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BID RECEIVING LOCATION

BiD CLERK

DEPARTMENT OF ADMINISTRATION

PURCHASING DIVISION

2019 VWWASHINGTON ST E

CHARLESTON WV 25305
us

VENDOR

Vendor Name, Address and Tekphone Number:

National Travel, Inc.
Suite 100 Chase Tower
707 Virginia Street E.
Charleston, WV 25301

[FORTNFORMATION CUNTACT THE BUYER

Linda B Harper
(304) 558-0468
linda_b harper@wv._gov

| --gnature X FEIN# 550560384

Date: 5.2"‘,[ j7

Iaton

FORM 1D : WV-PRC-CRFP-001



|ADDITIONAL INFORMATION:

The West Virginia Purchasing Division, on behalf of all state agencies, is soliciting bids from qualified vendors o provide a statewide open-end
contract for Travel Management SeNices per the attached specfications.

TNVOICE TO SHIP TO

ALL STATE AGENCIES STATE OF WEST VIRGINIA

VARIOUS LOCATIONS AS INDICATED BY ORDER VARIOUS LOCATIONS AS INDICATED BY ORDER

No City WVv99999 No City WV 090099

us us

Ling Comm Ln Desc Qty Unitlssue Unit Price Total Price
SERVICE TRAVEL MANAGEMENT 0.00000 JOB

Comm Code Manufacturer Specification Model#

90121502

Extended Desecription :

SUBMISSION OF ELECTRONIC BIDS THROUGH WVOASIS PROHIBITED. VENDORS MUST SUBMIT ATIACHMENT C COST SHEET PE|
THE ATIACHED INSTRUCTIONS.

:SCHEDULE OF EVENTS

Event Event Date
Vendor Question Deadling 5:00p.m. 2017-05-12

Page: 2
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SECTION ONE: GENERAL INFORMATION

1

(8

Purpose: The West Virginia Department of Administration, Purchasing Division (hereinafter
referred to as the "Purchasing Division") is soliciting proposals pursuant to West Virginia Code
§5A-3-10b for a Statewide contract to provide a full service travel agency to service various state
agencies and political subdivisions.

By signing and submitting its proposal, the successful Vendor agrees to be bound by all the terms
contained in this Request for Proposal ( "REP").

An RFP is generally used for the procurement of services in situations where price is not the sole
determining factor and the award will be based on a combination of cost and technical factors
(Best Value). Through its proposal, the bidder offers a solution to the objectives, problem, or need
specified in the RFP, and defines how it intends to meet (or exceed) the RFP requirements.

Schedule of Events:

Vendor's Written Questions Submission Deadline ..... Friday, 05/12/2017, 5:00p.m.

Mandatory Pre-bid Conference.................vvvmweeeecemommmmmmocvosooooooo N/A
AddENAUIN. ISSUEA.......evvevcoeceveeeeecrorees oo oo TBD
Bid Opening Date.................o.oooveereereee Thursday, 05/25/2017, 1:30 p.m.
Oral Presentation (Agency Option)................... Not applicable to this solicitation

Revised 6/812012
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SECTION TWO: INSTRUCTIONS TO VENDORS SUBMITTING BIDS

Instructions begin on next page.

Revised 6/8/2012



INSTRUCTIONS TO VENDORS SUBMITTING BIDS

1. REVIEW DOCUMENTS THOROUGHLY: The attached documents contain a solicitation
for bids. Please read these instructions and all documents attached in their entirety. These
instructions provide critical information about requirements that if overlooked could lead to
disqualification of a Vendor's bid. All bids must be submitted in accordance with the provisions
contained in these instructions and the Solicitation. Failure to do so may result in disqualification

of Vendor's bid.

2. MANDATORY TERMS: The Solicitation may contain mandatory provisions identified by
the use of the words "must," "will," and "shall.” Failure to comply with a mandatory term in the

Solicitation will result in bid- disqualification.
3. PREBID MEETING: The item identified below shall apply to this Solicitation.

It] A pre-bid meeting will not be held prior to bid opening

D A NON-MANDATORY PRE-BID meeting will be held at the following place and time:

OA MANDATORY PRE-BID meeting will be held at the following place and time:

All Vendors submitting a bid must attend the mandatory pre-bid meeting. Failure to attend the
mandatory pre-bid meeting shall result in disqualification of the Vendor's bid. No one person
attending the pre-bid meeting may represent more than one Vendor.

An attendance sheet provided at the pre-bid meeting shall serve as the official document
verifying attendance. The State will not accept any other form of proof or documentation to
verify attendance. Any person attending the pre-bid meeting on behalf of a Vendor must list on
the attendance sheet his or her name and the name of the Vendor be or she is representing.

Revised 04/07/2017



Additionally, the person attending the pre-bid meeting should include the Vendor's E-Mail
address, phone number, and Fax number on the attendance sheet. It is the Vendor's responsibility
to locate the attendance sheet and provide the required information. Failure to complete the
attendance sheet as required may result in disqualification of Vendor's bid.

All Vendors should arrive prior to the starting time for the pre-bid. Vendors who arrive after the
starting time but prior to the end of the pre-bid will be permitted to sign in, but are charged with

knowing all matters discussed at the pre-bid.

Questions submitted at least five business days prior to a scheduled pre-bid will be discussed at
the pre-bid meeting if possible. Any discussions or answers to questions at the pre-bid meecting
are preliminary in nature and are non-binding. Official and binding answers to questions will be
published in a written addendum to the Solicitation prior to bid opening.

4. VENDOR QUESTION DEADLINE: Vendors may submit questions relating to this
Solicitation to the Purchasing Division. Questions must be submitted in writing. All questions
must be submitted on or before the date listed below and to the address listed below in order to
be considered. A written response will be published in a Solicitation addendum ifa Tesponse is
possible and appropriate. Non-written: discussions, conversations, or questions and answers
regarding this Solicitation are preliminary in nature and are nonbinding.

Submitted e-mails should have solicitation number in the subject line.

Question Submission Deadline: Friday, May 12, 2017, 5:00p.m.

Submit Questions to: Linda Harper, Buyer Supervisor

2019 Washington Street, East
Charleston, WV 25305
Fax: (304) 558-4115 (Vendors should not use this fax number for bid submission})

Email: Linda.B.Harper@wv.gov

5. VERBAL COMMUNICATION: Any verbal communication between the Vendor and any
State personnel is not binding, including verbal communication at the mandatory pre-bid
conference. Only information issued in writing and added to the Solicitation by an official

written addendum by the Purchasing Division is binding.

6. BID SUBMISSION: All bids must be submitied electronically through wvOASIS or signed
and delivered by the Vendor to the Purchasing Division at the address listed below on or before
the date and time of the bid opening, Any bid received by the Purchasing Division staff is
considered to be in the possession of the Purchasing Division and will not be returned for any
reason. The Purchasing Division will not accept bids, modification of bids, or addendum
acknowledgment forms via e-mail. Acceptable delivery methods include electronic submission

via wvOASIS, hand delivery, delivery by courier, or facsimile.

Revised 04/07/2017



The bid delivery address is:

Department of Administration, Purchasing Division
2019 Washington Street East

Charleston, WV 25305-0130

A bid that is not submitted electronicaily through wvOASIS should contain the infonnation
listed below on the face of the envelope or the bid may be rejected by the Purchasing Division. :

SEALED BID:STATEWIDE CONTRACT FOR TRAVEL MANAGEM ENT
BUYER:LINDA HARPER, BUYER SUPERVISOR

SOLICITATION NO.:CRFP SWC1700000001

BID OPENING DATE:MAY 25, 2017

BID OPENING TIME:1:30 P.M.

FAX NUMBER:

The Purchasing Division may prohibit the submission of bids electronically through wvOASIS at
its sole discretion. Such a prohibition will be contained and communicated in the wvOASIS
system resulting in the Vendor's inability to submit bids through wvOASIS. Submission of a
response to an Expression or Interest or Request for Proposal is not pennitted in wvOASIS.

For Request For Proposal ("RFP") Responses Ounly: Inthe eventthat Vendor is responding to
a request for proposal, the Vendor shall submit one original technical and one original cost
proposal plus na convenience copies of each to the Purchasing Division at the
address shown above. Additionally, the Vendor should identify the bid type as either a technical
or cost proposal on the face of each bid envelope submitted in response to a request for proposal

as follows:

BID TYPE: (This only applies to CRFP)
O Technical
0Cost

7.BID OPENING: Bids submitted in response to this Solicitation will be opened at the location
identified below on the date and time listed below. Delivery of a bid after the bid opening date
and time will result in bid disqualification. For purposes of this Solicitation, a bid is considered
delivered when confinnation of delivery is provided by wvOASIS (in the case of electronic
submission) or when the bid is time stamped by the official Purchasing Division time clock (in

the case of hand delivery).

Bid Opening Date and Time: Thursday, May 25, 2017, 1:30 p.m.
Bid Opening Location: Department of Administration, Purchasing Division

2019 Washington Street East
Charleston, WV 25305-0130

Revised 04/07/2017



8. ADDENDUM ACKNOWLEDGEMENT: Changes or revisions to this Solicitation will be
made by an official written addendum issued by the Purchasing Division. Vendor should
acknowledge receipt of all addenda issued with this Solicitation by completing an Addendum
Acknowledgment Form, a copy of which is included herewith. Failure to acknowledge addenda
may result in bid disqualification. The addendum acknowledgement should be submitted with

the bid to expedite document processing.

9. BID FORMATTING: Vendor should type or electronically enter the information onto its bid
to prevent errors in the evaluation. Failure to type or clectronically enter the information may

result in bid disqualification.

10. ALTERNATES: Any model, brand, or specification listed in this Solicitation establishes the
acceptable level of quality only and is not intended to reflect a preference for, or in any way favor,
a particular brand or vendor. Vendors may bid alternates to a listed model or brand provided that
the alternate is at least equal to the model or brand and complies with the required specifications.
The equality of any alternate being bid shall be determined by the State at its sole discretion. Any
Vendor bidding an alternate model or brand should clearly identify the alternate items in its bid
and should include manufacturer's specifications, industry literature, and/or any other relevant
documentation demonstrating the equality of the alternate items. Failure to provide information for

alternate items may be grounds for rejection of a Vendor's bid.

11. EXCEPTIONS AND CLARIFICATIONS: The Solicitation contains the specifications that
shall form the basis of a contractual agreement. Vendor shall clearly mark any exceptions,
clarifications, or other proposed modifications in its bid. Exceptions to, clarifications of, or
modifications of a requirement or term and condition of the Solicitation may result in bid

disqualification.

12. COMMUNICATION LIMITATIONS: In accordance with West Virginia Code of State
Rules §148-1-6.6, communication with the State of West Virginia or any of its employees
regarding this Solicitation during the solicitation, bid, evaluation or award periods, except
through the Purchasing Division, is strictly prohibited without prior Purchasing Division
approval. Purchasing Division approval for such communication is implied for all agency

delegated and exempt purchases.

13. REGISTRATION: Prior to Contract award, the apparent successful Vendor must be properly
registered with the West Virginia Purchasing Division and must have paid the $125 fee, if

applicable.
14. UNIT PRICE: Unit prices shall prevail in cases of a discrepancy in the Vendor's bid.

15. PREFERENCE: Vendor Preference may only be granted upon written request and only in
accordance with the West Virginia Code§ SA-3-37 and the West Virginia Code of State Rules.
A Vendor Preference Certificate form has been attached hereto to allow Vendor to apply for the
preference. Vendor's failure to submit the Vendor Preference Certificate form with its bid will

result in denial of Vendor Preference. Vendor Preference does not apply to construction projects.

Revised 04/07/2017



16.SMALL, WOMEN-OWNED, OR MINORITY-OWNED BUSINESSES: For any
solicitations publicly advertised for bid, in accordance with West Virginia Code §5A-3-
37(a}(7) and W.Va. CSR § 148-22.9, any non-resident vendor certified as a small, women-
owned, or minority-owned business under W. Va. CSR § 148-22-9 shall be provided the same
preference made available to any resident vendor. Any non-resident small, women-owned, or
minority-owned business must identify itself as such in writing, must submit that writing to the
Purchasing Division with its bid, and must be properly certified under W.Va. CSR § 148-22-9
prior to contract award to receive the preferences made available to resident vendors. Preference
for a non-resident small, women-owned, or minority owned business shall be applied in

accordance with W.Va. CSR § 148-22-9,

17. WAIVER OF MINOR IRREGULARITIES: The Director reserves the right to waive
minor irregularities in bids or specifications in accordance with West Virginia Code of State

Rules § 148-1-4.6.

18. ELECTRONIC FILE ACCESS RESTRICTIONS: Vendor must ensure that its
submission in wvOASIS can be accessed and viewed by the Purchasing Division staff
immediately upon bid opening, The Purchasing Division will consider any file that cannot be
immediately accessed and viewed at the time of the bid opening (such as, encrypted files,
password protected files, or incompatible files} to be blank or incomplete as context requires,
and are therefore unacceptable. A vendor will not be permitted to unencrypt files, remove
password protections, or resubmit documents after bid opening to make a file viewable if those
documents are required with the bid. A Vendor may be required to provide document passwords
Or remove access restrictions to allow the Purchasing Division to print or electronically save
documents provided that those documents are viewable by the Purchasing Division prior to
obtaining the password or removing the access restriction.

19. NON-RESPONSIBLE: The Purchasing Division Director reserves the right to reject the
bid of any vendor as Non-Responsible in accordance with W.Va. Code of State Rules§ 148-1-
5.3, when the Director determines that the vendor submitting the bid does not have the capability
to fully perform, or lacks the integrity and reliability to assure good-faith performance.”

20. ACCEPTANCE/REJECTION: The State may accept or reject any bid in whole, or in part
in accordance with W.Va. Code of State Rules§ 148-1-4.5. and§ 148-1-6.4.b."

Revised 04/07/2017



21. YOUR SUBMISSION IS A PUBLIC DOCUMENT: Vendor's entire response to the
Solicitation and the resulting Contract are public documents. As public documents, they will be
disclosed to the public following the bid/proposal opening or award of the contract, as required
by the competitive bidding laws of West Virginia Code§§ SA-3-1 et seq., 5-22-1 et seq., and
SG-1-1 et seq. and the Freedom of Information Act West Virginia Code§§ 29B-1-1 etseq.

DONOT SUBMIT MATERIAL YOU CONSIDER TO BE CONFIDENTIAL, A TRADE
SECRET, OR OTHERWISE NOT SUBJECT TO PUBLIC DISCLOSURE.

Submission of any bid, proposal, or other document to the Purchasing Division constitutes your
explicit consent to the subsequent public disclosure of the bid, proposal, or document. The
Purchasing Division will disclose any document labeled "confidential," "proprietary,” "trade
secret," "private," or labeled with any other claim against public disclosure of the documents, to
include any "trade secrets" as defined by West Virginia Code§ 47-22-1 et seq.. All submissions

are subject to public disclosure without notice.

Revised 04/07/2017
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SECTION THREE: GENERAL TERMS AND CONDITIONS

Terms and conditions begin on next page.
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GENERAL TERMS AND CONDITIONS:

1. CONTRACTUAL AGREEMENT: Issuance of a Award Document signed by the
Purchasing Division Director, or his designee, and approved as to form by the Attorney
General's office constitutes acceptance of this Contract made by and between the State of West

Virginia and the Vendor. Vendor's signature on its bid signifies Vendor's agreement to be bound
by and accept the terms and conditions contained in this Contract.

2. DEFINITIONS: As used in this Solicitation/Contract, the following terms shall have the
meanings attributed to them below. Additional definitions may be found in the specifications

included with this Solicitation/Contract.

2.1. "Agency" or "Agencies" means the agency, board, commission, or other entity of the State
of West Virginia that is identified on the first page of the Solicitation or any other public entity
seeking to procure goods or services under this Contract.

2.2."Bid" or "Proposal" means the vendors submitted response to this solicitation.

2.3. "Contract" means the binding agreement that is entered into between the State and the

Vendor to provide the goods or services requested in the Solicitation.

2.4. "Director" means the Director of the West Virginia Department of Administration,
Purchasing Division.

2.5. "Purchasing Division" means the West Virginia Department of Administration, Purchasing

Division.

2.6. "Award Document” means the document signed by the Agency and ihe Purchasing
Division, and approved as to form by the Attorney General, that identifies the Vendor as the
contract holder.

2.7. "Solicitation" means the official notice of an opportunity to supply the State with goods or
services that is published by the Purchasing Division.

2.8."State" means the State of West Virginia and/or any of its agencies, commissions, boards,
etc. as context requires.

2.9. "Vendor" or "Vendors" means any entity submitting a bid in response to the
Solicitation, the entity that has been selected as the lowest responsible bidder, or the entity that

has been awarded the Contract as context requires.

Revised 04/07/2017



3.CONTRACTTERM; RENEWAL; EXTENSION: The term ofthis Contract shall be
determined in accordance with the catcgory that has been identified as applicable to this

Contract below:

¢ Term Contract

Initial Contract Term: This Contract becomes effective on
July 1.2011 and extends for a period of __we...(§) year(s).

Renewal Term: This Contract may. be renewed upon the mutual written consent of the Agency,
and the Vendor, with approval of the Purchasing Division and the Attorney General's office
(Attorney General approval is as to form only). Any request for renewal should be submitted to
the Purchasing Division thirty (30) days prior to the expiration date of the initial contract term or
appropriate renewal term. A Contract renewal shall be in accordance with the terms and
conditions of the original contract. Renewal of this Contract is limited to Tme..f..]

successive one (1) year periods or multiple renewal periods of less than one year, provided that
the multiple renewal periods do not exceed Thirty-six (36) months intotal. Automatic renewal of
this Contract is prohibited. Notwithstanding the foregoing, Purchasing Division approval is not
required on agency delegated or exempt purchases. Attorney General approval may be required

for vendor terms and conditions.

Delivery Order Limitations: In the event that this contract permits delivery orders, a delivery
order may only be issued during the time this Contract is in effect. Any delivery order issued
within one year of the expiration of this Contract shaH be effective for one year from the date the
delivery order is issued. No delivery order may be extended beyond one year after this Contract

has expired.

D Fixed Period Contract: This Contract becomes effective upon Vendor's receipt of the notice
to proceed and must be completed within days.

D Fixed Period Contract with Renewals: This Contract becomes effective upon Vendor's
receipt of the notice to proceed and part of the Contract more fully described in the attached
specifications must be completed within days.

. Upon completion, the vendor agrees that maintenance, monitoring, or warranty services will be
provided for one year thereafter with an additional successive one year
renewal periods or multiple renewal periods of less than one year provided that the multiple
renewal periods do not exceed months in total. Automatic renewal of this

Contract is prohibited.

D One Time Purchase: The term of this Contract shall run from the issuance of the Award
Document until all of the goods contracted for have been delivered, but in no event will this

Contract extend for more than one fiscal year.

D other: See attached.

Revised 04/07/2017



4. NOTICE TO PROCEED: Vendor shall begin performance of this Contract immediately
upon receiving notice to proceed unless otherwise instructed by the Agency. Unless otherwise
specified, the fully executed Award Document will be considered notice to proceed.

5. QUANTITIES: The quantities required under this Contract shall be determined in accordance
with the category that has been identified as applicable to this Contract below.

G Open End Contract: Quantities listed in this Solicitation are approximations only, based on
estimates supplied by the Agency. It is understood and agreed that the Contract shall cover the
quantities actually ordered for delivery during the term of the Contract, whether more or less

than the quantities shown.

O Service: The scope of the service to be provided will be more clearly defined in the
specifications included herewith.

D Combined Service and Goods: The scope of the service and deliverable goods to be
provided will be more clearly defined in the specifications included herewith.

DOne Time Purchase: This Contract is for the purchase of a sef quantity of goods that are
identified in the specifications included herewith. Once those items have been delivered, no
additional goods may be procured under this Contract without an appropriate change order
approved by the Vendor, Agency, Purchasing Division, and Attorney General's office.

6. EMERGENCY PURCHASES: The Purchasing Division Director may authorize the Agency
to purchase goods or services in the open market that Vendor would otherwise provide under this
Contract if those goods or services are for immediate or expedited delivery in an emergency.
Emergencies shaH include, but are not limited to, delays in transportation or an unanticipated
increase in the volume of work. An emergency purchase in the open market, approved by the
Purchasing Division Director, shall not constitute of breach of this Contract and shall not entitle
the Vendor to any form of compensation or damages. This provision does not excuse the State
from fulfiiling its obligations under a One Time Purchase contract.

7.REQUIRED DOCUMENTS: All of the items checked below must be provided to the
Purchasing Division by the Vendor as specified below.

OBIDBOND (Construction Only): Pursuant to the requirements contained in W.Va. Code$
5-22-1(c), All Vendors submitting a bid on a construction project shall furnish a valid bid bond
in the amount of five percent (5%) of the total amount of the bid protecting the State of West

Virginia. The bid bond must be submitted with the bid.

D PERFORMANCE BOND: The apparent successful Vendor shall provide a performance
bond in the amount of - The performance bond must be received by the
Purchasing Division prior to Contract award. On construction contracts, the performance bond

must be 100% of the Contract value.

Revised 04/07/2017



D LABORIMATERIAL PAYMENT BOND: The apparent successful Vendor shall provide a
labot/material payment bond in the amount of 100% of the Contract value. The labor/material
payment bond must be delivered to the Purchasing Division prior to Contract award.

In lieu of the Bid Bond, Performance Bond, and Labor/Material Payment Bond, the Vendor may
provide certified checks, cashier's checks, or irrevocable letters of credit. Any certified check,
cashier's check, or irrevocable Jetter of credit provided in lieu of a bond must be of the same
amount and delivered on the same schedule as the bond it replaces. A letter of credit submitted in
lieu of a performance and labor/material payment bond will only be allowed for projects under
$100,000. Personal or business checks are not acceptable. Notwithstanding the foregoing, West
Virginia Code §5-22-1 (d) mandates that a vendor provide a performance and labor/material
payment bond for construction projects. Accordingly, substitutions for the performance and
labor/material payment bonds for construction projects is not permitted.

D MAINTENANCE BOND: The apparent successful Vendor shall provide a two (2) year
maintenance bond covering the roofing system. The maintenance bond must be issued and
delivered to the Purchasing Division prior to Contract award.

(2] LICENSE(S) / CERTIFICATIONS j PERMITS: In addition to anything required under the

(<) LI
Section entitled Licensing, of the General Terms and Conditions, the apparent successful Vendor
shaH furnish proof of the following licenses, certifications, and/or permits prior to Contract award,

in a form acceptable to the Purchasing Division.

O Airline Reporting Corporation License

O International Association of Travel Agents License

The apparent successtul Vendor shall also furnish proof of any additional licenses or
certifications contained in the specifications prior to Contract award regardless of whether or not

that requirement is listed above.

Revised 04/07/2017



8. INSURANCE: The apparent successful Vendor shall furnish proof of the insurance identified
by a checkmark below prior to Contract award. Subsequent to contract award, and prior to the
insurance expiration date, Vendor shall provide the Agency with proof that the insurance mandated
herein has been continued. Vendor must also provide Agency with immediate notice of

any changes in its insurance policies mandated herein, in luding but not limited to, policy
cancelation, policy reduction, or change in insurers. The insurance coverages identified below must
be maintained throughout the life of this contract. The apparent successfui Vendor shall also
furnish proof of any additional insurance requirements contained in the specifications prior to
Contract award regardless of whether or not that insurance requirement is listed in this section.

Vendor must maintain:

O Commercial General Liability Insurance in at least an amount of

D Automobile Liability Insurance in at least an amount of — — — — — — __ __ __

D Professional/Malpractice/Errors and Omission Insurance in at least an amount of:

O Commercial Crime and Third Party Fidelity Insurance in an amount of:

D Cyber Liability Insurance in an amount off — — — — —

O Builders Risk Insurance in an amount equal to 100% of the amount of the Contract.

D

D

Revised 04/07/2017



9. WORKERS' COMPENSATION INSURANCE: The apparent successful Vendor shall
comply with laws relating to workers compensation, shall maintain workers' compensation
insurance when required, and shall fiurnish proof of workers' compensation insurance upon

request.

10. LITIGATION BOND: The Director reserves the right to require any Vendor that files a
protest of an award to submit a litigation bond in the amount equal to one percent of the lowest
bid submitted or $5,000, whichever is greater. The entire amount of the bond shall be forfeited if
the hearing officer determines that the protest was filed for frivolous or improper purpose,
including but not limited to, the purpose of harassing, causing unnecessary delay, or needless
expense for the Agency. All litigation bonds shaH be made payable to the Purchasing Division.
In lieu of a bond, the protester may submit a cashier's check or certified check payable to the
Purchasing Division. Cashier's or certified checks will be deposited with and held by the State
Treasurer's office. If it is determined that the protest has not been filed for frivolous or improper
purpose, the bond or deposit shall be returned in its entirety.

11. LIQUIDATED DAMAGES: Vendor shaH pay liquidated damages in the amount of
NiA
o DT

right to pursue any other available remedy.

12. ACCEPTANCE: Vendor's signature on its bid, or on the certification and signature page,
constitutes an offer to the State that cannot be unilaterally withdrawn, signifies that the product
or service proposed by .vendor meets the mandatory requirements contained in the Solicitation
for that product or service, unless otherwise indicated, and signifies acceptance of the terms and
conditions contained in the Solicitation unless otherwise indicated.

13. PRICING: The pricing set forth herein is firm for the life of the Contract, unless specified
elsewhere within this Solicitation/Contract by the State. A Vendor's inclusion of price
adjustment provisions in its bid, without an express authorization from the State in the
SoJicitation to do so, may result in bid disqualification.

14. PAYMENT: Payment in advance is prohibited under this Contract. Payment may only be
made after the delivery and acceptance of goods or services. The Vendor shall submit invoices,

in arrears.
15. PURCHASING CARD ACCEPTANCE: The State of West Virginia currently utilizes a
Purchasing Card program, administered under contract by a banking institution, to process

payment for goods and services. The Vendor must accept the State of West Virginia's
Purchasing Card for payment of all orders under this Contract unless the box below is checked.

O Vendor is not required to accept the State of West Virginia's Purchasing Card as payment for
all goods and services.
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16. TAXES: The Vendor shall pay any applicable sales, use, personal property or any other
taxes arising out of this Contract and the transactions contemplated thereby. The State of
West Virginia is exempt from federal and state taxes and will not pay or reimburse such taxes.

17. ADDITIONAL FEES: Vendor is not permiited to charge additional fees or assess
additional charges that were not either expressly provided for in the solicitation published by the
State of West Virginia or included in the unit price or lump sum bid amount that Vendor is
required by the solicitation to provide, Including such fees or charges as notes to the solicitation
may result in rejection of vendor's bid. Requesting such fees or charges be paid afier the
contract has been awarded may result in cancellation of the contract.
18. FUNDING: This Contract shall continue for the term stated herein, contingent upon funds
being appropriated by the Legislature or otherwise being made available. In the event funds are
not appropriated or otherwise made available, this Contract becomes void and of no effect
beginning on July I of the fiscal year for which funding has not been appropriated or otherwise

made available.

19. CANCELLATION: The Purchasing Division Director reserves the right to cancel this
Contract immediately upon written notice to the vendor if the materials or workmanship supplied
do not-conform to the specifications contained in the Contract. The Purchasing Division Director
may also cancel any purchase or Contract upon 30 days written notice to the Vendor in
accordance with West Virginia Code of State Rules§ 148-1-6.1.¢.

20. TIME: Time is of the essence with regard to all matters of time and performance in this
Contract.

21. APPLICABLE LAW: This Contract is govemned by and interpreted under West Virginia
taw without giving effect to iis choice of law principles. Any information provided in

specification manuals, or any other source, verbal or written, which contradicts or violates the
West Virginia Constitution, West Virginia Code or West Virginia Code of State Rules is void

and of no effect.

22. COMPLIANCE: Vendor shall comply with all applicable federal, state, and local laws,
regulations and ordinances. By submitting a bid, Vendor acknowledges that it has reviewed,

understands, and will comply with all applicable laws, regulations, and ordinances.

23. ARBITRATION: Any references made to arbitration contained in this Contract, Vendor's
bid, or in any American Institute of Architects documents pertaining to this Contract are hereby

deleted, void, and of no effect.

24. MODIFICATIONS: This writing is the parties’ final expression of intent. Notwithstanding
anything contained in this Contract to the contrary no modification of this Contract shall be
binding without mutual written consent of the Agency, and the Vendor, with approval of the
Purchasing Division and the Attorney General's office (Attorney General approval is as to form
only). Any change to existing contracts that adds work or changes contract cost, and were not
included in the original contract, must be approved by the Purchasing Division and the Attorney
General's Office (as to form) prior to the implementation of the change or commencement of

work affected by the change.
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25.WAIVER: The failure of either party to insist upon a strict performance of any of the terms
or provision of this Contract, or to exercise any option, right, or remedy herein contained, shall
not be construed as a waiver or a relinquishment for the future of such tenn, provision, option,

right, or remedy, but the same shall continue in full force and effect. Any waiver must be

expressly stated in writing and signed by the waiving party.

26. SUBSEQUENT FORMS: The terms and conditions contained in this Contract shall
supersede any and all subsequent terms and conditions which may appear on any form documents
submitted by Vendor to the Agency or Purchasing Division such as price lists, order forms,
invoices, sales agreements, or maintenance agreements, and includes internet websites or other
electronic documents. Acceptance or usc of Vendor's forms does not constitute acceptance of the

terms and conditions contained thereon.

27. ASSIGNMENT: Neither this Contract nor any monies due, or to become due hereunder,
may be assigned by the Vendor without the express written consent of the Agency, the
Purchasing Division, the Attorney General's office (as to form only), and any other government
agency or office that may be required to approve such assignments. Notwithstanding the
foregoing, Purchasing Division approval may or may not be required on certain agency delegated

or exempt purchases.

28. WARRANTY: The Vendor expressly warrants that the goods and/or services covered by
this Contract will: (a) conform to the specifications, drawings, samples, or other description
furnished or specified by the Agency; (b) be merchantable and fit for the purpose intended; and

(c) be free from defect in material and workmanship.

29.STATE EMPLOYEES: State employees are not permitted to utilize this Contract for
personal use and the Vendor is prohibited from permitting or facilitating the same.

30. BANKRUPTCY: In the event the Vendor files for bankruptcy protection, the State of West
Virginia may deem this Contract null and void, and terminate this Contract without notice.

31. PRIVACY, SECURITY, AND CONFIDENTI LITY:The Vendor agrees that it wili not
disclose to anyone, directly or indirectly, any such personally identifiable information or other
confidential information gained from the Agency, unless the individual who is the subject of the
information consents to the disclosure in writing or the disclosure is made pursuant to the
Agency's policies, procedures, and rules. Vendor further agrees to comply with the
Confidentiality Policies and Information Security Accountability Requirements, set forth in
http:/, .State wv.us/admi hase/privacy/default html
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32. YOUR SUBMISSION IS A PUBLIC DOCUMENT: Vendor's entire response to the
Solicitation and the resulting Contract are public documents. As public documents, they will be
disclosed to the public following the bid/proposal opening or award of the contract, as required
by the competitive bidding laws of West Virginia Code §§ 5A-3- et seq., 5-22-1 et seq., and
50-1-1 et seq. and the Freedom of Information Act West Virginia Code§ § 29B-1-1 et seq.

DO NOT SUBMIT MATERIAL YOU CONSIDER TO BE CONFIDENTIAL, A TRADE
SECRET, OR OTHERWISE NOT SUBJECT TO PUBLIC DISCLOSURE.

Submission of any bid, proposal, or other document to the Purchasing Division constitutes your
explicit consent to the subsequent public disclosure of the bid, proposal, or document. The
Purchasing Division will disclose any document labeled "confidential," "proprietary,” "trade
secret,” “private,” or labeled with any other claim against public disclosure of the documents, to
include any "trade secrets” as defined by West Virginia Code§ 47-22-1 et seq. All submissions

are subject to public disclosure without notice.

33. LICENSING: In accordance with West Virginia Code of State Rules § 148-1-6.1.e, Vendor
must be licensed and in good standing in accordance with any and all state and local laws and
requirements by any state or local agency of West Virginia, including, but not limited to, the
West Virginia Secretary of State's Office, the West Virginia Tax Department, West Virginia
Insurance Commission, or any other state agency or political subdivision. Upon request, the
Vendor must provide all nccessary releases to obtain information to enable the Purchasing
Division Director or the Agency to verify that the Vendor is licensed and in good standing with

the above entities.

34. ANTITRUST: In submitting a bid to, signing a contract with, or accepting a Award
Document from any agency of the State of West Virginia, the Vendor agrees to convey, sell,
assign, ot transfer to the State of West Virginia ail rights, title, and interest in and to all causes of
action it may now or hereafter acquire under the antitrust laws of the United States and the State
of West Virginia for price fixing and/or unreasonable restraints of trade relating to the particular
commodities or services purchased or acquired by the State of West Virginia. Snch assignment

shall be made and become effective at the time the purchasing agency tenders the initial payment
to Vendor.

35. VENDOR CERTIFICATIONS: By signing its bid or entering intc this Contract, Vendor
certifies (1) that its bid or offer was made without prior understanding, agreement, or connection
with any corporation, firm, limited liability company, partnership, person or entity submitting a
bid or offer for the same material, supplies, equipment or services; (2) that its bid or offer is in all
respects fair and without collusion or fraud; (3) that this Contract is accepted or entered into
without any prior understanding, agreement, or connection to any other entity that could be
considered a violation of law; and (4) that it has reviewed this Solicitation in its entirety;
understands the requirements, terms and conditions, and other information contained hercim.
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Vendor's signature on its bid or offer also affirms that neither it nor its representatives have any
interest, nor shall acquire any interest, direct or indirect, which would compromise the
performance of its services hereunder. Any such interests shall be promptly presented in detail to
the Agency. The individual signing this bid or offer on behalf of Vendor certifies that he or she is
authorized by the Vendor to execute this bid or offer or any documents related thereto on
Vendor's behalf; that he or she is authorized to bind the Vendor in a contractual relationship; and
that, to the best of his or her knowledge, the Vendor has properly registered with any State

agency that may require registration.

36. VENDOR RELATIONSIDP: The relationship of the Vendor to the State shall be that of an
independent contractor and no principal-agent relationship or employer-employee relationship is
contemplated or created by this Contract. The Vendor as an independent contractor is solely
liable for the acts and omissions of its employees and agents. Vendor shall be responsible for
selecting, supervising, and compensating any and all individuals employed pursuant to the terms
of this Solicitation and resulting contract. Neither the Vendor, nor any employees or
subcontractors of the Vendor, shall be deemed to be employees of the State for any purpose
whatsoever. Vendor shall be exclusively responsible for payment of employees and contractors
for all wages and salaries, taxes, withholding payments, penalties, fees, fringe benefits,
professional liability insurance premiums, contributions to insurance and pension, or other
deferred compensation plans, including but not limited to, Workers' Compensation and Social
Security obligations, licensing fees, etc. and the filing of all necessary documents, forms, and

returns pertinent to all of the foregoing.

Vendor shall hold harmless the State, and shall provide the State and Agency with a defense
against any and all claims including, but not limited to, the foregoing payments, withholdings,
contributions, taxes, Social Security taxes, and employer income tax returns.

37. INDEMNIFICATION: The Vendor agrees to indemnify, defend, and hold harmless the
State and the Agency, their officers, and employees from and against: (1) Any claims or losses
for services rendered by any subcontractor, person, or firm performing or supplying services,
materials, or supplies in connection with the performance of the Contract; (2) Any claims or
losses resulting to any person or entity injured or damaged by the Vendor, its officers,
employees, or subcontractors by the publication, translation, reproduction, delivery,
performance, use, or disposition of any data used under the Contract in a manner not authorized
by the Contract, or by Federa! or State statutes or regulations; and (3) Any failure of the Vendor,
its officers, employees, or subcontractors to observe State and Federal laws including, but not

limited to, labor and wage and hour laws.

38. PURCHASING AFFIDAVIT: In accordance with West Virginia Code§ 5A-3-10a, all
Vendors are required to sign, notarize, and submit the Purchasing Affidavit stating that neither
the Vendor nor a related party owe a debt to the State in excess of$1 ,000. The affidavit must be
submitted prior to award, but should be submitted with the Vendor's bid. A copy of the

Purchasing Affidavit is included herewith.
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39. ADDITIONAL AGENCY AND LOCAL GOVERNMENT USE: This Confract may be
utilized by other agencies, spending units, and political subdivisions of the State of West
Virginia; county, municipal, and other local government bodies; and school districts ("Other
Government Entities"). Any extension of this Contract to the aforementioned Other Government
Entities must be on the same prices, terms, and conditions as those offered and agreed to in this
Contract, provided that such extension is in compliance with the applicable laws, rules, and
ordinances of the Other Government Entity. If the Vendor does not wish to extend the prices,
terms, and conditions of its bid and subsequent contract to the Other Government Entities, the
Vendor must clearly indicate such refusal in its bid. A refusal to extend this Contract to the Other
Government Entities shall not impact or influence the award of this Contract in any manner.

40.CONFLICT OF INTEREST: Vendor, its officers or members or employees, shall not
presently have or acquire an interest, direct or indirect, which would conflict with or compromise
the performance of its obligations hereunder. Vendor shall periodically inquire of its officers,
members and employees to ensure that a conflict of interest does not arise. Any conflict of

interest discovered shall be promptly presented in detail to the Agency.

41.REPORTS: Vendor shall provide the Agency and/or the Purchasing Division with the
following reports identified by a checked box below:

2 Such reports as the Agency and/or the Purchasing Division may request. Requested reports
may include, but are not limited to, quantities purchased, agencies utilizing the contract, total

contract expenditures by agency, etc.

DQuarterly reports detailing the total quantity of purchases in units and dollars, along with a
Jisting of purchases by agency. Quarterly reports should be delivered to the Purchasing Division

via email at purchasing regui sitions@wv.gov,

42. BACKGROUND CHECK: In accordance with W.Va. Code§ 15-2D-3, the Director of the
Division of Protective Services shall require any service provider whose employees are regularly
employed on the grounds or in the buildings of the Capitol complex or who have accsss to
sensitive or critical information to submit to a fingerprint-based state and federal background
inquiry through the state repository. The service provider is responsible for any costs associated

with the fingerprint-based state and federal background inquiry.

