporation, certificate of registration, etc.). 

 
(BIDDER’S RESPONSE) 
 

 
 
1.2 Financial Standing - Submit your firm’s audited financial statements from 2013 to 2015.  If you cannot 

submit any audited financial statements, please state the reason.  ADB reserves the right to reject 
bidders who do not submit audited financial statements. 

 
 

2.0 BUSINESS PLAN  
 

2.1 Global Distribution System (GDS) – Advise which is the primary GDS system you are currently 
linked with, including any back-office support system if any.   Also advise if you have access to other 
GDS systems. 

 
(BIDDER’S RESPONSE) 
 
 
 

2.2 Operational set-up/Organizational Configuration - Describe the details of your standard operational 
set-up, showing the duties and responsibilities of each person in the travel agency office, up to the 
level of the General Manager, and the interrelationships necessary for operations.  You may attach an 
organizational chart. 

 
In view of the Work Performance Statement (WPS) and the Required Baseline Number of Personnel in 
Annex 3A, propose an operational set-up that may best deliver the required services.  Explain 
differences between your standard operations and the proposed ADB operations, if any. 

 
(BIDDER’S RESPONSE) 
 
 

 
2.3 Business processes - Describe the processes required to deliver required services as detailed in the 

WPS, starting from receipt of a travel enquiry up to the receipt from ADB of payment for an air ticket.  
You may attach a diagram or flow chart to illustrate the process.  Include details on how changes are 
managed, built-in quality control steps, and air ticket refund processing. 

 
(BIDDER’S RESPONSE) 
 
 
 

2.4.  Business Continuity and Emergency Services - In the event that staff handling the ADB account 
have a prolonged absence due to illness, lengthy vacation, termination, or where there is a need to 
replace underperforming staff, please indicate where you will source replacement staff, their level of 
experience and their availability.  What plan do you have in place for this process? 
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Describe your plan for 24/7 emergency services for ADB travelers requiring urgent assistance with travel 

arrangements, including travelers en route, for change in itinerary, lost travel documents 
 

(BIDDER’S RESPONSE) 
 
 

 
2.5. Responsiveness to Client – Describe in detail measures or processes to ensure responsiveness to 

clients.  Include a description of the tools to be used (i.e. email system, etc.) and an escalation 
procedure for complaints and/or feedback. 

 
Propose in detail how you will address the ADB’s special service requirements in terms of the quality of 

staff, staff training and support, and allocation of management resources with regards to capabilities in 
delivering timely, consistent and accurate response to client.  You should take into account the 
capability of your personnel to communicate appropriately and work within an environment composed 
of ADB personnel from more than 55 different nationalities and varied cultural backgrounds and 
expectations. 

 
(BIDDER’S RESPONSE) 
 
 
 

2.6 Support to the Self-Booking Tool (SBT) – In the event that ADB implements an online Self-Booking 
Tool (SBT).  What are the contributions can you make for the successful implementation of SBT 
services in ADB?  What are your understandings of the benefits and possible risks and pitfalls in the 
use of an SBT?  Please advise what experience you have in integrating your workflow processes to 
that of an SBT where the client procured the SBT externally. 

 
(BIDDER’S RESPONSE) 
 
 
 

2.7 Timely Ticket Release – Elaborate on the business process details to ensure timely release of the 
traveler’s air ticket and other accompanying documentation.  Include a detailed description of your 
Quality Control tools and methodology.  Attach any quality control manual and/or work checklist. 

 
(BIDDER’S RESPONSE) 
 
 
 

2.8 Tracking of A/P and AR, E-Invoicing, Refunds from Airlines – Please explain your back office 
systems with regards to ticketing and invoicing, including tracking of tickets issued, A/P and A/R.  
ADB has an in-house automated Oracle-based business travel system called ADB eTrip.  One feature 
of this system is the ability to accept e-invoices from the travel agency.  Please advise if your back-
office system is capable of integrating with other systems.  Specify your back-office system and the 
type of systems with which it is capable of integration. 

 
Describe your process for tracking of air ticket refund from airlines. 

 
(BIDDER’S RESPONSE) 
 
 
 

2.9   IT Capacity and Reporting Requirements– Describe internal IT capabilities and capacities in 
relation to e-mails and server loads, data gathering and MIR.  In addition, reference to the WPS 
particularly the Reporting Requirements, describe how you will deliver the required reports, describe 
your software and systems in place (i.e. are they available online and can be accessed by ADB on-
demand? Are they capable of exporting data in Excel and any other file formats?  Capable of Dynamic 
Reporting? Attach any samples of reports.  ADB also has the right to request for a live demo of your 
system during the evaluation period. 
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(BIDDER’S RESPONSE) 
 
 
 

2.10   Transition Plan - In the event that the contract will be awarded to you, as the incoming Contractor, 
please outline your proposed activities and timeframe during the period of handover/transition.  
Include the key staffing and core personnel as specified in the WPS, and include a period for the core 
personnel to learn about ADB procedures, requirements and (future) SBT operations. 

 
Attach a detailed implementation plan, listing all key tasks and identified change-managements tasks as 

well as any risks. 
 
(BIDDER’S RESPONSE) 
 
 
3.0 ON-SITE MANAGEMENT 
 
As specified in the WPS, submit the CVs of the following onsite management who are expected to be assigned 
to handle the ADB account.  Include copies of certifications of professional qualifications. 
 

3.1 One (1) Head of Implant Office Operations, three (3) Senior Travel Managers, One (1) Accountant  
 

 
4.0  CORE PERSONNEL 
 
Also as specified in the WPS, submit the CVs of the following core personnel who are expected to be the key 
staff assigned to handle the ADB account.  Include copies of certifications of professional qualifications. 
 

4.1 two (2) Travel Managers 
 

5.0  FEEDBACK FROM CURRENT CLIENTS OF BIDDER 
 
Feedback from your current clients regarding the points raised in this Technical Proposal as well as the WPS 
will form an important part of the bid evaluation.  Please list your top three (3) corporate accounts in the 
Philippines where you have provided or are currently providing off-site or on-site travel service.  Please provide 
the following information: 
Company Name: 
Contact Person (one who is directly responsible for travel operations and company travel policy): 
Address: 
Telephone number: 
Email: 
 
 
 
BIDDER’S LEGAL BUSINESS NAME : ____________________________________ 
BIDDER’S CONTACT PERSON : ____________________________________ 
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TECHNICAL BID PROPOSAL 

Module B: Documentation Services 
 

Provision of Travel Services for Asian Development Bank 
 
Please provide your answer to each question under BIDDER’S RESPONSE. 
 
4.0 FINANCIAL STANDING 

 
1.1 State Year of Incorporation/Registration and number of years of operation in the Philippines 

(Please submit accomplished and signed Bidder’s Information Sheet – Appendix ___ and attach your 
company’s articles of incorporation, certificate of registration, etc.). 

 
(BIDDER’S RESPONSE) 
 
 
 
1.2 Financial Standing - Submit your firm’s audited financial statements from 2013 to 2015.  If you cannot 

submit any audited financial statements, please state the reason.  ADB reserves the right to reject 
bidders who do not submit audited financial statements. 

 
 

5.0 BUSINESS PLAN  
 
5.1 List of Accredited Embassies – Provide a complete list of all your accreditations with embassies. 
 

For Embassies with select accredited travel agencies (i.e. Japan Embassy) - if you are not one of the select 
accredited agencies, you must at least have a partnership (for at least three years) with an accredited travel 
agency of such Embassies;  Please list down all Embassies with which you have up-to-date accreditations. 

 
 
(BIDDER’S RESPONSE) 
 
 
 
2.2  Operational set-up/Organizational Configuration - Describe the details of your standard operational set-

up, showing the duties and responsibilities of each person in the travel agency office, up to the level of the 
General Manager, and the interrelationships necessary for operations.  You may attach an organizational 
chart. 

 
In view of the Work Performance Statement (WPS) and the Required Baseline Number of Personnel in 
Annex 3B, propose an operational set-up that may best deliver the required services.  Explain differences 
between your standard operations and the proposed ADB operations, if any. 

 
(BIDDER’S RESPONSE) 
 
 
 
2.3 Business processes - Describe the processes required to deliver required services as detailed in the WPS, 

starting from receipt of a documentation enquiry [this may either come directly from: (i) an ADB traveler or 
arranger; or (ii) from the other Service Provider] up to the receipt from ADB of payment for visas / 
passports and other documentation services.  Please note that You may attach a diagram or flow chart to 
illustrate the process.  Include details on how changes are managed and built-in quality control steps if 
any. 

 
(BIDDER’S RESPONSE) 
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2.4.  Business Continuity and Emergency Services - In the event that staff handling the ADB account have a 
prolonged absence due to illness, lengthy vacation, termination, or where there is a need to replace 
underperforming staff, please indicate where you will source replacement staff, their level of experience 
and their availability.  What plan do you have in place for this process? 

 
Describe your plan for 24/7 emergency services for ADB travelers requiring urgent assistance with travel 

arrangements and necessity to obtain urgent or additional visa(s) 
 
(BIDDER’S RESPONSE) 
 
 
 
2.6. Responsiveness to Client – Describe in detail measures or processes to ensure responsiveness to 

clients.  Include a description of the tools to be used (i.e. email system, etc.) and an escalation procedure 
for complaints and/or feedback. 

 
Propose in detail how you will address the ADB’s special service requirements in terms of the quality of staff, 

staff training and support, and allocation of management resources with regards to capabilities in 
delivering timely, consistent and accurate response to client.  You should take into account the capability 
of your personnel to communicate appropriately and work within an environment composed of ADB 
personnel from more than 55 different nationalities and varied cultural backgrounds and expectations. 

 
(BIDDER’S RESPONSE) 
 
 
 
2.6 Timely Visa / Passport Release (including Philippine Visas)– Describe in detail how you will address 

ADB’s visa needs appropriately and in a timely manner within the environment composed of ADB 
personnel with more than 55 different nationalities, with complex visa requirements to highly unusual 
destinations and transit or stopover points.  This should also include facilitation and processing of 
Philippine non-immigrant visas (47a2, 9e, etc.) 

 
(BIDDER’S RESPONSE) 
 
 
 
 
2.11 Tracking of A/P and AR, E-Invoicing – Please explain your back office systems with regards to 

invoicing, including tracking of documentation services processed, A/P and A/R.  ADB is has an in-house 
automated Oracle-based business travel system called ADB eTrip.  One feature of this system is the ability 
to accept e-invoices from the travel agency.  Please advise if your back-office system is capable of 
integrating with other systems.  Specify your back-office system and the type of systems with which it is 
capable of integration. 

 
(BIDDER’S RESPONSE) 
 
 
 
2.12   IT Capacity and Reporting Requirements – Describe internal IT capabilities and capacities in relation 

to e-mails and server loads, data gathering and MIR.  In addition, reference to the WPS particularly the 
Reporting Requirements, describe how you will deliver the required reports, describe your software and 
systems in place (i.e. are they available online and can be accessed by ADB on-demand? Are they 
capable of exporting data in Excel and any other file formats?  Capable of Dynamic Reporting? Attach any 
samples of reports.  ADB also has the right to request for a live demo of your system during the evaluation 
period.   

 
(BIDDER’S RESPONSE) 
 
 
 
2.13   Transition Plan - In the event that the contract will be awarded to you, as the incoming Contractor, 
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please outline your proposed activities and timeframe during the period of handover/transition.  Include 
the key staffing and core personnel as specified in the WPS, and include a period for the core personnel 
to learn about ADB procedures, requirements and (future) SBT operations. 

 
Attach a detailed implementation plan, listing all key tasks and identified change-managements tasks as well as 

any risks. 
 
(BIDDER’S RESPONSE) 
 
 
6.0 ON-SITE MANAGEMENT 
 
As specified in the WPS, submit the CVs of the following onsite management who are expected to be assigned 
to handle the ADB account.  Include copies of certifications of professional qualifications. 

6.1 One (1) Head of Implant Office Documentation Services 
 
4.0  CORE PERSONNEL 
 
Also as specified in the WPS, submit the CVs of the following core personnel who are expected to be the key 
staff assigned to handle the ADB account.  Include copies of certifications of professional qualifications. 
 

4.2 Two (2) Documentations Assistants 
 
5.0  FEEDBACK FROM CURRENT CLIENTS OF BIDDER 
 
Feedback from your current clients regarding the points raised in this Technical Proposal as well as the WPS 
will form an important part of the bid evaluation.  Please list your top three (3) corporate accounts in the 
Philippines where you have provided or are currently providing off-site or on-site travel service.  Please provide 
the following information: 
Company Name: 
Contact Person (one who is directly responsible for travel operations and company travel policy): 
Address: 
Telephone number: 
Email: 
 
BIDDER’S LEGAL BUSINESS NAME : ____________________________________ 
BIDDER’S CONTACT PERSON : ____________________________________ 
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APPENDIX 4.1: CERTIFICATE OF SITE INSPECTION 
 

TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 
 
 
 

DATE  :  _______________ 
 
PROJECT : TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 
 
LOCATION : 6 ADB AVENUE, MANDALUYONG CITY, PHILIPPINES 
 
OWNER : ASIAN DEVELOPMENT BANK 
 

 
CERTIFICATE OF SITE INSPECTION 

 
BIDDER 

  
 This is to certify that I/We have conducted an actual site inspection of ADB’s In-Plant 
Travel Agency Office and have sufficiently and fully familiarized ourselves with the Scope of 
Work and attendant problems related to the Bidding for the Travel Services for Asian 
Development Bank, and that these attendant problems and difficulties will be considered when 
we prepare our bids for the same. 

             
      __________________________ 

       Name of Firm (Bidder) 
       __________________________ 
       Principal Officer 

 
OWNER 

This is to certify that: 
 

_______________________ _______________________________________________ 
Name of Firm/Representatives 

 

has conducted a thorough inspection and evaluation of the site related to the Bidding for the 
Bidding for the Travel Services for Asian Development Bank. 

ASIAN DEVELOPMENT BANK 
By: 

_________________________ 

Authorized ADB Representative 
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APPENDIX 5: BID SECURING DECLARATION 

  
TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 

 
   
  Date: _____________________ 

To:  Asian Development Bank 
 6 ADB Ave., Mandaluyong City 
 Metro Manila, Philippines 

 

We, the undersigned, declare that:  

We understand that, according to your conditions, bids must be supported by a Bid Securing 
Declaration. 

