
Scope of Work of the Travel Agent

PEMSEA’s air travel policy requires the Travel Agent(s) in all cases to book the lowest available fares 
and to research alternate itineraries (at least three options, if available) in order to provide the lowest 
appropriate fares, which satisfy PEMSEA travel polices and mission requirements. The travel policies 
embody the following basic principles which, however, are subject to subsequent revision and not 
limited to:
 

•	 Where	available,	use	of	the	lowest	applicable	fare	(including	penalty	fares)	is	the	preference;

•	 Full	economy	fares	may	be	used	if	no	appropriate	reduced	fares	are	available;

•	 Business	class	travel	or	equivalent	may	be	applicable	only	in	limited	situations;

•	 Travel	regulations	prohibit	first-class	travel	except	for	a	few	specific	categories;

•	 The	Travel	Agent(s)	must	be	knowledgeable	in	preparing	special	fares,	restricted	fares,		 	
discounted fares, and group fares for use whenever appropriate.

Services to be Furnished by the Travel Contractor(s):

The Travel Agent(s) shall provide a wide range of travel management services and should have the 
capacity to handle corporate accounts.
 

General

1. The Travel Agent(s) should provide travel services from 8.30 am to 6.00 p.m. during working 
days. In addition, Travel Agent(s) shall provide 24 hours a day emergency service, as well as 
services	during	weekends	and	official	holidays	where	emergency	travel	service	is	required.	
One of the Travel Agent(s)’s employees shall always be reachable by phone.

2.	 The	official	travel	requirements	shall	be	accorded	the	highest	priority	and,	therefore,	the	
Travel Agent(s) shall ensure that servicing private travel does not delay, impede or frustrate 
the	Travel	Agent(s)	timely	and	effective	processing	of	PEMSEA’s	official	travel;

3.	 Much	of	the	official	travels	are	organized	on	short	notice.	The	Travel	Agent(s)	must	therefore	
ensure	its	efficiency	and	rapid	communication	in	handling	all	travel	related	matters.	
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Reservation and Ticketing

1.	 For	every	duly	approved	travel	request,	Travel	Agent(s)	shall	immediately	make	bookings	on	
the three (3) main airlines operating the route and prepare appropriate itineraries and formal 
quotations	based	on	the	lowest	fare	and	the	most	direct	and	convenient	routing;

2.	 In	the	event	that	required	travel	arrangements	cannot	be	confirmed,	Travel	Agent(s)	shall	
notify the requesting party of the problem and present three (3) alternative routings/quotations 
for	consideration;

3.	 For	wait-listed	bookings,	Travel	Agent(s)	shall	provide	regular	feedback	on	status	of	flight	
booking;

4. Travel Agent(s) shall promptly issue and deliver accurately printed tickets and detailed 
itineraries,	(in	printed	and	electronic	format)	showing	the	accurate	status	of	the	airline;	and	
shall keep abreast of carrier schedule changes, as well as all other alterations and new 
conditions	affecting	travel,	and	make	appropriate	adjustments	for	any	change(s)	in	flight	
schedules	prior	to	or	during	the	traveler’s	official	trip.	When	necessary,	tickets	and	billings	
shall	be	modified	or	issued	to	reflect	these	changes;

5. Travel Agent(s) shall accurately advise the ticketing deadlines and other relevant information, 
including visa requirements, when necessary every time reservations are made, in order to 
avoid cancellations of bookings.

6. Travel Agent(s) shall ensure that all traveling staff has complete travel documents required for 
their	journeys,	sufficiently	before	departure;

7.	 Travel	Agent(s)	shall	only	act	on	travel	requests	for	official	travel	submitted	by	the	responsible	
staff	of	PEMSEA;

8. Travel Agent(s) will be briefed by PEMSEA on the travel policies and procedures and shall be 
fully	familiar	and	comply	with	these	policies	and	procedures	for	all	official	Travel;

9. Travel Agent(s) shall provide an information service to notify PEMSEA and the traveler of such 
events	like	airport	closings,	canceled	or	delayed	flights,	and	strike	situations	as	well	as	of	
local	political	or	safety	conditions	which	may	affect	travel	to	any	particular	destination;

10.	 The	Travel	Agent(s)	shall	provide	all	official	travelers	last	seat	availability	and		advance	seat	
assignments and boarding passes on all airlines for which the Travel Agent(s) can offer these 
services.	The	Travel	Agent(s)	is	expected	to	expand	these	services,	as	they	become	available	
on additional carriers.

Consulate Visa and Travel Tax Exemption 

1. Travel agent should be familiar with the standard procedure of travel documentation for 
international	organizations,	i.e.,	note	verbale	and	tax	exemption	certificates,	and	be	able	to	
determine requirements for various nationalities.

•	 Note	Verbale	to	consulates	issued	by	UNDP	to	facilitate	issuance	of	visa	for	the	traveler	

•	 PEMSEA,	as	United	Nations	regional	programme	is	exempt	from	paying	Philippine	travel	
tax.	This	is	being	authorized	through	a	Travel	Exempt	Certificate	(TEC)	issued	by	UNDP,	



for	processing	at	the	Department	of	Tourism	(DOT).	Therefore,	all	fare	quotations	shall	
exclude	the	travel	tax.	In	the	event	UNDP	is	unable	to	issue	the	TEC	prior	the	issuance	
of	airline	ticket,	PEMSEA	shall	authorize	the	travel	agent	to	include	in	the	ticket	rate	the	
amount	representing	such	taxes.