After the contract for such services has been approved, but before any such empioyees are
permitted to be on the grounds or in the buildings of the Capitol complex or have access to
sensitive or critical information, the service provider shall submit a list of all persons who will be
physically present and working at the Capitol complex to the Director of the Division of Protective
Services for purposes of verifying compliance with this provision. The State reserves the right to
prohibit a service provider's employees from accessing sensitive or critical information or to be
present at the Capitol complex based upon results addressed from a criminal background check.

Service providers should contact the West Virginia Division of Protective Services by phone at
(304) 5589911 for more information.
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43. PREFERENCE FOR USE OF DOMESTIC STEEL PRODUCTS: Except when
authorized by the Director of the Purchasing Division pursuant toW. Va. Code§ 5A-3-56, no
contractor may use or supply steel products for a State Contract Project other than those steel
products made in the United States. A contractor who uses steel products in violation of this
section may be subject to civil penalties pursuant toW. Va. Code§ 5A-3-56. As used in this

section:

a. "State Contract Project” means any erection or construction of, or any addition to, alteration of
or other improvement to any building or structure, including, but not limited to, roads or
highways, or the installation of any heating or cooling or ventilating plants or other equipment,
or the supply of and materials for such projects, pursuant to a contract with the State of West
Virginia for which bids were solicited on or after June 6, 2001.

b. "Steel Products" means products rolled, formed, shaped, drawn, extruded, forged, cast,
fabricated or otherwise similarly processed, or processed by a combination of two or more or
such operations, from steel made by the open heath, basic oxygen, electric furnace, Bessemer or
other stecl making process. The Purchasing Division Director may, in writing, authorize the use
of foreign steel products if:

¢. The cost for each contract item used does not exceed one tenth of one percent (I %) of the
total contract cost or two thousand five hundred dollars ($2,500.00), whichever is greater. For the
purposes of this section, the cost is the value of the steel product as delivered to the project; or

d. The Director of the Purchasing Division determines that specified steel materials are not
produced in the United States in sufficient quantity or otherwise are not reasonably available to

meet contract requirements.
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44. PREFERENCE FOR USE OF DOMESTIC ALUMINUM, GLASS, AND STEEL: In
Accordance with W.Va. Code§ 5-19-1 et seq., and W.Va. CSR § 148-10-1 et seq., for every
contract or subcontract, subject to the limitations contained herein, for the construction,
reconstruction, alteration, repair, improvement or maintenance of public works or for the
purchase of any item of machinery or equipment to be used at sites of public works, only
domestic aluminum, glass or steel products shall be supplied unless the spending officer

dete ines, in writing, after the receipt of offers or bids, (1) that the cost of domestic aluminum,
glass or steel products is unreasonable or inconsistent with the public interest of the State of West
Virginia, (2) that domestic aluminum, glass or steel products are not produced in sufficient
quantities to meet the contract requirements, or (3) the available domestic aluminum, glass, or
steel do not meet the contract specifications. This provision only applies to public works
contracts awarded in an amount more than fifty thousand dollars ($50,000) or public works
contracts that require more than ten thousand pounds of steel products.

The cost of domestic aluminum, glass, or steel products may be unreasonable ifthe cost is more
than twenty percent (20%) of the bid or offered price for foreign made aluminum, glass, or steel
products. If the domestic aluminum, glass or steel products to be supplied or produced in a
"substantial labor surplus area”, as defined by the United States Department of Labor, the cost of
domestic aluminum, glass, or steel products may be unreasonable if the cost is more than thirty
percent (30%) of the bid or offered price for foreign made aluminum, glass, or steel products. This
preference shall be applied to an item of machinery or equipment, as indicated above, when the
item is a single unit of equipment or machinery manufactured primarily of aluminum, glass

or steel, is p rt of a public works contract and has the sole purpose or of being a permanent part
of a single public works project. This provision does not apply to equipment or machinery
purchased by a spending unit for use by that spending unit and not as part of a single public

works project.

All bids and offers including domestic aluminum, glass or steel products that exceed bid or offer
prices including foreign aluminum, glass or steel products after application of the preferences
provided in this provision may be reduced to a price equal to or lower than the lowest bid or offer
price for foreign aluminum, glass or steel products plus the applicable preference. If the reduced
bid or offer prices are made in writing and supersede the prior bid or offer prices, ail

bids or offers, including the reduced bid or offer prices, will be reevaluated in accordance with
this rule.

Revised 04/07/2017



DESIGNATED CONTACT: Vendor appoints the individual identified in this Section as the
Contract Administrator and the initial point of contact for matters relating to this Contract.

A Qya
ame, Title)
S
(Printed Name and Title)
?gwwgmmsmﬁEu& Charestion Wy 25301
Address
0H-35T-~-080\ AXT 1233
(Phone Number) / (Fax Number)
oG HONR |.COMN

(email address)

CERTIFICATION AND SIGNATURE: By signing below, or submitting documentation
through wvOASIS, I certify that ] have reviewed this Solicitation in its entirety; that I understand

the requirements, terms and conditions, and other information contained herein; that this bid,
offer or proposal constitutes an offer to the State that cannot be unilateraily withdrawn; that the
product or service proposed meeis the mandatory requirements contained in the Solicitation for
that product or service, unless otherwise stated herein; that the Vendor accepts the terms and
conditions contained in the Solicitation, unless otherwise stated herein; that I am submitting this
bid, offer or proposal for review and consideration; that I am authorized by the vendor to execute
and submit this bid, offer, or proposal, or any documents related thereto on vendor’s behalf: that
I 'am authorized to bind the vendor in a contractual relationship; and that to the best of my
knowledge, the vendor has properly registered with any State agency that may require

registration.

f%/m“m)x\’r ok Sevice \ne
Y.

N
(Authorized Sighariife) (Representative Name, Title)
) CEC

(Printed Name and Title of Authorized Representative)

Q- 24-2017
{(Date)

Y- 357- P01

(Phone Number) (Fax Number)
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ADDENDUM ACKNOWLEDGEMENT FORM
SOLICITATION NO.:

Instructions: Please acknowledge receipt of all addenda issued with this solicitation by
completing this addendum acknowledgment form. Check the box next to each addendum
received and sign below. Failure to acknowledge addenda may result in bid disqualification.

Acknowledgment: T hereby acknowledge receipt of the following addenda and have made the
necessary revisions to my proposal, plans and/or specification, etc.

Addendum Numbers Received:
(Check the box next to each addendum received)

O Addendum No. 1 D Addendum No. 6
O Addendum No. 2 D Addendum No. 7
O Addendum No. 3 D Addendum No. 8
() Addendum No. 4 D Addendum No. 9
O Addendum No. 5 D Addendum No. 10

I understand that failure to confirm the receipt of addenda may be cause for rejection of this bid. I
further understand that any verbal representation made or assumed to be made during any oral
discussion held between Vendor's.representatives and any state personnel is not binding. Only
the information issued in writing and added to the specifications by an official addendum is

binding,.

Aafona) “Trove\ Seeviee \ne
C
(2
Awthorizede8ignature

5 =24~ 7017

Date

NOTE: This addendum acknowledgement should be submitted with the bid to expedite
document processing.
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REQUEST FOR PROPQOSAL
(Travel18)

SECTION FOUR: PROJECT SPECIFICATIONS

4.1. Location: Agency is located at 2019 Washington Street East, Charleston, WV 25305

4.2.  Background and Current Operating Environment: The State of West Virginia currently has
travel services provided by a vendor.

Break down (total volume for dollars spent, utilizing fiscal year 07/11 thru 07/12 t-card data):

Travel Service Dollars

Airline $3,792,498.49
Lodging $423,760.49%
Rail $1,971.00

Car Rental $1,998,888.00*

*These are the transaction booked thru National Travel. Travelers are not mandated to book cars
and hotels with National Travel.

4.3.  Qualifications and Experience: Vendors will provide in Attachment A: Vendor Response
Sheet information regarding their firm, such as staff qualifications and experience in completing
similar projects; references; copies of any staff certifications or degrees applicable to this project;
proposed staffing plan; descriptions of past projects completed entailing the location of the
project, project manager name and contact information, type of project, and what the project goals

and objectives where and how they were met.

4.4. Project and Goals: The project goals and objectives are:

4.4.1 Goall: Customer Support

The successful vendor should provide customer support to users of this contract. This support
should include, but not limited to the following:

4.4.1.1 Objective 1: Hours of operation should include, but are not limited to:

a.

8:00A M. through 5:00P.M., Monday through Friday, excluding legal holidays
via toll-free telephone number.

Z4 hours per day, 7 days per week availability io assist Siaie iraveiers with any
travel emergency that may arise regardless of the time or location via toll-free
telephone number.

4.4.1.2 Objective 2:Staffing requirements should include but are not limited to:
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REQUEST FOR PROPGSAL
(Travel18)

a. Fully trained reservationists who have the ability to retrieve the caller's
reservation records and/or caller's itinerary to promptly advise and assist the

traveler.

b. Employees' capability to answer questions and provide assistance in solving any
travel related problems that may arise.

c. Adequate staffing to assure all calls are handled promptly and should have a
continual quality control program in service.

d. Emergency staffing to assist user of this contract should the need arise.

4.4.1.3 Objective 3: The successful vendor should have a phone queue system that:

Should not route outside calls to answering machines. In the event the phone

a.
system is out of service, reservations should be handled manually.

442 Goal2: Air Fares/Auto Rentals/Limousine Services/Ground Transportation &
Lodging Accommodations

The successful vendor should offer the following service(s) in regards to Air Fares/Auto
Rentals/Limousine Services & Accommodations:

4.4.2.1 Objective 1: First consideration should be given firms that have existing statewide
contracts/agreements with the State of West Virginia.

4.4.2.2 Objective 2: Vendor should offer all reservations at the most economical rate.

4.4.2.3 Objective 3: Vendor should advise travelers of the availability of different flight
options which may produce lower fare flights plus or minus three hours of the
requested departure time that produce lower fares or flights are available with onc
stop in lieu of more expensive non-stop flights.

443 Goal3:Document Services

The successful vendor should provide the following docwnent services, which include but are not
limited to:

4.4.3.1 Objective 1: Supplying visa information and applications.

4.4.3.2 Objective 2: Maintaining a database of travelers' visa(s) and passport nwnbers
with expiration dates.

4.4.3.3 Objective 3: Sending reminders to the individual travelers six (6) months prior to
expiration.
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REQUEST FOR PROPQSAL
(Travel18)

4.4.4 Goald: Security Issue Awareness

The successfill vendor should make travelers aware of any possible security issues concerning
destination or carriers which may include:

4.4.41 Objective I: Inform travelers as to the areas of the world where travel may be
unsafe due to international terrorism as well as specific carriers that should be
avoided as advised by the State Department.

4.4.4.2 Objective 2: In the event of loss/theft of traveler's passport, the Vendor being
required to provide assistance in obtaining an emergency renewal.

4.4.5 Goal 5: Fees

The successful vendor should disclose any fees and should be prescribed in the following manner,
which include:

4.4.5.1 Objective |: The transaction fee should only be charged at the time of the ticketing
of an airline reservation or when a reservation is confamed with a confirmation
number and fee should not be charged regardless of the number of changes made
to an itinerary until the airline ticket is issued.

4.4.5.2 Objective 2: For reservations with multiple travel suppliers such as rental car,
hotel, and airline reservations, there should be only a single fee for one reservation
or trip.

4.4.6 Goal 6: Consulting
The successful vendor may be required to provide consulting services with may include:

4.4.6.1 Objective 1: The vendor should be qualified and prepared to assist any State
agency with consultation and staff support to arrange for meetings, conferences,
seminars, and regional meetings.

4.4.6.2 Objective 2: The vendor must act as a consultant to the State to secure/negotiate
net or reduced airfares on behalf of the State at no additional cost.

447 Goal7:Reports & Training Services

4.4.71 Objective T:A representative of the vendor who is familiar with the State account
should provide: (I) consultation services, (2) assistance to identify and resolve all
service problems and advise, with suggestions, to the Travel Management Office
staff through reports and observations of methods or procedures to improve
services or correct problems in the following areas:
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REQUEST FOR PROPQOSAL
(Travel18)

Assistance in monitoring and enforcing the State's travel policies to reduce travel
expenses without reducing quality of customer service.

a.

b. Advising the State of current changes and trends in the travel industry, in addition to,
offering continuous process improvements.

4.4.8 Goal 8: Program Implementation

4.4.8.1 The state intends to implement the program statewide. Implementation should be
seamless to the traveler with no disruption in service. Vendor should work with
all existing contracts for air, car rental, hotels, etc. and be familiar with all State

Travel Regulations before implementation.

4.4.9 Goal 9: Automation Capabilities

The state recognizes the value of automation capabilities:

4.4.9.1 Objective 1: The successful vendor should have the capability to provide
automated services.

4.4.9.2 Objective 2: The successful vendor should have a high degree of technical
expertise and should make provisions to retain said expertise.

4.4.9.3 Objective 3: The successful vendor should have a system to be able to support
policy and procedure enforcement at the State, Agency, and Department/Division

level.

4.4.10 GoallQO:Disaster Recovery Plan

The successfil vendor should have a disaster recovery plan should the vendor's primary operation
site become unavailable due to either man made or natural disaster.

4.5 Mandatory Requirements

The following mandatory requirements must be met by the Vendor as a part of the submitted
proposal. Failure on the part of the Vendor tc meet any of the mandatory specifications shall result

in the disqualification of the proposal The terms "must"."will","shall" :"minimum",
"maximum", or "is/are required" identify a mandatory item or factor. Decisions regarding
compliance with any mandatory requirements shall be at the sole discretion of the Purchasing

Division.
4.5.1 Mandatory Requirement 1: Accommodations and Travel
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4.5.1.1 The vendor will be required to book air and ground transportation, hotel, and
motel rooms for the State's business travelers according to the WV State Travel
Rules. The traveler will be provided an itinerary to confirm arrival and departure
dates, mode of travel (air, rail, or rental car), and the name of the hotel and room
rate. The vendor will obtain the lowest fare possible which meets the traveler's
agenda for the mode of travel preferred, the accommodations, and any in-city
ground transportations

4.5.1.2 The vendor guarantees to offer State travelers the Lowest Logical Available
Airfare {LLAA) at the time the reservation is placed.

4.5.1.3 The vendor must use a booking tool that has the ability to save flight research
without reservation to accommodate approval process pre-trip.

4.5.1.4 The vendor must maintain the contract with the booking tool (currently NuTravel)
and pay transaction fees.

4.5.1.5 Objective 2: The vendor is responsible for ticketing the specified time to ensure
application of LLAA.

4.5.1.6 If any flight is canceled with the legal time frames specified by the air carrier, the
vendor is responsible to inform any traveler of any penalty that may be incurred
due to change or cancellation of special fares. The notification should be
communicated prior to ticketing and restated on the traveler's itinerary

4.5.2 Mandatory Requirement 3: System Integration

4.5.2.1 The vendor must provide access to the reservation system (Apollo, Sabre. gtc.) to the
Travel Management Office (the Travel Management Office randomly checks
reservations for accuracy and compliance with travel regulations) as well as the
management information reports normally supplied to a corporate client with ad hoc
reports upon request with reasonable notice.

4.5.2.2 The vendor must use a booking tool that integrates with the State of West Virginia's
current Travel.Expense Reporting system wvOASIS for the purpose of creating the
Travel Authorization Document requiring approval of that document prior to allowing
purchase of air, hotel or car itineraries. Any integration fees must be paid by the
awarded vendor.

4.5.3 Mandatory Requirement 4: Billing

The successful vendor shall bill at time of sale and shall be in accordance with the terms
and conditions established herein. Travel card or personal charge card will be accepted.

Revised 6/8/2012
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4.5.4 Mandatory Requirement 5:Fces

4.5.4.1 Fees will be based off air carrier transactions only and will not be permitted for hotel

and/or rental car only transactions. The transaction fee should only be charged at the
time of the ticketing of an airline reservation or when a reservation is confirmed with a
confirmation number. A transaction fee should not be charged regardless of the number
of changes made to an itinerary until the airline ticket issued. For reservations with
multiple travel suppliers such as rental car, hotel, and airline reservations, there should

be only a single fee for one reservation trip.

4.5.5 Mandatory Requirement 6:Tickets & Itinerary

4.5.5.1 The State of West Virginia will not pay for paper tickets for domestic travel.

4.5.5.2 Vendor shall have the capability to dispatch airline tickets to any area of the world

either through the Vendor's own network of offices, airport ticket counters, orE-
Tickets.

4.5.5.3 E-Tickets shall be provided by the vendor to the traveler when applicable.

4.5.5.4 Itinerary- Upon issuance of theE-Tickets, two full copies of the traveler's itinerary

e

@ omo Ao

must be provided. The itinerary must indicate:

Full address and phone number of the booking Agent

Carrier name(s) and flight numbers (departing and returning)
Arrival and departure dates and times

Seat assignment, meal service

Ground transportation confirmation number

Hotel/Motel reservation name and confirmation number

The lowest fare available or reason lowest fare not utilized
Standard rate versus the traveler's actual rate and savings if any

Mandatory Requirement 8:Certifications Related to Lobbying:

4.5.3.5 Vendor certifies that no federally appropriated funds have been paid or will be paid, by
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or on behalf of the company or an employee thereof, to any person for purposes of
influencing or attempting to influence an officer or employee of any Federal entity, a
Member of Congress, an officer or employee of Congress, or an employee of a member
of Congress in connection with the awarding of any Federal contract, the making of
any Federal grant, the making of any Federal loan, the entering into of any cooperative
agreement, and the extension, continuation, renewal, amendment or modification of any

Federal contract, grant, loan, or cooperative agreement.

If any funds other than federally appropriated funds have been paid or will be paid to
any person for influencing or attempting to influence an officer or employee or any



REQUEST FOR PROPOSAL
(Travel18)

agency, a Member of Congress, an officer or employee of Congress, or an employce of
a Member of Congress in connection with this Federal contract, grant, loan, or
cooperative agreement, the Vendor shall complete and submit a disclosure form to

report the lobbying.

Vendor agrees that this language of certification shall be included in the award
documents for all sub-awards at all tiers (including subcontracts, sub-grants, and
contracts under granis, loans, and cooperative agreements) and that all sub-recipients
shall certify and disclose accordingly. This certification is a material representation of
fact upon which reliance was placed when this contract was made and entered into.

4.5.6 Mandatory Contract Item 9 Record Retention (Access & Confidentiality)

4.5.6.1 Vendor shall comply with all applicable Federal and State of West Virginia rules and

4.6

regulations, and requirements governing the maintenance of documentation to verify
any cost of services or commodities rendered under this contract by Vendor. The
Vendor shail maintain such records a minimum of five (5) years and make available all
records to Agency personnel at Vendor's location during normal business hours upon
written request by Agency within 10 days after receipt of the request.

Oral Presentations (Agency Option): The Agency has the option of requiring oral

presentations of all Vendors participating in the RFP process. If this option is exercised, it would be
listed in the Schedule of Events (Section 1.3) of this RFP, During oral presentations, Vendors may
not alter or add to their submitted proposal, but only clarify information. A description of the
materials and information to be presented is provided below:

4.6.1

Materials and Information Required at Oral Presentation:

Oral presentations are not a requirement of this request for proposal.

Revised 6/8/2012
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SECTION FIVE: VENDOR PROPOSAL

5.1 Economy of Preparation:Proposals should be prepared simply and economically providing a
straightforward, concise description of the Vendor's abilities to satisfy the requirements of the
RFP. Emphasis should be placed on completeness and clarity of the content.

5.2  Incurring Cost:Neither the State nor any of its employees or officers shall be held liable for any
expenses incurred by any Vendor responding to this RFP, including but not limited to preparation,

delivery, or travel.

5.3  Proposal Format: Vendors should provide responses in the format listed below:

Title Page:

Tabie of Contenis:

Attachment A:

Attachment B:

Attachment C:

Oral Presentations:

State the RFP subject, number, Vendor's name, business address,
telephone number, fax number, name of contact person, e-mail address, and

Vendor signature and date.
Ciearly ideniify the materiai by section and page number.

Within the attached response sheet (Attachment A:Vendor Response
Sheet), provide the following: firm and staff qualifications and experience
in completing similar projects; references; copies of any staff certifications
or degrees applicable to this project; proposed staffing plan; descriptions of
past projects completed entailing the location of the project, project
manager name and contact information, type of project, and what the
project goals and objectives were and how they were met.

Also, describe the approach and methodology proposed for this project.
This should include how each of the goals and objectives listed is to be met.

Complete Attachment B:Mandatory Specification Checklist. By signing
and dating this attachment, the Vendor acknowledges that they meet or
exceed each of these specifications as outlined in 4.5 of Section Four:
Project Specifications. The State reserves the right to require documentation
detailing how each is met at its discretion.

Complete Attachment C:Cost Sheet included in this RFP and submit in a
separate sealed envelope. Cost should be clearly marked.

If established by the Agency in the Schedule of Events (Section 1.3), all
Vendors participating in this RFP will be required to provide an oral
presentation, based on the criteria set in Section 4.6. During oral
presentations, Vendors may not alter or add to their submitted proposal, but

only to clarify information.

5.4  Proposal Submission: Proposals must be received in two distinct parts: technical and cost.

Revised 6/8/2012
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= Technical proposals must not contain any cost information relating to the project.
* Cost proposal shall be sealed in a separate envelope and will not be opened initially.

All proposals must be submitied to the Purchasing Division prior to the date and time stipulated in
the RFP as the opening date. All bids will be dated and time stamped to verify official time and
date of receipt. All submissions must be in accordance with the provisions listed below and in
Section Two: Instructions to Bidders Submitting Bids above.

Technical Bid Opening: The Purchasing Division will open and announce only the technical
proposals received prior to the date and time specified in the Request for Proposal. The technical

proposals shall then be provided to the Agency evaluation committee,

Cost Bid Opening: The Purchasing Division shall schedule a date and time to publicly open and
announce cost proposals when the Purchasing Division has approved the technical
recommendation of the evaluation committee. All cost bids for qualifying proposais will be
opened. Cost bids for non-qualifying proposals will also be opened but shail not be considered. A
proposal may be deemed non-qualifying for a number of reasons including, but not limited to, the
bidder's technical proposal failing to meet the minimum acceptable score and the bidder's
technical proposal failing to meet a mandatory requirement of the contract. Certain information,
such as technical scores and reasons for disqualification, will not be available until after the

contract award, pursuant to West Virginia Code §5A-3-11(h) and West Virginia Code of
State Rules §148-1-6.2.5..

Revised 6/8/2012
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SECTION SIX: EVALUATION AND AWARD

6.1

6.2

Evaluation Process: Proposals will be evaluated by a committee of three (3) or more individuals
against the established criteria with points deducted for deficiencies. The Vendor who demonstrates
that they meet all of the mandatory specifications required; and has appropriately presented within
their written response and/or during the oral demonstration (if applicable) their understanding in
meeting the goals and objectives of the project; and attains the highest overall point score of all
Vendors shall be awarded the contract. The selection of the successfil Vendor will be made by a

consensus of the evaluation committee.

Evaluation Criteria: All evaluation criteria is defined in the specifications section and based on a 100
potnt total score. Cost shall represent a minimum of 30 of the 100 total points.

The following are the evaluation factors and maximum points possible for technical point scores:

7 Points Possible
8 Points Possible
10 Points Possible
5 Points Possible

= Organization

= Eligibility of Vendor

= Customer Support

» Air Fares/Auto Rentals/Limousine Services/Ground
Transportation & Lodging Accommodations

< Document Services

= Duty of Care

= Fees

= Reports & Training Services

= Consulting

= Implementation Plan

= Automation Capabilities

= Disaster Recovery Plan

J Points Possible
2 Points Possible
J Points Possible
5 Points Possible
5 Points Possible
5 Points Possible
8 Points Possible
3 Points Possible

= (Oral interview, if applicable) (N/A) Points Possible

» Cost 3¢ Points Possible

Total £ 00 Points Possible

Each cost proposal cost will be scored by use of the following formula for all Vendors who attained
the minimum acceptable score:

Lowest price of all proposal

X 30 =Price Score

6.2.1 Technical Evaluation: The Agency evaluation committee will review the technical proposals,
deduct points where appropriate, and make a final written recommendation to the Purchasing

Division.
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6.2.2 Minimum Acceptable Score: Vendors must score a minimum of70% (49 points) of the total
technical points possible. All Vendors not attaining the minimum acceptable score (MAS) shall
be considered as non-qualifying. A proposal may be deemed non-qualifying for a number of
reasons including, but not limited to, the bidder's technical proposal failing to meet the
minimum acceptable score and the bidder's technical proposal failing to meet a mandatory
requirement of the contract. Cost bids for non-qualifying proposals will also be opened but
shall not be considered. Certain information, such as technical scores and reasons for
disqualification, will not be available until after the contract award, pursuant to West Virginia
Code §SA-3-11(h) and West Virginia Code of State Rules §148-1-6.2.5.

6.2.3 Cost Evaluation: The Agency evaluation committee will review the cost proposals, assign
appropriate points, and make a final recommendation to the Purchasing Division.

Revised 6/8/2012
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Attachment A: Vendor Response Shee t

Vendors responding to this solicitation should provide detailed narrative descriptions of the following:

4.3 Qualifications and Experience:

4.3.1

432
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Organization

Vendor should submit any pertinent data relating to the Vendor's organization, personnel
and experience that would substantiate the vendor's qualifications and capabilities to
perform the services described herein. The vendor should state the name(s), title(s), phone

number(s) and email address(s) of each.

Vendor Response

Eligibility of Vendor

The vendor should supply a statement and documentation describing the Vendor's business
and ability to provide services required:

a. Provide a brief history of the company and include the latest andited statements, annual
or quarterly reports, rating from a nationally recognized credit rating organization or
any other acceptable proof of financial responsibility.

Vendor should submit evidence of the transaction capacity currently being utilized as
well as any additional capacity to be acquired to provide the specific work

requirements.

=2

c. Supply current organizational chart identifying the structure and size of the vendor in
relation to the scope of work.

d. Provide thorough and detailed proposals so that the state may properly evaluate the
vendor's capabilities to provide the required services. This should include a written
narrative of the vendors experience in providing travel services described herein.

€. Provide proof of at least five years experience as a full service, licensed ARC (Airline
Reporting Corporation) and 1ATA (International Association of Travel Agents) entity.
The vendor should submit evidence of at least two (2) customer profiles. These
customer profiles should include, but are not limited to: similar size, total booking
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amounts, and services {within+/- 20%) which would be required by the State of West
Virginia.

Provide a minimum of two (2) current references including individual name, company
name, address and telephone number of the individual named.

Provide data regarding the previous three years total air volume.
Identify what percentage of the business bookings is corporate or leisure.

List the number of corporate accounts with annual air volume exceeding $500 million.

Identify location(s) that will service the State account with preferences given to
locations in West Virginia. Indicate whether the locations identified arc company
owned, affiliated, franchised, etc. and list the physical location of employees assigned

to this account.

List the current operating hours for each location and number of employees at each
location.

The vendor should provide sufficient information to establish that adequate personnel
resources are available to support various travel needs of the State of West Virginia.

. Proposal should state the number of employees currently assigned to government travel

accounts.

The vendor should address the number of positions that would be assigned to the states
travel program and the number of hours each position will be assigned for
implementation and on-going operations for the duration of the contract.

Vendor Response

4.4 Project and Goals

4.4.1 Customer Support

The relationship between the travel agents and the State's travelers is critical to the success of
this contract. The State needs to understand how your agents will respond to our travelers and
their needs. The vendor shouid empioy proficient travel agents in sufficient numbers with
appropriate training to manage the State's travel needs. The vendor should provide customer
support to users of this contract. Please describe this support including:

4.4.1.1 Hours of operation:

Revised 6/8/2012
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a. 8:00A.M. through 5:00P.M., Monday through Friday, excluding legal holidays

via toll-free telephone number. Please include a description of hours and days
of coverage for domestic and international travel.

24 hours per day, 7 days per week availability to assist State travelers with any
travel emergency that may arise regardless of the time or location via toll-free
telephone number. Describe how emergency situations will be handled.

4.4.1.2 Staffing requirements:

a.

Fully trained reservationists who have the ability to retrieve the caller's
reservation records and/or caller's itinerary to promptly advise and assist the
travcler. Please describe the mechanisms utilized to assist customers in a timely

mannecr.

Employees' capability to answer questions and provide assistance in solving any
travel related problems that may arise. In the vendor response, identify what staff
training that is made available to your agents to keep them knowledgeable of
industry trends and changes and to promote customer service. Detail any
programs provided to your agents that increases or maintains the level of morale

and avoids or is a deterrent to agent burnout.

Adequate staffing to assure all calls are handled promptly and should have a
continual quality control program in service. Detail the number of agents the
vendor will dedicate to the State account and provide the level of experience and
number of years each representative has as the vendor's employce. Specify the
number of agents on each shift, their minimum experience level and shift
average experience level and describe the quality control program implemented.
Detail the current monthly productivity of travel agents in your organization
(What performance measures do you employ to measure the productivity of your
agents?) Describe all products and services that will be provided by contract
employment rather than. full time agency employees.

Emergency staffing to assist should the need arise. Describe how after hours
staffing is determined and how other accounts of similar size are managed in

regards to emergency situations.

4.4.1.3 Phone queue system:

Revised 6/8/2012

a.

Should not route outside calls to answering machines. In the event the phone
system is out of service, reservations should be handled manually. How arc

high call volumes and system outages dealt with? What formal contingency
plan do you have to sustain the reservation process in ease of a system failure or
outage? Do you have an alternate facility available to sustain operations in case
of a major service disruption at your main computer center?
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Vendor Response

4.4.2 Air Fares/Auto Rentals/Limousine Services/Ground Transportation & Lodging
Accommodations

The vendor should explain their capabilities to offer the following service(s) in regards to
Air Fares/Auto Rentals/Limousine Services & Lodging Accommodations:

a. Explain your standard for ticket delivery, cancellations, changes and refunds.

b. Describe and provide an example of any standard management reports you
propose to submit to the State Travel Management Office.

c. Describe the hotel reservation process. Indicate the standard response time for
confirmation of reservations. How do you assure the traveler receives the best
available rate when faced with issues such as agency negotiated rates,
government contract rates and best market/corporate rates? What, if any,
incentives can you offer such as late check-in, express check-out, etc. at certain

facilities?

d Describe the car rental process. How do you assure the traveler receives the
best available rate when faced with issues such as agency negotiated rates,
government contract rates and best market corporaterates? Can you reserve

express service for travelers?

e. Describe your ability to secure additional ground transportation arrangements
including limo/shuttle and negotiated rack rail rates.

4.4.2.1 First consideration should be given firms that have existing contracts/agreements.

4.4.2.2 Vendor should offer all reservations at the most economical rate. Please describe
appropriate hardware and software to book fares at the lowest possible price, change
and cancel fares as requested, reconcile billings regularly, and profile traveler
preferences electronically.

a. Describe how the will be vendor will be incompliance with the State Travel
Regulations and work with the State's travelers in order to keep within the
limitations and policies established while traveling. Describe automated and
manual tools to assist with processing the State's negotiated discount contracts,
group rates, and government contracted rates.

b. Describe your quality control software that guarantees lowest fares. Does the
process differ for domestic v/s international?

Revised 6/8/2012
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4.4.2.3 Vendor should advise travelers of the availability of different flight options which may
produce lower fare flights plus or minus three hours of the requested departure time
that produce lower fares or flights are available with one stop in lieu of more expensive

non-stop flights.

. Please describe the vendor's ability to book airfares up to 180 days in advance
of the departure.

b. Describe the airline reservation system you now employ. Which is your
primary system? Identify which system you recommend for use with your
contract.

Describe your abilities to provide airline reservations and services including
bulk ticket purchases, promotional coupons, consolidator tickets, frequent flyer
mileage, airline two-for-one promotional fares, etc.

d. Describe your ability to secure special airline services for travelers including
seat clearance in preferred seating areas, automated flyer upgrades, assistance
for physically impaired travelers, etc.

Vendor Response

443 Document Services

The vendor should describe if the following are included in their proposal and how they will be
treated:

4.4.3.1 Visa information and applications.
4.4.3.2 Database of travelers' visa(s) and passport numbers with expiration dates.

4.4.3.3 Reminders to the individual travelers six (6) months prior to expiration (of visa).

Vendor Response
4.4.4 Security Issue Awareness

The vendor should make travelers aware of any possible security issues concerning destination or
carriers. Vendor should explain how the following will be accomplished:

4.4.4.1 Inform travelers as to the areas of the world where travel may be unsafe due to
international terrorism as well as specific carriers that should be avoided as advised by

the State Department.
4.4.4.2 Describe your Duty of Care Program
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4.4.4.3 In the event of loss/theft of traveler's passport, the Vendor being required to provide
assistance in obtaining an emergency renewal.

Vendor Response

4.4.5 Fees

The vendor should disclose any fees; describe how the following will be accomplished:

4.4.5.1 The transaction fee should only be charged at the time of the ticketing of an airline
reservation or when a reservation is confirmed with a confmnation number and fee
should not be charged regardless of the number of changes made to an itinerary until

the airline ticket is issued.

4.4.5.2 For reservations with multiple travel suppliers such as rental car, hotel, and airline
reservations, there should be only a single fee for one reservation or trip.

Vendor Response

4.4.6 Reports & Training Services

4.4.6.1 A representative of the vendor who 1s familiar with the State account should provide:
(I) consultation services, (2) assistance to identify and resolve all service problems and
advise, with suggestions, to the Travel Management Office staff through reports and
observations of methods or procedures to improve services or correct problems in the

following areas:

a. Assistance in monitoring and enforcing the State's travel policies to reduce travel
expenses without reducing quality of customer service.

b. Advising the State of current changes and trends in the travel industry, in addition to,
offering continuous process improvements.

Please elaborate on how the above will be met.
Vendor Response

4.47 Consulting

The vendor may be required to provide consulting services; vendor should explain their
capabilities for the following:

4.4771 The vendor should be qualified and prepared to assist any State agency with
consultation and staff support to arrange for meetings, conferences, seminars, and
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regional meetings. Describe examples of consultation provided to customers of similar
size and characteristics, citing references and providing relevant contact information.
This contact information should include name, address(s), phone number(s), and email
address(s). Additionally, identify any fee associated with this service if applicable.
Describe the training that will be offered to State Travel Coordinators upon assumption
of the contract. Examples of training subject matter should include travel safety issues,

tips on traveling alone, ctc.

4.4.7.2 The vendor must act as a consultant to the State to secure/negotiate net or reduced
airfares on behalf of the State at no additional cost. Describe how the vendor will act as

a liaison for the State of West Virginia.

Vendor Response

4.4.8 Implementation Plan

The state intends to implement the program statewide. Impiementation should be seamless to the

traveler with no disruption in service. Vendor should work with all existing contracts for air, car

rental, hotels, etc. and be familiar with all State Travel Regulations before implementation. Please
provide how this need will be met, and elaborate on the following:

4.4.8.1 Provide a proposed implementation timetable and schedule of everits.

4.4.8.2 Tdentify the number and type of personnel that will be dedicated to the implementation
plan.

4.4.8.3 Describe the Agent's experience at implementation of service for accounts of similar
size and annual bookings.

4.4.8.4 Identify the key person responsible for implementation of the State account.

4.4.8.5 Vendor should assist the state with an implementation plan, i.e., recommendations about
the implementation ofthe pilots, suggesting the number of agencies to be used in pilot,
recommended periods of benchmarking and success measurement techniques.

4.49 Automation Capabilities

4.4.9.1 Vendor should summarize the automation capabilities offered. The foliowing topics
should be addressed:

a. Online inquiries
b. Upload and Download Capabilities
c. Internet Access
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4492 Vendor should explain plans to retain the high level of expertise, addressing, but not
limited to the following topics:

a. Research and development cominitment
b. Continuing education of staff
& Association/memberships of vendor staff.

4.4.9.3 The system should be able to support policy and procedure enforcement at the State,
Agency, and Department/Division level. It is highly desirable for a system to be able to
track and manage travelers whose trips are subject to rules that vary. The system
should be able to identify rules for acceptable travel types by traveler, by agency or
department. System capabilities must include mechanisms to manage and/or change
traveler choices to ensure compliance with preset rules. Describe how the system
would provide such support and describe the system capabilities.

4,494 H is desirable for a system to integrate with the State's travel expense reporting system
to create and maintain a traveler profile information while offering a method of the
traveler to maintain the personal demographic information contained in the profile
(such a birth date, gender, and desired seating assignments), while at the same time
disallowing the maintenance of some travel parameters (changing name, updating home
address, or changing class of service. Describe how the proposed system would

integrate with current State systems.

4.4.9.5 The vendor should provide a robust, configurable online booking.tool that can integrate
with an expense management tool. (i.e. profile creation/maintenance, passing of itinerary

A A

choices and status updates). Describe how the proposed online booking tool would
satisfy the following requirements:

a. The system should support the ability to book airfare, lodging, rail, and ground
transportation for domestic and international travel.

b. The system should have the capability to integrate with the state's expense
management tool to facilitate pre-trip approvals of the proposed itinerary, prior to
reservation or purchase. Some agencies require travelers to obtain multiple levels of

approval for a trip in advance of the final booking.

The system should be able to support the need of the State to enforce the use of the
authorized transportation, lodging provider(s) and other approved travel service
reiated suppiiers for business iravel. Exception reporiing and informational aleiis

are desired.

d. The vendor should provide access to online accounting services such as invoice
search, refund status and MIS reports to the Travel management office,

coordinators, and travelers.
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4.4.9.6 Vendor should explain their ability to issue electronic tickets to travelers regardless of

4497

their location, during normal work hours, after work hours, and on weekends if
necessary. All tickets should be delivered in a timely matter according to the
employce's needs. The vendor should state their nation-wide "800" (or equivalent
national toll-free number) that travelers can call24 hours per day/7 days per week to
receive full service. Please describe whether this service is an agency operated function
or a contracted function of your Agency. If contracted, describe the company and
services available. Describe your ability to accommodate electronic ticketing.