We accept that we will automatically be suspended from being eligible for bidding in any 
contract with the Asian Development Bank (ADB) starting on the date that we receive a 
notification from ADB, if we are in breach of our obligation(s) under the bid conditions, because 
we: 

(a) have withdrawn our Bid during the period of bid validity specified in the  Bid Form; or 

(b)  having been notified of the acceptance of our Bid by the ADB during the period of bid 
validity, (i) fail or refuse to execute the Contract, if required, (ii) fail or refuse to furnish the 
Performance Security, in accordance with the ITB, or (iii) fail or refuse to accept the arithmetical 
correction of our Bid in accordance with the ITB. 

We understand this Bid Securing Declaration shall expire if we are not the successful Bidder, 
upon the earlier of (i) our receipt of your notification to us of the name of the successful Bidder; 
or (ii) twenty-eight days after the expiration of our Bid. 

 

Signed: _________________________________________ 

In the capacity of _________________________________ 

Name: ___________________________________________ 

Duly authorized to sign the bid for and on behalf of:  

 

[insert complete name of Bidder] 

Dated on ____________ day of __________________, _______  

Corporate Seal [where appropriate] 

-- Note -- 
In case of a Joint Venture, the Bid-Securing Declaration must be in the name of all partners 
to the Joint Venture that submits the bid. 
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APPENDIX 6:  SECRETARY’S CERTIFICATE FORM 

 
TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 

 
I, (name of corporate secretary), being the Corporate Secretary of (name of the company of 
bidder), hereinafter referred to as the “Corporation”, a corporation organized under the laws of 
the_____________________, with office address at (complete address of the company), do 
hereby certify, that the following resolution was unanimously approved in a meeting of the Board 
of Directors of Corporation held on (date of the meeting) at its principal office, to wit: 
 

Board Resolution No. _____ Series of _____ 
 

RESOLVED, (name of company), as it hereby is, authorized to participate in the 
bidding of the Travel Services for Asian Development Bank and in connection 
therewith the Corporation hereby appoints (name and designation of authorized 
person – same person who will sign the conforme below) as the duly authorized 
and designated representative of (name of company), who is granted full power 
and authority to do, execute and perform any and all acts necessary and/or to 
represent the Corporation in the bidding, and as Contract signatory in case of 
Contract Award. 
 

The above resolution is now in full force and effect and that as of this date, no changes or 
amendments thereon have been made. 

 
IN WITNESS WHEREOF, I have hereunto affixed my signature this (date) at (place). 

 
 
           Signature                       
       (Name of corporate secretary) 
               Corporate Secretary 
CONFORME: 
 

Signature 
(Name of authorized person) 
Designation: 
Company: 
 

SUBSCRIBED AND SWORN to before me this _________, affiant exhibiting to be her/his 
Community Tax Certificate Number ____________ issued on _________ at _________. 

 
Doc. No. _____; 
Page No. _____;           SEAL AND SIGNATURE 
Book No. _____;       NOTARY PUBLIC 
Series of ______. 

 



 Appendix 7 
Asian Development Bank                                                                          Financial Bid Form- For Module A  
Travel Services for Asian Development Bank 
 P a g e  | 101 

 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this “Instructions To Bidders”. 
 

 
 

 APPENDIX 7: FINANCIAL BID FORM 
 

TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 
           
 MODULE A: TRAVEL RESERVATIONS, TICKETING AND FINANCIAL 

TRANSACTION SUPPORT 
 

 
              

        _____________________ 
            (Date) 

 
To:  Asian Development Bank 
  6 ADB Avenue 
  Mandaluyong City 
  1550 Metro Manila, Philippines 
 
 
Attention: Unit Head, Procurement and Contracts Administration 
 
Gentlemen and/or Ladies: 
 
1. Having examined the Bid Documents for the above project, I/We, the undersigned, offer to 

execute and complete the Services as described in and in conformity with the said Bid 
Documents at the following: 

 
Performance Based Transaction Fees 

Transaction Base Transaction 
Fee (USD) 

Single Destination Mission 
(including Hotel Reservation) <Your Bid> 

Multiple Destination Mission 
(including Hotel Reservation) <Your Bid> 

Urgent Fee* 
(Ticket change or reissue within 3 

working days prior to travel.) 
<Your Bid> 

 
Where:  

i. Single Destination Mission is defined as a Mission that involves only one official stop 
(city/airport) where ADB Traveler will conduct business, regardless of the number of 
connecting points and tickets. 

ii. Multiple Destination Mission is defined as a Mission that involves two or more official stops 
(cities / airports) where ADB Traveler will conduct business, regardless of the number of 
transit points and tickets.  

iii. *Only one Urgent Fee will be charged per TRA in addition to the single/multiple fees. 
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Conditions:  
 
i. Prices must be quoted in USD 
ii. Bid Prices must be fixed for the entire duration of the Contract 
iii. The transaction fee shall include, but not limited to the following: 

a) staffing, operational/training costs including salaries, benefits, as well as the incentive 
scheme (refer to Section 3.4 below) and any other bonuses paid to the personnel 
assigned to the ADB Office; 

b) expense to meet technology requirements, equipment, office supplies and stationery 
expenses; 

c) charges and fees for IATA; 
d) support services (i.e. Financial Transaction Support, etc.); 
e) overhead and management expenses, taxes, and profit of the Service Providers; 
f) efforts for reissuances and refunds of tickets; and 
g) support for hotel booking and related arrangement 

 
2. The Bid on Base Transaction Fee will be paid for each transaction with the assumption that 

the transaction achieves a Satisfactory rating and will be adjusted according to the table 
below based on the Online Survey results which shall be reviewed by ADB on a quarterly 
basis.  The fee shall be adjusted accordingly as follows: 

SLA Score / Rating Fee Adjustment 
Excellent Fee increased by 10% 
Satisfactory Base Transaction Fee as is 
Unsatisfactory Fee reduced by 10% 

 

3. I/We undertake, if my/our Bid is accepted, to commence the Services on      (Date)      , in 
accordance with the Contract. 

 
4. If my/our Bid is accepted, I/we undertake within 15 calendar days from the date we receive the 

Letter of Acceptance of Bid to deposit with you a guarantee of a bank by way of a 
Performance Security in the form attached to the Contract in the sum of ($30,000 or  
₱1.4million, as security for the due and faithful performance or my/our obligations under the 
Contract. This guarantee shall be valid for not less than 30 days after the expiry of the 
Contract, or until you take it over in accordance with the Contract. 

 
5. I/We agree to abide by this Bid for the period of 60 calendar days from the final date fixed for 

receiving the same, and it shall remain binding upon myself/us and may be accepted at any 
time before the expiration of that period. 

 
6. If my/our Bid is accepted, I/we confirm that the rates submitted by myself/us in my/our Bid will 

be fixed and binding upon myself/us for the whole duration of the Contract in accordance with 
the said Conditions. 

 
7. Unless and until a formal Contract is prepared and executed, and a satisfactory Performance 

Security is executed and delivered, this Bid, together with your written acceptance thereof, 
shall constitute a binding Contract between myself/us. 
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8. I/We understand that you are not bound to accept this Bid or any other bid, which you may 

receive. 
 

9. Commissions or gratuities, if any, paid or to be paid by myself/us to agents relating to this Bid, 
and to Contract execution if we are awarded the Contract, are listed below: 

 
Name and 
Address of Agent 

Amount and 
Currency 

Purpose of 
Commission or 
Gratuities 

______________ 
______________ 
______________ 
 

______________ 
______________ 
______________ 
 

______________ 
______________ 
______________ 
 

(if none, state “none”) 
      
     Very truly yours, 
      
    

 __________________________________________ 
     (Name and Signature of Authorized Officer) 
      
    

 __________________________________________ 
     (Designation of Authorized Officer) 
      
    

 __________________________________________ 
     (Name of Bidder/Company) 
      
    

 __________________________________________ 
     (Business Address) 
      
    

 __________________________________________ 
     (Telephone Number/Facsimile Number) 
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APPENDIX 7: FINANCIAL BID FORM 

 
TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 

 
MODULE B: DOCUMENTATION SERVICES 

 
              

        _____________________ 
            (Date) 

 
To:  Asian Development Bank 
  6 ADB Avenue 
  Mandaluyong City 
  1550 Metro Manila, Philippines 
 
 
Attention: Unit Head, Procurement and Contracts Administration 
 
Gentlemen and/or Ladies: 
 
1. Having examined the Bid Documents for the above project, I/We, the undersigned, offer to 

execute and complete the Services as described in and in conformity with the said Bid 
Documents at the following Contract Price: 

 
Performance Based Transaction Fees 

Transaction Base Transaction 
Fee (PHP) 

Mission Visas <Your Bid> 
Philippine Visas 

(i.e. 9e, 47a2, etc.) <Your Bid> 

Visa Upon Arrival (VUA) <Your Bid> 
 

Conditions:  
i. Prices must be quoted in PHP 
ii. Bid Prices must be fixed for the entire duration of the Contract 
iii. The transaction fee shall include, but not limited to the following: 

a) staffing, operational/training costs including salaries, benefits, and any other bonuses 
paid to the personnel assigned to the ADB Office; 

b) expense to meet technology requirements, equipment, office supplies and stationery 
expenses; 

c) support services (i.e. Financial Transaction support, messenger services, etc.); and 
d) overhead and management expenses, taxes, and profit of the Service Providers 

 
2. The Bid on Base Transaction Fee will be paid for each transaction with the assumption that 

the SLA for the concerned month achieves a Satisfactory rating and will be adjusted 
according to the table below based on the actual SLA Scorecard results which shall be 
reviewed by ADB on a quarterly basis. The fee shall be adjusted accordingly as follows: 
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SLA Score / Rating Fee Adjustment 
Excellent Fee increased by 10% 
Satisfactory Base Transaction Fee as is 
Unsatisfactory Fee reduced by 10% 

3. I/We undertake, if my/our Bid is accepted, to commence the Services on      (Date)      , in 
accordance with the Contract. 

 
4. If my/our Bid is accepted, I/we undertake within 15 calendar days from the date we receive the 

Letter of Acceptance of Bid to deposit with you a guarantee of a bank by way of a 
Performance Security in the form attached to the Contract in the sum of Pesos:Two Hundred 
Thousand (P200,000) as security for the due and faithful performance or my/our obligations 
under the Contract. This guarantee shall be valid for not less than 30 days after the expiry of 
the Contract, or until you take it over in accordance with the Contract. 

 
5. I/We agree to abide by this Bid for the period of 60 calendar days from the final date fixed for 

receiving the same, and it shall remain binding upon myself/us and may be accepted at any 
time before the expiration of that period. 

 
6. If my/our Bid is accepted, I/we confirm that the rates submitted by myself/us in my/our Bid will 

be fixed and binding upon myself/us for the whole duration of the Contract in accordance with 
the said Conditions. 

 
7. Unless and until a formal Contract is prepared and executed, and a satisfactory Performance 

Security is executed and delivered, this Bid, together with your written acceptance thereof, 
shall constitute a binding Contract between myself/us. 

 
8. I/We understand that you are not bound to accept this Bid or any other bid, which you may 

receive. 
 

9. Commissions or gratuities, if any, paid or to be paid by myself/us to agents relating to this Bid, 
and to Contract execution if we are awarded the Contract, are listed below: 

 
Name and 
Address of Agent 

Amount and 
Currency 

Purpose of 
Commission or 
Gratuities 

______________ 
______________ 
______________ 
 

______________ 
______________ 
______________ 
 

______________ 
______________ 
______________ 
 

(if none, state “none”) 
    Very truly yours, 

________________________________________ 
(Name and Signature of Authorized Officer) 

                         __________________________________________ 
    (Designation of Authorized Officer) 
                                                                 __________________________________________ 
    (Name of Bidder/Company) 
                                                                     __________________________________________ 
    (Business Address) 
                                                                 __________________________________________ 
    (Telephone Number/Facsimile Number) 
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Appendix 8.1 BIDDER’S QUALIFICATION 
 

Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 

To participate in the Bidding Process of Travel Services for Asian Development Bank, your 
Company must comply with the following minimum qualification criteria: 

  CRITERIA PASS FAIL 

(i) 

Have the nationality of eligible country in accordance with ADB’s list 
of Eligible Member Countries.  A bidder shall be deemed to have the 
nationality of a country if the bidder is a citizen, or is constituted, or 
incorporated, and operates in conformity with the provisions of the 
Laws of that country; 

    

(ii) Have independent legal existence of not less than five (5) years as a 
travel agency validly registered with the Philippine Government;     

(iii) Be an accredited International Air Transport Association (IATA) Travel 
Agency duly licensed to operate in the Philippines;     

(iv) 

Have a sound financial and credit position showing average annual 
gross sales of at least US$ 1,500,000 over the past three (3) years 
from 2013 to 2015.  As an indication of the cash flow capacity, bidders 
must demonstrate availability of US$ 150,000,000 from working 
capital and other financial resources; 

  

(v) Currently maintains at least forty (40) regular personnel in travel 
reservations, ticketing and financial transaction support- related area;     

(vi) Currently maintains at least three (3) travel service contracts with an 
international organization / leading multinational companies;     

(vii) Currently using  any of the three GDS: Amadeus, Sabre (Abacus) and 
Travelport; and     

(viii) Not be under a declaration or record of ineligibility for corrupt and / 
or fraudulent practices issued or kept by ADB.   
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Appendix 8.2: TECHNICAL EVALUATION CRITERIA 

 
Module A: Travel Reservations, Ticketing and Financial Transaction Support 

 
Provision of Travel Services for Asian Development Bank 

 
 
 
 
 

SUMMARY OF TECHNICAL EVALUATION CRITERIA POINTS 
1.0   FINANCIAL STANDING 15 
2.0   BUSINESS PLAN  30 
3.0   ON-SITE MANAGEMENT 35 
4.0  CORE PERSONNEL 5 
5.0  FEEDBACK FROM CURRENT CLIENTS OF BIDDER 15 

TOTAL 100 
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TECHNICAL QUALIFICATION MAX. 
POINTS     

1.0   LEGAL ENTITY AND FINANCIAL 
CAPACITY 15 Criteria Equivalent 

Points 
1.1 State Year of Incorporation/Registration 
and number of years of operation in the 
Philippines - minimum 5 years of operations 
which includes handling multinational corporate 
accounts with international travel 

7.5 

>10 yrs 7.5 

> 7yrs, < 10yrs 5 

>=  5 yrs, < 7 yrs 2.5 

1.2 Financial Standing - minimum average of 
$1.5M per year gross sales for the past three 
years with cash flow of at least $150M average 
for the past three years 

7.5 
> $2.5M 7.5 

> $2M, < $2.5M 5 
>=  $1.5M, < $2M 2.5 

2.0   BUSINESS PLAN  30     

2.1  Global Distribution System (GDS) – 
Amadeus, Travelport and Sabre 3 

all three GDS 3 
two GDS 2 
one GDS 1 

2.2 Operational set-up/Organizational 
Configuration - Organizational structure with at 
least 40 personnel in travel reservations, 
ticketing and financial transaction support area; 
Immediate capability to provide the required 
Baseline Number of Personnel in the WPS and 
Annex 3A.   