2.	 Capable	of	deploying	motorized	messenger	/documentation	clerk	and	able	to	guarantee	
delivery of products and service on time.

Hotels 

1. The Travel Agent(s) shall make reservations for lodging accommodations when requested. 
This	service	shall	include	confirming	reservations,	and	confirming	the	all	-inclusive	rate	at	
which	the	reservation	is	made;

2. The Travel Agent(s) agrees to negotiate discount rates, including net rates, for hotel 
accommodations	applicable	to	PEMSEA’s	reservations	for	official	travel.

Travel Insurance 

The	Travel	Agent(s)	shall	provide	the	travelers	with	travel	insurance	as	may	be	requested;	this	
service includes issuance of travel insurance policy.

Other Services 

1. The Travel Agent(s) shall provide travelers with advise on necessary health requirements, 
including types of inoculations and vaccinations either required or suggested for travel to 
certain	countries	or	areas;

2. Travel Agent(s) shall indicate any special features, programs, or services that would be 
beneficial	to	PEMSEA	and	its	travelers	(e.g.	visa	processing,	lost	baggage	follow-up,	
insurance, preferred seating arrangements).

Traveler’s Profiles 

The	Travel	Agent(s)	shall	maintain	computerized	profiles	of	all	frequent	travelers,	as	designated	or	
defined	from	time	to	time	by	PEMSEA,	setting	forth	the	traveler’s	preferences	regarding	airlines,	
seats and meal requirements, passport information, and such other information that is useful to 
facilitate such travelers travel arrangements.

Ticket Delivery 

The Travel Agent(s) shall deliver tickets, based upon proper authority from PEMSEA in case of 
official	travel	including,	itineraries,	online	check	in	boarding	passes	(where	available)	and	other	
travel documents as determined necessary by PEMSEA. Tickets shall routinely be provided not 
earlier	than	one	or	two	days	in	advance	of	travel	unless	required	otherwise.	Furthermore,	the	
Travel Agent(s) shall, as requested provide emergency ticket delivery, 



Management Reports 

1. The Travel Agent(s) shall provide PEMSEA with management information reports consisting 
of the following, when necessary:

•	 A	semi-annual	summary	of	sales	activity	data,	which	shall	be	submitted	to	PEMSEA.		
This	summary	shall	reflect	all	official	sales	activities	based	on	ticket	cost.	This	report	
should also show a detailed analysis of the number of trips and carrier. 

•	 Ticket	refund	status	reports	are	also	required.

•	 Reconciliation	of	billed	accounts	when	requested.

Refunds 

PEMSEA shall be fully reimbursed at all times by the Travel Agent(s) for unused tickets, subject to 
applicable regulations. The Travel Agent(s) shall process for refund all returned airline tickets for 
official	travel	as	soon	as	possible.	

Service Standards 

The	Travel	Agent(s)	shall	provide	polite,	responsive	and	efficient	service	at	all	times	to	fulfill	
PEMSEA’s travel requirements. 

Performance Evaluations and Review 

The Travel Agent(s) shall from time to time discuss with PEMSEA issues of mutual concern, to 
review the Travel Agent(s)’s performance and to discuss improvements which the Travel Agent(s) 
or PEMSEA should make in order to achieve more effective travel management. The Travel 
Agent(s) shall arrange meetings with PEMSEA, if possible to discuss travel updates, if any. The 
Travel Agent(s) shall inform PEMSEA immediately of major industry changes, which have a broad 
impact on its travel policy or procedures.

Travel Agent(s)’s Quality Control 

1. The Travel Agent(s) shall establish and operate quality control procedures to monitor on 
a regular and continual basis the quality of travel services provided to PEMSEA. These 
procedures shall include an assessment covering all the services to be performed under the 
contract.	PEMSEA	shall	be	notified	of	any	deficiencies	found	and	corrective	actions	taken.		

2. PEMSEA may also conduct its own quality control surveys among its frequent travelers. 

3. The Travel Agent(s) warrants that the personnel assigned to handle PEMSEA travel 
arrangements	shall	have	a	strong	experience	and	shall	constantly	be	trained	to	be	kept	up	to	
date.



PEMSEA Resource Facility
PEMSEA	Office	Building,	Department	of	Environment	and
Natural	Resources	(DENR)	Compound,	Visayas	Avenue,

Quezon	City	1100,	Philippines
P.O.	Box	2502,	Quezon	City	1165,	Philippines
Tel.:	(632)	929	2992	Fax:	(632)	926	9712

info@pemsea.org
PEMSEA.org

Personnel Requirements 

1. The Travel Agent(s) shall assign adequate personnel to service satisfactorily the volume 
of	work	and	to	fulfill	its	obligations	under	the	Contract	with	PEMSEA.	In	general,	the	Travel	
Agent(s)	shall	assign	the	relevant	personnel	according	to	their	technical	know-how	and	
reliability.

2.	 The	Travel	Agent(s)	shall	assign	a	senior	representative	experienced	in	providing	corporate	
travel services to oversee the travel management services provided to PEMSEA and to 
ensure	full	compliance	with	all	requirements	of	the	Contract.

3.	 The	Travel	Agent(s)’s	employees	shall	perform	their	functions	in	a	highly	efficient	and	
professional manner.

Duration 

1.	 The	Contract(s)	shall	be	for	a	period	of	one	year	unless	terminated	earlier,	and	can	be	
extended	depending	on	satisfactory	services.

2. PEMSEA reserves the right to terminate the contract at any time, with one month notice in the 
event the Travel Agency fails to maintain the performance and service standards set forth in 
the contract. 