Vendor should have an Internet connection and electronic mail address that can be used
by the State to make reservations, service requests, travel waivers and assist with other
travel related business (written instructions should be made available by the vendor as
part of the State Travel Coordinator's training). System should permit Travel
Coordinators or travelers to query a reservation system for airlines, car rentals, and
hotels and permit online booking or reservations. System should provide a
confirmation in a secure electronic environment, including transmission of confidential
information such as credit card and traveier personal profiles. Describe your current
supporting software capabilities (low fare search, e-mail, fax, reservations, etc.) and
any future automation plans. Do you employ your own programming staff or is this
function contracted? Describe your internet service capability in detail (management

reports, etc.).

4.4.9.8 Defime your automation for business travel reservations, in-house reporting and

accounting.

Vendor Responsc

4.4.10Disaster Recovery Plan

The vendor should describe its disaster recovery plan in detail and indicate the length of time
required to restore full service assuming the Vendor's primary operation site is unavailable due to

either man made or natural disaster.

Vendor Response

Revised 6/8/2012



REQUEST FOR PROPOSAL
(Travei18)

Attachment B:Mandatory Specification Checklist

4.5.1 Mandatory Requirement 1: Accommodations and Travel

4.5.1.1 The vendor will be required to book air and ground transportation, hotel, and
motel rooms for the State's business travelers according to the WV State Travel
Rules. The traveler will be provided an itinerary to confirm arrival and departure
dates, mode of travel (air, rail, or rental car), and the name of the hotel and room
rate. The vendor will obtain the lowest fare possible which meets the traveler's
agenda for the mode of travel preferred, the accommodations, and any in-city

ground transportations

4.5.1.2 The vendor guarantees to offer State travelers the Lowest Logical Available
Airfare (LLAA) at the time the reservation is placed.

4.5.1.3 Objective 2: The vendor is responsible for ticketing the specified time to ensure
application of LLAA.

4.5.1.4 If any flight is canceled with the legal time frames specified by the air carrier, the
vendor is responsible to inform any traveler of any penalty that may be incurred
due to change or cancellation of special fares. The notification should be
communicated prior to ticketing and restated on the traveler's itinerary

4.5.2 Mandatory Requirement 3:System Integration

4.5.2.1 The vendor must provide access to the reservation system {Apollo, Sabre.etc.) to the

Travel Management Office (the Travel Management Office randomly checks
reservations for accuracy and compliance with travel regulations) as well as the
management information reports normally supplied to a corporate client with ad hoc
reports upon request with reasonable notice.

4.5.3 Mandatory Requirement 4:Billing

The successful vendor shall bill at time of sale and shall be in accordance with the
terms and conditions established herein.

4.5.4 Mandatory Requirement 5: Fees

4.5.4.1 Fees will be based off air carrier transactions only and will not be permitted for hotel
and/or rental car only reservations. The transaction fee should only be charged at the
time of the ticketing of an airline reservation or when a reservation is confirmed with a
confirmation nwnber. A transaction fee should not be charged regardless of the number
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of changes made to an itinerary until the airline ticket issned. For reservations with
multiple travel suppliers such as rental car, hotel, and airline reservations, there should

be only a single fee for one reservation trip.

4.5.5 Mandatory Requirement 6: Tickets & Itinerary
4.5.5.1 The State of West Virginia will not pay for paper tickets for domestic travel.

4.5.5.2 Vendor shall have the capability to dispatch airline tickets to any area of the world
either through the Vendor's own network of offices, airport ticket counters, orE-

Tickets.

4.5.5.3 E-Tickets shall be provided by the vendor to the traveler when applicable.

4.5.5.4 Itinerary-Upon issuance of theE-Tickets, two full copies of the traveler's itinerary
must be provided. The itinerary must indicate:

Full address and phone number of the booking Agent

Carrier name(s) and flight numbers (departing and returning)
Arrival and departure dates and times

Seat assignment, meal service

Ground transportation confinnation number

Hotel/Motel reservation name and confirmation number

The lowest fare available or reason lowest fare not utilized
Standard rate versus the traveler's actual rate and savings ifany

PR mo e R

4.5.6 Mandatory Requirement 8: Certifications Related to Lobbying:

4.5.6.1 Vendor certifies that no federally appropriated funds have been paid or will be paid, by
or on behalf of the company or an employee thereof, to any person for purposes of
influencing or attempting to influence an officer or employee of any Federal entity, a
Member of Congress, an officer or employee of Congress, or an employee of a member
of Congress in connection with the awarding of any Federal contract, the making of
any Federal grant, the making of any Federal loan, the entering into of any cooperative
agreement, and the extension, continuation, renewal, amendment or modification of
any Federal contract, grant, loan, or cooperative agreement.

If any funds other than federally appropriated funds have been paid or will be paid to
any person for influencing or attempting to influence an officer or employee or any
agency, a Member of Congress, an officer or employee of Congress, or an employee of
a Member of Congress in connection with this Federal contract, grant, loan, or
cooperative agreement, the Vendor shall complete and submit a disclosure form to

report the lobbying.

Revised 6/8/2012
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Vendor agrees that this language of certification shall be included in the award
docwnents for all sub-awards at all tiers (including subcontracts, sub-grants, and
contracts under grants, loans, and cooperative agreements) and that all sub-recipients
shall certify and disclose accordingly. This certification is a material representation of
fact upon which reliance was placed when this contract was made and entered into.

4.57 Mandatory Contract Item 9: Record Retention (Access & Confidentiality)

4.5.7.1 Vendor shall comply with all applicable Federal and State of West Virginia rules and
regulations, and requirements governing the maintenance of documentation to verify
any cost of services or commodities rendered under this contract by Vendor. The
Vendor shall maintain such records a minimum of five (5) years and make available all
records to Agency personnel at Vendor's location during normal business hours upon
written request by Agency within 10 days after receipt of the request.

Revised 6/8/2012
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By signing below, I certify that | have reviewed this Request for Proposal in its entirety; understand the
requirements, terms and conditions, and other information contained herein; that I am submitting this
proposal for review and consideration; that I am authorized by the bidder to execute this bid or any
documents related thereto on bidder's behalf; that T am authorized to bind the bidder in a contractual
relationship; and that, to the best of my knowledge, the bidder has properly registered with any State

agency that may require registration.

=
e b

ve Name, Title)

304 - 357 -080)

(Contact Phone/Fax Number)

5-24-2017

{Date)

Revised 6/8/2012
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Attachment C: Cost Sheet

As explained in the request for proposal, Vendor will not charge a booking or other fee to the State for
reservations related to hotel and rental car services. Accordingly, this cost sheet is composed of three
sections, all related to airline reservations as follows: On-line reservations with no agent assistance,
reservations with agent assistance, and reservations for international travel.

Each section has an estimated number of transactions per year based on typical contract usage for the
given service. A transaction represents an airline reservation for one individual person and any requested
changes to that reservation. The estimated purchase volume for each item represents the approximate
volume of anticipated purchases only. No future use of the Contract or any individual item is guaranteed

or implied.

Vendor should complete the Cost Sheet by inserting the fee pet transaction in the blank space provided

for each item. The fee should then be multiplied by the (approximate) transactions with the product
presented in the blank space at the end of each line. The total of all products should then be summed and
entered into the Total space. The Vendor should complete the Cost Sheet in its entirety as failure to do so

may result in Vendor's bids being disqualified.

Vendor shall complete the following:

On-line reservations with no agent assistance:
$ fee per transaction X 3750 (approximate) transactions=$

Reservations with agent assistance:
$ fee per transaction. X 4100 (approximate) transactions = $

International travel:
$ fee per transaction. X 150 (approximate) transactions = § -

TOTAL: §

Revised 6/8/20J2
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If applicable, sign and submit the attached Resident Vendor Preference Certificate with the proposal.

Revised 6/8/2012



Wy-10 State of West Virginia
awrs . VENDOR PREFERENCE CERTIFICATE

D8/MHS
Certfication and appiication is hereby made for Preference in accordance with West Virginia Code, §5A-3-37. (Does notapply to
construction contracts). West Virginia Code, §5A-3-37, provides an opportuntty for quafiying vendors to request (at the time of big!)
preference for their residency status. Such preference is an evaluation method only and will be applied only to the cost bid in
accordance with the West Virginia Code. This certificate for application is to be used to request such preference. The Purchasing
Diviston will make the determination of the Vendor Preference, i applicable.

E:, Application is made for 2.5% vendor preference for the reason checked:

Bidder Is an individual resident vendor and has resided continuously in West Virginia for four (4) years immediately preced-

ing the date of this ceriification; or,
D Bidder is a partnership, association or corporation resident vendor and has maintainedits headquaners or principal placs of
business continuously in West Virginia for four {4) yearsimmediately preceding the date of this certification; or 80% of the
ownership inferest ot Bidder is held by another individual, partnership, association or corporafion resident veridor who has
maintained its headquarters or principal piace of business continususly in West Virginia for four (4) years immediately

preceding the date of this certiication; or,
D Bidder is a nonresident vendor which has an affiliate or subsidiary which employs a minimum of one hundred state residents
andwhich has maintained fts headquarters or principal place of business within West Virginia continuously for the four (4)

years immediately preceding the date of this certification; or,
Application is made for 2.5% vendor preference for the reason checked: .
on average at least 75% of the empioyees

Bidder is a resident vendor who certifies that, during the life of the contract,
working on the projectbeing bid are residents of West Virginia who have resided in the siate continuously for the two years

immediately preceding submission of this bid; or,
3. Application is made for 2.5%
E] employing a minimum of one hundred siate residenis oris a nonresident vendor with an

i

Bidder is a nonresident vendor

cenfinuousty for the two years immediately preceding submission of this bid: or,
Application Is made for 5% vendor preference for the reason checked:
Bidder meets eltherthe requirement of both subdivisions (1) and {2) or subdivision (1) and (3) as stated above; or,
5, Application Is made for 3.5% vendor preference who Is a veteran for the reason checked:
L] Bidderisanindvidual resident vendor who s a veteran of the Unfted States ammed forces, the reserves or the National Guard
and has reslded in West Virginia continuously for the four years immediately preceding the date on which the bid is
submiited; or,
b Application is made for 3.5% vendor preference who is a veteran for the reason checked:

i the reserves or the National Guard, i, for

Bidder is 2 resident vendor
purposes of producing or distributing the commodities or completing the project
] i ly-five percent of the vendor's employees are

residents of West Virginia who have resided in the state continuously for the two immediately preceding years.
7. Application is made for preference as 2 non-resident small, women- and minowiy-owned business, in accor-
D dance with West Virginia Code §5A-3-59 ang West Virginia Code of State Rulss,
idder has been or expects tobe epproved prior #o conact award by the Purchasing Division as a certified smail, women-
nority-owned business.

andmj
Bidder understands if the Secretary of Revenue determines that a Bidder receiving preference has failed to continue to meet the
requirements for such preference, the Secretary may order the Direclor of Purchasing 10: (a) reject the bid: or {b) assess a penalty
against such Bidder in an amount not to exceed 5% of the bid amourit and that such penaity will be paid to the coniraciing agency
or deducted from any unpaid baiance on the contraci or purchase order.
By submission of this centificate, Bidder agrees to disclose any reasonably requested information to the Purchasing Division and
authorizes the Department of Revenue 10 disclose to the Director of Purchasing aporopriate informatien verkying thed Bidder has paid
the required business taxes, provided that such in ion does not contain the amounts of taxes pafd nor any other infarmation

deemed by the Tax Commissionerto be confidential.
Under penalty of law for false swearing (West Virginia Code, §61-5-3), Bidder hereby certifies that this cerlificate Is true
ldder and i anything contained within this certificate

and accurate in all respects; and that if a contract is issued fo B
changes during the term of the contract, Bldder will notify the}whaszeﬂhm
i\ —
SN O

%
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STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

MANDATE: Under W.va. Code §5A-3-10a, no contract or renewal of any contract may be awarded by the state or any
of its political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a related party
to the vendor or prospective vendor is a debtor and: (1) the debt owed Is an amount greater than one thousand doflars in

the aggregate;or (2} the debtor is in employer defauilt.

EXCEPTION:The prohibition listed above does not apply where a vendor has contested any tax administered pursuant to
chapter eleven of the W. Va. Code, workers' compensation premium, permit fee or envircnmental fee or assessment and
the matter has not become finalor where the vendor has entered into a payment plan or agreement and the vendor is not

in default of any of the provisions of such plan or agreement.

DEFINITIONS:

"Debt"means any assessment, premium, penalty, fine, tax or other amount of money owed to the state or any of its
political subdivisions because of a judgment, fine, permit violation, license assessment, defaulted workers'
compensation premium, penalty or other assessment presently delinguent or due and required to be paid to the state
or any of its political subdivisions,including any interest or additional penaities accrued thereon.

"Employer default” means having an outstanding balance or fiability to the old fund or to the uninsured employers’
fund or being in policy default, as defined in W. Va. Code § 23-2¢-2, failure fo maintain mandatory workers'
compensation coverage, or faiilure to fully meet Its obligations as a workers’ compensation self-insured employer. An
employer is not in employer default if it has entered into a repayment agreement with the Insurance Commissioner
and remains in compliance with the o Jigations under the repayment agreement

"Reiated party" means a party, whether an individual, corporation,partnership, association, limited liability company or
any other form or business association or other entity whatsoever, related to any vendor by blood, mariage,
ownership or contract through which the party has a relationship of ownership or other interest with the vendor so that
the party wiil actually or by effect receive or control a portion of the benefit, profit or other consideration from
perfonnance of a vendor contract with the party receiving an amount that meets or exceed five percent of the total
contract amount.

AFFIRMATION: By signing this form,the vendor’'s authorized signer affirms and acknowledges under penalty of

law for false swearing {W. Va. Code §61-5-3) that neHher vendor nor any related party owe a debt as defined

above and that neHher vendor nor any related party are in employer default as defined above,uniess the debt or
employer defauit |s permitted underthe exception above.

TTooel Seevise el

Vendor's Nl &= rrma e =—
Authorized S Tigrmasturre: 2 i A ate:—é—-g-l{-—“ggﬂ—

State of uﬁl_Si IA(@!‘_ jﬂ
County of ! Qﬂ (Zgggbﬁ , to-wit:

Taken, subscribed, and sworn to before me this:ll}day of

WITNESS THE FOLLOWING SIGNATURE:

2017

My Commission expires mfﬁ‘m NS . 202"1‘

NOTARY FPUJES L1 CMMALQMW

AFFIX SEAL HERE
V Purchasing Affidavit {Revised 0810112015)

KAREN S COTTRELL

MATIONAL TRAVEL SERVICE INC

707 VIRGINIA STREET E STE 100
CHARLESTON, WV 26301

Y COMMISSION EXPIRES MARCH 2, 2024 4




National Travel, Inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001

AttachmentA: Vendor Response Sheet

Vendors responding to this solicitation should provide detailed narrative
descriptions of the following:

4.3 Qualifications and Experience:

4.3.1 Organization

Vendor should submit any pertinent data relating to the Vendor's organization,
personnel and experience that would substantiate the vendor's qualifications and
capabilities to perform the services described herein. The vendor should state the
name(s), title(s), phone number(s) and email address(s) of each.

Founded in 1977, National Travel has provided 40 consecutive years of superior service in the travel
industry. We rank in the top 25 of all U.S. travel companies according to Business Travel News. National
Travel serves a diverse clientele ranging from small businesses to large international corporations, in
addition to the State of WV and several US government agencies.

Having served as the travel management company for the State of West Virginia for the past 31 years,
National Travel has substantial experience fulfilling the needs of state travelers and knowledge of state
policy.

The following executive, management and technical staff have an average of more than 20 years
experience in corporate and government travel management, and will lead the efforts to deliver a “best
in class” travel management program to the State of West Virginia.

Ted Lawson, President & CEQ o  Amanda Austin, Director of Client Services
304-357-0801, ext. 1231 304-357-0801, ext. 1278
tedlawson@nationaltravel.com amandaa@nationaltravel.com

Karen Cottirell, Vice-President, Finance

304-357-0801,ext.1255 » Joe Lambert, Comptroller
karenc@nationaltravel.com 304-357-0801, ext. 1229

Ann Hoskins, Vice-President, Operations [oel@nationaltravel.com

304-357-0801, ext. 1233 e Michael Hall, Manager, IT Support
annh@nationaltravel.com 304-357-0801, ext. 1242

Jill Robinson, Vice-President, Morgantown michaelh@nationaltravel.com

304-598-0160 ext. 3222
jilr@nationaltravel.com

“
May 23, 2017 Page 1 Attachment A




National Travel, Inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001

4.3.2 Eligibility of Vendor

The vendor should supply a statement and documentation describing the Vendor's
business and ability to provide services required:

a. Provide a brief history of the company and include the latest audited statements,
annual or quarterly reports, rating from a nationally recognized credit rating
organization or any other acceptable proof of financial responsibility.

National Travel is a West Virginia corporation and 90% of our employees reside in West Virginia. In 1977,
Ted Lawson, a former airline executive, returned to his native West Virginia, and with two other
investors, purchased the travel agency from Charleston National Bank, changing the name to National
Travel. At that time, National Travel, with 3 employees, had primarily a leisure/vacation clientele.

Mr. Lawson directed a concerted effort to transform the agency into a leading travel management
company by continually investing in leading edge technology and adopting a service philosophy that
would accommodate the most discriminating business travel clientele.

Today, Nationai Travei, with offices in Charieston (2), and Morgantown WV, ranks among the top 1% of
U.S. travel companies, with 70 employees. With current annual gross sales exceeding $75 million, we
have earned a Dunn and Bradstreet rating of AAA-1, and we serve companies across the United States.
In 1991, we were awarded our first contract to serve the Federal government with a contract to serve
the US Courts under a nationwide contract. Based on our experience and reputation, we have also
been selected to serve as the travel management company for additional Federal agencies under
nationwide contracts, including the United States Courts, the Federal Emergency Management Agency
(FEMA), the National Transportation Safety Board (NTSB), the US Government Printing Office, the
United States Tax Court, and the Federal Retirement Thrift Investment Board. All of this is handled from
our home in West Virginia.

National Travel Milestones

1977 Acquired by present ownership

1978 Founding Member, Travel Trust

1980 Opened retail travel branch, Charleston Town Center Mall

1886 Awarded first travel management contract for the State of WV

1987 Selected by Apollo for beta-testing for new satellite ticket printer

1990 Acquired Cranberry Travel, Morgantown WV

1991  Awarded first Federal government contract, United States Courts

1994 Installed Automatic Call Distribution telecommunications system

1995 Managed iniernationai irade missions for Senator Rockefeiier and Governor Caperton
1996 First introduced online booking capability

1999 Upgraded accounting and MIS technology to Globalware

2000 Awarded nationwide task orders to serve FEMA and 4 additional Federal agencies
2001 Introduced AIRS Automated Invoice & Refund System

- _______________ .~ e
May 23, 2017 Page 2 Attachment A




National Travel, inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1760000001

2002 Implemented automated call back system

2003 Awarded new nationwide contract by GSA under Travel Services Solutions contract

2005 Became a reseller of GetThere online booking system

2006 Joined American Express Retail Network

2011 Introduced NTI mobile applications

2012 Introduced Concierge Class service concept

2015 Upgraded telecommunications sytem to Shoretel

2016 Implementation of Travelport Smartpoint platform
Implementation of SSI, Special Services International

2017 Completed rebuild of Customer Relations Management System
Completed rebuild of CityTrax, event management program
Appointed by American Express as Gold Card Service Representative

An Annual Statement is included as Exhibit 1.
A Current Dunn & Bradstreet rating is included as Exhibit 2.

b. Vendor should submit evidence of the transaction capacity currently being
utilized as well as any additional capacity to be acquired to provide the specific work
requirements.

National Travel has served as Travel Management Company for the State of West Virginia for 31 years,
and currently has the capacity to serve all needs under the new contract, making any transition seamless
to all invoived. We are ranked among the top 25 U.S. Travel agencies by Business Travel News.

C. Supply current organizational chart identifying the structure and size of the
vendor in relation to the scope of work.

Corporate Headquarters: Charleston, West Virginia

Classification: Class C Carporation

Locations: Charleston, WV (2 offices)
Morgantown, WV (1 office)

Dunn & Bradstreet Rating: AAA-1

Gross Sales, 2016: 75 million dollars

Employees: 70

An Organizational Chart is provided as Exhibit 3.

d. Provide thorough and detailed proposals so that the state may properly
evaluate the vendor's capabilities to provide the required services. This should
include a written narrative of the vendors experience in providing travel services
described herein.

T .
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National Travel, Inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001

National Travel has extensive experience as the Travel Management Contractor for the State of WV for
the past 31 years and we fully understand our responsibility for all areas of operations in accordance
with the terms and conditions of this contract. While serving as the incumbent does offer certain
advantages, particularly in offering a seamless implementation, we take nothing for granted.

Since our selection as the State’s travel management contractor in 1986, we have been able to bring to
the State substantial cost savings and leading edge services. National Travel’s home is West Virginia;
however we serve corporations and governmental agencies nationwide.

We have been very effective in efficiently managing travel for State of West Virginia because of our
technology and infrastructure, often giving the State additional benefits beyond the contractual
requirements. Our commitment to continuous improvement and enhancement to the services while
the contract is in place is one of the halimarks of National Travel’s commitment to the State of West
Virginia. State of WV travelers have benefitted from our service enhancements such as our Concierge
service, our deployment of FlightStats enroute flight monitoring, and our complimentary mobile app.

National Travel has great experience supporting end-to-end travel management system, including our
active participation in the implementation of the State’s contract with TRX, and assuming the contract
with nuTravel. We also have extensive experience in implementation of similar online booking tools,
and have the necessary experience and expertise to support your goals of adoption of the online
system.

Our in-depth knowledge of the State travel management program, combined with our experience in
integration of approval and expense reporting technologies with a total travel management program,
makes National Travel the ideal choice to continue to serve the travelers of the State of West Virginia.

e. Provide proof of at least five years experience as a full service, licensed ARC
(Airline Reporting Corporation) and IATA (International Association of Travel
Agents) entity. The vendor should submit evidence of at least two (2) customer
profiles. These customer profiles should include, but are not limited to: similar size,
total booking amounts, and services (within+/- 20%) which would be required by the
State of West Virginia.

National Travel exceeds this requirement; we have 40 years as a full-service, ARC and IATAN approved
and bonded travel agency. National Travel carries the maximum bond allowed by ARC. We have served
as the Travel Management contractor to the State of West Virginia for 31 years, and have similar service
records with other government entities as well as private companies.

See Exhibit 4 for ARC/IATA ceriification.
Customer Profiles:

The State of WV: We submit as evidence of our ability to serve the State our 31 years experience
in providing the complete range of services outlined in the proposal.

%
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National Travel, Inc. In Response to

Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001
US Courts: National Travel was awarded our first Federal government contract in 1991 when we

were selected as the first nationwide travel management contractor, serving the Federal Judiciary under
a non-mandatory contract. We continue to provide service to the US Courts, receiving our most recent
contract in 2012. The approximate air volume under the contract is $8 million.

f. Provide a minimum of two (2) current references including individual
name, company name, address and telephone number of the individual named.

Ms. Tange Drake
FEMA

500 C Stireet SW
Room 718
Washington, DC 20472
202 646-2983

Tange.Drake@dhs.qov

Ms. Stacy Slette

US Courts

One Columbus Circle
Washington, DC 20002
202 502-3294

Stacy_Siette@ao.uscourts.gov

g. Provide data regarding the previous three years total air volume.

2014 $54 million
2015 $59 million
2016 $65 million

h. Identify what percentage of the business bookings is corporate or leisure.

Business Mix: 65% corporate/ governmenit
20% leisure
15% meetings/groups

i. List the number of corporate accounts with annual air volume exceeding $500

million.
United States Courts $8 miliion annual
Federal Emergency Management Agency $23 million annual
State of West Virginia $5 million

“
e e A A —————
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National Travel, Inc. In Response to
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j- Identify location(s) that will service the State account with preferences
given to locations in West Virginia. Indicate whether the locations identified
are company owned, affiliated, franchised, etc. and list the physical location
of employees assigned to this account.

National Travel will serve the State of West Virginia from our company owned travel management
centers in Charleston WV and Morgantown WV. This configuration enables us to offer the advantage of
designated personnel, more than 90% of whom are residents of WV, to specialize in serving the State of
West Virginia.

Using leading edge technology, National Travel serves customers nationwide from our service centers in
West Virginia. The approach to serving customers with dedicated teams of agents operating in a central
location offers tremendous advantages in offering personnel depth, specialized expertise, and the
necessary economies of scale to support capital investment in technology. This strong infrastructure
supports superior service delivery to the customer

k. List the current operating hours for each location and number of employees at
each location.

Corporate Headquarters & Traveli Management Center
100 Chase Tower

Charleston, WV 25301

24 hours/365 days/ year

Employees attached to this location: 58

National Travel Morgantown

2 Suburban Court

Morgantown, WV 26505

Hours: 8:00am-6:00pm (ET) Monday-Friday
Employees at this location: 8

National Travel Vacation Gallery

164 Court Street

Charleston, WV 25301

Hours: 10:00am 7:00pm (ET) Monday-Saturday
Employees at this location: 5

L The vendor should provide sufficient information to establish that adequate
personnel resources are available to support various travel needs of the State of
West Virginia.

National Travel's staff is organized into several teams of travel specialists. These teams range from 5-12
people, and have auxiliary or support personnel assigned to assist with ticket issuance, seat
assignments, hotel research, concierge services and ticketing and accounting support. In addition,

———%—
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National Travel, Inc, In Response to
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research assistants, agents with less than one year experience, may be assigned to a team to be
mentored by a supervisor or senior agent. We also designate certain utility agents, who may not be
assigned to a particular team, but possess the necessary expertise and experience to serve as specialists
in multiple areas.

National Travel's serves the State primarily from our office in Morgantown. Our telephone and
computer systems are integrated between all offices to allow for agents located in one office to
seamlessly support surges in call volume, changes to existing reservations, and ticketing. All agents
complete training on WV State travel policies and procedures.

m, Proposal should state the number of employees currently assigned to
government travel accounts.

Federal Government 33
State of West Virginia 7

n. The vendor should address the number of positions that would be assigned to
the states travel program and the number of hours each position will be assigned
for implementation and on-going operations for the duration of the contract.

National Travel currently provides a team of 7 agents, including a department manager, who assist the
State of West Virginia, Monday — Friday, 8am-6pm. Outside of these hours, our 24 hour support team is
composed of senior agents who are specifically trained on travelers’ rights and are experienced in
solving any travel problem that might arise. They are specifically trained on State of West Virginia Travel

policy.

Each team has a utility agent qualified to provide support in another area when required due to staffing
shortage (illness, personal day} or exceptional volume. The same support can be extended to other
offices, since both our telecommunication systems and reservation systems link all offices. Should all
State specialists be assisting customers, new incoming calls will immediately be directed by our
telecommunications system to our Special Services department. Qur independent quality control
system, deployed with Agency Technology, also monitors reservations from all teams and offices.

The team concept, supported by utility and support personnel, works in conjunction with our
telecommunication system to enable us to instantly make adjustments as call volume fluctuates from
one area to another.

Refer to item 4.4.8 Implementation Plan for specifics on personne! assigned to implementation.

%_—_
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National Travel, Inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001

4.4 Project and Goals
4.4.1 Customer Support

The relationship between the travel agents and the State’s travelers is critical to the
success of this contract. The State needs to understand how your agents will respond
to our travelers and their needs. The vendor should employ proficient travel agents in
sufficient numbers with appropriate training to manage the State's travel needs. The
vendor should provide customer support to users of this contract. Please describe this
support including:

4.4.1.1 Hours of operation:

a. 8:00A.M.through 5:00P.M., Monday through Friday, excluding legal
holidays via toll-free telephone number. Please include a description of hours
and daysof coverage for domestic and international travel.

National Travel exceeds this expectation. The assigned team of agents who specialize in State travel
operate from 8:00A.M. — 6:00 P.M., Monday through Friday. !n addition, your travelers are able to
access assistance from a National Travel employee 24/7/365 from anywhere in the world via a dedicated
toll free number.

National Travel’s after hours support is not subcontracted or outsourced to a third party call center.
Whenever your travelers call for reservations or assistance, they will be speaking to a National Travel
employee. National Travel does not charge any additional fees or surcharges for calling in after-hours,
on holidays, or weekends.

b. 24 hours per day, 7 days per week availability to assist State travelers with
any travel emergency that may arise regardless of the time or location via toll-
free telephone number. Describe how emergency situations will be handled.

Exceeding the requirements of the State, National Travel provides full travel service on a regular basis
365 days/year. Clients are assisted with a consistent, high level of service regardless of location,
destination or need, as weli as time of day or night they caii. Nationai Travel Service is open 24
hours/day, 7 days a week and always staffed with our own employees, who are agents trained to assist
all travelers and capabie of handling emergency situations. Please refer to staffing in item 4.4.1.2 for
additional details. We do not subcontract our 24 hour service to a third party, so your travelers will
always be speaking to a National Travel employee when they need assistance.

Emergency situations, which internally are referred to as “Code 1" type calis, take precedence over
general inquiries and standard reservations (Code 2 & 3 type calls). Cails are never automatically routed
to an answering machine. All calls are handled promptly and we deploy a quality control system to
continually monitor all reservations.
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National Travel, Inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001

4.4.1.2 Staffing requirements:

a. Fully trained reservationists who have the ability to retrieve the caller's
reservation records and/or caller's itinerary to promptly advise and assist the
traveler. Please describe the mechanisms utilized to assist customers in a timely
manner.

National Travel meets and exceeds this requirement. All calls are routed via the telecommunication
system to the specific team of agents who support that department or contract, and answered within a
period of 30-45 seconds. Calis are never routed to an answering machine in which callers are required
to leave a message,

Traveler profiles, current reservations and information regarding specific policy are accessible by all
agents companywide within the Global Distribution System, aliowing for seamless and streamifined
assistance to the caller. Agents also have the ability to document any notes necessary within a
reservation, which can be viewed by any other agents assisting with the reservation. National Travel
also utilizes the Customer Relations Reporting System to document and communicate any pertinent,
unusuai or pending information regarding a reservation or vendor (airline, hotei, car rental company or
other}. Our goai is to ensure the entire reservation and call process is efficient, accurate and that all
callers are assisted in a prompt and efficient manner, regardiess of time of day, or agent assisting.

b. Employees’ capability to answer questions and provide assistance in solving any
travel related problems that may arise. In the vendor response, identify what staff
training that is made available to your agents to keep them knowledgeable of
industry trends and changes and to promote customer service. Detail any programs
provided to your agents that increases or maintains the level of morale and avoids or
is a deterrent to agent burnout.

No matter how sound a company’s operational approach or quality control programs, the service
provided will be no better than the training that the siaff receives. Nationai Travei views staff as its most
valuable resource. Coliege graduates make up the largest percentage of National Travel’s staff, nurtured
by a program that pays ail direct costs for the employee’s college education. National Travel places a
high value on ongoing and recurrent training for all emplovess to enhance their performance and keep
them informed of programs and services that are of benefit to our clients. Through National Travel's
Better by Degrees program, employees earn salary advances through participation in various training
opportunities. The goal of all National Travel’s training programs is to increase our employees’
awareness and understanding of our customers’ needs and expectations.

National Travel maintains a staff position, Vice President of Operations, with direct responsibility for all
training programs. New associates receive over 200 hours of formal training over a five-week period,
and are then assigned to a mentor for a minimum of 6 months. The average National Travel associate
receives over one hundred hours of recurrent training annually. Agents participate in training classes on
a wide range of topics, including automation enhancements, destination knowledge, customer service
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training, selling skills, as well as vendor sponsored training seminars. Further, managers follow an
additional separate training program to improve their managerial skills.

Curriculum

National Travel trains its personnel using both internal and external programs. New employees
complete a six week full time training class, followed by several additional classes. in addition to their
technical training, every new employee completes a Core Curriculum that addresses National Travel
standard of Uplifting Service™.

Ongoing and recurrent Training

In addition to the new employee training program, National Travel maintains an ongoing, continuous
training plan to address recurrent training for existing employees, and to address changes in
responsibility. To emphasize the importance of this area, we have incorporated into our employee
incentive program an award system, Better By Degrees, that rewards agents for participation in various
training opportunities. National Travel’s on-going Training plan “Smart Work” is a 4-track program to
address 4 distinct areas. We utilize a variety of forums for training, including departmental meetings,
quarterly company-wide meetings, daily briefings, monitor calls and specialized classes.

Smart Work Tracks

Smart Work is our training program designed to help our people work smarter, not harder. It consists of
four “tracks”, each with a different goali.

Track 1. For all agents, Back to Basics on Apollo, our primary reservation system. This track is a
comprehensive Apollo training course, composed of 12 modules. Every month, we target a different
area of Apollo for review. This is a ground zero approach, in that we do not assume that agents are
familiar with formats, but rather review basic formats and skills, as well as new enhancements that may
apply. A minimum of 15 minutes in every Tuesday staff meeting is devoted each week on the area
selected for that month.

Track /l. For ail agents. Selling Destinations. This track highlights particular destination/product every
month for review. Every week, in the morning meeting, 10 minutes are devoted to “how to” information
and a review of the basics, preferred vendors, good hotel recommendations, resource material
available.

Track iil. For Managers and Staff. This course is devoted to developing our skills as managers. One
manager meeting per month is devoted to management training. The core product used for this area
consists of the Video Library Series, The Effective Manager Series. Examples of subjects include:

£ e

Leadership”, “Deiegating & Supervising”, “Motivating People Toward Peak Performance”.

Track 1V: For all employees. This track consists of a weekly class offerings of specialized
instruction targeting such areas as automation skills, destination knowledge, customer service training,
selling skills, vendor products.

m
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Better by Degrees

This program provides a course for our employees to follow in order to increase their annual salary
based upon completion of an advance degree. Agents earn credit hours upon successful completion of a
training course. Both classroom training and independent study programs are considered for credit
hours. By successfully completing a required course for each degree, agents earn a more advanced
degrees. Each degree attained leads to an increase in their annual salary.

Specialized Training

In addition to regular, on-going training activities, each quarter we target a specific area for intensive,
specialized training in a variety of different areas. The following sessions are conducted on a regular
basis:

Service Excellence - This eight-hour course on customer service focuses on the benefits of providing
excellent customer service. The course was developed by Price Pritchard and Associates and is
conducted on-site at National Travel by our Vice President of Operations.

Introduction to Government Trave! Planning: This is an eight-hour course designed to equip our staff
with the unique requirements of serving Federal and State government travelers. The course is
conducted on-site at National Travel Service.

Destination Specialist —Offered by the Institute of Certified Travel Agents, these are self-study programs
that provide detailed knowledge of specific world areas. Mastering this body of knowledge enables our
agents to match the needs of our clients with the travei products most appropriate for them. National
Travel pays the cost of enrolling and testing in these.

Weekly meetings - Each week, all employees attend a one hour meeting with a specified agenda that
includes automation review or enhancement, vendor related news, destination reports, customer
service issues, weekly quiz, problem- solving practice and contest entries.

Apollo University - These innovative training programs developed by TravelPort provide online
instruction with instructor led or recorded seminars on the reservation system. These programs enable
the agents to learn new skills, or brush up on thelr skills, without having to leave the office.

Familiarization Trips - These are the educational incentives that make travel agents well informed and
better able to serve clients. At National Travel, Familiarization Trips are used to enhance knowiedge and
expertise of personnel. In 2016, National Travel paid for our employees to travel to several domestic
and international destinations, including Zurich, London, New York, Washington DC and other
destinations.

%
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Performance Measurement Tools

Our comprehensive approach to training and education also includes a variety of tools to monitor the
effectiveness of our training programs and to provide us with valuable information on our strengths and
weaknesses. Such information is used to provide for continual improvement.

Monitor Calls - National Travel utilizes monitor calls to grade the quality of service we deliver. Our
telephone system provides the agent the capability to record telephone conversations with customers.
This is an excellent vehicle for the agent and their manager 1o assess their customer skills.

Customer Report Cards - National Travel provides our customers with ample opportunity to provide
feedback on the quality of service they receive. A report card is included on our National Travel website,
and when a customer receives an email receipt of their ticket purchase, there is a link to the report card
on the email. Every completed survey is then emailed to every manager for follow up. We have
included as Exhibit 5 copies of surveys recently received from our customers.

Apolfo Monitor - Apollo Monitor provides us with the ability to monitor an agent’s activity on any Apollo
terminal within the same group. We use Apollo Monitor to identify internal training needs and potential
quality control issues,

Service Recognition programs

While we find formal training programs on Customer Service to be very effective, we recognize that such
training must be reinforced on a daily basis. If the focus on providing exceptional customer service is not
woven into the fabric of the corporate culture, then occasional training programs are of limited benefit.
For this reason, our award winning incentive program goes far beyond the usual quantitative goals such
as sales or productivity. It places a significant emphasis on rewarding employees for providing excellent
customer service.

Our Incentive plan has three distinct elements that support cur success. One group of incentives
rewards productivity (i.e. sales goais), one rewards skiii development and educational accomplishments,
and the third group rewards “Grace & Style”, or our success in serving the customer. A few of these are
described beiow.

Uplifting Service™ ~Based on the NY Times Bestselling book, by Ron Kaufman, this program provides the
building blocks to creating a culture of service. . The premise of the program is to provide the client with
a service level that will astonish. Monthly winners are awarded $100 cash and there is a quarterly bonus
prize of $500 cash. Exhibit 6.

Giraffes — The Giraffe is an amazing animal, getting much better use of their seven neck bones than we
humans, aiso with seven neck bones. The Giraffe serves as an excellent reminder to us that we should
not hesitate to “Stick out our necks” in service to our customer. This is an employee recognition program
that provides our customers the opportunity to recognize our staff for their efforts.
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Report Cards (Unsolicited comments) — National Travel employees are rewarded for receiving
unsolicited positive customer feedback either written or verbal. Qur goal is to recognize and reward
agents who earn our customer’s appreciation. We have included copies of these comments as Exhibit 5.