3 

>50 personnel 3 

>45 personnel, <50 personnel 2 

>= 40 personnel, < 45 personnel 1 

2.3 Business processes - clear procedures and 
automated quality control measures/tools in 
place - from travel inquiry to ticketing to invoicing 

3 

clear procedures from travel inquiry to 
ticketing exceeds the ADB expectations 3 

clear procedures from travel inquiry to 
ticketing meet ADB expectations 2 

clear but has missing procedures in some 
aspects of operations based on ADB 
expectations 

1 

2.4.  Business Continuity and Emergency 
Services - BCP in place and logistics are clearly 
defined: 5 personnel allocated, location where 
they will deliver service is defined, technology in 
place, setup can be done in 2 hours from the 
time of emergency); there is at least one 
assigned 24/7 support personnel and equipment 
(phone, computer with GDS and internet access. 

3 

BCP in place, exceeds ADB expectations 3 

BCP in place, meets ADB expectations 2 
BCP in place but lacks coverage of some 
aspects of operations according to ADB 
expectations 

1 

2.5 Support to the Self-Booking Tool (SBT) – 
aware and knowledgeable of how SBT works, 
experience in handling an account with SBT is 
an advantage. 

3 

have clear knowledge and actual experience 
in handling account with SBT 3 

have clear knowledge on SBT (have attended 
GDS training/briefing), but no actual 
experience in handling account with SBT 

2 

no clear and specific knowledge but somehow 
aware of what an SBT is 1 

2.6 Timely Ticket Release – clear procedures 
and quality control measures/tools are in place 
to ensure ticket issuance and delivery can be 
done within two to four hours from request of 
client. 

3 

clear procedures and quality control measures 
/ tools are in place which exceeds ADB 
expectations  

3 

clear procedures and quality control measures 
/ tools are in place which meets ADB 
expectations  

2 
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clear but has missing procedures in some 
aspects of operations based on ADB 
expectations 

1 

2.7    Tracking of A/P and AR, E-Invoicing, 
Refunds from Airlines – full back 
office/accounting systems are in place for at 
least 2 years - including automated tracking of 
tickets (specially unused tickets); automated 
invoicing; automated AP/AR/Refunds; readily 
capable of integrating or sending data to ADB 
eTrip 

3 

full back office/accounting systems are in 
place for > 5 yrs 3 

full back office/accounting systems are in 
place for > 3 yrs, < 5 yrs 2 

full back office/accounting systems are in 
place for  > = 2 yrs, < 3 yrs 1 

2.8  IT Capacity and Reporting Requirements 
– automated in most aspects of operations: front 
office (reservations/ticketing, emails, website for 
corporate accounts is an advantage); mid office 
(consolidation of data and reports generation); 
back office (accounting).  Fully automated 
Systems in place and capable of extracting data 
/ dynamic reports.   

6 

fully automated from front to back office 6 

automated front and back office 4 

automated front office only 2 

2.9    Transition Plan - defined steps / 
implementation plan / change management / 
timeline to start servicing ADB 

3 

clearly defined transition plan which exceeds 
ADB expectations 3 

clearly defined transition plan which meets 
ADB expectations 2 

clear but missing in some aspects which is 
acceptable to ADB 1 

3.0 / 4.0 QUALIFICATIONS OF ON-SITE 
MANAGEMENT AND CORE PERSONNEL 40     

Onsite Operations Manager - education is 
business or tourism-related, 10yrs work 
experience handling international corporate 
accounts, certified in all three GDS will be an 
advantage 

20 

>15 yrs work experience, all three GDS 
knowledge 20 

> 12 yrs, < 15 yrs work experience, all three 
GDS knowledge will garner additional 5 pts 10 

> = 10 yrs, < 12 yrs work experience, all three 
GDS knowledge will garner additional 3 pts 5 

Senior Travel Managers - education is business 
or tourism-related, 5yrs work experience 
handling international corporate accounts, 
certified in all three GDS will be an advantage 

10 

> 10 yrs work experience, all three GDS 
knowledge 10 

> 7 yrs, < 10 yrs work experience, all three 
GDS knowledge will garner additional 2 pts 7 

> = 5 yrs, < 7 yrs work experience, all three 
GDS knowledge will garner additional 2 pts 4 

Travel Managers - education is business or 
tourism-related, 3yrs work experience handling 
international corporate accounts, certified in all 
three GDS will be an advantage 

5 

> 5 yrs work experience, all three GDS 
knowledge 5 

> 4 yrs, < 5 yrs work experience, all three 
GDS knowledge will garner additional 1 pt 3 

> = 3 yrs, < 4 yrs work experience, all three 
GDS knowledge will garner additional 1 pt 1 

Accountant - education, 5yrs work experience 
supporting international corporate accounts, 
certified in all three GDS will be an advantage 

5 

> 10 yrs work experience, all three GDS 
knowledge 5 

> 7 yrs, < 10 yrs work experience, all three 
GDS knowledge will garner additional 1 pt 3 

> = 5 yrs, < 7 yrs work experience, all three 
GDS knowledge will garner additional 1 pts 1 

5.0  TRACK RECORD AND EXPERIENCES 15     

currently handles at least three 
multinational/international organizations       

1. Company Name: 5 if multinational and international and IFI in 
nature 5 
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Contact Person (one who is directly responsible 
for travel operations and company travel policy): if multinational and international not IFI 3 

Address:       
Telephone number:       
Email:       

2. Company Name: 
5 

if multinational and international and IFI in 
nature 5 

Contact Person (one who is directly responsible 
for travel operations and company travel policy): if multinational and international not IFI 3 

Address:       
Telephone number:       
Email:       

3. Company Name: 
5 

if multinational and international and IFI in 
nature 5 

Contact Person (one who is directly responsible 
for travel operations and company travel policy): if multinational and international not IFI 3 

Address:       
Telephone number:       
Email:       

TOTAL 100     
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APPENDIX 8.3 FINANCIAL BID EVALUATION FOR TRAVEL SERVICES 

 
MODULE A: TRAVEL RESERVATIONS, TICKETING AND FINANCIAL TRANSACTION 

SUPPORT 
 

 
          

1. The Financial Bids for the Performance Based Transaction Fees will be graded 
accordingly using weighted Bid points (Bp).  The Bp will be computed as follows: 

 
Formula:  
 
Bp = (Single Destination Bid Fee X .33/1.02) + (Multiple Destination Bid Fee X .67/1.02) 
+ (Urgent Bid Fee X .02/1.02) 
 
Sample:  
Bp = ($40 X .33/1.02) + ($50 X .67/1.02) + ($25 X .02/1.02) 
    = 12.94 + 32.84 + 0.49 
    = 46 (weighted Bid point) 

 
• The Bidder with the lowest weighted Bid Point will garner the highest points for the 

Financial Bid, which is 40%.  Succeeding bidder’s Financial Bid will be pro-rated to 
the lowest weighted Bid Point using the formula below: 

 
2.  Definitions: 
 

(i) FPS is the Financial Percentage Score; 
(ii) WBPL is the Weighted Bid Point (lowest); and  
(iii) WBPE is the Weighted Bid Point for evaluation 

 
3.  Formula: 
     FPS= [(WBPL/WBPE) x 100] x 40% 
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APPENDIX 8.1: BIDDER’S QUALIFICATION 

 
Module B: Documentation Services 

 

To participate in the Bidding Process of Travel Services for Asian Development Bank, your 
Company must comply with the following minimum qualification criteria: 

  CRITERIA PASS FAIL 

(i) 

Have the nationality of eligible country in accordance with ADB’s list 
of Eligible Member Countries.  A bidder shall be deemed to have the 
nationality of a country if the bidder is a citizen, or is constituted, or 
incorporated, and operates in conformity with the provisions of the 
Laws of that country; 

    

(ii) Have independent legal existence of not less than five (5) years as a 
travel agency validly registered with the Philippine Government;     

(iii) Be an accredited International Air Transport Association (IATA) Travel 
Agency duly licensed to operate in the Philippines;     

(iv) 

Have a sound financial and credit position showing average annual 
gross sales of at least US$ 1,500,000 over the past three (3) years 
from 2013 to 2015.  As an indication of the cash flow capacity, bidders 
must demonstrate availability of US$ 150,000,000 from working 
capital and other financial resources; 

  

(v) Currently maintains at least ten (10) regular personnel in 
documentation - related area;     

(vi) 

Up-to-date accreditation in Embassies and Consulates.  For Embassies 
with select accredited travel agencies (i.e. Japan Embassy) - if Bidder 
is not one of the select accredited agencies, they must at least have a 
partnership (for at least three years) with an accredited travel agency 
of such Embassies; 

    

(vii) Currently maintains at least three (3) travel service contracts with an 
international organization / leading multinational companies;     

(vii) Not be under a declaration or record of ineligibility for corrupt and / 
or fraudulent practices issued or kept by ADB.     
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APPENDIX 8.2: TECHNICAL EVALUATION CRITERIA 

 
Module B: Documentation Services 

 
Provision of Travel Services for Asian Development Bank 

 
 
 
 
 
 

SUMMARY OF TECHNICAL EVALUATION CRITERIA POINTS 
1.0   FINANCIAL STANDING 15 
2.0   BUSINESS PLAN  30 
3.0   ON-SITE MANAGEMENT 35 
4.0  CORE PERSONNEL 5 
5.0  FEEDBACK FROM CURRENT CLIENTS OF BIDDER 15 
TOTAL 100 
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TECHNICAL QUALIFICATION MAX. 
POINTS     

1.0   LEGAL ENTITY AND FINANCIAL CAPACITY 15 Criteria Equivalent 
Points 

1.1 State Year of Incorporation/Registration and 
number of years of operation in the Philippines - 
minimum 5 years of operations which includes handling 
multinational corporate accounts with international 
travel 

7.5 
>10 yrs 7.5 

> 7yrs, < 10yrs 5 
>=  5 yrs, < 7 yrs 2.5 

1.2 Financial Standing - minimum average of $1.5M 
per year gross sales for the past three years with cash 
flow of at least $150M average for the past three years 

7.5 
> $2.5M 7.5 

> $2M, < $2.5M 5 
>=  $1.5M, < $2M 2.5 

2.0   BUSINESS PLAN  30     

2.1  List of Accredited Embassies - covers 100% of 
ADB Destinations requiring visa 3 

covers 100% of ADB Destinations 3 
covers > 90%, < 100% of ADB 
Destinations 2 

covers > = 80%, < 90% of ADB 
Destinations 1 

2.2 Operational set-up/Organizational Configuration 
- Organizational structure with at least 10 personnel in 
documentation - related area; Immediate capability to 
service ADB requirements.  Immediate capability to 
provide the required Baseline Number of Personnel in 
the WPS and Annex 3B. 

3 

>20 personnel 3 

>15 personnel, <20 personnel 2 

>= 10 personnel, < 15 personnel 1 

2.3 Business processes - clear procedures and 
quality control measures/tools in place - from 
documentation inquiry to visa application / releasing 
and invoicing. 

3 

clear procedures from documentation 
inquiry to visa application / releasing and 
invoicing exceeds the ADB expectations 

3 

clear procedures clear procedures from 
documentation inquiry to visa application 
/ releasing and invoicing meet ADB 
expectations 

2 

clear but has missing procedures in 
some aspects of operations based on 
ADB expectations 

1 

2.4.  Business Continuity and Emergency Services - 
BCP in place and logistics are clearly defined: 3 
personnel allocated, location where they will deliver 
service is defined, technology in place, setup can be 
done in 2 hours from the time of emergency); there is at 
least one assigned 24/7 support personnel and 
equipment (phone). 

3 

BCP in place, exceeds ADB expectations 3 

BCP in place, meets ADB expectations 2 
BCP in place but lacks coverage of some 
aspects of operations according to ADB 
expectations 

1 

2.5 Responsiveness to Client  – email system in 
place, clearly defined escalation procedure for 
feedback and complaints 

3 

email system and clear procedures 
in place which exceeds ADB 
expectations 

3 

email system and clear procedures 
in place which meets ADB 
expectations 

2 

email system and clear procedures 
in place,missing on some aspects 
but acceptable based on ADB 
expectations 

1 
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2.6 Timely Visa/Passport Release – (including 
Philippine Visas) clear procedures and quality control 
measures/tools are in place to ensure visa/passport 
processing and delivery can be done within ADB 
prescribed amount of time. 

3 

clear procedures and quality control 
measures / tools are in place which 
exceeds ADB expectations  

3 

clear procedures and quality control 
measures / tools are in place which 
meets ADB expectations  

2 

clear but has missing procedures in 
some aspects of operations based on 
ADB expectations 

1 

2.7    Tracking of A/P and AR, E-Invoicing, Refunds 
from Airlines – full back office/accounting systems are 
in place for at least 2 years; automated invoicing; 
automated AP/AR/Refunds; readily capable of 
integrating or sending data to ADB eTrip 

3 

full back office/accounting systems are in 
place for > 5 yrs 3 

full back office/accounting systems are in 
place for > 3 yrs, < 5 yrs 2 

full back office/accounting systems are in 
place for > = 2 yrs, < 3 yrs 1 

2.8  IT Capacity and Reporting Requirements – 
automated in most aspects of operations: front office 
(emails, website for corporate accounts is an 
advantage); mid office (consolidation of data and 
reports generation); back office (accounting). Fully 
automated Systems in place and capable of extracting 
data / dynamic reports. 