Summary

National Travel maintains a comprehensive approach to staff development that addresses technical
skills, product knowledge, and customer service skills on a consistent, on-going basis. Our training
program is an integral part of our operational approach and incorporates key elements such as formal
training classes, agent reward system, and performance measurement tools. It addresses the specific
requirements of the contract with the State of West Virginia to ensure a thorough understanding of
State travel policy and vendor preferences.

Our primary asset is a well-educated, highly motivated staff. All systems revolve around this precept. In
order to attract and retain exceptional personnel, National Travel’s fosters a corporate culture based on
employee involvement, employee advancement opportunities, an award-winning agent incentive plan
and an excellent employee benefit package.

Employee Involvement & Empowerment

National Travel provides staff with a quality corporate culture that focuses on a constant awareness of
customer needs, and empowers them to act on behalf of our customers. Employees are actively
involved in continually improving procedures and systems to more effectively meet these customer
needs.

National Travel maintains a systematic approach to problem resolution. A key element of our approach
is an employee empowerment program which allows each National Travei agent to solve a client
problem “on the spot”, without recourse by management personnel. This instant resolution ensures a
quick, responsive action on a consistent basis. Exhibit 7 is a copy of our Customer Relations report.

Employee Advancement opportunities

National Travel’s continuous growth over forty years is a perfect example of the symbiotic relationship
between a corporation and its personnel. As the company grows and new positions and opportunities
arise, we first look within our own staff. Today, among our management and staff positions are people
who first joined our company as students in Travel Career Institute, National Travel’s Travel School. The
opportunity to expand one’s skills and responsibilities is an impartant element in maintaining high
morale.

Employee Benefits Package
Nationai Travei’s management understands that employees have certain expectations which must be
met in order to maintain a highly motivated staff. These inciude:

A secure work environment:  For 40 years, National Travel had been able to maintain a stable work
environment for its people. We consider this to be the prime directive in managing the corporation.

%
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Employee compensation: National Travel's average employee compensation company-wide is
$42,000, with the average compensation for line agents at $40,000. National Travel pays out
performance based incentives over $250,000 annually.

401 K Retirement program: National Travel’s profit-sharing retirement fund is funded both by the
corporation, and by employee contributions into their individual 401 K plans.

Health Insurance: The insurance premium is a shared premium plan, with contribution from the
corporation and the employee, and offers comprehensive coverage, including major medical,
hospitalization, and dental coverage. Employees are also offered a health savings account.

Sick Leave: National Travel’'s employees receive paid sick leave time that accrues at 1 week paid
leave per year and can be accumulated.

Family Leave: National Travel provided family leave for over a decade before it became a Federal
requirement.

Paid Vacation: Our employees receive from two weeks vacation for one year of service, up to four
weelks of vacation after six years of service.

Education benefits: National Travel pays 100% tuition costs for all employees to earn an
undergraduate degree at any State college or university. Employees attending college classes are given
consideration in work schedules.

Familiarization Trips: ~ National Travel employees are provided ample opportunity to travel for
educational or personal reasons through our liberal incentive program.

Fitness Fecility: At our corporate headquarters, National Travel provides employees complimentary
access to an on-site fitness facility.

Deluxe condominium in Destin, FL: National Travel owns a beach front condominium in Destin, FL
which may be used by our employees.

National Travel and our customers are richly rewarded through this investment in our people. The resuit
is a highly motivated, highly skilled work force with an average tenure over 12 years, which consistently
receives high satisfaction ratings from our customers.
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¢. Adequate staffing to assure all calls are handled promptly and should have a continual
quality control program in service. Detail the number of agents the vendor will dedicate to
the State account and provide the level of experience and number of years each
representative has as the vendor’s employee. Specify the number of agents on each shift,
their minimum experience level and shift average experience level and describe the
quality control program implemented. Detail the current monthly productivity of travel
agents in your organization (What performance measures do you employ to measure the
productivity of your agents?) Describe all products and services that will be provided by
contract employment rather than full time agency employees.

Position/Date of Employment Years of
Agent NTS Experience Specialty
Jill Robinson Manager, 1999 41 years Group travel
State Government, Leisure
Renee Braley Senior Agent 1990 34 years

Travel

. . State Government,
Director, Group Operations,

Sharon Silva 1990 34 years Higher Ed. Specialty
Groups
Corporate/Government Agent,
Diane McCartney 19 92 / g 29 Corporate/Government
Kelsey Morgan Corporate/Government Agent 2 Corporate/Government
State Government; Leisure
Christina Stitchick Senior Agent, 2000 14 years
Travel
Concierge Services &
Monica Hogge Concierge, 2017 1 year B

Research Assistant

National Travel staffs the specialists for the State normally from 8:00am to 6:00pm, Monday — Friday.
State personnel, however, have always had access to National Trave! for complete travel services, seven
days a week. Since 2000, National Travel has been open 24 hours day/7 days a week. Personnel that
are trained in State travel policies and procedures are assigned to each shift.

National Travel measures agent productivity according to the following criteria: transactions or
reservations completed, quality of transactions (as lowest number of errors per transactions), customer
service {(measured based on customer enhancement entries), customer satisfaction level as determined
by customer feedback and contest participation (unsolicited comments, Uplifting Service™, Giraffe
certificates, report cards). All of these factors are considered, as well as the experience and assignment
of the agent. Our goal is to have creative, empathetic agents who will take the time to deliver the very
best service to the client without feeling undo pressure Just to increase sales.

%
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It is certainly true that the number of transactions and tickets issued are an economic reality; however,
we believe that it is the responsibility of the company to equip our agents with the necessary tools and
training to allow them to focus on the customers’ needs. Customized scripting, customer profiles,
automated quality control, automatic call distribution, and state of the art hardware and software
represent significant advances in our ability to efficiently process reservations.

Our advanced technology works to streamline the reservation and quality control process, and our
Travel Management Center philosophy is designed to enhance the quality of service. We have sufficient
staff to operate in specialized teams: corporate travel specialists, government travel specialists,
international travel specialists, leisure travel specialists, and cruise specialists. Personnel responsible for
ticketing, quality control and research assistance then support these specialists. Our Travel Management
Center offers the dual advantage of depth of personnel and extraordinary expertise, a distinct
advantage in terms of service and productivity over the average travel agent that must function as a
travel generalist.

National Travel personnel average productivity across all departments is 225 tickets per month, which is
approximately one reservation every 43 minutes. The average number of tickets per month ranges from
100 tickets for full time leisure specialists to 325 tickets per month for a top corporate specialist. Our
productivity rate allows us to compensate our agents above the industry average and offer an array of
benefits. The result is a highly educated and motivated staff, utilizing state of the art equipment to
achieve excellent productivity.

c. Emergency staffing to assist should the need arise. Describe how after hours staffing
is determined and how other accounts of similar size are managed in regards to
emergency situations.

National Travel has enjoyed long term success in serving customers who have missions that require
emergency response. With our 24 hour support, we have the necessary systems and personnel policies
to enable us to respond to surges in call volume due to widespread flight cancellations, weather delays,
and other factors that can disrupt travel plans.

Our telecommunications system provides the analytics to enable us to project staffing requirements
based on historical trends. The real time reporting allows us to make any necessary staffing adjustments
in response to unexpected spikes in call volume. In addition to normal staffing levels, additionat agents
are assigned to be on call, and can be deployed and available to assist within 30 minutes. There is
always a manager on cali, assigned the responsibility to monitor for surges, emergency situations, and
deployments.
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4.4.1.3 Phone queue system:

a. Should not route outside calls to answering machines. Inthe event the phone
system is out of service, reservations should be handled manually. How are high
call volumes and system outages dealt with? What formal contingency plan do you
have to sustain the reservation process in ease of a system failure or outage? Do
you have an alternate facility available to sustain operations in case of a major
service disruption at your main computer center?

National Travel has invested in a state of the art telecommunication system. The Shortel system equips
us with backup data systems and safeguards for detecting problems and gives the ability to correct any
issues within the center. It is configured with battery backup systems, standby generators and has
manual answering functionality. National Travel has the ability to transfer lines to different office
locations in the event of an outage. With three full service locations, staffed with personnel fully trained
in State travel policies, service will be uninterrupted for your travelers.

Shoretel is a powerful call center solution that includes universal queuing and enterprise resource
matching and offers optimized call routing by service level, skill matching, priority customer identity,
schedules and caller location. it also supports e-mail and Web contacts with outbound calling service
options. Voicemail and fax can also be routed to individual agents through email. Calls are never
automatically routed to answering machines or voicemail,

Exhibit 8 for sample reports available from this system.

4.4.2 Air Fares/Auto Rentals/Limousine Services/Ground Transportation & Lodging
Accommodations

The vendor should explain their capabilities to offer the following service(s) in regardsto Air
Fares/Auto Rentals/Limousine Services & Lodging Accommodations:

a. Explain your standard for ticket delivery, cancellations, changes and refunds.

Electronic tickets are now the industry standard and represent a cost saving opportunity for the State of
West Virginia. Airiines have been eliminating the option for paper tickets, and now impose surcharges
for paper tickets when an itinerary can be ticketed electronically.

Cancellations

When notified by the traveler or travel planner that reservations need to be canceled, the reservation is
immediately retrieved and verified as to which elements are to be canceled. If the reservation includes
hotel reservations, a cancellation number is provided and the traveler is advised to make note of the
cancellation number for documentation in the event the credit card is billed for no-show charges.

If tickets have been issued, specific procedures are followed to process the tickets for refund. Electronic
tickets offer an additional benefit in that processing refunds is much faster. When a reservation is
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cancelled, a single command obtains an Electronic Ticket Refund Authorization (ETREA), for the
cancelled itinerary, and it is electronically transmitted to the carrier with the weekly transmittal to the
Airline Reporting Corporation.

E-Ticket Usage Monitoring

National Travel has an automated process for monitoring the usage of electronic tickets, to ensure that
unused electronic tickets are promptly reissued or refunded. The automated quality control system,
Agency Technology, validates usage of each electronic ticket, and maintains a database of any unused
tickets. This ensures credits are issued promptly, because electronic tickets do not have to be returned
to the issuing office. Our electronic ticket tracking results in additional cost savings to our customers.

Refunds

At the time of cancellation, electronic tickets are submitted to the carrier to obtain an Electronic Ticket
Refund Authorization (ETREA). National Travel reports all ticket issues and refunds through the Airline
Reporting Corporation Interactive Agency Reporting system, a web based settlement application.
Reports are transmitted weekly.

On the National Travel website, using AIRS, our Autornated invoice & Refund System, traveiers can aiso
obtain ticket receipts by logging onto National Travel's website. This system allows travelers to easily
get duplicate copies, or check the status of refunded tickets.

Credit card refunds normally appear within 1-2 billing cycles, based on the cut-off date of the credit card
account. Refund notices are provided to traveler or state agency to provide documentation of credit
due. National Travel will also arrange to have a temporary credit placed on the account if the refund
does not appear in the first billing cycle.

Tracking NonRefundableTickets

Tickets that were issued at a nonrefundable fare and are then canceled require special handling. For the
airlines, such tickets represent additional revenue because most travelers who have to cancel never
travel on these tickets, nor do they recover the cost. National Travel has specific procedures in place to
see that the State receives the value of the ticket.

Nonrefundable tickets may be applied toward the purchase of future tickets for the same passenger on
the same airline. These credits are logged into a database, and using interactive technology that can
read what is displayed on the reservation screen, compare the information to the database, and alert
our agents to the existence of any outstanding credits for a particular traveler whenever the traveler’s
profile is accessed. This system ensures that any pending documents are utilized at the earliest
opportunity, prior to their expiration date, without having to rely on the traveler to remember they have
an outstanding credit.

Any time there are special circumstances that may enable National Travel to secure a refund on a
nenrefundable ticket, i.e. flight cancellations due to weather, death, etc. National Trave! then takes an
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advocacy role on behalf of the traveler or state agency. The process starts with a Customer Relations
report to document the circumstances and identify action required. National Trave| will forward the
ticket directly to the carriers accounting or Customer Service department, with accompanying
correspondence, to secure a refund or a waiver of penalties. National Travel communicates all
cancellation penalties and deadlines to travelers with printed remarks on itineraries.

National Travel can provide state agencies a credit card reconciliation report that will show all refunds
and credits on each account. National Travel can provide copies of credit card refund notices for
purpose of reimbursement or account management.

Itinerary Changes

Travelers requesting changes will be promptly confirmed with revised itineraries and will be advised of
any penalties associated with ticketed fares, or hotel or car reservations.

In the event a traveler’s itinerary is subject to an involuntary change as a result of an airline schedule
change or flight cancellation, National Travel has specific procedures in place to ensure revisions are
promptly communicated to the travelers and to reissue tickets to reflect current itineraries.

National Travel employees are trained on travelers’ rights and will act as the traveiers’ advocate to
secure acceptable alternate arrangements when vendors make involuntary changes to reservations.

b. Describe and provide an example of any standard management reports you propose to
submit to the State Travel Management Office.

National Travel recognizes the difference between useful information and meaningiess data. Our ieading
edge technology provides us the capability to customize information for the specific needs of the State
and to target that information to the appropriate agency.

iBank is a web-based data consolidation and management reporting service designed to better manage
travel expenditures and increase productivity. iBank gathers information from Apollo and Globalware, our
back office systems, to provide real-time, web-based pre-travel and post-travel report generation 24/7, ad
hoc report creations, and automated report scheduling. iBank is easy to use and install. Nationai Travei
will provides access and training to the State.

Features include:

Reporting: Over 120 standardized reports with nearly unlimited user-defined reporting.
Reservation Data Capture: Consolidates travel reservation information from muitiple sources,
including any GDS allowing access to reservation data up to 365 days in advance of actual travel

» Back Office Data Capture: Captures travel data directly from third-party or GDS back-office
accounting systems

* Broadcast Report Schedulsr: Enables the automatic delivery of standard and/or custom reports
on a specified date and time via email

¢ Datag Cleanser: Electronically audits and cleanses data captured through the back-office
accounting systems
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Globalware, an industry leading travel agency back office accounting and reporting system has been
utilized by this agency successfully for more than 15 years and is the main repository for all accounting
and travel data.

National Travel can deliver the necessary information to achieve true analysis of travel expense
management. We will work with individual government departments and agencies to ensure that they
receive information pertinent to their needs.

This system allows us to create any report you require for any of the data items captured in the
reservation. The information can be analyzed and reports generated for any level of the State: for the
entire State of West Virginia, for a particular State Department, a particular State Division or agency, or
even to the individual level.

We are pleased to offer the following descriptions and sample reports Exhibit 9 that we can provide to
the State.

Executive Summary

This report quickly summarizes current expenditures for airline tickets, hotel and car providing year to
date information. At a glance, it provides a complete overview, in readable format, of trends and top
destinations. The statistical information is accompanied by graphic representations of the data.

Quick View by Month (History)
This report provides a historical snapshot of monthly purchases of air, car rentals and hotel bookings.

Travel Management Summary
This historical report provides more detail of monthly transactions, including exchanges and service fees.

Quick Summary
This report provides a quick year over year snapshopt of total air, car rental and hotel bookings.

Top/Bottom Accounts-Air
This report provides trip purchase summary broken out by cost center.
Sales by Air Carrier

Provides information on dollar volume and number of tickets issued with top five airlines for the given
period. Data is presented in both statistical and graphical form. This report provides an instant clear
picture of the state’s expenditures by carrier, identifying negotiating opportunities, or providing
valuable feedback on the states ability to support preferred vendor agreements.

Fare Savings Report
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This is a transaction report, listing tickets issued during a given period for which a lower fare was
offered but declined, for a specific reason. This report provides valuable information on how effective
travel policy is in lowering costs, because it quickly identifies non-compliance to State Travel Policy. Itis
accompanied by a summary report identifying savings by top airlines.

Hotel Properties Bookings — Top 10

This report provides statistical and graphical representation of hotel expenditures hy company chain, for
example, Marriott Hotels. Information can be provided for top vendors, or all vendors, as required. This
report can be used to identify negotiating opportunities for the State of West Virginia.

Car Rental Companies- Top 10

Provides statistical and graphical representation of hotel expenditures by car company. Information can
be provided for top vendors, or all vendors, as required. This report can be used to identify negotiating
opportunities, or to provide information on the effectiveness of the State’s contracts with preferred
vendors.

. Describethe hotel reservation process. Indicate the standard response time for
confirmation of reservations. How do you assure the traveler receivesthe best
available rate when faced with issues such as agency negotiated rates, government
contract rates and best market/corporate rates? What, if any, incentivescan you offer
such as late check-in, express check-out, etc. at certain facilities?

National Travel agents are trained to offer hotel reservations in conjunction with any airline reservation.
The process begins by qualifying the customer’s needs: i.e. is there a specific hotel or location that is
required? Is the customer part of a group or convention? Is the reservation needed in conjunction with
official travel or personal travel? (This may determine eligibility for government or conference rates.)
Are there specific preferences for particular amenities (i.e. health club) or room type {non-smoking or
king bed preferred)?

When a specific hotel is requested, the agent will query the reservation system, RoomMaster, for room
and rate availability. RoomMaster has the enhanced capability of displaying multiple rate codes,
including our negotiated American Express Network negotiated rates, FedRooms government rates, the
WSCA rates for State Government employees, as well as the published rate structure of the property,
including promotional rates, allowing for instant comparison of these options. The agent can validate
the specific restrictions of the available rates and instantly confirm the most economical room based on
the customers’ requirements, advising the customer of the confirmation number and cancellation
policies of the hotei. This information also appears on the itinerary provided to the traveler.

In the event the customers preferred property does not show available in our reservation system, our
agents are required to contact the property’s reservation center, or the hotel directly, to attempt to
secure the reservation. We place no restrictions on their ability to call or fax long distance, domestic or
international, in an attempt to confirm a customer’'s first choice.
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When a customer does not require a specific hotel property, the agent can search for hotel availability
according to the customer’s needs. Agent desktops are equipped with mapping tools that will locate
hotels according to any number of criteria - near the airport, within walking distance of the courthouse,
or located within a specific zip code. RoomMaster enables them to search by requirements such as rate
category (government, family plan, etc.), features offered (restaurant, indoor pool, etc.), reference
point, {close to Wrigley field or adjacent to Penn Station), or chain preference.

Confirming hotel reservations through the reservation system offers several advantages - in addition to
instantaneous confirmation, automated reservations have a much lower error rate and the system
retains a “history” of the transaction. Once the reservation is confirmed, the customer is advised both
verbally and by confirmation on the itinerary of all pertinent information including hotel name, address,
phone number, rate, confirmation number, special requests and cancellation policy. A hard copy of the
reservation is filed according to arrival date. Both hard copy and computer reservation are documented
with any subsequent changes or cancellations.

National Travel will provide all travelers with complete lodging support. Our agents have the ability to
book all hotel chains worldwide either through the Apollo reservation system or directly with the hotel.
On the itinerary we provide the name, address, telephone number, rate, and confirmation/cancellation
number for the hotel/motel.

Preferred Extras Negotiated Hotel Rate Program

The American Express Preferred Extras Hotel Program was the industry’s first flexible negotiated hotel
rate program for business travelers. Unlike fixed rate programs, this program is designed to provide our
business travel customers special negotiated rates at participating hotels and ensures they will not find a
better unrestricted business rate anywhere else. Unlike other programs where rates may require pre-
payment, multiple-day stays or limit traveler loyalty program points, this program comes with “no
strings attached”. Travelers no longer have to search multiple sources to find the best unrestricted
rates.

Preferred Extras Hotel Program offers:

* Preferred rates and amenities at over 38,800+ properties. Range of brands from moderate
to iuxury.

® Discounts from 5% to 20% off of the Best Available Rate

* More than 170 countries / 7,300 cities

* 70% of hotels offer an extra value or amenities such as free internet, parking, etc. for cost
avoidance

* Flexibility with no pre-payments, deposits, advance purchase or minimum stay
requirements.

® Any brand standard amenity offered by the hotel is automatically included in the rate.

In-State Hotel Program

%
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National Travel will secure reservations for State travelers at the negotiated rates for in-state hotel
properties with which the State has existing contracts or agreements..

d. Describe the car rental process. How do you assure the traveler receives the
best available rate when faced with issues such as agency negotiated rates,
government contract rates and best market Corporaterates? Can you reserve express
service for travelers?

National Travel maintains in the profile on State travel complete information on State travel policy
regarding car rental reservations, including reimbursement policy, negotiated rates under current
agreements with car rental vendors, and all corporate discount numbers. When State travelers require
car rental reservations, these negotiated rates are compared with any promotional rates offered by the
various companies.

National Travel agents are able to advise State travelers on specific information such as:

. Car types

. Daily rates vs. Weekly rates

. Off Airport vs. On Airport facilities

. Promotional Rate restrictions, i.e. advance booking requirements, minimum stay
requirements,

° Unlimited mileage vs. mileage charges

° One-way rentals

) Drop-off charges

. Insurance charges

] Inventory upgrades

° Form of payment requirements

National Travel can reserve express service for travelers. The travelers’ identifying program number for
express service will be maintained in their profile to ensure it is included on all reservations,

National Travel actively negotiates with car rental companies to secure an inventory of complimentary
upgrade or discount coupons. These are distributed without charge to State travelers based on the
restrictions of the offer.

National Travel will, upon the request of the traveler or travel arranger, transmit to the rental car
company the appropriate direct billing code, to have the cost of the rental billed to the department or
division’s centrally billed account.

e. Describe your ability to secure additional ground transportation arrangements
including limo/shuttle and negotiated rack rail rates,

%
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National Travel will provide State travelers with all ground transportation arrangements, including rail
travel reservations and tickets, and limo/shuttle reservations. For domestic travel, Smartpoint features
an Amtrak Rail app, providing complete access to reservations and tickets and can be configured to offer
any negotiated rates. For international travel, Via Rail (the Canadian Rail company), BritRail, Rail
Europe, and Japan Rail all participate in Apollo.

National Travel has been working with UBER to provide another option for arranging private ground
transfers. The UberCENTRAL Dashboard allows National Travel to book rides on behalf of our tlients
online. There is no need for each traveler to have their own Uber App downloaded. These Uber rides are
requested in real time. With the online dashboard, National Travel is abie to stay in control of the trip by
receiving driver information and can see updates on when the rider will be picked up and dropped off.

For meetings and conferences, UberEVENTS allows for the purchase of rides in advance for travelers
going to the same event/meeting/conference. Each traveler receives a promotion code. When the
individual is ready to take the ride, they request their ride through their own Uber App, using the code.
All Rides are charged to the same, central credit card. The card is only charged for the number of rides
taken, not the amount of ride codes handed out. After the event has ended the arranger of the event
will receive 1 receipt summarizing guest pass usage and the total amount charged to credit card.

National Travel also has automated access and through our affiliation with American Express, preferred
rates with two of the largest limousine services, Carey International, and Boston Coach.

4.4.2.1 First consideration should be given firms that have existing
contracts/agreements.

We currently have in place all systems in support of existing contracts for air, car rental and hotels, and
our staff is fully trained on WV State Travel Regulations.

4.4.2.2 Vendor should offerall reservations at the most economical rate. Please describe
appropriate hardwareand software to book fares at the lowest possible price,change and
cancel fares as requested, reconcile billings regularly, and profile traveler preferences
electronically,

National Travel deploys the very best, ieading-edge software in securing the lowest airfares for all of our
clients. The technology has changed and accelerated dramatically over the last few years and National
Travel has always been in the forefront in using new advanced systems. National Travel's business
philosophy has never changed for its inception over a generation ago. Simply put, the doctrine of
providing the lowest airfare with quality service is the foundation of National Travel's operating system,

Our software is deployed at the point of service, and continually monitors the reservation up to the time
of departure. The impressive array of tools features both automated and manual systems.

National Travel guarantees to offer the State the Lowest Logical Available Airfare (LLAA) at the time the
reservation is placed and to give first consideration to any air carrier that has an existing contract or
agreement with the State for specified discounts. We will be responsible for ticketing within the
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specified time to ensure application of the LLAA. We have systems in place to waitlist and monitor these
waitlisted reservations in the event the LLAA is sold out at the time of reservations.

Travelers will be advised of the availability of different flight options which may produce a lower fare, as
well as any penaities that might be associated with the fare quoted. Notification of penalties is also
included on the travelers’ itineraries.

Everyday, airline offers become more complex as fares are unbundled, and the lowest fare is not always
the best value. The “basic economy” fares now offered by many carriers typically are nonrefundable
and non-changeable, do not allow advance seat assignments nar even carry-on luggage. National
Travel deploys TravelPort’s Smartpoint platform, which provides us with the ability to easily compare
the attributes of different fares. With Travelport Smartpoint, network airlines and low-cost carrier
options are returned side-by-side within search results so we can always offer the best choices, advice
and value. When an airline unbundles its products it can sometimes be confusing to work out what's
the best value package for the traveler. Travelport Smartpoint helps understand the airlines’ latest
offers, shows what ancillaries are included — and what’s available for a little more.

TravelPort e-Pricing

The global standard in low-fare shopping technology, Travelport e-Pricing has revolutionized the
worldwide travel shopping experience. Built on the GDS industry’s first multi-server-based pricing
technology, e-Pricing is capable of searching millions of fares and hundreds of thousands of itinerary
options to find the lowest available fares.

Through Apollo, we offer guaranteed preferred content from major airlines, as well as access to low-fare
carriers such as Virgin America, Frontier Airlines, and Spirit Airlines, in addition to Southwest Airlines.

Optimai Shopping

National Travel utilizes this latest enhancement to the Apollo GlobalFares capability to compare the
traveler’s itinerary to alternate schedules and routings departing within a specified time period. Optimal
Shopping offers more robust itinerary searching, in combination with muitiple search modifiers for more
pricing options, more alternate itineraries {(up to 150) and access to lower-cost carrier itinerary
combinations. The time window can search from within two hours to within two days of original
departure. If another schedule is found which offers a lower fare, the reservationist is able to instantly
offer this alternative and confirm the lower priced itinerary.

Travelers will be advised of the availability of different flight options which may produce a lower fare, as
well as any penalties that might be associated with the fare quoted. The online booking system will be

configured to search for lower flight options plus or minus three hours of the requested departure time

and using the policy rules, will alert the traveler when flights selected do not comply with this policy.
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Booking Builder

Distribution channels for travel have evolved with the expansion of e-commerce, and some airlines will
publish fares on their web sites that are not offered for distribution through the GDS systems. To take
advantage of these “unpublished” rates, National Travel subscribes to the Booking Builder, a web based
application that is integrated with the Apollo reservation system, that will search more than 30 different
airfare sites in real time to obtain best availability and web based pricing. With a single query, Booking
Builder scours multiple Web systems simultaneously and returns results for review. Agents may launch
the application with an Apollo command that will integrate the Apollo itinerary to provide Booking
Builder with the dates and citypairs. Search results may be imported to Apollo as documented web
fares.

Search resuits are returned in real time to ensure the best pricing. This allows our agents to instantly
compare that information with the published and private fares that are returned from the GDS.

Private Fares

National Travel has the capability, with Private Fares, to load in Apollo special negotiated fares cross-
referenced by rules, carrier, date and special promotional information where applicable. Our staff can
integrate these negotiated rates with published fares, so that all alternatives can be easily compared
and offered to the traveler. The negotiated rate that the State currently has with Delta airlines is loaded
with Private Fares, enabling our staff to easily compare the discounted rates and support the contract.

At the time the reservation is being made, National Travel agents display all negotiated discounts or
rates for the State offered by a contract vendor in an integrated display with all published fares. This
makes comparison of all options instantaneous and ensures the State receives the lowest possible fare.

Ticket Changes & Refunds

National Travel subscribes to the optional ARNE, or Automated Refunds and Exchanges capability of
Apollo, which automates the process of refunding or exchanging electronic airline tickets. For a refund,
the system determines the residual value of a ticket, based on open coupons, historical fares and any
applicable penalties. For an exchange, the system provides the fare for the new ticket based on the new
itinerary fare in conjunction with the residual value of the oid ticket plus any penalties.

ARNE expedites the processing of ticket exchanges and refunds, as well as ensures the accuracy in the
calculation of the value of exchanges and refunds.

National Travel has the ability to reconcile centrally billed accounts. Upon receipt of the transaction file
from the bank, transactions are matched to the transactions from our accounting system, and
reconciled reports are generated.

We describe the process to create and maintain electronic profiles in item 4.4.9.4.
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a. Describe how the will be vendor will be in compliance with the State Travel
Regulations and work with the State's travelers in order to keep within the
limitations and policies established while traveling, Describe automated and manual
tools to assist with processing the State's negotiated discount contracts, group rates,
and government contracted rates.

As your current travel management contractor, we have a thorough knowledge of State Travel
Regulations, and work with State travelers to keep within the limitations and policies established while
traveling.

Documented work processes

Residing on a web based portal, our procedure manual is accessible by all employees and outlines
specific policies and procedures for each account. Information is also built into the agency level profiles.

In addition to documented work process, the following automated tools serve to ensure reservations
are compliant with reporting and travel policy requirements:

Custom Check

National Travel utilizes Apollo Custom Check, a flexible Passenger Name Record {PNR) management tooi
that ensures all reservations comply with the required standards. This product begins the Quality
Control process at the point of service, checking the reservation for accuracy as well as omission of data
as the record is created. National Travel utilizes the flexibility of this product by defining the
requirements of each client, then creating rules for validating the PNR against those requirements.
Custom Check improves accuracy and efficiency by identifying all necessary information from the first
time a reservation is created and validating specific data with the rules.

TravelScreen Plus

Waorking hand-in-hand with the Apollo Profile system, National Trave! utilizes TravelScreen Plus to
automatically tailor Apollo availability screen to show only those options that conform to both the
State’s travel policy, as well as the individual’s personal travel preferences. TravelScreen Plus makes the
reservation process faster and more accurate, and at the same time allows us to provide consistent,
highly personalized service to individual travelers.

With TravelScreen Plus, Profiles for State government agencies are built to store two different
preference records: State travel policy requirements, as well as individual preferences, with government
policy automatically taking precedence. TravelScreen Plus will instantanequsly apply these records to
display only the specific caters or vendors specified by government policy In addition, to modifying
avaiiabiiity displays, TraveiScreen Plus transfers essential service information, such as corporate
discount numbers, frequent flyer numbers, and special service requests.

%_—_—
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Quality Checker

This module of our Quality Control system reviews each reservation record in its entirety, checking over
175 items in every record for accuracy and corporate policy compliance to assure error-free
reservations. Quality check also sets commands in the reservation to do a complete review 24 hours
prior to ticketing, and 24 hours prior to each travel date. This module can be customized to validate the
reservations against the specific requirements of each customer.

b. Describe your quality control software that guarantees lowest fares. Does the
process differ for domestic v/s international?

National Travel utilizes an independent system, Agency Technology. that interfaces with our
reservations system and continually monitors every reservation. Airfares change continually, and the
Post Booking Rate Reduction Finder operates 24/7 to monitor these changes and alert us when a
traveler’s reservation is subject to a new lower fare. This module not only searches for fare reductions
on ticketed air, but also re-checks rates on car and hotel reservations. Each rate check is logged and the
history can be viewed online.

international Tariff Department

National Travel subscribes to an independent international rate desk that provides outstanding support
in international a cost-saving perspective and uses creative faring techniques to obtain substantial
savings for tariffs to all of our offices. While every international airline maintains a rate desk, they offer
an inherent airline revenue bias. Our independent rate desk approaches the area of international fare
construction from our customers.

International reservations are processed differently from domestic reservations. In addition to scripts
and rule records that pertain to customers, an international script is run on every reservation that
appends the reservation with additional tags for reconfirmation of flights, validation of entry
requirements, currency information, and reroutes the reservation to our international rate desk and to
the departmental manager for review.

International Upgrade Program

Because of our volume of International travel, we have been successful in negotiating with select airlines
a space positive upgrading from coach class to business class. When applicable, National Travel can
consistently save the State of West Virginia a significant amount on international travel.

4.4.2.3 Vendor should advise travelers of the availability of different flight options
which may produce lower fare flights plus or minus three hours of the requested
departure time that produce lower fares or flights are available with one stop in lieu
of more expensive non-stop flights.
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Please refer to question 4.4.2.2 for a complete explanation of the technology we deploy to ensure the
lowest available airfare. National Travel guarantees to offer the State the Lowest Logical Available
Airfare (LLAA) at the time the reservation is placed and to give first consideration to any air carrier that
has an existing contract or agreement with the State for specified discounts. We have systems in place
to waitlist and monitor these waitlisted reservations in the event the LLAA is sold out at the time of
reservations.

Optimal Shopping

National Travel utilizes this latest enhancement to the Apollo GlobalFares capability to compare the
traveler’s itinerary to alternate schedules and routings departing within a specified time period. Optimal
Shopping offers more robust itinerary searching, in combination with multiple search modifiers for more
pricing options, more alternate itineraries (up to 150) and access to lower-cost carrier itinerary
combinations. The time window can search from within two hours to within two days of original
departure. If another schedule is found which offers a lower fare, the reservationist is able to instantly
offer this alternative and confirm the lower priced itinerary.

Travelers will be advised of the availability of different flight options which may produce 2 lower fare, as
well as any penalties that might be associated with the fare quoted. The online booking system is
configured to search for lower flight options plus or minus three hours of the requested departure time
and using the policy rules, will alert the traveler when flights selected do not comply with this policy.

a. Pleasedescribe the vendor's ability to book airfares up to 180 days in advance of the
departure,

National Travel meets and exceeds this requirement. Reservations may be booked up to 331 days
before departure. Reservations made in advance are monitored up to the date of departure for new
fares that may be introduced in the market.

b. Describe the airline reservation system you now employ. Which is your primary
system? Identify which system you recommend for use with your contract.

Nationai Travei subscribes to the two leading Global Distributions Systems (GDS), Apollo and Sabre. We
employ TravelPorts’s Apollo Reservation System Network as our primary system, and will continue to
serve the State with the Apollo system. Apollo represents the most advanced electronic distribution
system in the travel industry, providing instant confirmations on air, car, hotel reservations, as weil as
information on other travel related services. With Apollo, our agents have on-line access to more
participating airlines than any other GDS provider.

In addition to Apollo, National Travel equips agents in our travel management center with access to
Sabre. Having dual capability with reservation systems ensures we can continue to serve State travelers
in the event one has a system wide outage.
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The online booking tool creates the reservation within the GDS, and upon completion of the online
booking process, the reservations are instantly accessible to our staff in the GDS. Reservations that are
booked using the online booking tool will be placed on a designated queue within the GDS for quality
control and ticketing. National Travel’s quality systems will be activated and the reservation will be
checked for lowest logical fare, seat assignments, and compliance with State of WV travel policy.

Smartpoint

Smartpoint is the latest release of TravelPort’s suite of access products that provides agents with the
ability to book all Air, Car and Hotel travel content available through the Apollo systems. Smartpoint is
an intelligent workstation that interacts with Apollo, utilizing its comprehensive, up-to-the-minute
database. With Smartpoint, National Travel takes advantage of the open platform to integrate third
party software into the booking process, making it much quicker, more powerful and more accurate.
With unique customizing capabilities, National Travel can tailor the reservation process with
sophisticated scripts that ensure compliance with corporate travel policy and procedures.

Reservations, Tickets - Total Access

Apollo contains flight schedules for all scheduled flights throughout the world. Reservations can be
confirmed immediately on 95 percent of all flights worldwide.

Apollo provides National Travel the ability to directly access the airlines’ reservations systems, providing
last seat availability and correct fares. National Travel is pleased to offer advance seat assignments and
last seat availability to all our clients for all airlines that provide this service. Apollo offers the additional
advantage of allowing us to book hotel and car rental reservations at the same time we book airline
reservations for our clients.

Apoiio offers several advantages
» On line access to more participating airlines than any other GDS vendor.

. Inside Link options allowing us to display availability and fares directly in a specific airline’s host
system, offering true last seat availability.

e Direct Access to Hotel and Car vendors’ own database, for complete information, instant
confirmation, and current availability.

Whenever possible, reservations will be made through the special access systems listed above.
Schedules/Availability

Apollo provides access to more than two million city pairs woridwide, for more than 537 internationai,
national, and regional airline carriers. Schedules and availability are combined into one unbiased display.
All flight information is presented with the convenience of the traveler in mind. Requests for flight
schedules and availability can be tailored to suit the specific needs of the traveler. Apollo’s availability
offers several advantages:
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* Apollo lists non-stops and direct flights first, followed by connections. Special attention is given
to displaying on-line connections, as these usually offer the lowest fares.

. Apolio offers more ways to specify and qualify schedule availability displays than any other
airline computer system. For example, by departure or arrival time, specific carrier only, by specific
connect point or nonstop/direct service only

° Fare and availability can be displayed in one screen

. In just two keystrokes, Apollo can find the best flight and fare with Optimal Shopper

Pre-reserved Seats and Special Meal Requests

Apollo offers the capability to pre-reserve seats by specific type (aisle or window, bulkhead), as well as
display last seat availability and request specific seats for participating airlines. Apollo also offers the
capability to unblock preferred seats for frequent flyer members.

While most domestic airlines have discontinued meal service, it is still a feature offered on international
flights. Apollo also provides an easy to use format for requesting special types of meals on any airline.
Any special meal preference is stored in the traveler profile and the meal request is made at the time of
the reservation.

Seat assignments on flights are very important to the individual traveler. National Travel utilizes Apolio’s
capability to view specific seat maps in order to accommodate the specific seat request of the traveler,
for example, aisle seat in front of emergency exit. In the event the preferred seat assignment is not
available, we continue to monitor the fiight up to departure in an effort to secure preferred seating.
Through our technology and extra effort, National Travel is able to secure the preferred seat 91% of the
time. State of West Virginia travelers receive tickets with assigned seating for every airline that offers
this service.

Fare and Pricing Capability

TravelPort’s faring tools provide National Travel with access to every source of faring information:
published fares, privately negotiated fares, and web fares. Built on the GDS ind ustry’s first multi-server
based pricing technology, e-Pricing is capable of searching millions of fares and hundreds of itinerary
options to find the lowest available fares. TravelPort also offers Preferred Fares Select, providing
airlines an opportunity to distribute all fare content through Apollo. Participating airlines guarantee that

all fares, including web fares, will be made available through Apollo.