6 

fully automated from front to back office 6 

automated front and back office 4 

automated front office only 2 

2.9    Transition Plan - defined steps / implementation 
plan / change management / timeline to start servicing 
ADB 

3 

clearly defined transition plan which 
exceeds ADB expectations 3 

clearly defined transition plan which 
meets ADB expectations 2 

clear but missing in some aspects which 
is acceptable to ADB 1 

3.0 / 4.0 QUALIFICATIONS OF ON-SITE 
MANAGEMENT AND CORE PERSONNEL 40     

Head of Implant Documentation Services - 4 year 
course graduate, 5yrs related experience handling 
international corporate accounts 

25 
> 10 yrs work experience 25 

> 8 yrs, < 10 yrs work experience 15 
> = 5 yrs, < 8 yrs work experience 5 

Documentation Assistant - 4 year course graduate, 
3yrs related experience handling international 
corporate accounts 

15 
> 6 yrs work experience 15 
> 4 yrs, < 6 yrs work experience 10 
> = 3 yrs, < 4 yrs work experience 5 

5.0  TRACK RECORD AND EXPERIENCES 15     
currently handles at least three 
multinational/international organizations       

1. Company Name: 
5 

if multinational and international and IFI 
in nature 5 

Contact Person (one who is directly responsible for 
travel operations and company travel policy): if multinational and international not IFI 3 

Address:       
Telephone number:       
Email:       

2. Company Name: 
5 

if multinational and international and IFI 
in nature 5 

Contact Person (one who is directly responsible for 
travel operations and company travel policy): if multinational and international not IFI 3 

Address:       
Telephone number:       
Email:       



 Appendix 8 
Asian Development Bank                             Evaluation Criteria-Technical Evaluation Criteria -For Module B 
Travel Services for Asian Development Bank 
P a g e  | 116 

 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this “Instructions To Bidders”. 
 

3. Company Name: 
5 

if multinational and international and IFI 
in nature 5 

Contact Person (one who is directly responsible for 
travel operations and company travel policy): if multinational and international not IFI 3 

Address:       
Telephone number:       
Email:       
TOTAL 100     
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APPENDIX 8.3 FINANCIAL BID EVALUATION FOR TRAVEL SERVICES 

 
MODULE B: DOCUMENTATION SERVICES 

 
 

          
1. The Financial Bids for the Performance Based Transaction Fees will be graded 

accordingly using weighted Bid points (Bp).  The Bp will be computed as follows: 
 
Formula:  
 
Bp = (Mission Visa Bid Fee X .45) + (Philippine Visa Bid Fee X .53) + (Visa Upon 
Arrival Bid Fee X .02) 
 
Sample:  
Bp = (PHP500 X .45) + (PHP550 X .53) + (PHP600 X .02) 
    = 225 + 291.5 + 12 
    = 528.50 (weighted Bid point) 

 
• The Bidder with the lowest weighted Bid Point will garner the highest points for the 

Financial Bid, which is 40%.  Succeeding bidder’s Financial Bid will be pro-rated to 
the lowest weighted Bid Point using the formula below: 

 
2.  Definitions: 
 

(i) FPS is the Financial Percentage Score; 
(ii) WBPL is the Weighted Bid Point (lowest); and  
(iii) WBPE is the Weighted Bid Point for evaluation 

 
3.  Formula: 
     FPS= [(WBPL/WBPE) x 100] x 40% 
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 CONTRACT FORM 
 

Contract No. ADB/OAS- 2016/__ 
TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 

  
THIS CONTRACT (hereinafter "Contract") made on the ___ day of _______  2016 between the ASIAN 
DEVELOPMENT BANK of 6 ADB Avenue, Mandaluyong City, Metro Manila, Philippines (hereinafter " 
ADB "), of the one part, and ____Name___of the Contractor  (hereinafter " Contractor"), of the other part: 
 
WHEREAS ADB desires that the Contract known as  Travel Services for Asian Development Bank shall 
be executed by the Contractor and has accepted a Bid by the Contractor for the execution and 
completion of the  Contract and the remedying of any defects therein, 
 
ADB and the Contractor agree as follows: 
 
1. In this Contract words and expressions shall have the same meanings as are respectively 
assigned to them in the Contract documents referred to in the General Conditions of Contract indicated in 
Paragraph 2 below. 
 
2. The following documents shall be deemed to form and be read and construed as part of this 
Contract, viz.: 
 
a) Special Conditions of Contract   
b) General Conditions of Contract 
c) Work Performance Statement 
d) Letter of Acceptance of Bid 
e) Financial Bid Form 
f) Technical Bid Form 
g) Technical Bid Proposal 
h) Other Appendixes and attachments to the Contract 
 
This Contract shall prevail over all other Contract documents. In the event of any discrepancy or 
inconsistency within the above Contract documents, then the documents shall prevail in the order listed 
above. 
 
3. In consideration of the payments to be made by ADB to the Contractor as indicated in this 
Contract, the Contractor hereby covenants with ADB to provide the Services and to remedy defects 
therein in conformity in all respects with the provisions of the Contract. 
 
4. ADB hereby covenants to pay the Contractor in consideration of the execution and completion of 
Services and the remedying of defects therein, the Contract Price or such other sum as may become 
payable under the provisions of the Contract at the times and in the manner prescribed by the Contract.  
 
IN WITNESS whereof the parties hereto have caused this Contract to be executed in on the day, month 
and year indicated above. 
 
Signed by _______________________                    Signed by _________________________  
for and on behalf of ADB    for and on behalf the Contractor 
in the presence of     in the presence of 
 
Witness, Name, Signature, Address, Date  Witness, Name, Signature, Address, Date 
_________________________________  __________________________________ 

ver.April2010 
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SPECIAL CONDITIONS OF CONTRACT 
 

(Contract No. ADB/OAS-2016/__) 
 

The following Special Conditions of Contract (SCC) shall supplement the General Conditions of 
Contract (GCC). Whenever there is conflict, the provisions herein shall prevail over those in 
GCC. 
 

Number of 
GCC Clause 

Amendments of, and Supplements to, Clauses in the General 
Conditions of Contract 

1.1(e) The CONTRACTOR is ___________________. 

3.1 The Governing Law is ____________________. 

3.2 The language is English. 

4.2 The addresses are: 

Asian Development Bank (ADB): 6 ADB Avenue, Mandaluyong City, Metro 
Manila, Philippines 

Attention:   

Telephone:   

Facsimile:   

 

CONTRACTOR:   

Attention:   

Telephone:   

Facsimile:   

5.1 The Authorized Representatives are: 

For ADB:   

For the CONTRACTOR:   
 
Either Party may designate a new Authorized Representative by serving 
written notice on the other. The designation shall take effect immediately 
upon receipt of the Notice. 

 

7.1 Does the CONTRACTOR have actual and/or potential conflict of interest? 
___ Yes ___ No 
(See Appendix XX: Conflict of Interest Disclosure Form) 

8.1 The CONTRACTOR shall provide the following Services: 
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Number of 
GCC Clause 

Amendments of, and Supplements to, Clauses in the General 
Conditions of Contract 

(See Appendix 1: Work Performance Statement)  

8.2 Not applicable. 

9.1 ADB shall pay the Contractor__________________ 

(See Appendix 7 :  Financial Bid Form) 

9.2 Payment shall be made within _______ calendar days from the date of 
receipt of covering invoice in a form satisfactory to ADB and within ________ 
days in the case of the final payment. 

9.3 The Contract Price indicated in the Financial Bid Form (Appendix 7)  are 
fixed. 

9.6 Not applicable. 

10.1 The Contract Period is for three years. 
The Starting Date for the commencement of Services is 1 October 2016. 

The Intended Completion Date is 30 September 2019. 

12.1 The Performance Security is $30,000 or ₱1.4million for MODULE A, and 
₱200,000 for MODULE B. 

12.2 The Performance Security shall be in the form of   a manager’s check, bank 
guarantee or standby letter of credit. 

12.3 The Performance Security shall be submitted on _______________. 

12.4 ADB shall discharge the Performance Security on _____________. 

12.6 The Comprehensive General Liability Insurance is in the amount of Pesos: 
Two Million Five Hundred Thousand (P2,500,000). 

12.8  Good Social Management Form  (See Appendix XX) 

12.12 The Performance Security [and other indemnities as may be applicable] 
shall continue after expiration of the Contract Period or Termination of the 
Contract for a period of 30 days. 

13.2 ADB shall provide the following machines and/or equipment: 
 

13.12 Prevention of Harassment (See Appendix XX  ) 

13.14 Safety and Security Procedures for Contractor's Personnel in the 
Headquarters Building of ADB (See Appendix XX    ). 

In addition, the Contractor shall ensure that all personnel assigned to work 
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Number of 
GCC Clause 

Amendments of, and Supplements to, Clauses in the General 
Conditions of Contract 

in ADB Headquarters shall be at all times free from any communicable 
disease and physically fit for work. Contractor’s personnel should be 
certified physically and mentally fit by a reputable medical facility.  

14.1 The CONTRACTOR shall render the Services according to the following 
Performance Standards: 

 

15.1 The CONTRACTOR shall achieve a high level of performance as specified 
in the SLA (See Appendix XX  ). 

16.8 Not applicable. 

17.1 The conditions for payment are: 

In support of invoices, the CONTRACTOR shall submit the deliverables 
specified in the Work performance Statement and as deemed acceptable by 
ADB. 

 

19 Not applicable 

27.1 Other conditions for transition: as indicated in the  WPS 

 

28.2 Conditions for sub-contracting, as applicable:  

31.2 Non-Disclosure Agreement Form for Authorized Contractor Signatory (See 
Appendix XX) 

Non-Disclosure Agreement Form for Contractor’s Personnel (See Appendix 
XX) 

31.4 Conditions for making announcements: 

 
Updated Dec2015 
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General Conditions of Contract  
(Contract No. ADB/OAS-20__/__) 

 
 
The General Conditions of Contract (GCC), read in conjunction with the Special 
Conditions of Contract (SCC) and other documents listed therein, is a complete document 
expressing the rights and obligations of ADB and the CONTRACTOR. 
 
The GCC shall not be altered.  Any changes and complementary information, which may 
be needed, shall be introduced only through the SCC. 
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1. DEFINITIONS 

1.1. In these General Conditions of Contract: 

(a) “ADB” refers to the Asian Development Bank, the organization purchasing 
the Services named in the SCC. 

(b) “ADB Headquarters” or “Headquarters” refers to the Headquarters of ADB 
in Manila, Philippines. 

(c) “Charter” refers to the Charter signed by member states establishing 
ADB. 

(d) “Contract” means the agreement that ADB and the CONTRACTOR 
entered into, as recorded in the Contract Form that the parties signed, including 
all attachments and appendices and all documents incorporated by reference 
therein. 

(e) “CONTRACTOR” refers to the party (includes individual and entity, 
whether public, quasi-public or private) that performs the services or performs the 
services and supplies the related goods using its own means, methods or 
manner of accomplishing the desired result pursuant to a contract with ADB and 
named in the SCC. This includes the contractor's personnel, representatives, 
successors and permitted assignees. 

(f) “Contracts Administration” or "CA" refers to the cluster in the Procurement 
and Contracts Administration Unit, Office of the Principal Director, Office of 
Administrative Services that ensures ADB and the CONTRACTOR comply with 
their obligations under the Contract. 

(g) "Contract Documents" consists of the Contract and its Appendices, 
including but not limited to, the Work Performance Statement, Technical Bid 
Requirements, Technical and Financial Bid Proposals, Fee Schedule, Secretary's 
Certificate, Certificate of Site Inspection, Letter of Acceptance of Bid and Notice 
to Proceed, List of Facilities and Equipment to be provided by ADB, List of 
Equipment to be Provided by the CONTRACTOR, Performance Security, List of 
CONTRACTOR's Personnel, ADB's Fire, Safety and Security Regulations, 
relevant Administrative Orders, Good Social Management Certificate, including 
any amendments thereto. 

(h) “Contract Price” means the price stated in the SCC payable to the 
CONTRACTOR for the full and proper performance of its contractual obligations. 

(i) “Day” means calendar day. 

(j) “Default” means any breach of the obligations of the relevant Party 
(including but not limited to fundamental breach or breach of a fundamental term) 
or any other default, act, omission, negligence or negligent statement of the 
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relevant Party or the Staff in connection with or in relation to the subject-matter of 
the Contract and in respect of which such Party is liable to the other. 

(k) "Delay" means postponement in the completion of a service/task in 
accordance with the terms and conditions set forth in the Contract. 

(l)  “Effective Date” of the contract will be the date provided in the Notice to 
Proceed to be issued by ADB.  Performance of all obligations shall be reckoned 
from the Effective Date of the Contract. 

(m) "Force Majeure" or "Fortuitous Event" – refers to events, which the 
CONTRACTOR could not have foreseen, or which though foreseen, was 
inevitable.  It shall not include ordinary unfavorable weather conditions; and any 
other cause the effects of which could have been avoided with the exercise of 
reasonable diligence by the CONTRACTOR. 

(n)  “GCC” means the General Conditions of Contract. 

(o) "Headquarters Agreement" refers to the Agreement between the Asian 
Development Bank and the Republic of the Philippines Regarding the 
Headquarters of the Asian Development Bank. 

(p) "IPC" or "Institutional Procurement Committee" – the committee that the 
Director, Procurement Division 1 of the Operations Services and Financial 
Management Department chairs and is convened to oversee institutional 
procurement of Services and delivering Related Goods.  

(q) "Notices" – refers to all written communication required under the 
Contract to be exchanged between the Parties, including but not limited to, 
requests, permissions or consent. 

(r) "OAOD-SBG" refers to Security, Business Continuity and Governments 
Unit of ADB.  

(s) “OAOD” refers to the Office of the Principal Director in OAS. 

(t) "OAPC" refers to the Procurement and Contracts Administration Unit in 
OAS. 

(u) "OAPC/CA" refers to the Contracts Administration in OAPC. 

(v) “OAS” refers to the Office of Administrative Services of ADB. 

(w) “Party” or "Parties" refer to either or both ADB and the Contractor. 

(x) “Project Site,” where applicable, means the place or places named in the 
SCC. 

(y) “Related Goods” means those goods necessarily required and or 
resulting from providing the Services, such as transportation and insurance, and 
any other incidental services, such as installation, commissioning, testing, 
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provision of technical assistance, training, and other such obligations of the 
CONTRACTOR covered under the Contract. 

(z) “SCC” refers to the Special Conditions of Contract. 

(aa) "Service Level Agreement" or "SLA" – refers to terms agreed between the 
Parties to determine satisfactory performance under the Contract. 

(bb) "Services" refers to the service specifically described in the SCC. 

(cc) “User Unit” refers to the organizational unit in ADB which requested the 
Services and related goods, and is responsible for receiving and accounting for 
the Services and elated goods and/or administering and monitoring performance 
of the services in accordance with the work-performance standards stipulated in 
the Contract. 

(dd) “Verified Report” refers to the report submitted by the Head, OAPC in 
coordination with the User Unit, to the appropriate approving authority reporting 
the existence of grounds or causes for termination and explicitly recommending 
the issuance of a Notice to Terminate. 