Fares stored in Apello are loaded and updated in Apollc several times a day fo ensure the jatest fare
information. In addition to fares in Apollo, fares and pricing are available in the host systems of the Total
Access participants. An agent can display all airline fares for the requested city-pair or for a specific
airline. National Travel agents use the most efficient formats to quickly determine the lowest
appropriate airfare.

%

May 23, 2017 Page 31 Attachment A



National Travel, Inc. In Response to
Proposal for Travel Management Services RFP CRFP 0212 SWC1700000001

c. Describe your abilities to provide airline reservations and services including bulk
ticket purchases, promotional coupons, consolidator tickets, frequent flyer mileage,
airline two-for-one promotional fares, etc.

Travelport’s Apollo has full ticketing functionality to accommodate bulk ticket purchases, promotional
coupons, and any type of two-for-one promotional fares. National Travel will assist travelers with
redemption of frequent flyer tickets, or using mileage to upgrade from a purchased ticket.

With our affiliation in the American Express Retail Network, we have access to AirDesk, an online
shopping tool that provides access to consolidator fares.

Private Fares

National Travel has the capability, with Private Fares, to load in Apollo special negotiated fares cross-
referenced by rules, carrier, date and special promotional information where applicable. Our staff can
integrate these negotiated rates with published fares, so that all alternatives can be easily compared
and offered to the traveler.

At the time the reservation is being made, National Travel agents display all negotiated discounts or
rates for the State offered by the contract vendor in an integrated display with all published fares. This
makes comparison of all options instantaneous and ensures the State receives the lowest possible fare.

d. Describe your ability to secure special airline services for travelersincluding
seat clearance in preferred seating areas, automated flyer upgrades, assistance for
physically impaired travelers, etc.

Concierge Services

National Travel's newly enhanced Concierge Service gives travelers the ability to obtain service extras
that can help to make their travel more enjoyable. A team of employed Concierge staff monitor the
reservations that are sent to their reservation queue for services including a complimentary online
check-in 24 hours prior to departure, monitoring for preferred seat assignments, prepaid luggage,
confirmation of online upgrades or frequent flyer upgrades and more.

Travelers may request the Concierge Service at any point of the reservation process, and there is no
additional charge for this enhanced service. Our goal is to ensure an end-to-end service which makes
every travel experience more enjoyable and efficient. See Exhibit 10 for a description of this service.

Agency Technology Seai Checker

The seat checker module continually monitors a reservation and secures preferred seating based on
agent input, using live seat maps. Seat requests can be made for aisles, windows, Priority (frequent flyer
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memberships), front or back of plane, bulkhead, and aisles across. Seat checker can be used for initial
seat assignments on all reservations, as well as improving seat assighments all the way to departure.

Physically Challenged Travelers

National Travel realizes that travel can be even more difficult for the physically impaired. National Travel
agents are always prepared to assist physically challenged travelers in making arrangements to ensure
their travel experience is trouble free and that they are provided with the highest possible service levels.
Upon the request of employees or other persons with disabilities traveling on official business, National
Travel shall arrange necessary and reasonable special accommodations, including but not limited to
airline seating, in-terminal transfers, ground transportation and barrier-free or otherwise accessible
lodging. To ensure this happens on a consistent basis, National Travel utilizes TravelScreen capabilities
within the Profile database that programmatically transmits special service requests to the carrier.
National Travel shall note its familiarity and understanding of the Air Carrier Access Act of 1986, and if
requested by any state traveler, make available the free DOT publication New Horizons for the Air
Traveler with a Disability.

Extra Effort

Although our investment in quality monitoring technology has greatly improved our efficiency in
accommodating special requests, we find that our staff is extremely creative and resourceful in finding
ways to accommodate special requests or needs Our incentive plan, which is outlined completely in the
Agency Profile Section reflects our culture of celebrating efforts to accomplish exceptional services. The
cornerstone of our incentive plan, “Uplifting Service™” is about recognizing the extra effort we make for
our customers. The “Best Deal Contest” rewards efforts to secure a better value, such as an upgrade, or
complementary feature. “Giraffe” certificates arrive daily from our customers who wish to recognize a
National Travel person who was willing to “Stick out their Neck.”

Flight Monitoring

National Travel deploys Flight Stats, an itinerary monitoring and messaging system that involves
capturing the entire itinerary of a passenger, monitoring the itinerary for travel-related events, and
sending relevant travel messages to the traveler’s smartphone or PDA device. We offer the following
itinerary monitoring services:

TripCenter- FlightStats TripCenter enables our counselors to monitor the activity of itineraries of
interest. TripCenter consolidates all activity into a single console view, enabling the quick identification
of trips either proceeding as scheduled or incurring troubie. The attendant capability has enabled us to
protect customers on alternate travel arrangements before they are even aware of a flight disruption.
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Messaging - The FlightStats Messaging Service delivers proactive flight alerts to travelers. Messages are
available in XML, e-mail, and text formats.

At-Risk Monitoring - The FlightStats At-Risk Monitoring Service monitors a set of itineraries, and returns
information on those itineraries that have cancellations, delays, diversions, threatened and/or missed
connections.

The key to providing an itinerary monitoring and messaging solution is to gain access to the passenger's
itinerary and to be able to update the itinerary with any changes that occur prior to the day of travel (e.g.
schedule changes and any flight changes that occur due to the passenger changing the itinerary). Your
travelers’ itineraries are automatically routed to the monitoring system from our quality control system,
saving your traveler the trouble of manually entering their itinerary into a website,

Another important capability of the flight alert system is an Opt-in Passenger Profile. A customer can select
and provides the simple means for the customer to opt-in and save communication preferences (e.g. email
address, mobile phone number, format of messages by type of message, etc.).

4.4.3 Document Services

The vendor should describe if the following are included in their proposal and how they will
be treated:

4.4.3.1 Visa information and applications.

National Travel will provide complete passport and visa assistance from application to delivery. National
Travel will provide all appropriate visa applications forms to State of WV travelers who are traveling
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internationally. We will also provide the required letters to embassies and consulates for visas and
arrange for passport and visa pick-up and delivery to the traveler.

National Travel has contacts and utilizes third party services to process passport services including new
and renewal passport applications. We also advise and arrange visas to various countries for all US
passports holders and numerous international passport holders. We can batch process visas when this
service is available. We do not charge a fee to do assist with document procurement. There may be a
fee from the expediting agency or consular fees imposed by the issuing country.

4.4.3.2 Database of travelers' visa(s) and passport numbers with expiration
dates.

The online booking system creates a computerized personal profile is based on the user ID, and travelers
complete all pertinent information, including passport numbers and expiration dates, as well as visa
information.

National Travel profiles also include a field for traveler to store their Known Traveler ID number, which
expedites their clearance through TSA Security at some airports.

4.4.3.3 Reminders to the individual travelers six (6) months prior to
expiration (of visa).

The online booking system provides the capability to query the system and export data,
providing the capability to send reminders to travelers regarding upcoming expiration dates. At
the time of confirming international reservations, the international documentation
requirements are reviewed with the traveler and appropriate information such as passport
numbers and expiration are transmitted to the carrier.

4.4.4 Security Issue Awareness

The vendor should make travelers aware of any possible security issues concerning
destination or carriers. Vendor should explain how the following will be
accomplished:

4.4.4.1 Inform travelers as to the areas of the world where travel may be
unsafe due to international terrorism as well as specific carriers that should be
avoided as advised by the State Department.

National Travel will advise travelers of any possible security problems concerning a particular
destination or carrier, including information provided by the State Department.

National Travel's automated and scripted process includes a verification of recent State Department
bulletins, as well as information pertaining to travelers’ health as posted by the CDC.

———-%_—_
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To satisfy Duty of Care concerns, National Travel subscribes to intelliguide Corporate, a risk management
solution that provides essential transportation, health, weather and security updates on a global
platform. Intelliguide Corporate provides the essential destination and security information needed for
international travel, including:

Destination reports geared toward the corporate travel market

¢ News briefs updated 24/7

* Visa and passport information

e Worldwide risk assessments and security information

e Etiquette information for worldwide business travelers.

Sample report included as Exhibit 11.
4.4.4.2 Describe your Duty of Care Program

National Travel monitors communications and bulletin from the US State Department, the Center for
Disease Control, Intelliguide bulletins distributed through Travel 42, and other sources of information.
We provide travelers with 24/7 support shouid their travel plans be disrupted.

in the event of an unforeseen event such as a terrorist incident, aviation accident, regional crisis or
other event, National Travel is very proactive, taking steps to query our database to determine if any
customers are in the affected location or area at the time of the incident.

We will take steps to notify travelers as well as our designated contacts with the State and if necessary
or if requested, provide assistance with changing travel plans.

4.4.4.3 In the event of loss/theft of traveler's passport, the Vendor being required
to provide assistance in obtaining an emergency renewal.

Because National Travel is open 24/365, your travelers will always have access to our personnel for
assistance in emergency situations. In the event of loss/theft of a traveler’s passport, National Travel
will provide assistance in obtaining emergency renewal. We would be able to assist the traveler with
the details of the lost passport based on information resident in the reservation and profile, as well as
hours and location of the nearest U.S. Embassy or Consulate.

4.4.5 Fees

The vendor should disclose any fees; describe how the following will be accomplished:
4.4.5.1 The transaction fee should only be charged at the time of the ticketing of an
airline reservation or when a reservation is confirmed with a confirmation number
and fee should not be charged regardless of the number of changes made to an
itinerary until the airline ticket is issued.
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National Travel currently meets and exceeds this requirement. Transaction fees are billed only at the
time of ticketing of the airline reservations. Travelers may make unlimited changes or cancel
reservations prior to ticketing without incurring additional transaction fees.

National Travel does not stack fees. Stacking is the practice of charging multiple fees for services
beyond the issuance of the ticket. For example, some TMC’s charge a low transaction price, but then
also charge a fee for after hours service, another fee for processing a schedule change, or an additional
fee for processing a cancellation and refund. National Travel transaction fee for full service Transaction
A air/rail tickets, both domestic and international, includes re-issuing tickets for involuntary schedule
changes, as well as for voluntary changes requested by the travelers while enroute. There are no after
hours surcharges, or fees for processing refunds. This inclusive approach to pricing offers substantial
savings to the State of WV, and also results in improved customer satisfaction because travelers do not
incur multiple fees when it is necessary to make a change to a reservation. In addition to the explicit
savings of transaction fees that are not incurred, there are additional implicit savings because travelers
will be more likely to seek assistance from National Travel for such changes rather than approaching the
airline directly.

Please refer to the Cost Proposal for more information an our approach to pricing.

4.4.5.2 For reservations with multiple travel suppliers such as rental car, hotel,
and airline reservations, there should be only a single fee for one reservation or
trip.

National Travel currently meets this requirement. Only one fee will be charged at the time of ticketing
of the airline arrangements, and inciudes arrangements for hotel or car rental reservations associated
with the itinerary.

4.4.6 Reports & Training Services

4.4.6.1 A representative of the vendor who is familiar with the State account
should provide: (I) consultation services, (2) assistance to identify and resolve
all service problems and advise, with suggestions, to the Travel Management
Office staff through reports and observations of methods or procedures to
improve services or correct problems in the following areas:

a. Assistance in monitoring and enforcing the State's travel policies to
reduce travel expenses without reducing quality of customer service.

b. Advising the State of current changes and trends in the travel industry, in
addition to, offering continuous process improvements.

Please elaborate on how the above will be met.
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As the travel management provider to the State of West Virginia, National Travel has always viewed our
role as extending far beyond the tasks of confirming and ticketing reservations. We have been active
participants in the efforts of the Travel Management Office to improve services and obtain greater
efficiencies through adoption of automated systems.  For example, while the State Auditor’s office and
the State Travel Management Office were implementing the online booking contract the State has with
ResX, National Travel’s Vice President of Operations participated in weekly implementation meetings
with the State and TRX to integrate the ResX system with our GDS reservations as well as to provide
support and assistance relative to travel procedures.

Our Vice President of Operation, Ann Hoskins, will serve as the Account Manager for the State of WV
Account. She will be supported by Jill Robinson, who will serve as the Operations Manager for the
contract. In total, this represents more than fifty years of experience in corporate and government
travel management, and bath individuals have an in-depth understanding of State travel policy.

The State will continue to receive consultative advice in the execution of your travel management policy.
National Travel regularly meets, and will continue to meet at a minimum once per quarter, with staff
from the Travel Management Office to review operations and industry trends, in an effort to identify
opportunities to lower costs and improve services.

When issues or service problems arise, the Travel Management Office is kept informed through our
systematic approach to solving problems. We attribute much of our success to our commitment to
caring for customers. The true test of customer commitment is measured not only by how many
"satisfied customers” we create, but how we respond when there is a problem. We view every problem
as an opportunity to improve.

National Travel’s Customer Relation’s Program empowers all employees to react in real time whenever
any customer reports a problem, and to take steps to resolve the problem to the customer’s
satisfaction. If resolution is beyond the employee’s ability to act, he or she is to immediately take steps
to move upward through management to the appropriate level for resolution. National Travel will
always keep the State fully informed of every step taken and the State will be informed of the problem’s
resolution.

In the event a traveler encounters any difficulty, whether due to an error on the part of the supplierora
National Travel employee, we will assure that there is prompt remedial action. Whenever there are
corrective actions required, you are guaranteed that our staff will take prompt and courteous action to
satisfactorily resolve the complaint or discrepancy.

National Travel Service maintains a systematic approach to problem resolution that features:

¢ Aweb based reporting and tracking system that instantly alerts management, as well as the
State TMO, to issues that need corrective action.

* System provides a tool for tracking and analysis to focus on problem prevention.

* Employees are empowered to take immediate steps to resolve issues in real time.
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* Weekly meetings with team managers and senior management to review and analyze issues,
identify additional actions required. We include as Exhibit 7 a sample customer relations report

4.47 Consulting

The vendor may be required to provide consulting services; vendor should explain
their capabilities for the following:

4.4.7.1 The vendor should be qualified and prepared to assist any State agency
with consultation and staff support to arrange for meetings, conferences,
seminars, and regional meetings. Describe examples of consultation provided
to customers of similar size and characteristics, citing references and providing
relevant contact information. This contact information should include name,
address(s), phone number(s), and email address(s). Additionally, identify any
fee associated with this service if applicable. Describe the training that will be
offered to State Travel Coordinators upon assumption of the contract. Examples
of training subject matter should include travel safety issues, tips on traveling
alone, etc.

National Travel meets and exceeds this requirement, offering complete range of meeting planning
services. National Travel will help to assure that all events are smoothly organized at the lowest
possible cost to the State.

Services include:

» Negoliated airfares »  Hotel contract negotiations
» Airport “meet & assist” e Arrival/departure lists
e On-site meeting assistances e Airfare analysis
¢ Site selection = Rooming/activily lists
s Hospitality desk e Budget consultation
*  Ground transportation s  Pre & post programs
Management reports »  Custom theme functions & special events

National Travel has on staff a CGMP (Certified Government Meeting Planner). We provide meeting
planning services to the US Courts as part of our travel management contract. Please refer to section
4.3.2 for contact information for this account.

Travel Coordinator Training

National Travel has developed several seminars and presentations to help our clients not only achieve
the best value for their travel, but also to ensure that as consumers, they are fully informed. Topics
covered in seminars and other presentations include travelers’ rights, travel safety, on line booking
demonstrations, international travel issues.

%———-—_—
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These seminars will be conducted free of charge and will be scheduled as part of our contract
implementation and regularly throughout the course of the contract. Seminars will be conducted at
various State conferences or by webinar to afford all State agencies an opportunity to participate.

The following are examples of various seminars that are designed to address specific needs.

Travel Planning Audience: Travel planners. This seminar is directed primarily at persons who
make travel arrangements, usually for other persons, and may also be involved in reconciling billing.

Course: Services of National Travel, travel terminology, aircraft type and configurations, airfare tariff
terminology, rental car reservations, hotel reservations, billing, changes and refunds, on-line booking
capabilities and services, airline ancillary fees.

Business Travel Audience: Travelers and travel planners. National Travel services, travelers’ rights,
(canceled flights, oversold flights, hotel reservations, car rental reservations) travel insurance, travel
safety, frequent flyer reconciliation, travel policy, upgrades, airport clubs, twenty-four hour assistance
program, on-line booking capabilities and services.

International Business Travel  Audience: International Travelers and travel planners. National Travel
international Services, international code sharing arrangements, aircraft type and configuration, security
at international airports, State Department bulletins, passport and visa requirements, health certificates,
Center for Disease Control bulletins, internationai business protocol (specific by country), Weissman
Travel, Worldwide communication link to National Travel.

4.4.7.2 The vendor must act as a consultant to the State to secure/negotiate net or
reduced airfares on behalf of the State at no additional cost. Describe how the
vendor will act as a liaison for the State of West Virginia.

National Travel has an excellent track record of successful negotiations for airline discounts for our
clients, based on their volume and travel patterns. National Travel successfully secured the first airline
discount program for the State of WV. We have been actively invoived in supporting the current
corporate program the State has with Delta Airlines.

In order to successfully negotiate with any vendor, it is necessary to have in depth information, including
market share information, origin/destination analysis, and volume projections. National Travel’s
Management Information Services routinely is able to provide targeted airlines with the required
information to justify negotiated airfares. Airlines do not typically extend negotiated discounts to
corporations or government agencies that do not have an enforceable travel policy managed by a single
travel management company that can provide the type of data required to demonstrate the success of
negotiated programs.

Additionally, we have extensive experience in processing reservations using State negotiated rates. We
have developed a comprehensive system that offers both ‘Point of Service’ automated tools, as well as
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pre-ticketing auditing and monitoring tools to ensure that the state receives the full benefit of all
negotiated agreements.

4.4.8 Implementation Plan

The state intends to implement the program statewide. Implementation should be
seamless to the traveler with no disruption in service. Vendor should work with all
existing contracts for air, car rental, hotels, etc. and be familiar with all State Travel
Regulations before implementation. Please provide how this need will be met, and
elaborate on the following:

4.4.8.1 Provide a proposed implementation timetable and schedule of events.

As the existing contractor for the State of West Virginia, National Travel can guarantee that
implementation of a new contract will be seamless to the traveler with no disruption in service. We will
continue to work with all existing contracts for air, car rental, hotels, etc. National Travel is thoroughly
familiar with all State travel policies, and will conduct a thorough review of State travel policies and
internal procedures with all personnel prior to implementation of a new contract.

National Travel has extensive experience as the Travel Management Contractor for the State of WV and
we fully understand our responsibility for all areas of operations in accordance with the terms and
conditions of this contract. While serving as the incumbent does offer certain advantages, particularly in
offering a seamless implementation, we take nothing for granted.

The foliowing outlines our plan to serve the State of West Virginia in the new contract:

We will contact each agency’s travel coordinator to discuss the new contract, to establish and clearly
define their individual needs, policies and procedures.

We will provide a thorough orientation program for all State travelers and travel coordinators. This
program will be repeated regularly throughout the course of the Contract, to accommodate changes in
State policy, enhancements to service, and new travelers joining the State.

Our implementation schedule is based on a 30-day period.

Week One NTS Implementation team meets | NTS Implementation Team
to review timetable, individua!
assignments

NTS Implementation team meets | NTS Implementation Team
with State contracting officers State of WV Purchasing,
and Travel Management Office to

m
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outiine implementation plan,
review rollout plan for online
booking engine.

Week Two Review of all required MIS and Joe Lambert
accounting information Ann Hoskins
Meeting with TMO and State Ann Hoskins

Auditor representatitve to discuss
implementation of online

booking.
Scheduling of Seminars for Ann Hoskins, Travel
agency travel coordinators, Management Office
travelers

Week Three Implementation Team meeting to | NTS Implementation team
review progress
Review and Update all internal Ann Hoskins

procedures, scripts, rule records
to reflect new contract

Review and update of traveler Jill Robinson
profiles Amanda Austin

Review with Purchasing division | Ted Lawson

all existing vendor contracts. State Purchasing personnel
Develop comprehensive strategy
for vendor negotiations: Airline
discounts, car rental rates, hotel
program

Week Four Complete revision of all internal Ann Hoskins
procedures and systems to
reflect new contract

4.4.8.2 Identify the number and type of personnel that will be dedicated to the
implementation plan.

The National Travel implementation team for the State Travel Management contract will consist of Ted
Lawson, CEOQ; Karen Cottrell, Vice-President, Finance; Ann Hoskins, Vice-President, Operations; Jill
Robinson, Manager, Morgantown Office, Joe Lambert, Comptroller; Michael Hall, Director, Internet
Applications; and Amanda Austin, Director, Client Services.
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4.4.8.3 Describe the Agent's experience at implementation of service for accounts of
similar size and annual bookings.

National Travel has extensive experience in implementing similar accounts. We have successfully
implemented nationwide contracts for the United States Courts, the Federal Emergency Management
Agency (FEMA), National Transportation Safety Board (NTSB), and Federal Trade Commission, as well as
numerous corporate customers.

4.4.8.4 Identify the key person responsible for implementation of the State
account.

As Project Manager for the State Contract, Ann Hoskins, Vice President of Operations, will have
responsibility for implementation of this account.

4.4.8.5 Vendor should assist the state with an implementation plan, i.e,
recommendations about the implementation ofthe pilots, suggesting the number of
agencies to be used in pilot, recommended periods of benchmarking and success
measurement techniques.

National Travel will assist the State in developing a detailed implementation plan, including materials
used to communicate with travelers the features and benefits of the online booking tool. We will
analyze historical purchasing data of various agencies to make recommendations on which State
divisions to use in the pilot program. We will provide quarterly reports to the State on the number of
reservations confirmed using the online system.

4.4.9 Automation Capabilities

4.4.9.1 Vendor should summarize the automation capabilities offered. The
following topics should be addressed:

a. Online inquiries
b. Upload and Download Capabilities
C. Internet Access

National Travel has extensive experience in supporting a variety of online booking systems and end-to-
end travel management systems. As the Travel Management contractor to the State of WV, we were
instrumental in introducing a variety of end-to-end solutions for your consideration and have been
active participanis in the efforts of the State Auditor’s office to implement and integrate an online
booking system with expense reporting and to your financial system. We have been fully supportive of
the transition to a fully integrated travel management program and will be active participants and an
advocate for the State to increase adoption.

m—_—_
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State of WV travelers and traveler coordinators currently have access to email communication as well as
an online booking system for online inquiries, and routinely make reservations online for airlines, car
rentals, and hotels.

Having this continuity for your users makes an ideal solution for the State, as your travelers who are not
among the first to transition to the new proposed system will continue to be able to make reservations
online.

OnLine Booking

The State opted to deploy the RESX booking engine, now owned by NuTravel, and National Travel
currently provides this contract to the State. nuTravel’s Enterprise booking tool provides a very cost
effective solution. The Enterprise booking tool enables travelers and travel arrangers to easily create
policy-compliant air, car and hotel reservations. In just a few clicks, traveler’s can simultaneously book
complex flight, rail, rental cars and hotel reservations quickly and easily. With elements such as search
result matrices, comparison grids, hotel property images and seating charts, travelers can visually
interpret their trip booking process from start to finish.

National Travel will continue to provide the nuTravel contract, as well as support and assistance to the
State in increasing adoption.

AIRS

On the National Travel website, using AIRS, our Automated Invoice & Refund System, travelers can also
obtain ticket receipts by logging onto National Travel's website. This system allows travelers to easily
get duplicate copies, or check the status of refunded tickets.

m
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Online Reporting

iBank is a Web-based data warehousing and management reporting tool that integrates with our back-
office accounting system, GlobalWare to gather travel booking information. iBank offers pre-travel and
post-travel reporting functions, each offering more than 50 pre-designed management reports, plus
automated report scheduling and delivery features, data auditing, electronic tracking of unused e-
tickets, and real-time flight tracking and alert services. The iBank reporting system saves money by
eliminating the need to produce paper management reports; provides an up-to-the-minute snapshot of
travel expenditures for use in vendor negotiations; saves time tracking e-tickets, refunds, and service fee
billing; enables real-time identification of traveler location and status; and effectively monitors
corporate travel policy and exceptions or fare savings opportunities.

Once the data is received by the iBank server, the information is loaded into your database and is
immediately available for up to the minute reporting from the World Wide Web twenty-four hours a
day, seven days a week around the world. The capabilities and benefits of the iBank system are
described in detail in question, and samples of these reports are included as Exhibit 9.
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4.4.9.2 Vendor should explain plans to retain the high level of expertise,
addressing, but not limited to the following topics:

a. Research and development commitment
b. Continuing education of staff
C. Association/memberships of vendor staff.

National Travel views staff as its most valuable resource. College graduates make up the largest
percentage of National Travel’s staff, nurtured by a program that pays all direct costs for the employee’s
college education. National Travel places a high value on ongoing and recurrent training for all
employees to enhance their performance and keep them informed of programs and services that are of
benefit to our clients. Through National Travel’s Better by Degrees program, employees earn salary
advances through participation in various training opportunities. The goal of all National Travel’s training
programs is to increase our employees’ awareness and understanding of our customers’ needs and
expectations.

National Travel maintains a staff position, Vice President of Operations, with direct responsibility for all
training programs.

National Travel invests in innovative technology to bring enhanced services to our customers and to
improve efficiencies in the reservation and ticketing process. Our IT department has developed many
solutions to enhance our ability to serve the customer. Customers can subscribe to our mobile
application, Intelligent Traveler, a free mobile applications, which provides many useful links in one
easy to use application. See Exhibit 12.

The AIRS product, which allows customers to retrieve copies of invoices and to check the status of
refunds, was developed by our IT staff, as were many other online applications used internally by our
staff.

In order to remain current with industry trends and developments, National Travel maintains
membership in many industry organizations, including ASTA {American Society of Travel Agents), SGTP,
(Society of Government Travel Professionals), and GBTA (Giobal Business Travel Association). Ted
Lawson, the President of National Travel, has served on the Board of Directors of SGTP. Mr. Lawson is
also active on the Charleston Convention and Visitors Bureau, and is a past chairman of the board.
Since 2009, National Travel has been affiliated with the American Express Retail Network, providing
access to a global network of services, vendors and training support.

%
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4.4.9.3 The system should be able to support policy and procedure enforcement at
the State, Agency, and Department/Division level. It is highly desirable for a system
to be able to track and manage travelers whose trips are subject to rules that vary.
The system should be able to identify rules for acceptable travel types by traveler,
by agency or department. System capabilities must include mechanisms to manage
and/or change traveler choices to ensure compliance with preset rules. Describe
how the system would provide such support and describe the system capabilities.

nuTravel provides a powerful engine to manage a wide variety of travel policies. Using a rules-based
engine, the system can be easily configured to customize travel policy across a variety of organizational
and geographical parameters and traveler profiles. The rules based engine provides almost unlimited
capability to define and construct policy rules. Policy rules are constructed based on information input
by a policy administrator. Easy to configure templates equip administrators with the tools and flexibility
necessary to define unique and potentially complex rules. Administrators can define ideal air itineraries
on parameters like cost, fare type, and distance, and benchmark against a travelers returned air options
to determine what flights are within policy. Additional, you can set specific conditions and expected
behaviors for each situation.

The travel policy engine alerts travelers early in the booking process if they are out of policy. The system
compares the agency defined ideal itinerary on parameters like cost, fare type, and distance, and
benchmarks against a traveler's returned air options to determine what flights are within policy.
Administrators can apply geographic parameters and traveler profile information to define rules, and
determine how the system should respond when a user violates a rule. Maximum airfares can be
defined for different types of trips. Users can be flagged as out-of-policy for booking first, business
and/or premium economy.

4.9.4 Itis desirable for a system to integrate with the State's travel expense reporting
system to create and maintain a traveler profile information while offering a method of
the traveler to maintain the personal demographic information contained in the profile
(such a birth date, gender, and desired seating assignments), while at the same time
disallowing the maintenance of some travel parameters (changing name, updating home
address, or changing class of service. Describe how the proposed system would integrate
with current State systems.

nuTravel is currently integrates with current State systems. This tool enables Universal Integration of
multiple expense management options for travel entities of every size. This flexibility has enabled the
State to integrate the toe! with your financial system.

Travelers and travel managers can control profile creation and ongoing profile management in a secure
and easy to use environment. Profiles are synchronized with the GDS, so that when travelers contact
Nationaf Travel for assistance, our agent have access to the same data.

- __________ Y
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4.4.9.5 The vendor should provide a robust, configurable online booking.tool that can
integrate with an expense management tool. (i.e. profile creation/maintenance,
passing of itinerary choices and status updates). Describe how the proposed online
booking tool would satisfy the following requirements:

a. The system should support the ability to book airfare, lodging, rail, and
ground transportation for domestic and international travel.

In just a few clicks, traveiers can simultaneously book complex flights, rail, rental cars and hotel
reservations quickly and easily. With creative elements such as search-result matrices, comparison grids,
hotel property images, and seating charts, travelers can visually interpret their trip-booking process
from start to finish.

Advanced options like flight notification, trip templates, points of interest, calendar export and more
allow for greater productivity throughout the booking process.

b. The system should have the capability to integrate with the state's expense
management tool to facilitate pre-trip approvals of the proposed itinerary,
prior to reservation or purchase. Some agencies require travelers to obtain
multiple levels of approval for a trip inadvance of the final booking.

nuTravel enables Universal Integration of multiple Expense Management options for companies and
travel entities of every size. The system has been integrated with the States proprietary Oasis system.

c. The system should be able to support the need of the State to enforce the use of the
authorized transportation, lodging provider(s) and other approved travel service
related suppliers for business travel. Exception reporting and informational alerts
are desired.

Travel Managers can enforce policies, take advantage of corporate discounts and preferred suppliers.

d. The vendor should provide access to online accounting services such as
invoice search, refund status and MIS reports to the Travel management office,
coordinators, and travelers.

National Travel is committed to providing online travel solutions that can help the State of West Virginia
lower costs per transaction without sacrificing the level of service to your travelers.
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For more than a decade, State travelers have had access to AIRS, our Automated Invoice & Refund
System. With this online tool, travelers can obtain ticket receipts or check on the status of refunds.
Developed in-house by our internet department, this system allows travelers to easily obtain duplicate
invoice copies.

Online Reporting

National Travel has met the State’s online reporting and MIS requirements with iBank, a Web-based
data warehousing and management reporting tool that integrates with our back-office accounting
system, GlobalWare, to gather travel booking information. iBank offers pre-travel and post-travel
reporting functions, each offering more than 50 pre-designed management reports, plus automated
report scheduling and delivery features, data auditing, electronic tracking of unused e-tickets, and real-
time flight tracking and alert services. The iBank reporting system saves money by eliminating the need
to produce paper management reports; provides an up-to-the-minute snapshot of travel expenditures
for use in vendor negotiations; saves time tracking e-tickets, refunds, and service fee billing; enables
real-time identification of traveler location and status; and effectively monitors corporate travel policy
and exceptions or fare savings opportunities.

Once the data is received by the iBank server, the information is loaded into your database and is
immediately available for up to the minute reporting from the World Wide Web twenty-four hours a
day, seven days a week around the world. The capabilities and benefits of the iBank system are
described in detail in question 12, and samples of these reports are included as Exhibit 9.

Travets Online Dashboard Reporting

In addition to the many online reporting capabilities through iBank is the online dashboard, Travets,
which gives users access to travel expense data in real time. This unique dashboard, featuring at-your-
fingertips service, puts you in control of your travel arrangements. We also have built-in quality control
measures and an instant messaging feature that allow online agents to assist with any questions as you
havigate the system.

The online dashboard reporting provides a web-based management platform where State of West
Virginia travel data is stored. The interactive dashboard allows coordinators and travel managers to
focus on specific aspects of travei expenses and access a muititude of standard reports along with
virtually unlimited user-defined reports, including risk assessment reports.
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National Travel's computerized accounting and Management Information System, GlobalWare
represents a considerabie investment in a powerful information system. GlobalWare is integrated with
the Apollo Reservation system. GlobalWare is an ODBC (Open Data Base Compliant) Windows based
system which enables us to provide in-depth data at any level in order to track expenses, test State
policy enforcement, and identify negotiating opportunities. We use iBank, a comprehensive web
reporting solution that allows us to access, analyze, report and share data captured in GlobalWare.

This system aliows us io create any report you require for any of the data items captured in the
reservation. The information can be analyzed and reports generated for any level of the State: for the
entire State of West Virginia, for a particular State Department, a particular State Division or agency, or

even to the individual level,

National Travel will provide the State with reports that are accurate, timely, and in a selection of
formats. Data will be provided to the State according to State defined timetable; calendar year, fiscal

year, etc. Reports will be provided monthly or quarterly, based on your needs.

At the time of ticketing, detailed itinerary information stored in the reservation is transferred and stored
in GlobalWare, our information and accounting management system. We also capture optional data
fields, such as customer department numbers, employee numbers, project codes, etc. We can provide
the State of West Virginia with in-depth data at any level you require to track expenses or test

enforcement of your travel policy.
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Refer to item 4.4.2, c. for a description of standard reports that are provided. Exhibit 9

4.4.9.6 Vendor should explain their ability to issue electronic tickets to travelers
regardless of their location, during normal work hours, after work hours, and on
weekends if necessary. All tickets should be delivered in a timely matter according to
the employee's needs. The vendor should state their nation-wide "800" (or
equivalent national toll-free number) that travelers can call24 hours per day/7 days
per week to receive full service. Please describe whether this service is an agency
operated function or a contracted function of your Agency. If contracted, describe the
company and services available. Describe your ability to accommodate electronic
ticketing.

National Travel is open 24 hours a day, 365 days a year. We do not subcontract or outsource our 24
hour support, nor do we charge a surcharge for calls to our service center outside of normal business
hours. When your travelers call for support outside of normal business hours, they will be assisted by a
National Travel employee who is fully trained on the State’s travel policies and will have complete access
to your traveler profiles and reservations. Upon confirmation of reservations, travelers will receive a
complete itinerary, by fax or E-maii, of aii confirmed arrangements.

State of West Virginia travelers will be provided with a single, dedicated 800 number that they can call
24 hours per day/ 365 days a year to receive full service. National Travel Service provides each traveler
with a complete, printed invoice/itinerary document including the national toll free number.

National Travel's primary reservation system, Apollo Travel Systems, was the first to introduce electronic
ticketing, an optional method of ticket distribution. Electronic ticketing is defined as the generation of
tickets without the production of flight coupons. In addition, we have agreements with carriers such as
Southwest and AirTran for their ticketless travel options. National Travel has the ability to issue
electronic tickets for any airiine that offers that capability.

National Trave! has designed customized Scripts that are used to document the customers’ itineraries
with confirmation numbers for electronic tickets. National Travel does monitor usage of electronic
tickets. The automated quality control system, Cornerstone ResQCX Workstation, has a module that
validates usage of each electronic ticket. Any reservation that is past the travel date and still shows an
electronic ticket with an “Open” status is routed to the agent to verify with the traveler the preference
for resolving the discrepancy, i.e. the ticket is to be refunded or reissued for another flight.

R Y
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4.4.9.7 Vendor should have an Internet connection and electronic mail address
that can be used by the State to make reservations, service requests, travel waivers
and assist with other travel related business (written instructions should be made
available by the vendor as part of the State Travel Coordinator's training). System
should permit Travel Coordinators or travelers to query a reservation system for
airlines, car rentals, and hotelsand permit online booking or reservations. System
should provide a confirmation in a secure electronic environment, including
transmission of confidential information such as credit card and traveler personal
profiles, Describe your current supporting software capabilities (low fare search, e
mail, fax, reservations, etc.) and any future automation plans. Do you employ your
own programming staff or is this function contracted? Describe your internet
service capability in detail (management reports, etc.).

National Travel meets and exceeds this requirement. State of WV travelers and traveler coordinators
currently have access to email communication as well as an online booking system and routinely make
reservations online for airlines, car rentals, and hotels.

National Travel has its own internal IT department to ensure we bring leading edge technology to our
customers. The Internet Department has three full time dedicated employees. The combination of
National Travel’s own internet personnei, strategic alliances, and independent contractors has given NTS
a significant advantage in providing on line travel services to corporate, Federal government and State

government employees

4.4.9.8 Define your automation for business travel reservations, in-house reporting
and accounting.

National Travel’s comprehensive, muiti-tiered quality systems are active throughout the reservation
process, enhancing and monitoring the quality of service before, during and after customer’s travel. Our
systems are engineered to supplement the reservations system with an array of “point of service”
technoiogy as well as automated, continuous monitoring of our reservations database.

Paint of Service Tools

AgentWare Webpoint

National Travel subscribes to AgentWare Webpoint, a web based application that is integrated with the
Apollo reservation system, that will search more than 30 different airfare sites in real time to obtain best
availability and web based pricing. With a single query, Webpoint scours multiple Web systems
simultaneously and returns results for review. Agents may launch WebPoint with an Apolio command
that wili integrate the Apollo itinerary to provide WebPoint with the dates and citypairs. Search results
may be imported to Apollo as documented Web fares.

Search resuits are returned in real time to ensure the best pricing. This allows our agents to instantly
compare that information with the published and private fares that are returned from the GDS.
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Custom Check

National Travel utilizes Apollo Custom Check, a flexible Passenger Name Record (PNR) management tool
that ensures all reservations comply with the required standards. This product begins the Quality
Control process at the point of service, checking the reservation for accuracy as well as omission of data
as the record is created. National Travel utilizes the flexibility of this product by defining the
requirements of each client, then creating rules for validating the PNR against those requirements.
Custom Check improves accuracy and efficiency by identifying all necessary information from the first
time a reservation is created and validating specific data with the rules. For exampie, reservations can
be validated for the presence of an employee identification number.

National Travel currently utilizes 9 primary sets of Rules Records, which are customized for specific client
groups, including the State of West Virginia, based on their unique requirements. We also maintain Rule
Records based on individual client requirements, such as special meal requests for example,

Scripts

National Travel maintains an extensive library of customized Scripts - programs that the reservationist
activates to perform specific reservation functions. Scripts increase efficiency and accuracy of the
reservation process. National Travel utilizes FocalPoint ScriptWriter to develop our own customized
scripts for the reservation process for The State of West Virginia to ensure that travel policy is followed
and negotiated rates are considered.

Scripts may contain any number of screens, designed to enforce standard state government policies.
The ability to condition entry field as “must enter” prevents the agent from continuing until critical
information is provided. Data required for State reports are scripted into such “must enter” fields.

Private Fares
National Travel has the capability, with Private Fares, to load in Apollo special negotiated fares cross-
referenced by rules, carrier, date and special promotional information where appiicabie. Our staff can

integrate these negotiated rates with published fares, so that all alternatives can be easily compared
and offered to the traveler.

At the time the reservation is being made, Nationa! Travel agents display all negotiated discounts or
rates for the State offered by a contract vendor in an integrated display with all published fares. This
makes comparison of ail options instantaneous and ensures the State receives the lowest possible fare.

Optimal Shopping

Nationa! Trave! utilizes this latest enhancement to the Apolio GlobalFares capability to compare the
traveler’s itinerary to alternate schedules and routings departing within a specified time period. Optimal
Shopping offers more robust itinerary searching, in combination with muitiple search modifiers for more
pricing options, more alternate itineraries {up to 150) and access to lower-cost carrier [tinerary
combinations. The time window can search from within two hours to within two days of original
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departure. If another schedule is found which offers a lower fare, the reservationist is able to instantly
offer this alternative and confirm the lower priced itinerary.

Profiles

Agency and individual profiles exist and are maintained in our reservation database for instant access.
Travel policies of The State of West Virginia, as well as personal preferences of each traveler are used in
the reservation process to ensure travel policy compliance and maximum efficiency in the reservation
process.

TravelScreen Plus

Working hand-in-hand with the Apollo Profile system, National Travel utilizes TravelScreen Plus to
automatically tailor Apollo availability screen to show only those options that conform to both the
State’s travel policy, as well as the individual’s personal travel preferences. TravelScreen Plus makes the
reservation process faster and more accurate, and at the same time allows us to provide consistent,
highly personalized service to individual travelers.

TravelScreen Plus preference records begin to work automatically when profiles are retrieved. Using this
mask to move detailed information into a reservation record reduces the number of keystrokes
required, greatly improving accuracy and efficiency

Programmable Keys

National Travel stores standard entries required in building passenger name records into
“Programmable Key files”. These “macros” then condense an entry that might require dozens of
keystrokes to one or two keystroke combinations. We maintain a standard file of these that enabie our
staff to instantly perform certain functions, for example, one key stroke will display the daily briefing for
Nationai Travel, or access the State’s policy on car rental reservations.

Relay Productivity Tools

Relay applications use the power of FocalPoint to provide easy-to-use, graphical alternatives for
complex, time-consuming Apollo tasks. This suite of applications include Queue Manager, which
automates the management of queues, PNR to Profile, an easy way to create a profile from an existing
PNR, and Response Capture, which enables us to transfer information from the reservation data base to
another software application, such as a word-processing file.

Monitoring and Reporting Systems

After the reservation request has been confirmed, it is continually menitored for lower fares, and for
adherence to specific standards, right up to the time of departure. At the time of ticketing, our
accounting system captures all data from the reservation, where it is retained for a minimum of two
years, and is used in the production of a variety of Management reports.

Agency Technology
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At ‘end transact’, the Apollo commands that stores the passenger name record into the Apollo database,
all reservations are routed to a central Queue, or electronic file. This is the entrance door to Agency
Technology, our independent quality monitoring and file finishing system that wiil perform both initial
fare and quality check, and then begins the continuous monitoring that occurs until time of departure.

GlobalWare

National Travel’s reservation system is integrated with Galileo’s GlobalWare, an information and
accounting system, providing for real time accounting/record keeping. At the time of ticketing,
information stored in the reservation is transferred and stored in GlobalWare. This system provides a
powerful query and export capabilities and a variety of pre-programmed reports. It captures
information at the point of sale for every product and service, and allows us to consolidate information,
integrate reports and gain access to historical data. It can also capture optional data fields, such as
customer department numbers, employee numbers, project codes, etc. We can provide The State of
West Virginia with in-depth data at any level that you require to track expenses or test enforcement of
your trave! policy.

GlobalWare is a complete accounting system, with powerful data capture and information management
tools. GlobalWare is Windows®-based, with integrated online help available at all times. This makes it
easy to learn and operate, reducing training time.

National Travel has made a considerable investment in our accounting system in order to meet our own
accounting and management needs, and to meet customer information and data management needs.

GlobalWare assists with financial controls by providing audit trails to account for every ticket and invoice
created in the reservation system or entered directly into the accounting system.

I1Bank

iBank is a Web-based data warehousing and management reporting tool that integrates with our mid-
office quality control system, ResQCX and our back-office accounting system, GlobalWare to gather both
pre- and post- ticketed travel booking information. iBank offers pre-travel and post-travel reporting
functions, each offering more than 50 pre-designed management reports, plus automated report
scheduling and delivery features, data auditing, electronic tracking of unused e-tickets, and real-time
fight tracking and alert services. The iBank reporting system saves money by eliminating the need to
produce paper management reports; provides an up-to-the-minute snapshot of trave! expenditures for
use in vendor negotiations; saves time tracking e-tickets, refunds, and service fee billing; enables real-
time identification of traveler location and status; and effectively monitors corporate travel policy and
exceptions or fare savings opportunities.

Once the data is received by the iBank server, the information is loaded into your database and is
immediately available for up to the minute reporting from the World Wide Web twenty-four hours a
day, seven days a week around the world.
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advance of actual travel. With Pre-Travel, the
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N e State can have access to over fifty pre-designed
iy L I ., S management reports along with a very powerful
Err I R yet easy to use custom reporting tool.

Among the benefits of pre-travel reporting:

* Saves money by eliminating the need to produce paper management reports.
* Provides up-to-the-minute snapshot of travel expenditures.

@ Saves time tracking e-tickets, refunds, and service fee billing.

¢ Monitor corporate travel policy and exceptions or fare savings opportunities.

The Post-Travel module captures travel reservation information directly from Globaiware, our back-
office accounting system. With Post-Travel, the State can have access to over fifty pre-designed
Management reports along with a very powerful yet easy to use custom reporting tool. The benefits of
this module include:

© Saves money by eliminating the need to produce paper management reports.

Proactive approach o travei management by providing up-to-the-minute snapshot of travel

expenditures as far back in history as you want to maintain.

* More effective means to monitor corporate travel policy and any exceptions or fare savings
opportunities.

=}

Broadcast Report Scheduler — This module allows National Travel to deliver standard and/or custom
reports and graphics to the State on a specified date and time. iBank will automatically run the reports
and store the reports until the client retrieves them. Once the reports are completed, iBank sends an
automated e-mail to the State with all of the HTML links to your reports.

* Eliminates process of producing and deiivering paper reports.
® Eliminates cost of printing management reports.
® Provides immediate access to timely reporting at your client’s desktop.
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4.4.10 Disaster Recovery Plan

The vendor should describe its disaster recovery plan in detail and indicate the length
of time required to restore full service assuming the Vendor's primary operation site
is unavailable due to either man made or natural disaster-.

National Travel’s reservation configuration is structured with several “failsafes” in place to enable us to
continue to make reservations and issue tickets in the event one or more of our CRS systems is
inoperable. These include:

* National Travel has multiple offices, interconnected through the GDS system and our
telecommunications configuration. Therefore we can continue to operate when there is a failure
at one office.

* Offices access the GDS through a MPLS intranet, with 99.9% up time, but each office also has
direct internet connectivity, providing for redundancy.

* National Travel’s offices are served by Centrex telephone lines, enabling us to re-route incoming
calls to other offices as necessary.

* Qur telephone systems are equipped with a monitor that provides us with real time information
on the status of the system, including which ports are active or if a port or line becomes
inoperable.

* At the site of the Travel Management Center for the State of West Virginia, we have dual
reservations systems- Sabre and Apollo. In the event Apollo has a system-wide outage, agents
have access to Sabre on their same desktop.

e R T
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Attachment B: Mandatory Specification Checklist
4.5.1 Mandatory Requirement 1: Accommodations and Travel

4.5.1.1 The vendor will be required t¢ book air and ground transportation, hotel, and motel
rooms for the State's business travelers according to the WV State Travel Rules. The traveler
will be provided an itinerary to confirm arrival and departure dates, mode of travel {air, rail,
or rental car), and the name of the hotel and room rate. The vendor will obtain the
lowest fare possible which meets the traveler’'s agenda for the mode of travel preferred, the
accommodations, and any in-city ground transportations.

As the current travel management contractor to the State of West Virginia, National Travel employees
are thoroughly familiar with WV State Travel Rules. We have developed specific training and procedures
to ensure compliance with your travel regulations,

National Travel subscribes to two Giobal Distributions Systems (GDS), Apolio and Sabre. We employ
TravelPorts’s Apollo Reservation System Network as our primary system, and will continue to serve the
State with the Apollo system. Apollo represents the most advanced electronic distribution system in the
travel industry, providing instant confirmations on air, car, hotel reservations, as well as information on
other travel related services. With Apollo, our agents have on-line access to more participating airlines
than any other GDS provider.

TravelPort's faring tools provide National Travel with access to every source of faring information:
published fares, privately negotiated fares, and web fares. Built on the GDS industry’s first multi-server
based pricing technology, e-Pricing is capable of searching millions of fares and hundreds of itinerary
options to find the lowest available fares, TraveiPort also offers Preferred Fares Select, providing
airlines an opportunity to distribute all fare content through Apollo. Participating airlines guarantee that
all fares, including web fares, will be made available through Apollo.

Galiieo 360 Fares stored in Apollo are loaded and updated in Apollo several times a day to ensure the
latest fare information. In addition to fares in Apollo, fares and pricing are available in the host systems
of the Total Access participants. An agent can display all airline fares for the requested city-pair or for a
specific airline. National Trave! agents use the most efficient formats to quickly determine the lowest

appropriate airfare.

4.5 .1.2 The vendor guarantees to offer State travelers the Lowest Logical Available
Airfare (LLAA) at the time the reservation is placed.

National Trave! guarantees to offer the State the Lowest Logical Available Airfare (LLAA) at the time the
reservation is placed and to give first consideration to any air carrier that has an existing contract or
agreement with the State for specified discounts. In the event an agent assisted reservation is not
issued at the LLAA at the time the reservation is placed, National Travel will refund the difference in
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fare, and issue a $100 travel certificate valid for a future travel purchase with National Travel. We have
had this policy in place for more than 25 years. We will be responsible for ticketing within the specified
time to ensure application of the LLAA. We have systems in place to waitlist and monitor these
waitlisted reservations in the event the LLAA is sold out at the time of reservations.

Travelers will be advised of the availability of different flight options which may produce a lower fare, as
well as any penaities that might be associated with the fare quoted. Notification of penalties is also
included on the travelers’ itineraries.

National Travel deploys the very best, leading-edge software in securing the lowest airfares for all of our
clients. The technology has changed and accelerated dramatically over the last few years and National
Travel has always been in the forefront in using new advanced systems. National Travel’s business
philosophy has never changed for its inception over a generation ago. Simply put, the doctrine of
providing the lowest airfare with quality service is the foundation of National Travel’s operating system.

Our software is deployed at the point of service, and continually monitors the reservation up to the time
of departure. The impressive array of tools features both automated and manual systems. Shouid our
fare monitoring system discover a lower fare for the same itinerary booked by the traveler using an
online system, National Trave! will intervene and contact the traveler to offer the iower fare option.

National Travel guarantees to offer the State the Lowest Logical Available Airfare (LLAA) at the time the
reservation is placed and to give first consideration to any air carrier that has an existing contract or
agreement with the State for specified discounts. We will be responsible for ticketing within the
specified time to ensure application of the LLAA. We have systems in place to waitlist and monitor these
waitlisted reservations in the event the LLAA is sold out at the time of reservations.

Travelers will be advised of the availability of different flight options which may produce 2 lower fare, as
well as any penalties that might be associated with the fare guoted. Notification of penalties is also
included on the travelers’ itineraries.

Booking Builder

Distribution channels for travel have evolved with the expansion of e-commerce, and some airlines will
publish fares on their web sites that are not offered for distribution through the GBS systems. To take
advantage of these “unpublished” rates, National Travel subscribes to the Booking Builder, a web based
application that is integrated with the Apollo reservation system, that will search more than 30 different
airfare sites in real time to obtain best availability and web based pricing. With a single query, Booking
Builder scours multiple Web systems simultaneously and returns results for review. Agents may launch
Booking Builder with an Apollo command that will integrate the Apollo itinerary to provide Booking
Builder with the dates and citypairs. Search resuits may be imported to Apollo as documented Web
fares.

Search results are returned in real time to ensure the best pricing. This allows our agents to instantly
compare that information with the published and private fares that are returned from the GDS.
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TravelPort e-Pricing

The global standard in low-fare shopping technology, Travelport e-Pricing has revolutionized the
worldwide travel shopping experience. Built on the GDS industry’s first multi-server-based pricing
technology, e-Pricing is capable of searching millions of fares and hundreds of thousands of itinerary
options to find the lowest available fares.

Through Apollo, we offer guaranteed preferred content from major airlines, as well as access to low-fare
carriers such as Virgin America, Frontier Airlines, and Spirit Airlines, in addition to Southwest Airlines.

Private Fares

National Travei has the capability, with Private Fares, to load in Apollo special negotiated fares cross-
referenced by rules, carrier, date and special promotional information where applicable. Qur staff can
integrate these negotiated rates with published fares, so that all alternatives can be easily compared
and offered to the traveler.

At the time the reservation is being made, National Travel agents display all negotiated discounts or
rates for the State offered by a contract vendor in an integrated display with all published fares. This
makes comparison of all options instantaneous and ensures the State receives the lowest possible fare.

Reservation Monitoring

National Travel utilizes an independent computer system, Agency Technology, that interfaces with our
reservations system and continually monitors every reservation. Airfares change continually, and
Agency Technology operates 24/7 to monitor these changes and alert us when a traveler’s reservation is
subject to a new lower fare.

Rate Reduction Finder

Rate Reduction Finder is the module that ensures each reservation is priced at the lowest available fare,
not merely at the time of ticketing, but right up to the day of departure. Fares can change dramatically

overnight. When this occurs, the system automatically identifies all effected reservations, which do or

may qualify for the new lower fares, whether ticketed or not. The travel counselor then evaluates each
reservation to determine if it meets the qualifications of the new iower fare and then calls the affected

traveler to offer the new fare.

4.5.1.3 Objective 2: The vendor is responsible for ticketing the specified time to ensure
application of LLAA,

National Travel has been and will continue to be responsible for ticketing reservations to comply with
the specified ticket time limit to ensure application of LLAA.

]
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4.5.1.4 If LLAA is sold out, the vendor will wait-list the class of service and advise
traveler of the same. Upon clearance of lower airfare, vendor will advise traveler of
the fare difference and ticketing requirements.

Airlines use capacity restrictions to limit the amount of discounted fares that are sold. Most airlines’
system now restrict the “waitlisting” of this inventory. Through the capability of our independent
reservation monitoring system, in the event the lowest airfare is sold out, the reservation will be
monitored by the Waitlist Checker module which will continually guery the system to take advantage of
cancellations or inventory adjustments by the carrier, and confirm the flight or inventory that is
requested.

4.5.1.5 If any flight is canceled with the legal time frames specified by the air carrier,
the vendor is responsible to inform any traveler of any penalty that may be incurred
due to change or cancellation of special fares. The notification should be
communicated prior to ticketing and restated on the traveler's itinerary.

National Travel currently meets and will continue to meet this requirement. At the time of confirming
reservations, travelers are advised of the fees associated with changing or cancelling reservations after
ticketing. Itineraries also contain notification of fees associated with cancelling or changing
reservations. In the event a traveler requests changes to an existing reservation, we advise the traveler
of penalties or fees associated with making the changes requested.

4.5.2 Mandatory Requirement 3: System Integration

4.5.2.1 The vendor must provide access to the reservation system (Apollo, Sabre ..
etc.) to the Travel Management Office (the Travel Management Office randomly
checks reservations for accuracy and compliance with travel regulations) as well as
the management information reports normally supplied to a corporate client with
adhoc reports upon request with reasonable notice.

National Travel currently meets and will continue to meet this requirement, providing at no cost access
to the Apollo reservation system used in the fulfillment of this contract.

In addition, we provide access to management information reports through our online reporting tool,
iBank. iBank, is a Web-based data warehousing and management reporting tool that integrates with
our mid-office quality control system, and our back-office accounting system, Globalware to gather

both pre- and post- ticketed travel booking information. iBank offers pre-iravei and post-travel reporting
functions, each offering more than 50 pre-designed management reports, plus automated report
scheduling and delivery features, data auditing, electronic tracking of unused e-tickets, and real-time
flight tracking and alert services. The iBank reporting system saves money by eliminating the need to
produce paper management reports; provides an up-to-the-minute snapshot of travel expenditures for
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use in vendor negotiations; saves time tracking e-tickets, refunds, and service fee billing; enables real-
time identification of traveler location and status; and effectively monitors corporate travel policy and
exceptions or fare savings opportunities.

Once the data is received by the iBank server, the information is loaded into your database and is
immediately available for up to the minute reporting from the World Wide Web twenty-four hours a
day, seven days a week around the world.

4.5.3 Mandatory Requirement 4: Billing

The successful vendor shall bill at time of sale and shall be in accordance with the terms and
conditions established herein.

National Travel currently meets and will continue to meet this requirement. Transaction fees and airfine
ticket charges are billed to the appropriate credit card, either individually billed account or centrally
billed accounts, as requested, at the time of ticketing.

4.5.4 Mandatory Requirement 5: Fees

4.5.4.1 Fees will be based off air carrier transactions only and will not be permitted
for hotel and/or rental car only reservations. The transaction fee should only be
charged at the time of the ticketing of an airline reservation or when a reservation is
confirmed with a confirmation number. A transaction fee should not be charged
regardless of the number of changes made to an itinerary until the airline ticket
issued. For reservations with multiple travel suppliers such as rental car, hotel, and
airline reservations, there should be only a single fee for one reservation trip.

National Travel currently meets and exceeds this requirement. Transaction fees are billed only at the
time of ticketing of the airline reservations. Travelers may make unlimited changes or cancel
reservations prior to ticketing without incurring additional transaction fees.

In addition, National Travel transaction fee for full service Transaction A air/rail tickets, both domestic
and international, includes re-issuing tickets for involuntary schedule changes, as well as for voluntary
changes requested by the travelers while enroute. This inclusive approach to pricing offers substantial
savings to the State of WV, and also results in improved customer satisfaction because travelers do not
incur multiple fees when it is necessary to make a change to a reservation. In addition to the explicit
savings of transaction fees that are not incurred, there are additional implicit savings because travelers
will be more likely to seek assistance from National Travel for such changes rather than approaching the

airline directly.
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Travel Management Service Proposal

4.5.5 Mandatory Requirement 6: Tickets & Itinerary

4.5.5.1 The State of West Virginia will not pay for paper tickets for domestic travel,

National Travel currently meets and will continue to meet this requirement. We issue electronic tickets
for all State of WV air reservations.

4.5.5.2 Vendor shall have the capability to dispatch airline tickets to any area of the
world either through the Vendor’'s own network of offices, airport ticket counters, or
ETickets.

National Travel meets this requirement. National Travel is open 24/7/365. Our 24 service is not
subcontracted out to a 3 party. We maintain a nationwide 800 number for the exclusive use of
employees of the State of WV. We have the ability to dispatch airline tickets to any area of the world via
e-tickets, prepaid tickets to airport ticket counters, or a network of American Express retail offices
worldwide.

4.5.5.3 E-Tickets shall be provided by the vendor to the traveler when applicable.

Nationaf Travei currentiy meets and exceeds this requirement. Electronic tickets are now the standard
for both domestic and international travel.

tn addition, National Travel has an automated process for monitoring the usage of electronic tickets, to
ensure that unused electronic tickets are promptly reissued or refunded. The automated quality control
system, Agency Technology, has a module that validates usage of each electronic ticket. This ensures
credits are issued promptly, because electronic tickets do not have to be returned to the issuing office.
Our electronic ticket tracking results in additional cost savings to our customers.

Should a ticket be nonrefundable, then the outstanding credit is entered into a database, documenting
the ticket number, amount of the ticket, and expiration date of the credit. Through our integrated
monitoring, when the traveler’s profile is accessed, the system automatically queries the database for
the existing of the outstanding credit, and alerts the agent to the credit, so that it may be applied to the
hew reservation.

May 23,2017 Page 6 | Attachment B



In Response to

Nationpal Travel, Inc,
CRFP 0212 SW(C1700000001

Travel Management Service Proposal

4.5.5.4 Itinerary- Upon issuance of the E-Tickets, two full copies of the traveler's
itinerary must be provided. The itinerary must indicate:

a. Full address and phone number of the booking Agent

b. Carrier name(s) and flight numbers (departing and returning)

c. Arrival and departure dates and times

d. Seat assignment, meal service

e. Ground transportation confirmation number

f. Hotel /Motel reservation name and confirmation number

g: The lowest fare available or reason lowest fare not utilized

h. Standard rate versus the traveler's actual rate and savings if any

National Travel currently meets and exceeds this requirement. Upon confirmation of reservations,
travelers will receive a complete itinerary, by fax or E-mail, of all confirmed arrangements. National
Travel Service provides each traveler with a complete, printed invoice/itinerary document including, but
not limited to, the following, which exceeds the required data elements in the RFP:

® traveler's name and agent name;

&  applicable routing information such as: carrier(s), flight/train/bus number{s), originfenroute/destination
points, departure/arrival times for each segment of the itinerary, seat assignment, reservation number
and meal if any;

*  transportation charges;

= ifrequired a notation where lowest fare is offered but refused;

* if applicable, advice regarding penalties for cancellations or changes;

®  Carrier assigned confirmation number for electronic tickets;

®  National Travel Service's reservations office telephone numbers

®  24-hour toil-free number (24 Hour Service)

e if applicable, hotel/motel data (cost, name, location, telephone number, confirmation number,
guaranteed arrival check-in time; cancellation requirements, and, where applicable, tax exempt
information);

* if applicable, vehicle rental information, including name and telephone number of the supplier, pickup
and return dates, confirmed rate and confirmation number, and where applicable, special pickup
instructions and hours of operation, notably for off-airport suppliers;

e the established Government CONUS per diem rates for each city wherein travel will take place;

¢ forinternational travel, specific information required for the destination to which the traveler is going,
including required documentation and iocation of nearest US embassy or consulate;

®  special notices or information requested by the State agency;

¢ astatement and copy of the passenger receipt coupon of all charges associated with the transportation
ticket, including the ticket number, price, fees charged and a description of those fecs.

Please see Exhibit 14 for a Sample Itinerary.

May 23,2017 | Page 7 Attachment B




National Travel, Inc. In Response to
Travel Management Service Proposal CRFP 0212 SWC1700000001

4.5.6 Mandatory Requirement 7: Reports & Training Services

The vendor shal} provide, at the vendor's expense, 2 annual training sessions to designated State
agencies. The training sessions should include guidelines and procedures for bocking travel
reservations directly with the vendor and troubleshooting.

As your travel management provider, National Travel has worked closely with the State Travel
Management Office to enforce travel policies, to reduce travel expenditures and to maintain high
quality customer service. Communication and training seminars are essential elements of our approach
to travel management. Our senior staff will continue to provide consultation services, advice on current
changes and trends in the travel industry, and suggestions to improve services or correct problems.

National Travel has participated and will continue to participate in seminars to help the State of WV not
only achieve the best value for their travel, but also to ensure that as consumers, traveiers and travel
arrangers are fully informed. Topics covered in seminars and other presentations include travelers’
rights, travel safety, on line booking demonstrations, international travel issues. Training on the online
booking tool are essential to helping the State achieve the target goals for adoption of the online
system.

These seminars will be conducted free of charge and will be scheduled as part of our contract
implementation and twice annually throughout the course of the contract. Seminars will be conducted
at various locations throughout the State or by webinars to afford all travelers the ability to participate.

S

ment B
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In Response to

Nationa! Travel, Inc.
CRFP 0212 SWC1700000001

Travel Management Service Proposal

4.5.7 Mandatory Requirement 8: Certifications Related to Lobbying:

4.5.7.1 Vendor certifies that no federally appropriated funds have been paid or will
be paid, by or on behalf of the tompany or an employee thereof, to any person for
purposes of influencing or attempting to influence an officer or employee of any
Federal entity, a Member of Congress, an officer or employee of Congress, or an
employee of a member of Congress in connection with the awarding of any Federal
contract, the making of any Federal grant, the making of any Federal loan, the
entering into of any cooperative agreement, and the extension, continuation,
renewal, amendment or modification of any Federal contract, grant, loan, or
cooperative agreement.

If any funds other than federally appropriated funds have been paid or will be paid to
any person for influencing or attempting to influence an officer or employee or any
agency, a Member of Congress, an officer or employee of Congress, or an employee of
a Member of Congress in connection with this Federal contract, grant, loon, or
cooperative agreement, the Vendor shall complete and submit a disclosure form to
report the lobbying.

Vendor agrees that this language of certification shall be included in the award
documents for all sub-awards at all tiers (including subcontracts, sub-grants, and
contracts under grants, loans, and cooperative agreements} and that all sub-
recipients shall certify and disclose accordingly. This certification is a material
representation of fact upon which reliance was placed when this contract was made
and entered into.

National Travel certifies that no government appropriated funds have been paid or will be paid, by or on
behalf of National Travel or an employee of National Travel, to any person for purposes of influencing or
attempting to influence an officer or employee of any government entity, in connection with this State
contract. We do not support or conduct any lobbying efforts. National Travel agrees that this language
of certification shall be included in the award documents for all sub-awards at all tiers.

4.5.8 Mandatory Contract ltem 9: Record Retention (Access & Confidentiality)

4.5.8.1 Vendor shall comply with all applicable Federal and State of West Virginia rules and
regulations, and requirements governing the maintenance of documentation to verify any
cost of services or commodities rendered under this contract by Vendor. The Vendor
shall maintain such records a minimum of five (5} years and make available ali records to
Agency personnel at Vendor's location during normal business hours upon written
request by Agency within | 0 days after receipt of the request.

National Travel complies with all applicable Federal and State of West Virginia rules and regulations, and
requirements governing the maintenance of documentation to verify any cost of services or
commodities rendered under this contract. National Travel maintains such records a minimum of five

it an i == o N Nl P S W e
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In Response to

National Travel, Inc.
CRFP 0212 SWC1700000001

Travel Management Service Proposal

(5} years and will make available all records to appropriate personnel from the State of WV at our
location during normal business hours.

By signing below, i certify that | have reviewed this Request for Proposal in its entirety; understand the
requirements, terms and conditions, and other information contained herein; that I am submitting this
proposal for review and consideration; that [ am authorized by the bidder to execute this bid or any
documents related thereto on bidder's behalf; that | am authorized to bind the bidder in a contractual
relationship; and that, to the best of my knowledge, the bidder has properly registered with any State
agency that may require registration.

National Travel. Inc.

Ted R. Lawson, President & CEO

P: 304 357-0801_ F: 304 343 5059
May 24, 2017

TOTAL: $ See Cost proposal
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Herman & Cm'many
Certified Public Accountants, A.C.

Accountants & Consultants

Aecountants’ Compilation Report

To the Board of Directors
Nationai Trave] Service, Inc.
Charleston, West Virginia

Service, Inc., which comprise the statement of assets, liabilities, and stockholder's equity - tax
basis as of December 25, 2016 and December 27, 2015; and the related statement of revenue,
€xpenses, and retained earnings - tax basis for the year then ended, and for determining that the
tax basis of accounting is an acceptable financial reporting framework. We have performed a
compilation engagement in accordance with Statements on Standards for accounting and Review
i 1 by the Accounting and Review Services Committee of the AICPA. We did
not audit or review the financial statements nor were we required to perform any procedures to
verify the accuracy or completeness of the information provided by management. Accordingly,
we do not express an opinion, a conclusion, nor provide any form of assurance on these financial

statements,

We are not independent with respect to National Travel Service, Inc.

Hmdw

Charleston, Wv
March 28, 2017

8 Capitol Street, Suite 600 e Charleston, WV 25301-2839 o (304) 3452320 o (304) 343.2555 fax

www.herman-cormanycpas.com
————=2an-Cormanycpas.com )



National Travel Service, ipc.

Statements of Assets, Liabilities and Stockholder's Equity — Tax Basis
December 25, 2016 and December 27, 2015

Assets

Current Assets
Cash and cash equivalents
Accounts receivable — trade
Accounts receivable — other
Prepaid taxes and expenses
Total Current Assets

Property and Equipment

Real property
Office furniture, fixtures and equipment

Shonk Plaza — improvements and equipment
Automobiles

Less accumulated depreciation
Net Property and Equipment

Other Assets
Goodwill, net of amortization
Total Other Assets

Total Assets

See accountants® compilation report,

December 25,

2016

$3,108,870
243,841
4,941

33.115
3,390,767

408,844
710,634
79,447
74,558
1,273,483

—879.400
394,083

-0-
-0-

3,784.85

December 27,

2015

$2,707,050
93,032
29,543

45,952
2,875,577

403,968
647,456
62,843
64,317
1,178,584
772,930

405,654

105
105

$3.281,336




Lizbilities and Stockhkelders’ Equity

Current Liabifities
Accounts payable
Accrued taxes and expense
Group deposits
Deferred income
Accrued profit sharing contribution
Total Current Liabiliiies

Steckholders’ Equity
Common stock (Class I) - $100 par
value, 720 shares authorized, 296
shares issued and outstanding
Common stock (Class II) - $100 par
value, 32 shares authorized, issued,
and outstanding
Additional paid-in capital
Retained earnings
Less treasury stock-at cost
Totai Stockholders’ Equity

Total Ligbilities and Stockholders’ Equity

December 25,
2016

$ 46,381
361,837
-0-

86,667
150,000
644,885

29,600

3,200
291,318
3,681,965

866,118

3.139.965
3.784.850

December 27,
2015

$ 58,275
157,696
20,600
173,333

97.828
—507.732

29,600

3,200
291,318
3,315,604

866,118

2,773,604

$3.281.336



National Travej Service, Inc.,
Statements of Revenue, Expenses and Retained Earnings - Tax Basis
December 25, 2016 ang December 27, 2015

Revenue
Air and other commnyissions
Interest, dividend & other income

Total Revenue

Operating Expenses
Salaries and personne] costs
Occupancy and office costs
Travel and delivery costs
Advertising and promotion
Depreciation and amortization
Taxes
Bad debts
Profit sharing contribution
Other

Total Operating Expenses

Income Before Income Tax Provision
Izcome Tax Provisicn

Net Income

Less: Dividend Paid
Retzined Earnings — Beginning of Year

Retained Farnings — End of Year

See accountants® compilation report.

December 25,
2016

$6,476,846

146,636
6.623.482

4,113,417
1,079,671
111,782
114,580
106,576
106,200
1,096
150,000

253,505
6.036,827

586,655

200,294
386,361

(20,000)

3,315,604

$3,681,965

December 37,
2015

$4,758,825

22,941
4,781,766

3,061,201
1,608,032
59,308
107,332
59.686
56,362
252
97,828

223.430
4,673.431

108,335

25,864
82,471

(10,000)

3,243,133

$3,315,604



National Travel Service, Inc.

Statements of Cash Flows — Tax Basis
December 25, 2616 and December 27, 2015

Cash Flows From Operating Activities
Net income
Adjustments to reconcile net income to net
cash provided by operating activities:
Depreciation and amortization
(Increase) Decrease in assets
Accounts receivable — trade
Accounts receivable — other
Prepaid expenses
Increase (Decrease) in liabilities:
Accounts payable
Accrued taxes and expenses
Deferred income
Group deposits
Accrued profit sharing contribution
Net Cask Provided (Used) by Operating Activities

Cash Flows From Investing Activiiies
Purchase of property and equipment
Net Cash (Used) by Investing Activities
Cash Flows From Financing Activities
Dividends Paid
Purchase of Treasury stock
Net Cash (Used) by Financing Activities
Net Increase (Decrease) in Cash and Cash Equivalents
Cash and Cash Equivalents, Beginring of Year

Cash and Cash Eqguivalents, End of Year

Supplemental Disciosures
Income taxes paid

See accountants® compilation report,

December 25,
—. 2016

$ 386,361

106,576

(150,809)
24,602
12,837

(11,894)
204,141

(86,666)
(20,600)

— 32,171
516,719

(94.899)
(94,899)

(20,000)

-0-

20,000

401,820

-2.707,050

$3.108,870
$ 58,801

December 27,
2015

$ 82471

59,686

7,886
(27,925)
5,571

(7,922
48,698
(86,667)
20,271

67.828
—169.897

(81.026)
{(81,026)

(10,000)

(600,000)
(610,000)

(521,129)

3.228.179

$2,707,050
§ 11,397
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Company Profile
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Registersd Nams NATIONAL TRAVEL SERVICE, INC.
Comorstion Type Compasation (UZ)
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Sirke of incorporation WEST VIRGINIA

Dsta incorporated 12:08-1876

Registration 12 20580
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Addrees 707 VIRGIA ST. EASY BTE 100, CHARLESTON, WV, 253010000
Reglstered Pringipal

Hamea TEDDY R LAWSON

Titte Presiden

Addrzss

TO7 VIRGINIA BT 8TE 100, CHARLESTON, WV, 253010000



Name- BEVERLY A. HOSKINS

Title Secretary

Address 707 VIRGNHA ST STE 100, CHARLESTON, WV, 253010000
Principais

Oificers

TED R LAWSON, PRES
KAREN COTTRELL, V PRES FINANGE

Dirgctors

DIRECTOR(S): THE OFFICER(S)

Company Events

The following information was reported on: 10-26-2016

The Wes1 Virginia Secretary of Slate's business registrations file showed that National Treve! Service, inc was registered as a corporation on
December 9, 1976,

Business started 1677 by Ted Lawson. 100% of capial stock & oumsd by the officars.

TED R LAWSON born 1843. 1 77-present active here,
KAREN COTTRELL. Antecedents &re unknpwr.

Businees Aefivities And Employess

The fellowing information wee reporied on: 10-28-2016

business-information-hesdar

Trade Names NATIONAL TRAVEL

Description Operatss a travel agency {1009%).
Terms are Net 30 days. Sels 1o general public, federal, state government apencies and
commercial concerns. Territory ; Unked Statss.

Employses 70 which includes officer(s) and 5-6 pari-time. 50 empioyed here.

Finencing Statuws Unseoyreg

Financiat Cohditlon Strong

Ssagonality Menzoaacnal

SIC/NAICS Infermaiion

3C Codes SiC Description Percentage of Buslness

AT24 Travel agency -



47240000 Trave! agencies

NAICS Codes NAICS Description
H61510 Travel Agoncies
Governmant Activity Dispute Governmen Activlly
Activity Summary
Borrowar{DirGuar) No
Acministertive Dabi No
Contractor Yes
Granlao Na
Party exciuded from teders) No
program(s)

Possible candidate {or sboio-economic program vonsideration

(A} Flom Yes
Labor Surplus Aren Vs
Smafl Budinoss Yas (2017)
Bource: DB | Cucency: USD
Financials
Financial Siaternent Comparison
B Curent Assels E Current Linbilkies Sales Current Hatio
& OW 54
4 814 4.3
3.6 33
7 At 2
1. K
o =y = LTy .
2008 2012
Flscal Individual Fiscel Individual
Dec 2012 Dec 2008 Last 2 Yonrs

Curcant Assels 9,300,038 3118514 — )



Current Liabilities 739,085 631,573 [r——
Tangibie Net Worth 2,913,505 2,564,471 ——
Ssles SdsLa et 2el ]
Net lncome 207,018 120,125 —
Current Retio 4,47 484 ——
Working Capita) 2,560,973 2,436,841 ——
Other Assets 356.387 77,530 f—
Long Term Lisbiiltes 0 o
Latest Financlal Statemani
Balancs Shepl
Assels
Cumrent Azsels
Prepaid / Deferred Rems 45,852
Accounts Recaivable 1224578
Cask; 2,737,050
Total Currert Asests 2875577
l.ong Teny Assete
Properly, Fiant, Fixiures & Euipment 405,654
Goadwil 155
Totel Assata 3,281.335

Liabilities



Current Lisbtitles
Deterred Income
Accrugis

Group Daposits
Accounts Payable

Total Civrent Lisbilities

Long Term Lisbiitins

TREASURY STOCK

Common Siotk

Retained Egrnings

Addtional Paid In Capltal/ Gaphal Surpus

Total Linbilitles & Not Worth

173,333

20,600

58,276

507,732

-BEE 1R

82,800

3,315,604

251,918

2,281,836

Statemeant information

Prolit And Loss information

From DEC 29 2014 10 DEC 27 2015 annual sales §4,781 765. Gross profd £4,781,786; aling expenzes $4,673.451.
Dperating npome §108,335; net iwome befors taxes $108,335; Federal income tex $265,884. Net intoms $82.471.

Source informstion  Prapsred from staiement(s) by Accounignt: Herman & Company, Charleston, WV,

Accouniant Oplinion

The financial statement &s submMad by the subjeci company rafissts an accountants comgpiiation with ligures providad from

‘Sistement Explanation

Hiem worth shown ih 6 section was compiitad gfter deduction of bles, goodwill 105, 105, Fized ansels
Al e comess e, 50088610 ka3

shown ret isss-

Reporier Comments D88 has updated this repori using available sources.