2. SPECIAL CHARACTER, PRIVILEGES AND IMMUNITIES OF ADB 

2.1. The CONTRACTOR acknowledges the special character of ADB as an 
international financial institution with status, privileges and immunities provided 
under the Charter and the Headquarters Agreement. None of the provisions of this 
Contract shall derogate from the provisions of the Charter and the Headquarters 
Agreement. To better assess its rights and obligations under the Contract, the 
CONTRACTOR can view copies of the Charter and the Headquarters Agreement 
from ADB website: www:adb.org. 

2.2. The CONTRACTOR recognizes that under Article 56(1) of the Charter and 
Section 34 of the Headquarters Agreement, ADB, its property, operations and 
transactions are exempt from taxation and any obligation for the payment, 
withholding or collection of any tax or duty. The CONTRACTOR shall be solely 
responsible for payment of taxes on its income. 

2.3. The CONTRACTOR and ADB shall explore alternative arrangements to 
implement the Contract, if any tax or duty other than taxes on net income is 
levied or if there is an attempt to levy any such duty or tax in connection with the 
performance of the Contract. 

3. GOVERNING LAW AND LANGUAGE 

3.1. Unless otherwise specified in the SCC, the Contract shall be governed and 
interpreted according to Philippine law, subject to the privileges and immunities 
accorded to ADB under the Charter and the Headquarters Agreement. 

3.2. The Contract is in English, which shall be the binding and controlling language on 
matters relating to the meaning and/or interpretation of the Contract, unless 

www:adb.org
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otherwise specified in the SCC.  Notices and other correspondences pertaining 
to the Contract that the parties would exchange shall likewise be in English. 

4. NOTICES AND COMMUNICATION 

4.1. Notices and communication required under the Contract, including, but not 
limited to, requests, permissions or consent, shall be in writing. Notices and 
communication may be personally exchanged, sent in electronic format or by 
traditional means of communication such as registered mail, telex, telegram, or 
facsimile. 

4.2. Notices shall be effective when sent to the address specified in the SCC and 
personally received by the addressee or constructively through the addressee’s 
duly authorized representative. Notices sent by registered mail shall be effective 
on the date of delivery, as shown in the return card for registered mail or the 
postmaster's certification. Otherwise, notices sent by telex, facsimile or similar 
means shall be effective upon successful transmission to the Party in accordance 
with the contact details specified in the SCC or on the notice’s effective date, 
whichever is later. 

5. AUTHORIZED REPRESENTATIVE 

5.1. For purposes of giving Notices or communicating with each other, the contact 
details and authorized representative of the Parties shall be as indicated in the 
SCC. A Party may change or update its contact details for Notice purposes by 
duly notifying the other Party in advance, following the provisions listed in the 
SCC. 

5.2. Orders, directives, and instructions given on behalf of ADB to the CONTRACTOR 
shall be communicated by the Principal Director, OAS, or an officer duly 
designated under ADB’s rules and notified in advance to the CONTRACTOR 
under the SCC. 

5.3. The Head of the User Unit is the designated officer in charge of monitoring the 
CONTRACTOR's performance and shall recommend, among others, proper 
disposition of technical issues in implementing the Contract. Communications 
regarding these technical issues shall be addressed to the Head of the User Unit in 
ADB.   

5.4. The CONTRACTOR shall not take from unauthorized ADB staff any order 
beyond those related to the Services specified in the SCC. Questions regarding 
the authority of orders, directives or instructions given in the name of ADB should 
be reported to the Head of the User Unit.  

6. ADB’S ANTICORRUPTION POLICY 

6.1. ADB's Anticorruption Policy requires the CONTRACTOR to observe the highest 
standard of ethics during the procurement and execution of this Contract. The 
Policy may be obtained at www.adb.org.  Any violation of the Anti-Corruption 

http://www.adb.org/
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policy will result in termination of the Contract and sanctions being imposed on 
CONTRACTOR, including being declared ineligible, either indefinitely or for a 
stated period of time, to participate in ADB-financed activities.  

6.2. Pursuant to its Anticorruption policy, ADB:  

(a) will not award a procurement contract to a winning bidder that has directly 
or indirectly engaged in any corrupt, fraudulent, collusive or coercive practice in 
competing for the contract in question; 

(b) may suspend the procurement process at any stage when there is 
sufficient evidence to support a finding that an employee, agent or representative 
of the bidders, service contractors and concessionaires has engaged in any 
corrupt, fraudulent, collusive or coercive practice in competing for, or in executing 
an ADB-financed contract; 

(c) will sanction a bidder, service contractor, concessionaire or its successor, 
if ADB at any time determines that such bidder, service contractor, 
concessionaire or its successor has, directly or indirectly, engaged in any corrupt, 
fraudulent, collusive or coercive practice in competing for, or in executing, any 
contract for the institutional procurement of services. Sanctions include, but are 
not limited to, declaring such bidder, service contractor, concessionaire or its 
successor ineligible to participate in ADB-financed activities indefinitely or for a 
stated period of time except under such conditions as ADB deems appropriate; 
or reimbursement to ADB of costs associated with investigations and 
proceedings 

(d) will take appropriate actions to manage conflicts of interest including, but 
not limited to, rejecting a proposal for award if it determines that a conflict of 
interest has flawed the integrity of any procurement process. 

6.3. The CONTRACTOR agrees to be bound by ADB’s Anticorruption Policy as 
outlined above. 

6.4. The CONTRACTOR shall permit ADB to inspect the CONTRACTOR’s accounts 
and records relating to the performance of the CONTRACTOR and to have them 
audited by auditors appointed by ADB, if so required by ADB. 

7. CONFLICT OF INTEREST 

7.1. The CONTRACTOR shall take appropriate steps to ensure that neither the 
CONTRACTOR nor its Personnel is placed in a position where, in the reasonable 
opinion of ADB, there is or may be an actual or potential conflict between the 
pecuniary or personal interests of the CONTRACTOR and performance of the 
CONTRACTOR's obligations under the Contract.  The CONTRACTOR shall 
disclose to ADB in the manner and form prescribed in the SCC full particulars of 
any such conflict of interest which may arise. 

7.2. ADB shall undertake measures to manage actual or potential conflicts of interest, 
including termination of the Contract, as circumstances may warrant. This is 
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without prejudice to other remedies or rights of action which shall have accrued 
or shall thereafter accrue to ADB under the Contract. 

7.3. During and twelve [12] months after the Contract Period, the Parties shall not 
employ or offer employment to any of the other Party’s personnel who have been 
associated with the procurement and/or management of the Contract without that 
other Party’s prior written consent. 

8. SCOPE OF THE CONTRACT 

8.1. The Services to be provided are specified in the SCC. 

8.2. The Services shall also include Related Goods or items that are not specifically 
mentioned but are necessarily required to complete performance of the Contract, 
as if such items were expressly mentioned herein. The Related Goods and 
additional requirements for complete delivery of this Contract shall be provided in 
the SCC. 

8.3. In case of discrepancy, the provisions of this Contract shall prevail over the 
Contract Documents enumerated. In interpreting the provisions of this Contract, 
ADB and the CONTRACTOR may further refer to the applicable Invitation to Bid 
and the Bid Documents of ADB. 

9. CONTRACT PRICE 

9.1. For and in consideration of the CONTRACTOR’s full and faithful performance of 
the Services specified in the SCC during the Contract Period in Paragraph 10 
below, ADB shall pay the CONTRACTOR the Contract Price stated in the SCC. 
The Contract Price shall not vary from the price that the CONTRACTOR quoted 
in its Bid, except for any change resulting from a Change Order issued in 
accordance with Subparagraph 9.5 below.  

9.2. The Contract Price is payable on the date and in the manner provided in the 
SCC. 

9.3. Unless otherwise specified in the SCC, ADB and the CONTRACTOR agree that 
the Contract Price is a firm and fixed lump sum. The CONTRACTOR warrants 
that the Contract Price tendered already covers actual and contingent costs that 
the CONTRACTOR would incur in performing the Services, including additional 
compulsory statutory benefits and social contributions that the CONTRACTOR’s 
employees may be legally or officially declared entitled to after execution of this 
Contract. 

9.4. The Parties may agree to adjust the Contract Price following the price adjustment 
provisions specified in the SCC, as applicable. However, the CONTRACTOR 
shall not demand price adjustments due to fluctuations in the foreign exchange 
rate, increase in CONTRACTOR'S actual or contingent costs, or such other 
similar causes.  
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9.5. Should ADB require additional services not covered by the Work Performance 
Statement referred to in the SCC, ADB shall pay the CONTRACTOR for such 
contingency services in terms of person-hours and/or materials at the rates/prices 
that ADB and the CONTRACTOR shall negotiate and agree when the need arises. 

9.6. When the performance of the CONTRACTOR falls below the satisfactory 
standards provided in ADB's Contractor’s Performance Evaluation Report, Work 
Performance Standards (WPS), Work Performance Measurement (WPM) or 
Service Level Agreement (SLA) referred to in the SCC, ADB shall compute the 
corresponding deduction/s to be applied to the total Contract Price following the 
Scheduled Rate of Deductions referred to in the SCC. ADB shall deduct the 
aforementioned amount from the CONTRACTOR’s succeeding payments, as 
applicable. 

10. CONTRACT PERIOD 

10.1. Unless sooner terminated pursuant to Paragraphs 22 to 25 below, the Contract 
shall remain valid for the period stated in the SCC. The CONTRACTOR shall 
deliver the Services from the Starting Date until the Completion Date indicated in 
the SCC. 

10.2. The CONTRACTOR gives ADB the option to unilaterally renew this Contract for 
another period of at least one [1] year, provided ADB sends a written notice to the 
CONTRACTOR at least 30 calendar days before the expiration of the initial or 
extended term of the Contract. All the terms and conditions, except the Contract 
Period and Contract Price when successfully renegotiated before expiration of the 
initial or extended term, shall apply during the renewed contract period. 

10.3. The CONTRACTOR may submit to ADB a written proposal to adjust the Contract 
Price for the renewed contract period at least 30 calendar days before the 
expiration of the initial or extended term of the Contract or within 10 calendar days 
from receipt of a notice to renew from ADB. The contract price or rates shall 
remain unchanged for the renewed contract period, if ADB exercises its option to 
renew, and the CONTRACTOR does not submit to ADB a proposal to increase 
the Contract Price within 10 calendar days from receipt of a notice to renew from 
ADB. 

10.4. If ADB and the CONTRACTOR fail to agree on a new Contract Price for the 
renewed contract period before the initial or extended term of this Contract 
expires, then the Contract shall be deemed extended for a period of up to four [4] 
months, at the election of ADB, under the same terms and conditions. ADB shall 
send to the CONTRACTOR three [3] days before expiration of the Contract a 
written notice of provisional extension indicating the period of provisional 
extension. During the period of provisional extension, the CONTRACTOR and 
ADB shall continue to negotiate in good faith and agree on a new Contract Price. 

11. CONTRACTOR'S OBLIGATIONS 

11.1. The CONTRACTOR shall perform the Services according to ADB's requirements 
specifically described in the SCC and other contract documents [as applicable] 
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during the Contract Period and in consideration for the payment of the Contract 
Price. 

11.2. The CONTRACTOR shall further deliver such Related Goods that necessarily 
result from performing the Services, if there are any. 

11.3. Timely provision of the Service, including commencing the supply of the Services 
within the time agreed or on a specified date, shall be of the essence of the 
Contract, The CONTRACTOR shall perform the CONTRACTOR'S obligations 
according to the Performance Standards provided in the SCC. 

12. SECURITY AND INSURANCE  

Performance Security 

12.1. To secure performance of its obligations under the Contract, the CONTRACTOR 
shall post sufficient security worth at least 10% of the contract value, as OAPC or 
the IPC may fix and indicate in the SCC. The proceeds of the Performance 
Security shall be payable to the ADB as compensation for any loss resulting from 
the CONTRACTOR’s failure to complete its obligations under this Contract. 

12.2. The Performance Security shall be denominated in Philippine Pesos/US Dollars, 
or in a freely convertible currency acceptable to ADB. The Performance Security 
shall be in one of the following forms: 

(a) Cash, cashier’s check, manager’s check, or bank draft; 

(b) Bank guarantee or an irrevocable stand-by letter of credit issued by a 
reputable bank in Manila, Philippines or abroad and acceptable to ADB;  

(c) Sovereign guarantee in the amount of one hundred percent (100%) of the 
Contract Price; or 

(d) Such form as may be specified in the SCC. 

12.3. The CONTRACTOR shall submit the performance security within fifteen (15) 
calendar days from receipt of the Notice of Award from ADB, unless otherwise 
specified in the SCC but in no case later than the signing of the contract by both 
parties. 

12.4. Unless otherwise specified in the SCC, ADB shall discharge and return the 
performance security to the CONTRACTOR not later than thirty (30) days 
following the date of complete performance of the CONTRACTOR’s obligations 
under the Contract, including warranty obligations, and upon issuance by the 
ADB of a certification to that effect. 

12.5. ADB shall have the right to unilaterally call the Performance Security when ADB 
determines that: 
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(a) The CONTRACTOR, in violation of or contrary to its warranties under this 
Contract, does not have the required license, permit, power and/or authority to 
enter into and fully perform its obligations under this Contract; or 

(b) The CONTRACTOR breached the Contract and failed to remedy the 
breach, if ADB deems such breach remediable, within seven [7] calendar days 
from receipt of notice from ADB. 

 
General Liability Insurance and Indemnity 

12.6. Before commencing performance, the CONTRACTOR shall be required to acquire 
Comprehensive General Liability Insurance taking into account such conditions 
acceptable to ADB, including, but not limited to the following: 

(a) The CONTRACTOR shall be liable for and shall indemnify and hold ADB 
harmless against the costs of claims against ADB arising out of injury to or death 
of any person, or any loss of or damage to property, including the property of 
ADB, due to the negligence of the CONTRACTOR or person's acting for the 
CONTRACTOR. 

(b) The face value of the insurance shall not be less than Pesos Two Million 
Five Hundred Thousand (P2,500,000.00) for each occurrence, and the insurance 
shall be automatically renewed after the face value has been expended and/or 
validity has expired. 

Good Social Management (GSMC) 

12.7. The CONTRACTOR shall perform its obligations under this Contract diligently, 
observe good social management practices, and comply with relevant laws, 
regulations, decrees and orders of competent government agencies or 
authorities concerning the employees of the CONTRACTOR engaged in 
performing the Services.  

12.8. The CONTRACTOR shall submit to ADB the Good Social Management 
Certificate [Ref. to Appendix XX: Form of Good Social Management] within 
fifteen calendar days from the effective date of the Contract, and subsequently 
on a bi-annual basis during the effectivity of the Contract, as indicated in the 
SCC. 

 
12.9. The CONTRACTOR shall indemnify and hold ADB free and harmless from any 

and all claims made by the CONTRACTOR's personnel under Philippine labor 
laws and other related legislation, including but not limited to, the minimum wage 
law. 

General Conditions for Performance Security, Insurance and GSMC 

12.10. The CONTRACTOR shall furnish evidence that the securities, insurance and/or 
GSMC were taken at the time required and continues to be in effect before 
executing the Contract; during the Contract Period and after termination for a 
period specified in the SCC. The CONTRACTOR shall deposit with ADB a copy of 
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the required GSMC, securities, insurance policy/ies and receipts for payment of the 
corresponding premium, as applicable, within the time required above.    

12.11. The CONTRACTOR shall obtain and maintain such GMSC, insurance and/or 
performance securities as the Parties may agree, as indicated in the SCC 

12.12. When the CONTRACTOR fails to submit, validate and/or renew any or all of the 
following contract requirements, namely: (a) Performance Security, (b) 
Comprehensive General Liability Insurance and (c) Good Social Management 
Certificate, ADB reserves the right to withhold payment attributed to the Contract 
Price until the aforesaid requirement/s is/are  provided. 

12.13. The CONTRACTOR shall not pass on under whatever form the penalty referred to 
in Subparagraph 12.12 above or any part thereof to its employees. 

12.14. OAPC/CA, in coordination with the User Units, shall monitor compliance with 
these requirements. 

13. CONTRACTOR’S UNDERTAKING 

13.1. The CONTRACTOR shall immediately notify ADB in writing when: 

(a) the CONTRACTOR merges with, acquires, or transfers all or substantially 
all its assets to another entity;  

(b) any person or entity acquires directly or indirectly the beneficial ownership 
of equity securities and, consequently, the power to elect a majority of the board of 
directors of the CONTRACTOR, or otherwise acquires directly or indirectly the 
power to control the policy making decisions of the CONTRACTOR;  

(c) the CONTRACTOR is dissolved; applies for insolvency or bankruptcy; or 
otherwise admits in writing its inability to pay its outstanding obligations; 

(d) the CONTRACTOR is administratively or judicially declared insolvent or 
bankrupt, placed under receivership, administration, rehabilitation or liquidation; 

(e) the CONTRACTOR’s financial condition becomes significantly unstable 
and threatens to jeopardize the CONTRACTOR’s ability to perform its obligations 
under the Contract;  

(f) the CONTRACTOR loses any license or authorization required to perform 
its obligations under the Contract; or 

(g) the CONTRACTOR faces any event beyond the control of the 
CONTRACTOR or a situation that makes it impossible for the CONTRACTOR to 
carry out its obligations under this Contract. 

ADB and the CONTRACTOR shall explore alternative arrangements to ensure full 
performance of this Contract under any or all of the above circumstances. 
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13.2. Machines or equipment that ADB issues to the CONTRACTOR for free, as 
indicated in the SCC, shall remain the property of ADB; and ADB may recover 
them from the CONTRACTOR at any time. The CONTRACTOR shall not, under 
any circumstances, have a lien or any other interest on such machines or 
equipment; and the CONTRACTOR shall at all times possess them only as 
fiduciary agent and bailee of ADB. The CONTRACTOR shall not commingle the 
machines or equipment with its own, and shall accordingly advise all sub-
contractors and other interested third parties of ADB's ownership of such 
machines or equipment. 

13.3. The CONTRACTOR shall compensate ADB for the loss of or damage to machines 
or equipment that ADB has provided to the CONTRACTOR when ADB finds that 
the loss or damage resulted from the willful act or gross negligence of the 
CONTRACTOR’s personnel. Upon expiration or termination of the Contract, the 
CONTRACTOR shall immediately return, without need of demand, the 
machine(s)/equipment that ADB had supplied. 

13.4. The CONTRACTOR shall, at all times, provide ADB with an adequate number of 
suitably qualified and experienced managerial, service and support staff, as 
appropriate, to perform the Services and/or deliver the Related Goods in 
accordance with the Contract documents. The CONTRACTOR shall supervise and 
control the CONTRACTOR's personnel at all times, but ADB may recommend re-
assignment of CONTRACTOR's personnel when ADB finds their qualifications and 
training are inconsistent with the personal and professional qualifications agreed 
with the CONTRACTOR.  

13.5. The CONTRACTOR shall, at its own expense, provide personnel performing the 
Services and/or delivering the Related Goods with uniforms acceptable to ADB. 
Such uniforms shall afford adequate protection from the usual working hazards 
encountered by the CONTRACTOR's personnel; distinctly identify the 
CONTRACTOR's personnel so that it is clear that they are not ADB personnel; and 
be neat and worn properly at all times by the CONTRACTOR's personnel during 
the performance of the CONTRACTOR’s obligations under this Contract.  

13.6. The CONTRACTOR shall ensure that the CONTRACTOR's personnel behave 
according to generally acceptable standards in performing the Services and/or 
delivering the Related Goods under the Contract. The CONTRACTOR shall 
further require its personnel to comply with ADB's safety and security regulations 
and other regulations concerning the movement and conduct of persons on ADB 
premises, including but not limited to, the requirement to wear appropriate 
identification cards while on ADB premises. 

13.7. ADB reserves the right to refuse admittance to or remove from ADB Premises 
CONTRACTOR's personnel who, in ADB's judgment, are under the influence of 
alcohol or other drugs or, for any reason, are deemed incapable of safely and 
reliably performing assigned work or whose behavior does not conform to 
generally accepted standards. 

13.8. CONTRACTOR’s personnel who commit an offense on ADB Premises shall be 
removed from ADB Premises and/or surrendered to local law enforcement 
authorities. For this purpose, the CONTRACTOR recognizes the authority of 
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OAOD-SBG to summon CONTRACTOR’s employees for investigation. Such 
offenses include, but are not limited to, the following: 

(a) Theft/Pilferage.  Removing or attempting to remove from ADB Premises, 
without Gate Pass or authority to do so, ADB properties, regardless of the 
condition or value of such property; or stealing personal properties while on ADB 
Premises. 

(b) Damage or Disruption.  Deliberately or through culpable negligence 
disrupting ADB operations, and/or otherwise causing damage to or destroying 
ADB’s property. 

(c) Drunkenness/Alcoholism.  Consuming intoxicating beverages on ADB 
Premises or reporting for work under the influence of alcohol. 

(d) Using Prohibited Drugs.  Includes possessing, pushing, consuming or 
otherwise using prohibited drugs, hallucinogenic substances or narcotics on ADB 
Premises. 

(e) Gambling.  Gambling in any form while on ADB Premises. 

(f) Violence.  Using force, physical assault, coercion, threat, intimidation, 
extortion, bribery, or engaging in other unlawful activities with ADB or non-ADB 
personnel for any purpose whatsoever. 

(g) Possessing Firearms and/or other deadly weapons.  Carrying firearms, 
licensed or unlicensed, and/or other deadly weapons while on ADB Premises.  

13.9. OAOD-SBG shall issue identity cards for the CONTRACTOR's employees. The 
CONTRACTOR shall ensure that terminated or separated personnel return the 
identity cards to ADB not later than their last working day.  

13.10. The CONTRACTOR's personnel are urged to remain within the location(s)/area(s) 
where they are authorized to be and/or are assigned. However, the 
CONTRACTOR's personnel may use ADB's cafeteria for their normal breakfast or 
lunch (12:30PM to 1:30PM only) while on duty. The CONTRACTOR's personnel 
should leave ADB Premises within a reasonable time after completing their daily 
functions.  

13.11. The CONTRACTOR shall not pay any commissions, or fees; grant any rebates or 
give gifts or favors; or otherwise enter into any financial or business arrangements 
with ADB personnel or their dependents during the effectivity of the Contract. 

13.12. In rendering the Service, the CONTRACTOR shall not unlawfully discriminate 
against ADB personnel either directly or indirectly on the basis of race, colour, 
ethnic or national origin, disability, sex or sexual orientation, religion or belief, or 
age. 

13.13. The CONTRACTOR shall, when working on the Premises, perform its obligations 
under the Contract according to ADB's environmental policy to, among others, 
conserve energy, water, wood, paper and other resources, reduce waste and 
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phase out the use of ozone depleting substances and minimize the release of 
greenhouse gases, volatile organic compounds and other substances damaging 
to health and the environment. 

13.14. The CONTRACTOR shall comply with health and safety measures of ADB. The 
CONTRACTOR shall promptly notify ADB of any health and safety hazards 
which may arise in connection with the performance of its obligations under the 
Contract.  ADB shall promptly notify the CONTRACTOR of any health and safety 
hazards which may exist or arise on ADB's premises and which may affect the 
CONTRACTOR in performing its obligations under the Contract. 

13.15. The CONTRACTOR shall notify ADB immediately of any incident occurring in 
connection with or as a result of performing its obligations under the Contract on 
ADB premises, particularly where the incident causes any personal injury or 
damage to property which could give rise to personal injury. 

13.16. The CONTRACTOR shall give notices and obtain certificates, permits, and other 
documents required under applicable laws, regulations and decrees and 
necessary to perform the Services under the Contract.  

13.17. The CONTRACTOR is an independent contractor of ADB. The Contract shall not 
nor be deemed to create the relationship of employer and employee, master and 
servant, or principal and agent between ADB and the CONTRACTOR or the 
CONTRACTOR’s employees, agents or any other persons engaged by the 
CONTRACTOR to perform its obligations under this Contract. Accordingly, 
neither Party shall be authorized to act in the name or on behalf of, or otherwise 
bind the other Party, save as expressly permitted by the terms of the Contract. 

14. PERFORMANCE STANDARDS 

14.1. To confirm the continued adequacy of the Service and/or compliance with the 
required standards, the CONTRACTOR shall allow ADB to test and/or evaluate 
the Service regularly or randomly during normal business hours on reasonable 
notice. The CONTRACTOR or its subcontractor(s) shall furnish all reasonable 
facilities and assistance, including access to drawings and production data and 
other relevant documents at no cost to ADB. Details of the tests and/or 
evaluation that ADB requires, if there are any, shall be specified in the SCC. 

14.2. The ADB may reject the Service when it is evaluated to be inadequate or not 
conforming to the specifications referred to in the SCC. ADB shall ask the 
CONTRACTOR to either rectify or modify/improve the Service, as necessary and 
at no cost to ADB, to meet the required standard.  

14.3. The CONTRACTOR's consent to the testing and/or evaluation of the Service or 
inspection of the Related Goods or any part thereof shall not release the 
CONTRACTOR from its warranties or other obligations under the Contract. 

15. SERVICE LEVEL AGREEMENT [SLA] 

To achieve and maintain a high level of performance and where applicable, ADB and the 
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CONTRACTOR shall execute an SLA that sets their mutual expectations, specifies the 
aspects of delivery of the Goods and Related Services under the Contract, and identifies 
indicators to measure the CONTRACTOR'’s level of performance. 

The SLA between ADB and the CONTRACTOR may include conditions for incurring 
service level credits or earning incentives. At least 80% of the total service level incentives 
shall be distributed among deserving personnel of the CONTRACTOR. 

The CONTRACTOR shall report to ADB, as necessary, actual use and/or disposition of 
service level incentives. 

16. WARRANTIES AND REPRESENTATIONS 

16.1. The CONTRACTOR warrants that it has full capacity, authority and consent, 
including the consent of its parent company, where applicable, and that it 
possesses the necessary licenses, permits, and power to execute and perform 
its obligations under the Contract. The CONTRACTOR further warrants that the 
Contract is executed by a duly authorized representative of the CONTRACTOR. 

16.2. As of the Commencement Date, all information contained in the CONTRACTOR's 
Bid remains true, accurate and not misleading, except those that the 
CONTRACTOR may have specifically disclosed in writing to ADB before executing 
the Contract; 

16.3. To the best of the CONTRACTOR's knowledge and belief, no claim is being 
asserted and no litigation, arbitration or administrative proceeding is presently in 
progress, pending or being threatened against the CONTRACTOR or any of its 
assets that could materially and adversely affect the CONTRACTOR's ability to 
perform the Services under the Contract. 

16.4. The CONTRACTOR is not subject to any contractual obligation that would 
materially and adversely affect the CONTRACTOR's ability to perform the Services 
under the Contract; nor has the CONTRACTOR done or omitted to do anything 
that could materially and adversely affect its assets, financial condition or position 
as a going business concern. 

16.5. The CONTRACTOR has not filed nor is it facing proceedings for winding up its 
business or for dissolution, insolvency, bankruptcy, or the appointment of a 
receiver, liquidator, administrator or similar officer in relation to any of the 
CONTRACTOR’s assets or revenue. The CONTRACTOR expressly warrants its 
financial viability and shall permit ADB to inspect the CONTRACTOR’s accounts, 
financial statements and other records relevant to the performance of the 
CONTRACTOR under the Contract, or otherwise have these accounts and 
records audited externally, as ADB may deem necessary. 

16.6. The CONTRACTOR has undertaken all financial accounting and reporting 
activities required under the generally accepted accounting principles that apply to 
the CONTRACTOR and in the country where it is registered and has complied with 
applicable securities and tax laws and regulations. 
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16.7. The CONTRACTOR further warrants that Related Goods supplied under this 
Contract have no defect/s arising from design, materials, workmanship; or 
damage resulting from any act or omission of the CONTRACTOR, or those that 
may develop under normal use of the Related Goods. 

16.8. To ensure that the CONTRACTOR would correct or cause the correction of all 
defects, the CONTRACTOR extends the warranty against defects for a minimum 
period of three (3) months for supplies and/or one (1) year for equipment, 
counted after complete performance of the Contract or other such period as may 
be specified in the SCC. When applicable, the extended warranty shall be 
secured by, at the CONTRACTOR’s option, retention of at least ten percent 
(10%) of every progress payment, or a special bank guarantee of at least ten 
percent (10%) of the total Contract Price, or such amount as may be specified in 
the SCC. The security shall be released only after the lapse of the extended 
warranty period, after the Related Goods provided are confirmed to be free from 
patent and latent defects, and all the conditions imposed under the Contract have 
been fully met. 

16.9. The CONTRACTOR shall further be liable for implied warranties under applicable 
laws. 

16.10. ADB shall promptly notify the CONTRACTOR in writing of any claims arising 
under any or all of the express and implied warranties provided in the Contract. 
Upon receipt of such notice, the CONTRACTOR shall, within the period specified 
in Subparagraph 16.8, repair or replace the defective Related Goods or parts 
thereof, without costs to ADB.  