Key Business Ratios

Statement dute

12-27-2015

Beased on Mumber of Establishmonts
2

Profitabltity

Radio for the business Industry Median Indusiry Quariile



T e

. 4. Eleclrlc Gas ;&nd Sanhary Servl;es -

4611 - Bleciric services

58 - Miscellaneous Retall
5943 - Ret stafionery
5861 - Ret mail-order house

60 - Depository Insthutions
6035 - Federal savings bank

61 - Nondeposilory Credi Instiutions
5152 - Misc business credit

- 82

urity and Commodity Brokers Dealers Exchanges and
Services

6262 - invesimen! advice

= 73 - Business Services
7359 - Misc aquipmeni rantat
7363 - Help supply senvice

7389 - Misc business service

Trade Lines
Oate of Bsllin High Credit
Experiencs - Payment Sistus Tormsg a {LBS)
————
037 - N30 250
0217 Pays Promptly.
0217 Pays Promptly
0217 Pays Promptly 12.000
0217 Pays Promptly 10,008
02117 Pays Prompily NBO 2,500
0217 Pays Promptly Regular 2,500
terms
0217 Pays Promptly 1,000
0217 Pays Prompily 1,600
0247 Pays Prompily 500

Now Cwes
(US§)

%00

50060
6,000

2,500

1,000

560

2,500
2,500

1,000

100

10,000
10,600
2,500

160

Past Dus
(L18%)

250

100

100

50

100

100
D

100

100

nthe Since Lot
. Sals

Between 2 and 3
Months

Beiwsen 6 and 12
Months

Between & and 12
" Months



027

wen7

N7

0217

o2ny

a2ny

oinz

wuny

Lilakg

piny

diny

D616

04n18

aMe

D2rig

02116

o2ne

11/15

1115

0416

Pays Prompily
Pays Promplly
Pays Promptly
Pays Promptly

Pays Promptly
Pays Prompt or
Sb!uwmp‘

P or
e

Pays Prompily
Pays Promplly

fays Promptly

Prys Promiplly

Pays Promptly

Pays Promptly

Pays Promplly
Pays Promplly
Pays Promplly
Paye Promplly

Pays Promplly

Legal Events

Judgmanti

Liens

N30

Cash

Cash
eocount

Cash
acoe

Lease
Agreamni

Cash

Suils

100

50

1000

1,000

750

16,000

&

100

UCC Fllings

£

100

160

100

(-]

g B & B

«Q

Beitween 4 and 5
Months

Batween 4 and &
Months

Botween & and 12
Monihs

Between 4 ard &
Worithe

=t

Beiween & and 12
Months

Between § and 32
Mornihs



0 0 0 0

L.atasy Fiing. - Latest Fing Lates! Fing: - l.atest Filng

D&H has nol tecenved any Publc £ thags dov this compary

Special Evenis

There have been no Spacia) Events reporied for your compary B you have
had a shange in swnershp or with officets ol the conpany piease cab
Cusiomer gervice &l BOD-3335 0505

Ownership

Family Tree
Msmibers In the Troe Subsidiaries of thig Company Branches of thls Company
5 1 3

Exclide Branches

a7 Wt ypnm § e Se

KIEE

Netionat Travel Inc ¢0.617- 5045 Charlesion, WEST VIRGINIA %

National Travel Sarvice, Inc. 62-615 1162 Morganiown, WEST VIRGINIA g
Nationat Travel Service, Inc. 56-450-8757 Salem, OREGON E

Nallonal Travel Service, inc. 57 674 1552 Huntingten, WEST VIRGINIA %



Retum On Assels 25 a8 gl

Return on Net Worth 3.0 200 4
Return on Sales 1.7 124 3
Short Term Soljvency
Current Linbilties to inventory - 999.9
Gurrent Lisbiltles Over Net Worth 8.3 727 4
Gurrenl Ratio 57 16 1
Quich Ratio 56 kR 1
Efficlency
Accounts Peyable to Sales 2 kK] {
Assels Ovar Salss 688 1.3 i
Cofaction Periad 84 2546
Sees 1o nveniory 315
Satzs Over Net Working Capital 20 17.9 4
Lnilization
Tolut Liabiilies Over Nal Worih 183 8.1 4
Inquiries
hqulﬂu-ﬁumm - 32 Months
Total numbar of Inguiries Unigue Cusiomers
26 13
Inquiries-Bumnmary

Over {he past 12 months ending 3-2017, 26 individual requests for informatien on your company were received. The 26 nguiries wers meds
tw 18 unigue customers indicating thal some companies have inguired onyour business multiple tenes and may be monitoring you, Of the
10tal prodiucts purchased, 11, or 42 % came from the Manulechuring; 8, or 23 % came kom the Finance, Ingutence, and Rea) Ectats; 4, or 15
% came from the Bervices; 3, o7 11 % came from the Publis Administretion; 2, or 7 % came from ihe Wholesale Trads

BitiSertor
Type

Date

35 - Industrial Machinery & Equipment DAB Risk Solution 20170301
3478 - Office Machines, Ciher DAB Fisk Sokstion 2017-03-01
3579 - Office Machings, Other DEB Risk Soksion 2017-03-0
3571 - Bachonic Compisders D&B Risk Sohstion 20170106
23571 - Eleslionic Compiriers DB Risk Bokation 2098-10-30

3571 - Elactronic Compulers D&B Risk Sobstion 20i6-10-25



8571 - Electronic Computers
3571 - Electronic Computers
3571 - Bectronic Computers
3579 - Office Machines, Other
3571 - Elecironic Computers

8B - Elgcironic & Other Elsctric Equipmen
3663 - Radio and TV. Communicalions Equipment
81 - Execulive, Legisktive & General Governmert

9198 - General Government, Other
91989 - General Government, Other
8199 - General Government, Other

€0 - Depository Inslitutions
6022 - State Commercial Banks
50 - Durable Goods

5045 - Computers, Perlpherals, and Software
5045 - Computers, Peripherals, and Software

61 - Non-Depository InsRutions

6158 - Miscellaneous Business Credh
6159 - Miscekaneous Business Credil

6152 - Miscellaneous Business Credy
6158 - Miscellamecus Business Credit

73 - Business Services

7389 - Business Services, Other
7389 - Business Services, Othar

63 - Inswrasice Camiers
6331 - Fire, Marine & Casuatly insurance
87 - Engineering & Maragemsnt Services

8741 - Management Services
5741 - Management Services

Inquires Trends - 12 Month

=R Y

LTS PP st

Inquiries Trenas -O-

D&B Risk Sokdion
D&B Risk Solution
D&B Risk Soksion
D&B Risk Solution
D&B Risk Solution

Sales & Marketing Solution
Sales & Marketing Sokstion
Sales & Mackeling Solution

Cerporate Linkage Request
Sales & Marketing Solution
D&B Risk Solution

Complance Solution
Complance Solstion
D&B Risk Sciution

D&B Risk Sotition
DEB Risk Sokttion
D&B Rigk Soksion

D&B Risk Solation
D&B Rizk Sodsion

Complance Solution
DAB Ajsk Solution

D&B Risk Solution

D&B Risk Solstion
D&B Risk Solion

D&B Risk Sokution

D38 Risk Soktion
Genoral Data Reques!

General Data Request
DABRisk Sotion

2016-02-15
2018-06-27
2016-06-27
2016-05-20
2016-05-13

2017-02-15
2017-02-15
2016-09-09

2016-09-09
2016-03-08
2016-08-25

2016-08-13
2016-09-13
2017-01-17

2017-01-17
2017-01-17

2016-07-29

2016-07-29
2016-07-29
2M5-07-29
2016-07-29

2016-08-05

2016-08-05
2016-07-31

216-11-15
2016-11-15

2016-12-25

2018-12-25
2018-12-25



Top-Five-Inquiries

By SIC Sector
Manufacturing "
Finance, Insurance, and Real Estate [
Services 4
Public Administration 5
Wholesale Trade 2
By Report Type
DB Risk Sokion A
Complance Sokution 2
Saies & Markseting Solsion 2
Corporste Linkage Renuest :
General Data Raguest i
Atkinguiries
Industry inguvies  Minozoie”  Setemborzons Solober 2018 freieey g
Manufaghoing 11 4 1 2 4
Wholas gie Trade 2 0 ¢ ) 2
wﬁwurma. o & ¢ & H &
Bervioes 4 0 2 2 )
Publc Adminisiration 3 0 3 ] 9
Peers Inquiries

Plause add a pacr from poers page 1o stari the comparisen.

This nformation may not be repmdustd in whele or in pan by any megns of epsdduetion.



National Traval D{gfzgi
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Ted R, Lawson,
Prasident, CEQ




05/02/2017

National Tvl Svc Inc ARC Number: 51638263

707 Virginia St East Financial Instrument Anniversary Date: 07/31/2017
Bank One Center/Suite 100 Current Coverage Amount: $70,000

Charleston WV 25301 New Required Coverage Amount: $32,500

Reference: NOTICE OF COMPLIANCE - Annual Review of your Financial Instrument(s)

Dear Travel Professional:

ARC's annual review of the amount of coverage provided by your Financial Instrument(s) has confirmed
that your agency is in compliance with the requirements of the Agent Reporting Agreement (ARA)*. No
reply or action is required from you.

This letter may be presented to your bank or surety as official notice that your current coverage amount
will not increase. The coverage amount was determined by monitoring your agency’s cash sales for the

monitoring period of 03/06/2016 through 02/26/2017.

Current Financial Instrument forms and instructions may be accessed
at www.arccorp.com/support, forms-catalog.jsp. You may provide these forms and instructions to your

bank or surety when you request changes (amount, agency legal name, etc.) or apply for 2 new
mstrument.

Thank you,

Richard Gordon
Manager, Accreditation Services
+703.341.5162 direct
+703.341.1226 fax

Bond—LOC@arccoQ.com

* For purposes of this letter, Agent Reporting Agreement (ARA) also means, as applicable,
Reporting Agreement (CTDRA), Sovereign Entity ARA (SEARA), or Sovereign Entity CTD (SE

Corporate Travel Department

CTDRAJ

3000 Wilson Boulevard, Suite 300 WWW.arccorp.com

Arlington, VA 22201-3862



Certificate of Appointment

Issued to:

NATIONAL TRAVEL SERVICE INC. ILA.T.A. Numeric Code: 51-6 3826 3
100 Charleston National Plaza
Charleston, West Virginia 25301

Issue Date: July 20, 1992

The following airlines have authorized the Passenger Network Services Corporation,
trading as the International Airlines Travel Agent Network, as their agent-in-fact to
advise you that you are appointed as iheir ageni.

Aer LinFus Al lergpl Alriinas. Pakistan International Airlines
Aercflo ) Philppine Airlines
Asrolineas Argertings If Adr Qantas Aiways
AeroParu ERIA : Royal Air Maroc
A Afrique grj%el Jordanian/Alia Royal Jordanian Airfine
Air Canada SABENA

ir France SAD-§
Air Jamaica
Alr Malte
Air New Zealand SAHR

ir Pacific i) tugal

Zairg Le-Chile THAI AIRWAYS INTERNATIONAL
AEFA;italdm'digl e UE:;S ;‘Eerlga_s Pafﬁlé?yas T'mellad T (BWIA Int) Ai c
in Joyd- Asmeo Boliviano (LA id and Tobago nt) Airways Corp
AVIANGA ll:%oﬁsh Aifines - wﬁnmas .
BrilshiAl e MALEV « Hungarian Airlines ‘Fgf? Wd:hrinéa_s (l??"ﬁ?) 1
Canadian Aifines Internationa ans Union de Transpors Aérisns
Cotber s e crm e -
iro . F

Enualoriana lympic Airways Zambia Airways Corporation

gypiair

Where agent is listed as an Airline Reporting Corporation (ARC) Industry Agent, and has executed the ARC Agent Reporting
Agreement, this document is the written Cariificate of Appointment refarred to in Subsaction V.B. of that Agresment. It is a
condition of this appeintrnent that any material chenges effecting the information previously submittad to cbtain or maintain such
appointment be submitied to the Passenger Network Services Corporation, trading as the International Airlines Travel Agent
Network, and that any appointment of any of the above airlines may be terminated upon a finding that the individual appointment
standards of the airline in question are no longer met.

NOTE 1 The Appoiniment of Trans World Airlinas is in respect of international sales except for thosa Agents based in Pusrio
Rico, the U.S. Virgin Islands and the L.S. Temitories and Possessions in the Pacific where the appointmant is in respect to afl
sales.
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TRAVEL SERVICE

Nat:onal Travel Report Card Responses
01/01/2616 - 12/31/2016

T

Friendliness : Expertise Responsiveness Seat Assignments Airline Fares and Routings Frequent Fﬁef I'hWMn 1



Sr2212017 Report Card - Dalibor Pocanic <daliborp@nationaltravel.com> - andreat@nationaltravel.com - National Travel Service Mail

Agent Name;
Time Stamp:
IP Address:

Agent Assessiment

Friendfiness

Empathy/Sensitivity

Expertise

Responsiveness/Extra Effort

or{arfaoron

Agent Assessment Notes

Mr. Pocanic was professional in his approach to our
traveling needs. His attention was appreciated and

resulted in an itinerary that meets all our needs.

Quantitative Assessment

Seat Assignments

Airline Fares and Routings

Frequent Flier Information

Rental Car

Hotel Selection

Quantitative Assessment Notes

We declined assistance with car and hotel

reservations

Additionai Assessment

Did you take advantage of our Concierge Service?

NO

For which services?

Did the service meet your expectations?

YES

If not, why not?

Did you incur significant delay during your travel?

If yes, were we able to assist and how?

How important was our 24/7 service?

Traveler Information

Name

Company

Phone

Email Address

Additional Comments

Would you like to receive future leisure travel
information?

htlps:llmail.googte.oomlmaiflmrch/labet%aAreport-cards—employee—spotlighl—report—cards+dalibor+ pocanic/15bf84ciBc8ebiar

"



_ELECTRONIC REPORT CARD SUMMARY

AGENT ASSESSMENT
Friendliness
Empathy/Sensitivity
Expertise
Responsiveness
Agent Assessment Notes: Very helpful, nice and efficient!

SRR, BT, S

QUANTITATIVE ASSESSMENT
Seating Assignments Soutof5
Airline Fares/Routings Soutofs
Frequent Flyer Information Not Applicable
Rental Car Not Applicable
Hotel Selection Not Applicable

Quantitative Acsagsment Notes:

ADDITIONAL ASSESSMENT:
Did you take advantage of our Concierge? No
If so, for which services?

Did the services meet your expectations?
If not, why?

Did you have any significant delays during travel?
If yes, were we able to assist you? And how?
How important was our 24/7 service?

Additional Comments:
May we use your Report Card for Marketing Purposes? Yes



_ ELECTRONIC REPORT CARD SUMMARY

AGENT ASSESSMENT
Friendliness 5
Empathy/Sensitivity 5
Expertise 5
Responsiveness 5

Agent Assessment Notes: I cannot say enough about Kelsey's professionalism and
eagerness to assist us. We are a small county public school system and Kelsey made us feel like we
were the most important group in the world! She was amazing!

QUANTITATIVE ASSESSMENT
Seating Assignments Not Applicable
Airline Fares/Routings Not Applicable
Frequent Flyer Information Not Applicable
Rental Car Not Applicable
Hotel Selection 5 out of 5

Quantitative Assessment Notes:

ADDITIONAL ASSESSMENT:
Did you take advantage of our Concierge? No
If so, for which services?

Did the services meet your expectations?
If not, why?

Did you have any significant delays during travel?

If yes, were we able to assist you? And how?
How important was our 24/7 service?

PLEASE LET US KNOW ABOUT YO

omments: Again, we can't thank Kelsey Morgan and National Travel for always
meeting our needs!
May we use your Report Card for Marketing Purposes? Yes



Brilliant at Travel

National Travel Service

2017 Agent Incentive Plan

*

£\

National Travel’s goal is to create a corporate culture that rewards excellence in
three key areas:

> Sales
> Customer Service
> Skill Development

Focusing on these areas makes us successful in our mission!

National Travel’s Mission Statement is

To provide an invaluable travel service to our customers, both external and
internal, by committing te customer focus, teamwork, discipline and personal
development.

invaluable (adj) : valuable beyond estimation; priceless

National Travel Agent Incentive Plan. Effective January 1, 2017. 1



Sales Incentives

SALES

Quarterly Sales Goal Incentive

The individual sales incentive is based upon achieving quarterly target revenue (commissions
and transaction fees earned) goals. The incentive will be paid quarterly, at the Roundtable
meeting. (Note: This goal does not include hotel commissions, which are included under a
separate incentive plan.). '

Levels of sales and compensation for Corporate and Government Agents and Managers are

as follows (part-time employee goals/incentives are in parentheses):

Levl | 1” Quarter | 2° Quarter | 3rdQuarter | 4th Quarter Incentive
_ Earned

Commission/ Commissions/ | Commissions/ | Commissions/
Service fees Service fees Service fees Service fees _
$15,000*% $15,000% $15,000* $15,000* Minimum Required®

1 -$20,000 $21,600 $21,000 $18,000 $500
($15,000) ($17,250) ($15,750) ($13,500) ($300)

2 $23,000 $24,000 $24.000 $20,000 5700
($17,250) ($19,500) $ 1_3,000) ($15,000) (ss_oo)

3 $26,000 $28,000 _ $28;0® $23,000 $1,000

. ($19,500) ($22,500) ($21,000) - | ($17,250) (3750)

Levels of sales and compensation for Leisure Agents
Level 1"Quarter | 2" Quarter | 3rdQuarter | 4th Quarter Incentive
Earned

Commission/ Commissions/ | Commissions/ | Commissions/
Service fees Service fees Service fees Service fees
$15,000% $15,000% $15,000* $15,600* Minimum Reguired*

1 $24,000 $24,000 $21,000 $16,000 $700
($18,000) 1 ($18,000) ($15,750) ($12,000) (5500)

2 $26,000 $28,000 $26,000 $20,000 $1,000
($19,500) ($22,500) ($19,500) {$15,000) ($750)

*Minimum commissions that must be earned in order to qualify for other incentives —i.e. —
Point-of-Sale Tour/Cruise Bonuses and Hotel Incentives.

**Newly hired agents will be considered Exempt status from attaining Level or Minimum Sales
Goal, through the first full quarter after completion of their training class.

National Travel Agent Incentive Plan. Effective January 1, 2017. 2



If commissions earned are realized from leisure sales, the agent will be considered a leisure agent
for the purposes of calculating the quarterly sales goals and bonuses.

Team Sales Goals

A good team effort is essential to success in serving and retaining customers. We recognize the
team efforts to look out for the success and welfare of the team and to help each other.

The team incentive will be awarded to the team/department that has the highest sales average for
the quarter. This number will be calculated monthly, and will include the sales production of
only those employees who have completed their initial 90-day probation. The monthly average
will then be calculated for the quarter to determine the winning team.

Incentive for Winning Team:
> Group trophy with team members’ names engraved on the trophy (for the quarter)
> $300 FAM Trip Credit for each team member
> Team dinner

For all teams that meet their team goals, the team will win the opportunity to part-take in a group
activity sponsored by National Travel and subject to approval by the CEO.

National Travel Agent Incentive Plan. Effective January 1, 2017. 3



Leisure Travel Incentives

Specific tour operators are designated as Preferred and Approved, which are eligible for special bonuses.
This does allow however the selling of other vendors that may have a specialty in activity or area of the
world and still collect a point of sale bonus, depending on the commission amount. The selling of
Preferred and Approved vendors helps National Travel in negotiating additional commission, advertising
co-op funds, and special privileges when assistance is required.

Preferred Vendors Approved Vendors
Tour Operators Tour Operators
Abercrombie & Kent (A & K)
Brendan Tours Delta Vacations
Classic Vacations Maupintour
Globus/Monograms Funjet
Insight Ski.com
Kensington Tours
Pleasant Holidays
Tauck Tours
Trafalgar
Travel Bound
Travel Impressions \ .
- Cruise Lines
Svain T outs Avalon Waterways
. . Holland America
Cruise Lines Norwegian Caribbean
AMA Waterways gl
Azamara Cruises
Celebrity Cruises
Crystal Cruises
Cunard
Occana
Paul Gauguin

Princess Cruises
Regent Seven Seas
Royal Caribbean Cruise Line
Seabourn
SilverSeas
UniWorld
Viking Ocean Cruises
Viking River Cruises
Windstar

All other vendors are classified as neutral, unless we have concerns about service or financial problems.
These will then be posted as “Red Line” list and cannot be booked by National Travel.

The Tour Planning Service Fee charged on the booking will be included in calculating the eamned
commission on the booking. Selling Preferred and Approved Vendors is beneficial to the company and to
the agent since consolidation of bookings can enhance the financial and service support we receive from
our vendors.

National Travel Agent Incentive Plan. Effective January 1, 2017. 4



Agent Point of Sale Bonus

Preferred Vendors Approved Vendors

Service

Fee ;% | Vendor  Fee Vendor Total

Collected : | Bonus Bonus  Total Bonus Bonus Fee Bonus Bonus
] Express % |  $20.00  $10.00 $3000 | '] $1000  $1000  $20.00
i | premiere # | $20.00  $25.00 $4500 | ©| $1000  $2500  $35.00
W | conclerge | $0.00  $75.00 $7500 |- |  $0.00 _ $7500  $75.00
$401-$600 - | Express'” |  $40.00  $10.00 $5000 | © | $20.00 $10.00  $30.00
{ Premiere *| $25.00  $25.00 $50.00 | ©| $20.00 $25.00  $45.00
| Conclerge | $0.00  $75.00 $7500 [ | %000  $75.00  $75.00

Express ¥ | 590.00 $10.00  $100.00 e $50.00 $10.00  $60.00

Premiere 7|  $90.00 _ $25.00 $115.00 [ |  $50.00 $25.00  $75.00

| Conclerge | $75.00  $75.00 $150.00 | % |  $25.00 $75.00 _ $100.00

Express »+' | $140.00 $10.00 $150.00 “* $80.00 $10.00  590.00

7 | premiere |  $140.00 _ $25.00 $165.00 | |  $20.00 $2500  $105.00
Conclarge *| $100.00 $75.00 $175.00 ||  $50.00 $75.00  $125.00

Express | $19000 $1000  $20000 [~ | $90.00  $10.00 $100.00
Premiere $190.00  $25.00 $215.00 | *¥|  $90.00 $25.00  $115.00

Concierge $175.00 $75.00 $250.00 f 81 $100.00  $75.00 $175.00

2501-
22000 Fxpress $290.00 $10.00 $300.00 $190.00 $10.00  $200.00
Premiere - $290.00 $25.00 $315.00 | < $190.00 $25.00 $215.00
Concierge | $275.00 $75.00 $350.00 | %*| $125.00 $75.00  $200.00
Neutral Vendors
Commission | Service
Net on Fee Vendor Fee
fnvoice Collected | Bonus Bonus Total Bonus
$201-5400 Encress S 5.00 $ 1000 $§ ' 15.00
Bremiere | $  5.00 S 2500 $ 30.00
Concierge | $ - $ 75.00 § 75.00
$401-5600 EXpress S 10.00 $ 1000 & 20.00
Premiere | $ 10.00 S 25.00 § 35.00
Concierge | $ - $ 75.00 § 75.00
$801-$800 Express $ 30.00 $ 10.00 $ - 40,00
Premiere | $ 3000 $ 2500 $  55.00
Concierge | 5 5.00 $ 7500 $ 80.00
$801-51000 | Express S 40.00 $ 1000 $ 50.00
Premiere | S 40.00 $ 2500 S 65.00
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0 lconderge | $ 2500  $ 75.00 §  100.00
$1001-1500 -] fxpress- | $ 6000  $ 10.00 - $  70.00
i Upramiere | § 6000  $ 2500 $ 8500
¥ leoncerge] $ 5000 $ 7500 $  125.00
$1501:$2000 | Express | $ 11500 $ 1000 $ - 125.00°
T hevi: o | premiere | $ 11500 S 2500 $  140.00

> |conclerge | $ 7500 $ 7500 $ 15000

For cruise bookings that are eligible to be booked in Res Saver, there will be a $10 additional
bonus on bookings made in Res Saver.

Qualifying Features

Client must give an excellent rating on all of the agent’s service and must be satisfied with the
overall quality of the product.

There must be a Report Card accompanying the incentive payment or a comment repost from a
Department Manager. '

Revenue from leisure sales is recognized when final payment is made. Tour incentives will be
paid quarterly, based on receipt of final payment. In the event the tour is cancelled, after final
payment has been made, then National Travel will rescind the bonus commission and that will be
deducted in that quarter or the following quarter depending on when the tour is cancelled. A
recall of the Point of Sale Bonus commission will also be initiated should a client complain about
our service at any time. '

Tn order to qualify for the Point of Sale bonus, the agent/manager must eam a minimum of
$15,000 in commissions for the quarter. New leisure agents are exempt from the minimum sales
requirement for the first six months of assignment to the leisure department. During the first six
months of employment, leisure agents may collect eligible point of sales bonuses regardless of
the amount of commission earned. '

Also, agents/managers are required to submit a minimum of 4 Customer Relations

Enhancements entries (CREs) during the quarter in order to qualify for any point of sale
incentive payments for tours/ hotel commissions or international Point of Sale entries.

Frequently Asked Questions

Question — Can T combine bookings into one booking in order to achieve more Point of Sale
commissions?

Answer - Only if they are already connected by some affinity.

Question - Why not have one scale for just preferred?
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Hotels/Resorts Sales

National Travel pays 10% of the commission received from the hotels/resorts to the booking
agent. This will be paid on a quarterly basis and is based on the Globalware Commission
Tracking. Readout of the hotel payments will be supplied with the compensation. Hotels pay
by central method, third party and direct; however, Accounting does send out notices to those
hotels where commission payment has not been received. Reservation Agents must attain aq
minimum of 815,000 (commissions) to be eligible to collect the hotel incentive.

Travel Insurance Sales

National Travel pays 50% of the actual commissions earned on the sale of CSA Travel
Insurance, Travel Guard, or other preferred vendor. To be eligible for the incentive, the agents
must issue an invoice for the sales to record the sale and commission amount expected.
Incentives on insurance sales will be paid on the payroll month in which the sale is invoiced. A
detailed report by agent will be provided in payroll,

New Group Leads

A finder’s fee will be paid to any employee who provides the company with a lead for a leisure
group (cruise or tour) that we are able to confirm. The lead must be from a personal contact of
the employee; calls to National Travel that are initiated by the group leader or a member of the
group are not eligible for the bonus, nor are groups that we have previously handled. The bonus

=

paid will range fiom $100 - $500, based on the profitability of the group.
New Corporate Account Leads

A finder’s fee will be paid to any employee who provides the company with a lead for a new
corporate account with whom we are able to sign a Travel Management Agreement. A $200
bonus will be paid if the account purchases 3 tickets for 5 different individuals on five different
itineraries within a one-month period.

Preferred Airline and Rental Car Incentives

The Preferred Airline and Rental Car Incentive. Program is based on our current agreements,
however they may be cancelled or changed at any time.

Delta Airlines — The agent who issues the highest number of Delta Airlines Tickets for the
quarter will receive two (2) Delta Certificates, good for domestic travel (within the United
States). Certificates are valid for agent and companion travel.
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Answer - This concept allows the company and you to be flexible in booking a package that is in
the best interest of the client and his desires, yet still receive a Point of Sale bonus.

Disqualifying Actions
A booking may be ineligible for a Point of Sale Bonus due to:

1) Client documents are not properly or accurately produced

2) Client complaint about the service provided by National Travel

3) NTS has had to pay out due to an error.

4) Client did not rate the service as “excellent” in all categories on Report Card that pettains

to agent.
5) Agent is on probation due to substandard work or other performance related problems

6) Failure to turn in incentive request at time of client’s final payment

7) Booking is not entered into Client Base

8) Tender resignation or terminate prior to closeout of the quarter when the incentive is
claimed.

International Air Point of Sale Commissions

National Travel will pay an incentive on any international or consolidator tickets that have
revenues exceeding $225 at point of sale. The booking agent will receive 40% of the
commission eamed in excess of $225. Incentive will not be paid until after the client has
completed travel.

In order for consolidator tickets to be eligible, the agent must have obtained a signed
consolidator waiver form, and the amount paid by the customer must be at least 10% below the
lowest fare found in the GDS or via Orbitz.

International reservations must include a destination report from the Travel 42 website, PNR
must be documented with correct documentation requirements and include the traveler’s passport
information, Department of State Travel advisories and CDC traveler information must also be
provided to the customer. Agent should submit request for incentive and proof of compliance
with these requirements to their manager for approval.

A booking may be ineligible for a point of sale bonus due to:

1. International travel procedures have not been followed

2. Booking agent has not successfully completed International Training

3. Any debit memo on the ticket will require the agent to repay the incentive. Repayment
will be deducted from future incentive payments.
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United Airlines — The agent who issues the highest number of United Airline tickets for the
quarter will receive two (2) United certificates, good for domestic travel (within the United
States). Certificates are valid for agent and companion travel.

Avis, Enterprise & Hertz Rental Car —Avis, Enterprise & Hertz Rental Car Agencies are
National Travel’s preferred rental car agencies and are to be considered if the client does not
have another car rental contract and the cost offered by Avis/Enterprise/Hertz is considered a
best value*. (*Best Value would include location — i.e. airport, express service, price, drop off
fees, billing and etc.)

The agent having the most preferred rental car bookings for the quarter (Avis, Enterprise and
Hertz) —will earn 3300.00 quarterly.

Pay with American Express Membership Reward Points

This program rewards agents for processing American Express points for vacation travel or
aitline ticket purchases.

National Travel will award 20,000 Membership Reward points per booking to the booking agent
when a customer redeems American Express Membership Reward pomts on a travel purchase.
A booking is travel for all parties from the same account traveling to the same location.

Example:

A client purchases a vacation to Hawaii using a preferred American Express supplier for
$12,000 by using 1,200,000 American Express points. The National Travel agent receives
20,000 American Express points.

However, an additionai 10,000 points wili be awarded for each person traveling with the original
person, up to 5 persons maximum. A person from a different account traveling with the original
person is considered a separate booking.

To claim the points, agent must submit a copy of the redemption confirmation from the
American Express PWP website, with the cardholder’s name on the confirmation, and a copy of
the invoice attached. Confirmations are to be submitted quarterly to the VP Finance, by the 15
of the month following the end of the quarter and certificates for the total points earned will be
issued to each agent.

The American Express points may be saved and accumulated until December 15 of each year.
The points may be used anytime to make purchases with the American Express electronic

catalog.
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Customer Service Incenttives

+/¢ UPLIFTING SERVICE -~
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Uplifting Service

“Service is not just a reaction to a request...Service is greater than that- it's a gateway to fulfillment,
satisfaction and delight. It’s a curiosity to listen intently and appreciate others, a commitment fo taking
action and creating value Service is a contribution affecting every business, industry, culture and
person—including you.” Ron Kaufman, Uplifting Service

Monthly Contest: Entry will be given a graded as Basic, Expected, Desired;, Surprising or
Unbelievable. Monthly Prize: $100 cash

The Definition of Service- Creating value for someone else.
In our business, there are boundless opportunities to help a client in planning their travel or while
traveling.

All National Travel employees are eligible to enter the contest and all entries will be included in
the Value Added CRE Contest.

Gradmg will be conducted during the morning/weekly department meetings. The winning entry
is based on the highest average grade for the month. In the case of a tie — the managers will vote
for the winning entry.

Quarterly Bonus Prize. In addition to the monthly prize, the managers will vote on the three
monthly winners and award a quarterly bonus of $500 cash for the top entry for the quarter.

Unsolicited Compliments

When a customer acknowledges the efforts of an employee through written correspondence, or a
verbal compliment to their supervisor, then an employee is awarded by a vote in the manager’s
meeting of one to 3 giraffes, which is described below.

Customer commendation will also be read in Roundtable with a vote by employees to overall
winner. In addition to the giraffes received, the overall winner selected will also be awarded a
bonus of $300.00 cash.

National Travel Agent Incentive Plan. Effective January 1, 2017. 10



Giraffe Certificate

The Giraffe is an extraordinary animal, head and shoulders above the other animals. National
Trave] encourages all employees to “Stick out their necks” in serving the customer. Giraffe
Certificates are a means to involve our customers in recognizing excellent service and are
awarded for an unsolicited commendation from the customer; internally from the managers; or if
an employee feels their co-worker really helped in a difficult situation — then they too may
recommend a giraffe.

The Online Report Card that is returned and has all fives marked will earn a giraffe certificate.
Notes or emails of commendation of employees may also earn giraffe certificates.

A minimum of fifteen Giraffe Certificates may be redeemed for a complimentary airline ticket to
be used by the employee. (Refer to Incentive Plan provisions for conditions that apply to earning free airline tickets),

Customer Relation Enhancement Savings/Contest

The Enhancement Contest is vital to our efforts to quantify for our customers how much we
can save them on their travel budgets and how much we do to enhance their traveler’s comfort.
The Enhancement Contest documents our success in saving the customer money, securing
additional value, as well as in vendor intervention when issues occur with hotel
accommodations, rental car reservations, airline changes, or any other problem the traveler may
encounter.

The form entitled “CRE Entry” resides on the cmployee portal and must be accurately
completed by the agent. It is extremely important to correctly enter account number information
since a quarterly report and year-end-report, relative to enhancements that were afforded to the
client throughout the year, will be generated and forwarded to our clients.

There are two ways to win each month.

1) Value Added- this is calculated based on the total number of CRE and 212 entries
submitted by an individual, regardless if there is an actual dollar value but adds value to
the client. The agent with the most entries for the month wins the Value Added CRE
contest. Like the CR Enhancement, the savings report counts toward your required
entries on the quarter. Monthly Award is $100 Fam Trip Credit. Quarterly Award is
a $500 Fam Trip Credit.

2) Dollars Saved — this is based on the single entry for the month with the most money
saved for the client. Monthly Award is $200 prize.

Employees are required to submit a minimum of four (4) CRE entries during the quarter in order
to qualify for the quarterly sales goals, leisure sales incentives, and hotel/resort incentives.
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Call Monitoring and Great Communication Incentive

C.H.IP.S. is an acronym for Communication Helps Improve Performance and Service. The
purpose of the CHIPS Program was to intentionally pursue and attain a higher level of excellence
in communication and performance by improving language skills, voice inflection, politeness
and overall technical capabilities.

The Report Card based approach to call monitoring is an effort to provide for a larger number of
call monitors and attainable incentives for both agents and concierge staff who serve our clients.
For each Call Monitor Report receiving an “A” grade, a Giraffe Certificate will be awarded.

To receive an “A” on a Call Monitor Report Card, concierge must meet the following
standards as applies to the call:

> Utilize three power phrases

> Have excellent voice inflection and proper grammar

> State the client’s name

> State the agent’s name to whom the client is being transferred

> Be professional and courteous

> Ask for the client’s cell phone number if the client is in travel status or could be
disconnected

To receive an “A” on a Call Monitor Report Card, agents must meet the following standards
as applies to the call:

> Utilize three power phrases

> Have excellent voice inflection and proper grammar

> Use the client’s name three times

> State the agent’s own name at opening and close of call, providing extension
> Be professional and courteous

> Fully recap the itinerary and delivery email address

A full Call Monitor Report Card is attached to this document, Appendix A.

Concierge Incentive

National Travel implements a rigourous call monitoring procedure that seeks to monitor and
ensure the quality of three key areas: 1. Technical requirements, 2. Customer Experience
requirements, and 3. Language skills. These call monitors are performed on a random basis for
all concierge agents by the concierge manager, and verified by an HR representative or
alternative manager. Four (4) call monitors will be performed a month for each Concierge
Agent, for a total of 12 (12) per quarter.
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Call monitors will be assigned a grade from Basic (fail) to Unbelievable from the Uplifting
Service scale. Concierge agents who receive four (4) Surprising or higher ratings will earn a
Giraffe Certificate.

All call monitor reports are reviewed with the concierge agent. Those reports receiving
Expected ratings or lower will result in a one on one meeting with the VP of Operations to
review the problem. In all cases, call monitor reports become part of an agent’s employee record

for review.
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Education Incentives

Being Brilliant at the Basics requires a continuous effort to expand our knowledge and improve
our skills. National Travel’s Employee Incentive Plan recognizes and rewards participation in
educational and training opportunities available in the travel industry.

The Travel Institute Destination Specialist

Agents who successfully complete a Travel Institute Destination Specialist Course will receive a
certificate from The Travel Institute acknowledging completion. In addition, those persons who
score 90% or better on the final test will receive a $500 familiarization (fam) trip credit. The
fam trip credit is valid for 24 months, and the itinerary must be submitted for approval. The
Destination Specialist Incentive is open to all agents, regardless of their assigned departments.

Disney College of Knowledge

Agents who successfully complete the Disney College of Knowledge will receive a $100 FAM
Trip Credit. Agents must submit a copy of their Certificate of completion of the course. Credits
must be used within 24 months and the fam itinerary must be submitted for approval. The
Disney College of Knowledge incentive is open to agents assigned to Leisure sales or are
designated Gold Card agents.

Globus Tour Expert - This incentive is open only to agents assigned to leisure sales or are
designated Gold Card agents. Complete this course and receive a $200 fam credit.

Monograms Booking Agent - This incentive is open only to agents assigned to leisure
sales or are designated Gold Card agents. Complete this course and receive a $200 fam credit.

CLIA Agent Certification

CLIA (Cruise Line International Association) has an agent certification program to recognize
agents who successfully complete their mandatory and elective training courses.

Agents who successfully complete each phase of the accreditation will earn cruise fam trip
credits, as follows:

Accredited Cruise Counselor (ACC) $200 Cruise fam credit
Master Cruise Counselor (MCC) $300 Cruise fam credit
Elite Cruise Counselor (ECC) $500 Cruise fam credit
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Agents must submit a copy of their Certificate of completion of the course. Credits must be used
within 24 months and the FAM itinerary must be submitted for approval. The CLIA Agent
incentive is open to agents assigned to Leisure sales or are designated Gold Card agents.

Cruise Training

Various Cruise Lines offer online training courses to familiarize agents with their product. In
addition to whatever awards the cruise line assigns to these programs, employees who
successfully complete these courses will earn fam trip credit on the cruise line. The following
cruise line incentives are open to agents assigned to Leisure sales or are designated Gold Card

agents.

Frincess Academy - www.onesourcecruises.com. This program has four levels of
achievement, based on the number of elective courses that are completed.

First Officer Complete required courses and select elective course, earn $100 fam trip credit.
Staff Captain Complete additional electives, eam $200 cruise fam trip credit

Captain Complete additional electives, earn $300 cruise fam trip credit

Commodore Complete additional electives, earn $400 cruise fam trip credit

Total credits to be earned for successful completion of the entire program $1000.00.