16.11. If the CONTRACTOR, after notice, fails to remedy the defect(s) within the period 
specified in Subparagraph 16.8, ADB may take remedial action, as necessary, at 
the CONTRACTOR’s risk and expense and without prejudice to any other rights 
which ADB may have against the CONTRACTOR under the Contract and other 
applicable laws. 

17. ADB’S RESPONSIBILITIES 

17.1. ADB shall pay the Contract Price, according to the agreed terms and manner of 
payment therein and subject to the following conditions: 

(a) Unless otherwise specified in the SCC payments shall be made only after 
the Head of the User Unit certifies that the Services were evaluated and found to 
have been performed according to the terms of the Contract. 

(b) Except with the prior approval of Head of the User Unit, no payment shall 
be made for Services not yet performed under this Contract.  At the election of 
the CONTRACTOR, ten percent (10%) of the amount of each payment may be 
retained by ADB to cover the CONTRACTOR’s warranty obligations described in 
Paragraph 15 above.  

(c) The CONTRACTOR’s request(s) for payment shall be made to ADB in 
writing; accompanied by an invoice describing the Services performed and/or 
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Related Goods delivered and documents required in the SCC; and upon 
fulfillment of other obligations stipulated in the Contract. 

(d) ADB shall pay promptly and not later than thirty (30) days after the 
CONTRACTOR submits an invoice or claim. The CONTRACTOR shall accept 
payments as full satisfaction of the CONTRACTOR’s entire claim arising out of or 
in connection with the Contract. 

(e) The CONTRACTOR shall submit such documents supporting the 
CONTRACTOR's invoice or statement of account, as ADB may reasonably 
require. 

(f) Unless otherwise agreed with the CONTRACTOR, ADB shall remit 
payment of the Contract Price by electronic transfer. The CONTRACTOR shall 
provide ADB the CONTRACTOR’s bank details such as bank name, bank 
address/branch, account name, and account number on its invoices or request 
for payment. 

17.2. When performance of the obligations in the Contract requires the 
CONTRACTOR to obtain permits, approvals, or import and other licenses from 
local public authorities and the CONTRACTOR requests ADB's assistance in this 
regard, ADB may exert best efforts to assist the CONTRACTOR in completing 
such requirements in a timely and expeditious manner. 

18. DELAY 

18.1. Performance of the Service and/or delivery of the Related Goods shall be made 
by the CONTRACTOR according to the time schedule that ADB has provided in 
the SCC.  

18.2. If the CONTRACTOR or its Subcontractor(s) encounters conditions impeding 
timely performance of the Service and/or delivery of the Related Goods, the 
CONTRACTOR shall notify ADB in writing of the fact of the delay, its likely 
duration and cause(s) within three (3) days of its occurrence.  ADB shall evaluate 
the situation and advice the CONTRACTOR if the time for performance can be 
extended. 

18.3. Delay in performing the obligations under the Contract shall render the 
CONTRACTOR liable for liquidated damages provided below, unless ADB 
extends the time of performance or when ADB determines that the delay was 
due to Force Majeure, as defined below and subject further to the conditions in 
the Contract. 

19. LIQUIDATED DAMAGES 

19.1. If the CONTRACTOR fails to perform the Services and/or deliver the Related 
Goods within the period(s) specified in this Contract, ADB shall deduct from the 
Contract Price, Liquidated Damages equivalent to a percentage of the Contract 
price for every week of delay or part thereof until actual delivery or performance. 
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The actual rate and factor of deduction and the maximum allowable deduction 
are specified in the SCC. 

19.2. Liquidated damages shall be imposed without prejudice to other remedies under 
this Contract and under applicable laws. Once the maximum cumulative amount 
of Liquidated Damages provided in the SCC is reached, ADB may consider 
terminating the Contract pursuant to Paragraph 22 below. 

20. FORCE MAJEURE 

20.1. Neither Party shall be liable to the other for any delay in performing, or failure to 
perform, its obligations under the Contract when the delay or failure is caused by 
Force Majeure or fortuitous event, as defined in Paragraph 1 above. In these 
cases, ADB shall not call the CONTRACTOR’s Performance Security, impose 
liquidated damages, or terminate this Contract for default.  

20.2. In cases of Force Majeure, the CONTRACTOR shall promptly notify ADB in 
writing of the relevant circumstances. Unless otherwise directed by ADB in 
writing, the CONTRACTOR shall continue performing as much of its obligations 
as reasonably practical, and undertake reasonable alternative means of 
performance not prevented by the Force Majeure. 

21. CONTRACT AMENDMENT 

21.1. ADB and the CONTRACTOR shall not vary or modify the terms of the Contract 
except by prior written amendment signed duly executed by the parties. 

21.2. The CONTRACTOR shall submit to the Principal Director, OAS, through OAPC, a 
written proposal to amend and/or modify this Contract. Proposals to amend may 
include, but not be limited to, changes in the scope of the Services, payment terms 
or completion schedule. The proposed amendment and/or modification shall not 
take effect until endorsed by the Principal Director, OAS and approved by the 
appropriate approving authority. 

22. TERMINATION FOR DEFAULT 

22.1. ADB shall terminate this Contract for default when: 

(a) The CONTRACTOR fails to perform the Services and/or deliver the 
Related Goods within the period(s) specified in the Contract or extended periods 
that ADB would grant under Paragraph 18 above and before incurring delay; and 
the undelivered Services and/or Related Goods amount to at least ten percent 
(10%) of the Contact Price; 

(b) The CONTRACTOR fails to continue delivering or performing the 
Services amounting to at least ten percent (10%) of the Contract Price within 
sixty (60) calendar days after receipt of written notice from ADB informing the 
CONTRACTOR that the Force Majeure had ceased; or 
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(c) The CONTRACTOR fails to perform any other obligation under the 
Contract. 

22.2. When ADB terminates the Contract in whole or in part, ADB may procure 
services and/or related goods similar to those to be provided under the Contract, 
and the CONTRACTOR shall be liable for any excess costs that ADB may incur 
in procuring similar Services. The CONTRACTOR shall continue performing its 
obligations provided under parts of the Contract that remain effective. 

22.3. Delay in performing the Services and/or delivering the Related Goods for a 
period equivalent to ten percent (10%) of the specified Contract Period including 
any extensions granted to the CONTRACTOR shall constitute default that may 
result in terminating the Contract, forfeiting the CONTRACTOR's Performance 
Security and/or awarding the Contract to another qualified Contractor. 

23. TERMINATION FOR INSOLVENCY AND CHANGE OF CONTROL 

23.1. ADB may terminate the Contract when: 

(a) the CONTRACTOR undertakes legal proceedings to dissolve or wind up 
its business, or be declared bankrupt and/or insolvent. 

(b) a creditor or encumbrancer attaches or takes possession of, or a distress, 
execution, sequestration or other such process is levied or enforced on or sued 
against, the whole or any part of the CONTRACTOR's assets and such 
attachment or process is not discharged within fifteen [15] days; or,  

(c) where applicable, the CONTRACTOR dies or otherwise loses legal 
capacity to contract. 

23.2. Termination for insolvency shall not entitle the CONTRACTOR to compensation 
other than for Services already rendered; it shall be without prejudice to any right 
of action or remedy that has accrued or will accrue thereafter to ADB and/or the 
CONTRACTOR. 

23.3. If a significant change in the ownership and/or control of the CONTRACTOR 
threatens to disrupt or adversely affect delivery of the Service, ADB may 
terminate the Contract for change of control when: 

(a) the CONTRACTOR merges with, acquires, or transfers all or substantially 
all its assets to another entity; 

(b) any person or entity acquires directly or indirectly the beneficial ownership 
of the CONTRACTOR and, consequently, the power to elect a majority of the 
board of directors of the CONTRACTOR; or  

(c) any person or entity otherwise acquires directly or indirectly the power to 
control the policy making decisions of the CONTRACTOR. 

24. TERMINATION FOR UNLAWFUL ACTS 
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24.1. ADB may terminate this Contract if ADB determines that the CONTRACTOR has 
committed unlawful acts during the procurement of the Service or implementation 
of the Contract.  Unlawful acts include, but are not limited to, the following: 

(a) Corrupt, fraudulent, and coercive practices as defined in Paragraph 6 
above; 

(b) Forging or using forged documents; 

(c) Using adulterated materials, means or methods; or using production 
methods contrary to the rules of science or the trade; and 

(d) Any other act analogous to the foregoing. 

25. TERMINATION FOR OTHER CAUSES 

25.1. ADB may terminate the Contract, in whole or in part, at any time and for other 
causes, as ADB deems fit.  These causes include, but are not limited to, the 
existence of conditions that make performance of the Service economically, 
financially or technically impractical and/or unnecessary; or unexpected, 
extraordinary circumstances that do not constitute fortuitous event(s); or changes 
in the law and national government policies that apply to the CONTRACTOR. 

25.2. The Services that were already performed and/or otherwise ready for 
performance within thirty (30) calendar days after the CONTRACTOR’s receipt of 
Notice to Terminate shall be accepted by the ADB under the terms and for the 
price/s provided in this Contract.  For Services not yet performed and/or ready for 
performance, ADB may elect to: 

(a) have any portion delivered and/or performed and paid at the existing 
contract terms and prices; and/or 

(b) cancel the remainder and pay the CONTRACTOR an agreed amount to 
cover partially performance and materials, parts or other necessary expenses 
already incurred by the CONTRACTOR. 

25.3. The CONTRACTOR shall be allowed to recover partial loss/es incurred as a 
result of termination under this Paragraph, including but not limited to those 
resulting from purchase of raw materials for Related Goods specially 
manufactured for ADB and cannot be sold in open market, on a quantum meruit 
basis, as ADB and the CONTRACTOR may agree. However, the 
CONTRACTOR must first establish the fact of loss to the satisfaction of the ADB. 

26. PROCEDURES FOR TERMINATION 

26.1. OAPC/CA, on its own or, within seven [7] days upon receipt of a written report 
from the Head of the User Unit alleging acts or causes that may constitute 
ground(s) for termination, shall verify the existence of ground(s) for termination. 
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26.2. OAPC/CA shall submit to the Principal Director, OAS a Verified Report with 
supporting documents or evidence and a corresponding recommendation to 
commence termination. Upon approval of the Principal Director, OAS, OAPC/CA 
shall send to the CONTRACTOR a copy of the Verified Report and a written 
notice stating: 

(a) that the Contract is being terminated for the ground(s) mentioned above , 
with summary statement of the acts/omissions that constitute the ground(s) for 
terminating; 

(b) the extent of termination, whether in whole or in part;  

(c) that the CONTRACTOR must show cause why the Contract should not 
be terminated; and 

(d) special instructions of ADB, if there are any. 

26.3. Within seven (7) calendar days from receipt of the notice, the CONTRACTOR 
shall submit to OAPC/CA an answer stating why the Contract should not be 
terminated. If the CONTRACTOR fails to answer, or OAPC/CA, in consultation 
with the user Unit, deems the answer unacceptable, OAPC/CA shall recommend 
termination to Principal Director, OAS.  

26.4. ADB may, at anytime before receipt of the CONTRACTOR’s answer, decide to 
withdraw the Notice to Terminate if ADB determines that the CONTRACTOR had 
already completed, delivered, or performed the Service before receiving the 
Notice. 

26.5. Within a non-extendable period of ten (10) calendar days from receipt of the 
CONTRACTOR's answer or endorsement of termination from Principal Director, 
OAS, as applicable, the approving authority of the Contract shall decide to 
terminate the Contract or not.  ADB shall serve a written notice to the 
CONTRACTOR of the decision and, unless otherwise provided in the notice, the 
Contract shall be deemed terminated from the CONTRACTOR's receipt of the 
notice. 

26.6. PD, OAS or the IPC, as appropriate, may create a Contract Termination Review 
Committee (CTRC) to assist them in discharging this function. Decisions 
recommended by the CTRC shall be subject to the approval of the applicable 
approving authority. 

27. TRANSITION 

After the Contract period or when the Contract is pre-terminated for any of the causes 
provided above, the CONTRACTOR shall participate in ensuring the smooth, well-
organized and seamless transition to a new Contractor. ADB and the CONTRACTOR 
agree to be bound by the following conditions: 

(a) The CONTRACTOR shall submit a business continuation or transition plan, 
which ADB must first approve before implementation. 
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(b) The CONTRATOR shall render all outstanding Service until termination 
date without further delay or according to a schedule agreed with ADB and the 
User Unit. The CONTRACTOR shall deploy an adequate staff complement of the 
appropriate level or seniority to ensure efficient performance of the outstanding 
Service, including but not limited to, turn-over to the succeeding Contractor. 

(c) The CONTRACTOR shall account for all equipment, facility or property of 
ADB, including documents and information in whatever format that the 
CONTRACTOR possesses or otherwise uses in performing the Services. 

(d) The CONTRACTOR agrees to transfer or turn-over the technology, 
knowledge or information required to allow continuation of the function and deploy 
the required personnel for this purpose at costs chargeable to the new Contractor. 

(e) ADB and the CONTRACTOR shall agree on other conditions necessary to 
ensure smooth transition of the business and uninterrupted delivery of the Service. 

28. TRANSFER AND SUBCONTRACTING 

28.1. The CONTRACTOR shall not assign or transfer the Contract or specific rights or 
obligations under it without ADB’s prior written consent. 

28.2. When allowed by the nature of the Service or not prohibited in the SCC, and 
subject to the conditions under applicable labor legislation and provided in the 
SCC, the CONTRACTOR may engage a Subcontractor or a Consultant to 
perform the Service and/or deliver the Related Goods. The Performance 
Standards and other relevant provisions of the Contract shall apply to the 
Subcontractor, Consultant or their respective employees, as if they were 
employees of the CONTRACTOR. However, the CONTRACTOR shall be solely 
liable to ADB for the work of the Subcontractor or Consultant. 

28.3. Where ADB has consented to subcontracting, copies of each sub-contract shall, 
at the request of ADB, be sent by the CONTRACTOR to ADB as soon as 
reasonably practicable. 

29. WAIVER 

29.1. The failure of either Party to insist upon strict performance of any provision of the 
Contract; or the failure of either Party to exercise, or any delay in exercising, any 
right or remedy under the Contract shall not constitute a waiver of that right or 
remedy nor diminish the obligations established by the Contract. 

29.2.  No waiver shall be effective unless it is expressly stated to be a waiver and 
communicated to the other Party in writing according to Paragraph 30. 

29.3. A waiver of any right or remedy arising from a breach of the Contract shall not 
constitute a waiver of any right or remedy arising from any other or subsequent 
breach of the Contract. 

30. ENTIRETY AND SEPARABILITY 
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30.1. The Contract supersedes all prior written or verbal agreements between ADB 
and the CONTRACTOR and contains the reciprocal obligations of the parties 
pertaining to or arising out of the delivery of the Service. However, this shall not 
excuse any Party from liability arising from fraud or fraudulent misrepresentation. 

30.2. Should any Paragraph, Subparagraph or part of the Contract be held by 
Arbitration Court to be invalid, unenforceable, or void, the decision shall not affect 
the validity of the entire Contract or of those parts that are not so declared or 
otherwise remain capable of partial or separable performance. 

31. CONFIDENTIALITY OF CONTRACT DOCUMENTS AND INFORMATION 

31.1. Except with prior consent of ADB as provided in the SCC or where disclosure is 
expressly permitted under the Contract, the CONTRACTOR shall not 
communicate or otherwise disclose to a third party the Contract, any of its 
provisions, or other information mentioned or incorporated in the Contract. The 
parties shall treat each other's Confidential Information as confidential and exert 
diligent efforts to safeguard and avoid disclosure of the other party's Confidential 
Information to third parties without the owner's prior written consent. 

31.2. Unless otherwise specified in the SCC, the CONTRACTOR and all its personnel 
for deployment to ADB during the Contract period, including any extension(s), 
shall submit a signed Non-Disclosure Agreement in accordance with the form as 
specified in SCC. 

31.3. Unless ADB states otherwise, disclosures by ADB shall be deemed confidential. 
The CONTRACTOR may only disclose ADB's Confidential Information to the 
CONTRACTOR's Personnel who are directly involved and who need to know the 
information in providing the Service. The CONTRACTOR shall ensure that such 
CONTRACTOR's Personnel are aware of and shall comply with the 
CONTRACTOR's obligations as to confidentiality. When ADB deems fit due to 
the nature of the Services, ADB may request the CONTRACTOR to require its 
Personnel to sign a confidentiality undertaking before commencing any work 
related to the Services covered by the Contract. 

31.4. The CONTRACTOR shall not make any press announcement; publicize the 
Contract or any part thereof; or use ADB's name in publicity releases or 
advertisements during and after the term of this Contract, except with ADB's 
written consent and subject to the conditions provided in the SCC. 

31.5. The Contract and Contract Documents are properties of ADB. All copies shall be 
returned to OAPC/CA upon completion of the CONTRACTOR’s obligations and 
termination of the Contract. 

31.6. The CONTRACTOR shall keep and maintain until 6 years after the end of the 
Contract Period, or as long a period as may be agreed between the Parties, full 
and accurate records of the Contract including the Services supplied under it and 
all payments made by ADB under the Contract.  The CONTRACTOR shall 
extend to ADB or its representatives access to those records that ADB may 
request in connection with the Contract. 
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32. SETTLEMENT OF DISPUTES 

32.1. ADB and the CONTRACTOR shall exert effort to amicably resolve by mutual 
consultation disputes arising between them in connection with or as a result of 
this Contract within thirty [30] days of either Party's notice of the dispute to the 
other. During this period, the User Unit, in consultation with OAPC/CA, and the 
CONTRACTOR's personnel directly involved should first attempt in good faith to 
settle the dispute among themselves before escalation to the Principal Director, 
OAS and their respective counterpart/s. 

32.2. After the initial thirty [30] day-period, the Parties shall consider referring 
unresolved disputes to mediation, unless ADB considers the dispute not suitable 
for mediation or the CONTRACTOR does not consent. The Parties shall appoint 
a neutral mediator from a reputable association of accredited mediators or their 
own short-list of dispute resolution professionals. The mediator shall formulate a 
simplified procedure for mediation and complete the mediation within fifteen [15] 
days from his appointment. 

32.3. Should efforts to resolve disputes under the preceding Subparagraphs fail, either 
party shall commence arbitration by sending notice to the other party stating in 
detail the issue to be resolved and that the dispute shall be referred to arbitration. 
The International Chamber of Commerce's [ICC] Rules of Arbitration in force 
upon commencement of arbitration shall apply. The arbitration shall be in 
English; it shall take place in Manila and be governed by Philippine law. Each 
party shall pay its own costs. 

32.4. Notwithstanding unresolved disputes, the Parties shall continue to perform their 
respective obligations under the Contract or otherwise adopt provisional 
measures to ensure uninterrupted delivery of the Service. 

33. COUNTERPART 

33.1. This Contract may be executed in counterparts, each of which when executed 
and delivered shall constitute an original, but all counterparts together shall 
constitute one and the same instrument. 
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Note: The Letter of Acceptance of Bid will be given only to the successful bidder in case of 
Contract award. For reference only. 

 

Date: _____________ 
          

_____________________ 

_____________________ 
_____________________ 
_____________________ 

 
Attention: _________________________ 
 
Sirs: 

 
Subject: LETTER OF ACCEPTANCE OF BID  

TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK 
 — Contract No.  

 

With reference to the execution of the above supply of Goods and provision of Services, 
this is to inform you that the Asian Development Bank (hereinafter referred to as ADB) hereby 
accepts your bid as contained in your Bid Form dated _____________ in accordance with the 
terms, provisions and stipulations contained in the documents collectively referred to as the “Bid 
Documents”. 
 

The commencement date of this Contract shall be on 1 June 2016. A Performance 
Security in the amount of ($30,000 or ₱1.4million for MODULE A, and ₱200,000 for MODULE B,  
issued by a recognized bank/financial institution shall be deposited with ADB in the form as 
attached. A pre-mobilization meeting will be scheduled by the Travel Unit [OAIS-TR], before the 
commencement date of this Contract. 
 
Two sets of Contract Documents are attached for your signature. 
 
 
 
Very truly yours, 
 
 
RISA ZHIIJIA TENG 
Principal Director 
Office of Administrative Services 
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Note: The Performance Security Form will be submitted only by the successful bidder in case of 
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 PERFORMANCE SECURITY FORM 
(from Contractor’s Bank) 

To: ASIAN DEVELOPMENT BANK 
 6 ADB Avenue 
 Mandaluyong City, Philippines 
 
Dear Sir: 
 
 WHEREAS _________________(hereinafter called the “Contractor”) and the Asian 
Development Bank have entered into, or will enter into a contract (Contract No. ADB/OAS-
__________) for the  TRAVEL SERVICES FOR ASIAN DEVELOPMENT BANK (hereinafter called 
the “Contract”); 
 

WHEREAS the Contract provides that the Contractor shall furnish you with a Performance 
Security/Bank Guarantee by a recognized bank for the sum specified therein as security for fulfillment 
by the Contractor of its obligations under and in accordance with the Contract; 
 

WHEREAS we have agreed to issue such a Performance Security/Bank Guarantee in your 
favor; 
 
 NOW THEREFORE we, [bank’s name], hereby irrevocably and absolutely affirm that we are 
the Guarantor and responsible to you, on behalf of the Contractor, up to a total amount of($30,000 or 
₱1.4million for MODULE A, and ₱200,000 for MODULE B,, which we undertake to pay to you, upon 
your first written demand, without your having to assign any reason for such demand, and irrespective 
of whether or not there is any dispute between the Contractor and you in respect of any other matter 
and irrespective of whether or not such dispute, if any, has been settled, resolved, litigated or 
adjudicated. 
 

This Security/Guarantee is effective from 1 October 2016 to 30 days after the expiration date of 
the Contract (as stated in accordance with Art. III of the Contract). This Security/Guarantee cannot be 
canceled without your express written approval. 
 

The giving of time to the Contractor, or the neglect or forbearance by you in requiring or 
enforcing payment of the sum of ($30,000 or ₱1.4million for MODULE A, and ₱200, for MODULE B or 
other indulgence whether in relation to the Contract or otherwise, shall not, in any way, prejudice, 
affect, derogate, release or absolve us from our liability under this Security/Guarantee; 

 
 No change in organization or constitutional documents or in that of Asian Development Bank or 
the Contractor shall affect or impair our absolute liability herein. 
 

Dated this ______ day of ________________ 2016. 
 

Signature and Seal of the Guarantor 
Name of Bank 
Address



 Appendix 12 
Asian Development Bank                                                  List of Eligible Countries-FOR MODULE A  and B 
Travel Services for Asian Development Bank 
P a g e  | 148 

 
Use or disclosure of data contained on this sheet is subject to the restriction on the title page of this “Instructions To Bidders”. 
 

 
List of Eligible Countries (ELC) of the Asian Development Bank 

 
1. Afghanistan 
2. Armenia 
3. Australia 
4. Austria 
5. Azerbaijan 
6. Bangladesh 
7. Belgium 
8. Bhutan 
9. Brunei Darussalam 
10. Cambodia 
11. Canada 
12. China, People’s Republic of 
13. Cook Islands 
14. Denmark 
15. Fiji Islands 
16. Finland 
17. France 
18. Georgia 
19. Germany 
20. Hong Kong, China 
21. India 
22. Indonesia 
23. Ireland 
24. Italy 
25. Japan 
26. Kazakhstan 
27. Kiribati 
28. Korea, Republic of 
29. Kyrgyz Republic 
30. Lao PDR 
31. Luxembourg 
32. Malaysia 
33. Maldives, Republic of 
34. Marshall Islands 
35. Micronesia, Federated States of 
36. Mongolia 

37. Myanmar 
38. Nauru 
39. Nepal 
40. The Netherlands 
41. New Zealand 
42. Norway 
43. Pakistan 
44. Palau 
45. Papua New Guinea 
46. Philippines 
47. Portugal 
48. Samoa 
49. Singapore 
50. Solomon Islands 
51. Spain 
52. Sri Lanka 
53. Sweden 
54. Switzerland 
55. Taipei, China 
56. Tajikistan 
57. Thailand 
58. Timor-Leste 
59. Tonga 
60. Turkey 
61. Turkmenistan 
62. Tuvalu 
63. United Kingdom 
64. United States 
65. Uzbekistan 
66. Vanuatu 
67. Viet Nam 
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NON-DISCLOSURE AGREEMENT (Company) 
 
ASIAN DEVELOPMENT BANK 
No. 6 ADB Avenue 
Mandaluyong City 
Metro Manila 
 
Attention: Unit Head, Procurement and Contracts Administration Unit (OAPC) 
  Office of Administrative Services 
 
Dear Sir: 
 
___________________(“the Contractor”) engaged to provide _____________________________, 
under Contract No. ADB/OAS-20XX/XXX, to which its employees may be given access, receives or 
generates, directly or indirectly, during the performance of the Contract may be considered 
“Confidential Information”. 
 
The Contractor and all its employees warrant covenant and agree as follows: 
 

1) Not to copy or reproduce, or permit the copying or reproduction in any form of any 
Confidential Information other than for the sole use in connection with the Contract, except 
with prior written approval of OAPC; 

 
2) Not to use, nor provide, nor disclose, not permit the use, provision, disclosure orally, 

electronically or otherwise, either directly or indirectly of any Confidential Information nor any 
copy, summary or extract thereof to any third party, other than to the relevant ADB staff 
concerned with the Contract, except with prior written approval of OAPC; 

 
3) Upon termination for any reason of the Contract, the Contractor shall promptly (and in any 

case within seven (7) calendar days after written request from ADB) return to ADB all 
Confidential Information, including any copies or reproductions in any form thereof in my 
possession at the time of such termination. The obligation not to disclose or communicate 
any Confidential Information shall continue for a period of two (2) years after such 
termination. 

 
The term “Confidential Information” shall include, but is not limited to, data files, technical 
information,  business plans, materials, tapes, documents whether soft or hardcopies, computer files 
(including audio files) disclosed, provided, communicated or submitted, orally, in writing, or by any 
other media, or any other proprietary information not known generally to the public relating in any 
way to the business of the ADB, or any other information regarding the management and method of 
operation of ADB. 
 
ADB may elect at any time to terminate or restrict Contractor’s or any/all of its employee’s access to 
the Confidential Information. 
 
 
Name of Authorized Contractor Signatory:  _______________________________ 
       (Please sign over printed name) 
 
       _______________________________ 
       Date Signed 
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NON-DISCLOSURE AGREEMENT (Contractor’s Personnel) 

 
ASIAN DEVELOPMENT BANK 
No. 6 ADB Avenue 
Mandaluyong City 
Metro Manila 
 
Attention: Unit Head, Procurement and Contracts Administration Unit (OAPC) 
  Office of Administrative Services 
 
Through: Manager, [Contractor’s Name] 
 
Dear Sir: 
 
I the undersigned, ______________________________, an employee of _____________________ (“the 
Contractor”) assigned to carry out work in the Asian Development Bank (ADB) premises, in connection 
with Contract No. ADB/OAS-20XX/XXX, understand that data and information to which I may be given 
access, receive or generate, directly or indirectly, during the performance of my duties may be considered 
“Confidential Information”, as defined below. 
 
I warrant, covenant and agree as follows: 
 

1) Not to  copy or reproduce, or permit the copying or reproduction in any form of any Confidential 
Information other than for the sole use in connection with the Contract, except with prior written 
approval of OAPC; 

 
2) Not to use, nor provide, nor disclose, not permit the use, provision, disclosure orally, electronically or 

otherwise, either directly or indirectly of any Confidential Information, nor any copy, summary or extract 
thereof to any third party, other than to the relevant ADB staff concerned with the Contract, except with 
prior written approval of OAPC; 

 
3) Upon termination for any reason of my involvement in the Contract, I shall promptly (and in any case 

within seven (7) calendar days after written request from ADB) return to ADB all Confidential 
Information, including any copies or reproductions in any form thereof in my possession at the time of 
such termination. The obligation not to disclose or communicate any Confidential Information shall 
continue for a period of two (2) years after such termination. 

 
The term “Confidential Information” shall include, but is not limited to, data files, technical information,  business 
plans, materials, tapes, documents whether soft or hardcopies, computer files (including audio files) disclosed, 
provided, communicated or submitted, orally, in writing, or by any other media, or any other proprietary 
information not known generally to the public relating in any way to the business of the ADB, or any other 
information regarding the management and method of operation of ADB. 
 
ADB may elect at any time to terminate or restrict my access to the Confidential Information. 
 
Name of Contractor’s Employee:    _______________________________ 
       (Please sign over printed name) 
       _______________________________ 
       Date Signed 
Signed in the Presence of: 
 
Name of Authorized Contractor Signatory:  _______________________________ 
       (Please sign over printed name) 
       _______________________________ 
       Date Signed 
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