Annual Princess Academy Refresher course- Complete required refresher course for annual
recertification as a Princess Commodore and receive a $100 cruise fam credit.

Cunard Academy - www.onesourcecrnises.com. This program has four levels of
achievement, based on the number of elective courses that are completed.
First Officer Complete required courses and select elective course, earn $100 cruise fam trip
Credit
Staff Captain Complete additional electives, earn $200 cruise fam trip credit
Captain Complete additional electives, earn $300 cruisc fam trip credit
Commodore Complete additional electives, earn $400 cruise fam trip credit
Total credits to be earned for successful completion of the entire program $1000, cruise fam
credits.
Annual Cunard Academy Refresher course- Compicte required refresher course for annual
recertification as a Cunard Commodore and receive a $100 cruise fam credit.

Holland America Academy ~ www.halacademv.com .
Become a HAL Academy Five-Star Agent and earn a $400 cruise fam credit.

Carnival University — wWww.carnivaluniversity.com.,

Complete this program and earn a $20¢ cruise fam credit.

Crystal Cruise Line — www.crystalcruisesacademy.com.
Compiete this program and earn a $200 cruise fam credit.

Royal Caribbean Cruise Line- www.cruisingpower.com

Complete this program (Expert Plus) and eamn a $500 cruise fam credit.

Celebrity Five Star Academy — wWwWw.cruisingpower.com

Complete this program and earn a $300 cruise fam credit.
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Azamara Academy — www.cruisingpower.com
Complete this program and earn a $300 cruise fam credit.

River Cruise Specialist - www.uniworld.com
Complete this program and earn a $200 cruise fam credit.

Seabourn Academv- www. seabournacademx.com
Complete this program and earn a $200 cruise fam credit.

AMA Waterways - www.amawaterways.com
Complete this program and earn a $200 cruise fam credit.

Yiking Cruise Lines - www.vikingcruises.com
Complete this program and earn a $200 cruise fam credit.

Additional Training Opportunities

Employees may submit other training opportunities (online seminars, vendor seminars) for
approval. Based upon the value to the corporation and the requirements of the course, these may
be approved for Giraffe Certificates.

Travel Industry Skill Development — Complete both of the modules below, earn 90% on the
post test for each module and earn $150 fam credit. This incentive is open to agents assigned to
corporate/government sales.

i. Travel Institute — Time Management, CTA Elective Internal and external time robbers
can prevent you from reaching your goals. Practicing this course’s proven time
management methods will help you deal successfully with the ever-changing and
challenging demands of your

2. Travel Institute — Customer Focused Selling - A clear understanding of your skills and
responsibilities as a professicnal salesperson will set you apart from your competition.
Success not only comes from guiding the customer to a buying decision, but also
preparing them for the next sales opporiunity.

Hotel Programs — This incentive is open to agents assigned to corporate/government sales.

> Marriott Hotel Excellence - https://hotelexcellence. marriott.com/index.htm
Hotel Excelience is a free online training program that has provides education on all aspects of
the hotel industry, including information about Marriott brands and the programs and services
available exclusively to them through Marriott as well as useful hotel sales and customer
satisfaction post-sale strategies. $100 fam credit.
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> Starwood Pro ProLearning - hitp./iwww.starwoodhotels. com/profindex.himl
“Turn knowledge into revenue by matching our 9 hotel and resort brands to your clients.
Complete all modules. $100 fam credit

> Hilton Travel Professionals
http://s291850800.0nlinchome. us/hilton__education_tool/generz'c
“This educational program is designed to make you more familiar with the Hilton Worldwide
portfolio of hotels. You'll be guided through a series of programs with facts and info about the
Hilton Worldwide brands.

CTA Certification- _earn your Certified Travel Associate certification from the Travel Institute
and earn $500 fam trip credit. Note: employee must have minimum 18 months experience and
apply for the program,
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Additional Incentives

Perfect Attendance

All full time employees who do not use any sick leave during the year will receive an annual
bonus of up to $300. Payment for this incentive will be based on 6-month increments. January
to the end of June and then July to the end of December. $100 incentive each 6 months.
Employee must have been employed for the entire 6-month period to be eligible. For those
employees who do not miss any sick leave for the entire year — they will earn an additional $100
for perfect attendance. To be eligible for this incentive — personnel must have worked for the

entire year.

Agent Compensation

At the completion of one year from their hire date, employees are eligible to receive a salary
increase of $2,000. In order to qualify, the employee must complete the year with no probation
periods and have made minimum goal with the associated 4 CRE’s in at least one calendar
quarter.

Fitness Incentive

The fitness incentive is a Charleston office incentive, where we have installed a fiess center.
The National Travel Fitness Center is located on L-1 in the Chase Tower.

Employees who log 20 hours of fitness time per quarter will receive an 8 hour paid day off in the
following quarter. Quarters are January-March, April-June, July-September, and October-
December. Each quarter stands alone, and requested days off are subject to scheduling approval
and may not be carried over beyond the current year.

Special Company Sponsored Fam Trips - November/December

Special group fam trips will be sponsored pending airline approval. National Travel sponsors
these trips primarily to increase the agents travel expertise, and the trips are extremely fun as
well. The destinations are normally 3 International and 2 Domestic. Agents may be given extra
day(s) off but will be asked to combine days off with their regular days off. In other words, Fam
trips may encompass the weekend or the Holiday included, as well as extra days.

Agents selected for an International fam trip must have completed the International training
course. If support personnel are selected, they must complete a special study of the destination
they have been selected for. See your supervisor for details.

2017 Incentive Plan Provisions

In order to be eligible for the Leisure Sales Incentives (pg. 3) and/or the Hotel/Resort Sales
Incentive (pg 5), agents must reach the minimum goal for the quarter, or $15,000 in fees &
commissjons eamed for the quarter, and have at lcast 4 CRE entries {pg. 9) for the quarter.
Agents are exempt from the sales minimum until after the first full quarter after completion of
their training class, and leisure agents are exempt until after two full quarters of being assigned
to leisure sales.
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All or any incentive programs can be withdrawn without notice. Additional incentive programs
can be added at any time. Agents must be employed by National Travel at time of payment and
must be in good standing. Any employee on probation is not eligible to participate or earn any
incentive. Payments for errors and omissions or debit memos may be deducted from any
incentive payments earned. Agents will be advised in writing in advance of such deductions.

All contests are final in their judging and contests and incentives may be added or deleted during
the year, without notice.

Complimentary airline tickets that are awarded as prizes are based upon certificates earmed by
National Travel based upon volume and are subject to restrictions. Award winners wishing to
redeem prizes for free airline tickets must plan their itineraries to adhere to all restrictions such
as inventory, blackout dates, etc. 15 Giraffe certificates is required to obtain free airline tickets.
Tickets are to be used for employees and their companions and may not be traded or purchased.

National Travel has a very lucrative incentive plan for employees that rewards performatce in
productivity, customer service and skill development. The plan also recognizes our industry
relationships and rewards agents who suppott our preferred vendor relationships. Occasionally,
vendors will offer contests, compensation or rewards directly to agents on an industry-wide
basis,. Employees may only participate in such programs only if the vendor is a designated
preferred supplier. Employees are specifically prohibited from participating in or receiving
bonuses or incentives offered by non-preferred vendors, without specific authorization from
National Travel’s management. Such vendor offers are in direct conflict with our strategic goals.
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Agent Incentive Form

Tour/Cruise Booking
Agent Name: Date Submitted:
Incentive Amount:
Approved by Manager:
Date) (Signature)
Passenger Name(s):

Tour Operator/ Cruise Line:

Dates of Travel:
Final Payment Invoice #:
Total Amount of Sale: , Total Commission: ,
Leisure Planning Fee collected:
ClientBase Res Card Number:
Travel Rewards Number: | TR Points Awarded: |
Accounting Use;
[ Preferred Vendors Approved Vendors
Tour Operators Cruise Lines Tour Operators
Abercrombie & Kent (A & K) AMA Waterways
American Express Vacations Azamara Cruises Delta Vacations
Brendan Tours Celebrity Cruises Maupintour
Classic Vacations Crystal Cruises Funjet
Globus/Monograms Cunard Ski.com
Insight Oceana
Kensington Tours Paul Gauguin
Pleasant Holidays Princess Cruises Cruise Lines
Tauck Tours Regent Seven Seas Avalon Waterways
Swain Tours Royal Caribbean Cruise Line Holland America
Travel Bound Seabourn Norwegian Caribbean
SilverSeas
Viking Ocean Cruises
Viking River Cruises
UniWorld
Windstar

See Reverse for incentive Amount.
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$175.00 475.00 - $250.00 o] $100.00 $75.00 . $175.00 >1¢ 5000 $ 75.00 S 12500
$2950.00 $10.00 $-3a‘o_.oo_*;;-_--.-5 $190.00 ' $10.00 $20000 | ¢ 115.00 $ 10.00 s 125.00
S 529000  $25.00 $31500 | -} $190.00 625.00 . 521500 ) .= |$ 11500 $ 2500 $ 14000
ironniarse | $275.00  $75.00  $350.00 "1 612500, 575.00 $20000f 1% 75.00 $ 75.00 $ 150.00

National Travel Agent Incentive Plan. Effective January %, 2017.




National Travel Customer Relation Report

Traveler: Department: STATE OF WEST VIRGINIA
PNR;: NOBOVC Account:

Address: . Phone:

Destination: Email:

Departure Date: 03/15/2016 Status: Open

Entered by: [ Booking agent: t
Error agent; o Agent Other Agent: ﬂNo Agent

Customer Comment: Call came in from Charleston office to Jen asking if we could help a state that was going to miss his
flight. Jen was working on 13 femal hotels and since it was my original booking | assisted. Kelly from PR wanted us to call
the passenger. The gentleman and his wife were in for Physician Recruitment for WVU Medicine and had to get home
this evening. They were on the UA/Silver airways flight from Morgantown thru Dulles to Philly which was delayed due to
weather. The call came in after 7:30pm there were na rental cars for the rental company that was still open at the airport.
He wanted physician recruitment to pay for a car service to get him from Dulles to Philly once the plane landed there. |
spoke with Kelly and they agreed and | worked with Giobal Ground and it would be about 540.00 . | also protected him on
the mormning fiight as back up.

Action Taken: Booked giobal ground and morning flight as back up. Well flight ended up being cancelled and the airlines
would protect him on a 530 am flight from Pittsburgh but now how to get him there. | reached out to R and R transits
emergency number but no call back. Kelly and | were still in contact as it is now 9pm She had a number for the new
Morgantown Taxi service and they thought they could do it. | spoke with them and they could get a driver. In the mean
time the passengers were getting a ride over to the coliseum to take the MegaBus to Pittsburgh if needed. | advised him
that the Megabus does not go out to the airport but to downtown for a drop which is the opposite direction. We were able
to get Morgantown Taxi to take them last night. | booked them a room at the Hyatt at the airport at our negotiated rate of
149.00 | was leaving office at 9:40 and decided that | would drive by the coliseum since it is on my way home. | did not
see the megabus and was looking for what hoped to be Dr. Schwartz and his wife. | did locate them and he couldn't
believe | would check on him | waitied a few minutes and the cab showed up and they wers on their way. |amthe 7am
this morning and just checked and their flight landed at Philly just a few moments ago. All ended well and aiso | called to
cancel the car service in Dulles and usually there is a cancel fee but was able to waive that for us

.....................................................................................



11:46

05/23/2017
Biue Pumpkin Report
Date From : 05/05/2017 Date To : 05/05/2017
Time From : 12:00am Time To : 11:45pm
Group Name : Morgantown
Requested By : 18 interval : 1:00
lntrval [ ACD Avg wait time TSF f_or JAvg talk time of vg wrap-up CD calls |Avg numbgr
starting at § offered before incoming ACD calls fime of ACD labandoned |of logged-in
answered ACD calls | (hh:mm:ss) calls agents
. (hh:mm:ss) (hh:mm:ss)
Group Name Morgantown
07:00 3.00 0:00:03 100.00 0:00:26 0:00:10 0.00 0.48
08:00 8.00 0:00:06 100.00 0:02:06 0:00:10 0.00 1.01
09:00 8.00 0:00:07 100.00 0:03:24 0:00:10 0.00 32
10:00 11.00 0:00:08 100.00 0:03:14 0:00:13 0.00 5.50
11:00 10.00 0:00.07 100.00 0:01:37 0:00:11 0.00 6.00
12:00 5.00 0:00:08 100.00 0:00:47 0:00:08 0.00 523
13:00 5.00 0:00:04 100.00 0:03:47 0:00:17 1.00 5.00
14:00 4.00 ¢:00:07 100.00 0:01:40 0:00:10 0.00 5.35
15:00 9.00 0:00:08 100.00 0:01:32 0:00:12 0.00 5.10
16:00 1.00 0:00:00 100.00 0:00:00 0:00:00 0.00 317
17:00 4.00 0:00:00 100.00 0:00:00 0:00:00 0.00 2.9
18:00 2.00 0:00:00 100.00 0:00:00 0:00:00 1.00 1.13
23:00 1.00 0:00:00 100.00 0:00:00 0:00:60 0.00 0.00
Group Tota 71.00 0:00:07 $00.00 0:02:04 0:00:11 2.00 3.73
Total: [ 71.00 [ 0:00:07 100.00 0:02:04 0:00:11 2.00 3.73

National Travel

Page 1 of 1

ver: 505.7.1505.0



State of West Virginia

Tt Parameters: Account in 71000, "T2000", 130001, '74000, "7S000°, 76900, "T7000", TS000', 79000
Repo

Executive Summary with Graphs

Involce dntes from 01/81/2016 to 12/312015

Air Charges (000s)

M9 & om

Netional Travel, 1o,

Invoice dates from 01/01/2016 to 12/31/2016

Air Volume Booked

# of Days Rented

i” ENTERPRISE L-L 8
= 958
[
D%

# of Room Nights

Invoice dates from 01/01/1016 %0 123172016
Alf Charges Sunmary = ' Motali . . ‘Averages
Transactions-Invoices: 3179
Credits 6
Tote! Transactions: 3,195 40
Net # of Trips: 3,163
Air Charges: $1,715,232.91 $542.23
Savings: $4,035,734.10 $1,275.92
Negotiated Savings: $330,519.50
# of Exceptions: 477
Lost Savings: $18,676.23 $1223
Service Fees: $75,500.55
[ Top 5-City Puies SRR ‘#.of Segy " Amotnt
Charleston<->Washington.Nationa 470 58531436
Atlanta<->Charleston 313 $68,258.61
Chatlesto<->Oriando 140 $29,280.85
Charleston<->Chicago-Ohare 135 $39,948.11
 Charleston<->New Orleans 12 $25,633.53
CorRental Suinmery - Totals Averages.
'  #ofCors Rented: 684
# of Days Rented: 1,595 233
Cost (Booked Rate); $55,793.60 5$35.16
Cost Per Day: N/A $34.98
 Fop § Car Renta) Cities . #ofDays . Amemnt
CHARLESTON, Wy 89 $3,491.04
SAVANNAH, Ga 7 $2.660.37
ORLANDO, FI, 50 $1,603.32
TAMPA, FL 50 5143398
DENVER, CO 48 $1,464.96
Hoto) Booking Summary ot Averages N
. #of Bookings: 3 a "
# of Reom Nights: 926 2.46 120
Cost (Booked Rate): $121,318.20 $127.63
Cost per Night: WA $131,01 1
80
ToSHud Bl el | Ameunt] -
WASHINGTON, DC 49 $11,803.70
MORGANTOWN, Wv 45 $5,065.00 “ap
LANCASTER, §C 42 £3,360.00 2
TAMPA, FL 33 $4,350.00
MARTINSBURKG, WV 32 $3,189.00

ProdwedbyiBlnkvaeIManamtOComerﬂme

PK36 Printed- 572017 1110 amasas wme

i Ror My aa A S Ot Nov  Dao

# of Room Nights

Information Systems 2001-2017 - all data is nnandited




Back Office Data

State of West Virginia

Quick Summary by Month

.
Invoice dates from 01/01/2016 to 12/31/2016 National Travel, iac.
Report Parameters: Acconnt in *71000°, *7208¢", "73000°, 74000, *15000', “76000", "TT000', Y78000", *79060"
[ Alr Travel Vis CarRentals . © T
Month | Tew Ve - Escptoms - Lastvae | mewen D Ve Eusien * LostValwe :.: |
Jan, 2016 227 $106,218.10 42 $672.97 55 132 $4,181.67 0 $0.00 40 &7 $10,762.66 0 $0.00
Feh, 2016 286 $168,212.32 49 5191093 39 uz $3,950,53 [} $0.00 42 93 $9,728.00 0 $0.00
Mar, 2016 3n2 $201,655.65 65 $4,106,19 71 181 $6,459.31 0 $0.00 62 152 $19,538.17 0 $0.00
Apr, 2016 310 $188,131.30 a1 $1,940.00 56 146 $4.731.04 0 $0.00 30 78 $11,109.98 0 $0.00
May, 2016 286 $168,621.69 60 $5,149.19 7 197 $7282.15 0 $0.00 4 129 $18,492.98 o $0.00
Tun, 2016 221 $122,179.61 32 $2,535.90 78 193 $7,038.75 0 $0.00 27 83 $9,618.00 0 $0.00
Tul, 2016 300 $149.423.51 38 $1,892.14 4 137 $4,169.85 0 $0.00 7 1 $13,530.88 0 $0.00
Aug, 2016 221 $102,661,57 27 $776.71 53 95 $3,409.24 0 $0.00 17 35 $4,773.00 4] $0.00
Sep, 2016 305 $187,383.43 46 $17,220.36 39 94 $3,325.95 0 $£0.00 20 43 $6,016.30 0 $0.00
Oet, 2016 266 $137,556.68 39 $881.92 60 90 $3,25741 D $0.00 26 64 $9,589.27 0 $0.00
Now, 2016 192 $95,378.67 24 $1,237.59 50 77 $2,641.31 i} 30,00 19 34 36,031.97 4 $0.00
Dec, 2016 17 $87,810.38 14 $352.33 65 136 $5,346.39 2 $0.00 1 17 $2,126.99 0 $0.00
Totals %063 §L715,292.81 477 £38,676.23 584 1,595 $55,793.60 v sioe | 37 926 $121,318.20 ° 30.00

Produced by iBank Travel Management © Comnerstone Information Systems 2001-2017 — ali data is unaudited



Back Office Data
State of West Virginin

Travel Management Summary

National Travel, ine.
Based on Invoice Date
Report Parameters: Account in "71000°, ‘72000, 73000, "74000, "7T5600¢, '76000°, *77000°, *78000°, "79000"

2016

Jan Feb Mar Apr May Jun Jul Aug Nov Dec YTD
Grose Air Volume $108,567 $168,212 $201,656 $191,777 3168,622 $122,180 £149,98¢ $102,983 $188,927 $137,557 $95,379 $88,661 $1,724,505
Refund Air Volume (32,349) $0 $0 ($3,645) $0 30 ($562) (3$322) ($1,544) 30 £0 ($851) ($9.272)
Net Air Volume $106,218 $168,212 $201,656 $188,131 $168,622 3122180 $149,424 $102,662 $187,383 $137,557 $95,370 387,810 $1,715,233
Refund Volume % 22% 0% 0% 1.9% 0% 0.0% 0.4% 0.3% 0.8% 0% 0% 1.0% 0.5%
# of Invoices 229 286 372 38 286 221 301 22 308 266 192 178 3,179
# of Refunds 2 [ [+ 8 1} 0 1 ! 3 [} 1] 1 16
Net Transactions 227 286 in 310 286 221 300 21 305 266 192 177 3,163
Refund Trans % 0.9% 0% 0% 2.53% 0% 0.0% 0.3% 0.5% 1.0% 0% 0% 0.6% 0.5%
Total Mifes 506,503 803,264 811,623 660,078 656,417 495,438 637,937 413,682 670,281 483,375 353,330 309,294 6,801,222
# Tickets Bocked Online 0 0 0 1) 0 [ 0 Q 4 0 4] 0 1]
Volume Booked Online 30 $0 $0 30 30 $0 $0 30 - 30 50 $0 0 $0
% Tickets Booked Online 0% 0% 0% 0% 0% 0.0% 0% 4% 0% 0% 0% 0% 0%
Average Gross Amt 5474 3588 5542 $603 590 3553 $498 $464 5613 $517 $497 $49% $542
Average Refimd Amt ($1,175) 50 §0 ($456) $0 50 ($562) (3322) ($515) 30 0 ($851) ($580)
Average Net Amt $463 $538 $542 $607 $590 3553 $498 3465 $614 $517 5497 5496 $542
Avg Cost Per Mile 0.21 021 0.25 0.29 (.26 0.2% 0.23 0.25 0,28 0.28 0.27 0.28 0.25
Int1 Air Volume 310,943 $37,724 518,265 $35,058 $18,347 58,264 $16,325 $7.956 $51.417 $787 35,558 §2,245 $212,8%7
Int'! Air Volume % 10.3% 224% 9.1% 18.6% 10.9% 6.8% 10.9% 1.8% 274% 0.6% 5.8% 2.6% 12.4%
Int'l Air Tickets 14 30 30 26 15 7 i4 12 29 3 4 2 187
Inf'l Avg Net Amt $782 31,257 $609 31,348 31,147 $1,181 $L,166 3663 $L773 $262 $1,390 $1.123 $1,138
Int'l Total Miles 100,360 252,853 186,959 165,804 144,064 B0,B52 73,827 50,858 133,324 71,367 52,147 16,534 1,265,039
Int'! Cost per Mile 011 0.15 0.10 0.21 0.13 010 0.22 016 0.39 0.11 0.11 0.14 0.17
Domestic Air Volume $95,275 $130,488 $183,391 $153,074 $150,275 $113,916 5133,008 £94,706 $135,965 $136,770 $89,821 $85,565 $1,502,346
Domestic Air Volume % 89.7% 77.6% 90.9% 81.4% 89.1% 93.2% 89.1% 92.3% 72.6% 99.4% 94.2% 97.4% 87.6%
Domestic Air Tickets 213 256 342 284 270 214 286 209 276 263 188 175 2,976
Domestic Avg Net Amt F447 $510 $536 $£53¢9 $557 $532 $465 8453 $493 3520 $478 $489 $505
Domestic Total Miles 406,143 550,411 624,664 494,184 512,553 414,586 564,110 362,824 536,957 476,008 301,183 292,760 5,536,183
Domestic Cost per Mile 0.23 0.24 0.29 0.31 0.29 0.27 0.24 0.26 0.25 0.29 0.30 0.29 0.27
Pull Fare Volume $408,661 $670,235 N3 $546,179 $527,171 $391,804 3492970 $374,274 $575,773 $440,213 $319,162 $293,303 $5,750,967
Savings Volume $302,443 $502,023 $509.476 $358,04% $358,549 $269,624 $343,547 $271,612 $388,390 $302,656 $223,783 $205,583 $4,035,734
Savings % 740% 74.9% T1.6% 65.6% 68.0% 68.8% 69.7% 72.6% 67.5% 68.8% 70.1% 70.1% 70.2%
Low Fare Volume $120,659 $231,559 $258,195 $218,610 $185,531 $135,056 $172,559 3119,489 $197,808 $153,031 $110,954 $103,538 $2,007,076
Missed Savings Volume 3673 51,911 $4,105 $1,940 $5,149 32,536 $1,892 5717 $17,220 $882 $1,238 3152 338,676
Missed Savings % 0.6% 0.8% 1.6% 0.9% 2.8% 1.9% L1% 0.7% 8.71% 0.6% 1.1% 0.3% 1.9%
Negotiated Svgs Volume $15,114 $65,257 860,646 £32,419 $22,058 315412 $25,028 $17.604 $27,735 316,356 $16,813 316,077 $330,520
Negotiated Svgs % 12.5% 28.2% 23.5% 14.8% 11.9% 11.4% 14.5% 14.7% 14.0% H0.7% 15.2% 15.5% 16.5%
[Impact of Exchanges ** . N e BT e . DA 5 % o ¥ Only mchuded onos in ol Cot |
# of Exchanges 22 28 25 15 14 9 15 10 : 2 4 m
Total Cost to Exchange $1,936 $2,845 $5,630 $2,02] $4,468 31,712 $2,635 $2,656 32,670 $2,017 $2,224 3521 $31,335
Avg Cost to Exchange $88 §102 $225 $135 $319 £190 $t76 $266 3243 $183 $278 5130 5182
Cost Impact of Exchanges 1.8% 1.7% 2.8% 11% 2. 7% 1.4% 1.8% 2.6% 1.4% 1.5% 23% 0.6% 1.8%
Service Fees $5,656 56,692 $8,800 $7.501 $7,196 35,198 $6,975 55,172
# of Service Fees 206 246 324 279 252 202 283 192

Produced by iBank Travel Management © Comerstone Information Systems 2001

=2017 — all data is nunaiditad
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Quick Summary
Back Office Data

State of West Virginin

N
Nationat Travel
Based on Invoice Date B, Enc.
Report Parameters: Account jn "71000", "72000', "73000', "74000', ‘75000, *76000", ‘77000, *T000", "79000"

e From QOIS 0 2312016 | From 040L201T 40 00RO ‘ o Vertanees
Air & Rail Totals Averages % Svgs/Loat Totals Averages % Svgs/Lost Change In Totals Change In Avgs
# of Trips: 3163 231 2932
Air Charges: $1,715,232.91 $542.28 $149,833.64 $648.63 $-1,565,399.27 $106.35
Savings: $4,035,734.10 $1,275.91 70.17 % $297,893.15 $1,289.58 66.53 % $-3,737,840,95 $13.67
# of Exceptions: 477 32 445
Lost Savings: $38,676.23 $12.22 225% $1,670.32 $7.23 L11% $-37,005.91 $-4.99
Negotiated Savings: $330,519.50 $18,088.94 $-312,430.56
¢ Totals Averages % Svgs/Lost Totals Averages % Svgs/Lost Change In Totals Change In Avps
# of Cars Rented: 684 46 -638
# of Days Rented: 1595 233 111 241 -1484 0.08
Cost (Booked Rate): $55,793.60 $35.16 $3,929.49 $35.81 $-51,864.11 $0.65
Cost Per Day: N/A $34.98 N/A $38.15 N/A $3.17
# of Exceptions: 0 0.00 % o 0.00% 0
Exception Amt Lost: $0.00 0.00% $0.00 0.00 % $0.00
,-,, e —— _—  —— %
emaiotel Bookings ] Totals Averages % Svgs/Lost Totals Averages % Svgs/Last Change In Totals Change In Avgy
# of Bookings: 377 13 364
# of Nights Booked: 926 2.46 17 1.31 -509 -1.15
Cost (Booked Rate): $121,318.20 $127.63 $2,071.00 $126.54 $-119,247.20 $-1.09
Cost per RoomNight: N/A $133.61 NA $121.82 N/A $-11.79
# of Exceptions: ¢ 0.00 % 0 0.00 % o
Exception Amt Lost: $0.00 0.00 % $0.00 0.00 % $0.60
Report Totals Totals Averages % Svgs/Lost Totals Averages % Svgs/Lost Change In Totals Change In Avgs
Total Charges: $1,892,344.71 $155,834.13 $-1,736,510,58
Total # of Exceptions: 477 12 445
Total Exception Amt Lost: $38,676.23 $1,670.32 $-37,005.91
Only records with valid rates are used in calculating the averapes,

Produced by iBank Travel Management € Comerstone Information Systems 2001-2017 — all data is tnandited



Top/Bottom Accounts - Air

Back Office Data L
State of West Virginia National Travel, 1
Invoice dates from 01/01/2016 to 12/31/2016
Report Parameters: Account in 71000, "72000°, "73000°, 74000°, *75000", "76000", *77000°, *78000", "79000"
#of Volume Average Cost
Rank Account Trips % of Tolal Booked % of Total per Trlp _ Commissions Service Fees
1 Dept. Of Education & Arts (75000) 1,297 41.01% $678,123.63 39.54% $522.84 $-i1.35 $31,770,60
2 Dept Of Health & Haman Res. (76000) 607 19.19% $351,124.39 20.47% $578.46 £0.00 $15,144.00
3 Dept. Of Commerce, Labor & Env (74000) 447 14.13% $270,399.66 15.76% $604.92 $2,133.04 $10,455.80
4 WV DEPARTMENT OF EDUCATION (72000} 230 8.85% $132,496.87 1.72% $473.20 $-398.20 $7.211.60
5 Department Of Administration (73000) 232 7.33% $112,668.45 6.57% $485.64 $0.00 $3,331.55
6 WV Dept of Military Affairs an (77000) 149 4.71% $78,883.79 4.60% $529.42 $0.00 $3,848.00
7 Department Of Transportation (79000) 20 2.85% $44,871.79 2.62% $498.58 §0.00 $2,268.00
g Office Of The Goveror {71000) 24 0.76% $29,482.44 1.72% $1,228.44 $1,870.65 $500.00
9 Department Of Tax & Revenue (78000} 37 1.17% 517,181.39 1.00% $464.38 $0.00 $980.00
Total Accounts Listed: 3,163 100.00%, §1,715,232.91 160.00% $542.28 $3,595.04 $75,509.55
Total Accounts Not Listed: 0 0.60%: $0.00 0.00% 50.00 $0.00 $0.00
Report Totals: 3,153 100.80 % $1,715,232.91 196,00 % $542.28 33,595.04 $75,509.55

Produced by iBank Travel Matiagement € Comerstone Information Systeras 2001-2017 — all data is unandited



Back Office Data
State of West Virginia
Invoice dates from 01/01/2016 to 12/31/2016

Fare Savings - Air

Report Pavameters: Acconmt in "71000°, *72006", T3009', *74000", *15000", *76000", *77600°, *78000", *T9800";

Natipnat "l‘mvel? ne,

Invoice  Adv  Depart Air- Published Low Pure Sves Savings Negotiated Loss Loas
Ticket # Traveler Name _Date  Purch_ Date__ RonﬂL Hhe Fare Pxid Fare Code Amount —Savines  Code Amount
Account; 71008 - Office Of The Governor
Break 2; C71000
Break 2: NONE
Brealk 3: NONE
T825482651 DRAKE/JASON PHILLIP 1411l 1T 25Jul CHARLESTON, Wv AA $1,723.00 $482.20 47320 B $1,244.80 400 zZZ $0.00
14Jut 29Jul PHILADELPHIA, PA AA
14kl 29Jul CHARLOTTE, NC AA
CHARLESTON, WV
7825070426 DRAKE/JASON PHILLP 21 Jul 4 25l CHARLESTON, Wv AA $1,723.00 $482.20 $34800 B $1,375.00 13420 zz $0.00
21l 27hl PHILADELPHIA, PA AA
CHARLESTON, WV
7828190154 FOWLER/NATHAN LEE 238ep 2l 140¢t  CHARLESTON, WV DL $5,263.86 $1,102.00 $526386 P $0.00 000 71 $4,154.36
238ep 140ct  ATLANTA, GA DI,
238ep 220ct DUBLIN, IE DL
238ep 220ct ATLANTA, GA DL
CHARLESTGON, Wv
7828190310 FOWLER/NATHAN LEE 268ep 23 190ct LONDON-HEATHROW, BA $1,109.00 $150.00 $371.90 | §737.10 000 zZ1 $221.90
BELFAST HARBOR, B
7828187727 GARCIA/TOSEPH D 128ep 35 170ct CHARLESTON, Wv UA $2,211.00 $497.20 $49720 B $1,713.80 o0 zz $0.00
128ep 170ct CHICAGO-OHARE,IL  Ua
128ep 190¢t  DENVER, CO UA
128ep 190ct  WASHINGTON-DULLE! UA
CHARLESTON, wWv
7828190827 GARCIA/TOSEPH D 30Sep 17 170ct CHARLESTON, WV AA $2,211.00 243720 570220 B $1,508,80 000 Zz $205.00
308ep 170ct  CHARLOTTE, NC AA
308ep 190ct  DENVER, CO AA
30Sep 190ct CHARLOTTE, NC AA
308Sep 210t PROVIDENCE, R AA
30Sep 210ct CHARLOTTE, NC AA
CHARLESTON, WV
7830208326 GIVEN/GALE Y 200c¢t 26 15Nov CHARLESTON, WV AA 31,962.00 $812.20 $81220 B $1,149.80 000 ZZ $0.00
200t 15Nov  CHARLOTIE, NC AA
200ct 18Nov  PHOENIX, AZ AA
200ct 18Nov  CHARLOTTE, NC AA
CHARLESTON, WV

Produced by Bank Travel Mazagerent © Cotnerstone Information Svstems 20017017 — a1 e o T




Fare Savings - Air
Back Office Data
State of West Virginia

National Travel, s
Invoice dates from 01/01/2016 to 12/31/2016
Report Parameters: Accownt in “T1000°, 720007, *T3000°, "T4000", *75000', *76000°, "T7000", "T8000°, *79000%;
Less
Savings Code Count Savings Loss Count Ameount
A-LOWEST NON-PENALTY 84 $117,782.61 ZC-DECLINED CONNECTING SCHED 6 $1,446.84
B-LOWEST FOR, DATE/TIME REQUEST 2,575 $3,397,741.41 ZF-SCHEDULE/TIME CONSTRAINTS 15 $2,343.71
E Not Found 6 $11,050.44 ZI-FIRST OR BUSINESS CLASS 7 $13,352.18
M-NTS NEGOTIATED RATE k3 3443,076.59 ZJ-EQUIPMENT PREFERENCE 2 $392.64
N Not Found 12 $3,739.64 ZL-SEAT ASSIGNMENT REQUEST 1 $29.41
P-FIRST/BUSINESS UPGRADE FARE 9 $11,913.79 ZR-EXCHANGE TRANSACTION 1 $0.00
R-EXCHANGE TRANSACTION 1 $0.00 ZZ-LOWEST AIRFARE ACCEPTED 2,413 $21,111.45
S.GOVERNMENT/MILITARY FARE 42 $413,429 62
W-WEB FARE OBRTAINED 1 $0.00
Negotiated Savings 673 3330,519.50
Total Savings: 3704 $4,366,253.60 Total Lost: 2445 338,676,23

* Savings / Loss Amounts based on Bage Fare

Produced by iBank Travel Manapement © Comerstone Information Systems 2001-2017 — all data ic wnansdised



Sales by Air Carrier T
Back Office Data
State of West Virginia
Report Parameters: Account tn '71000", 12000, "T3000", *74000, "75000°, '76000, “TT000°, '78000", 79000’

National MV&!: e

Rank Validutiog Carrier T# . o Booked o
| AMERICAN AIRLINES (AA) 44.6% $722,082.23 42.1% $511.39 15.7% $259,300.97 14.8% $528.13
I DELTA AIR LINES (DL) 977 30.9% $580,110.18 33.8% $593.77 840 26.8% $485,004 20 271.7% $577.39
3 UNITED AIRLINES (UA) 575 18.2% 3327,737.9% 19.1% $569.98 595 19.0% $392,005.92 22.4% $658.83
4 SOUTHWEST AIRLINES (WN) 94 3.0% $39,995.63 2.3% $425.49 65 2.1% $30,533.80 1.7% $469.75
5 BRITISH AIRWAYS (BA) 12 0.4% $5,73582 0.3% $477.99 3 019 $3,848.40 0.2% $1,282.80
6 JETBLUE (Bs) 1 0.3% $2,800.10 0.2% $254.55 20 0.6% $4,506.00 0.3% $225.30
7 HAWANAN (HA) 3 0.1% $2,393.50 0.1% $799.50 0 0.0% $0.00 0.0% 30.00
8 VIRGIN ATLANTIC Vs) 1 0.0% $2,363.36 0.1% $2,363.36 0 0.0% 30.00 0.0% $0.00
9 0 12 0.4% $2,204.34 0.1% $183.70 27 0.9% $6,204.03 0.4% $229.78

10 HAHN AIR (HR}) 1 0.0% $2,115.50 0.1% $2,115,50 0 0.0% $0.00 0.0% $0.00
11 SILVER AIRWAYS CORP (3M) 8 0.3% $2,059.49 0.1% $25744 3 0.1% $1.926.30 0.1% $642.10
12 LUFTHANSA (LH) 4 0.1% $2,056.00 0.1% $514.00 3 0.1% $3,761.05 0,29% $1,253.68
13 ALL NIPPON AIRWAYS (NH) 3 0.1% $1,956.5% 0.1% $652.18 2 0.1% $3,054.60 0.2% $1.527.30
14 QANTAS (QF) 1 0.0% 31,724.66 0.1% $1,724.66 0 0.0% $0.00 0.0% $0.00
15 IBERIA(IB) 1 0.0% $1,692.46 0.1% $1,692.46 i 0.0% §0.00 0.0% $0.00
16 EMIRATES (EK) 3 0.1% $1,688.40 0.1% $562.80 0 0.0% $0.00 0.0% $0.00
17 FRONTIER (F9) 7 0.2% $1,639.29 0.1% $234.18 3 0.1% §727.19 0.0% $242.40
18 AIR FRANCE (AF) 1 0.0% $1,471.56 0.1% 81,471.56 0 0.0% 30.00 0.0% $0.00
19 SCANDINAVIAN AIRLINES (SK) 1 0.0% $1,400.50 0.1% 51,400.50 1 0.0% $1,148.70 0.1% 31,148,70
20 ALASKA AIRLINES (AS) 2 0.1% $1,344.60 0.1% $672.30 1 0.0% $362.70 0.0% $362.70
21 ICELANDAIR {FI) 1 0.0% $1,272.56 0.1% $1,272.56 0 0.0% $0.00 0.0% $0.00
22 SPIRIT AIRLINES {NK) 5 0.2% $1,239.61 0.1% $247.92 1 00% $39.10 0.0% $39.10
23 CHINA EASTERN MUy 4 0.1% $1,178.60 0.1% $294.65 g 0.0% $0.00 0.0% $0.00
24 AIR BERLIN (AR) 1 0.0% $1,000.46 0.1% $1,000.46 o 0.0% 30.00 0.0% $0.00
25 AIR CANADA (AC) 3 0.1% 3964.92 0.1% $321.64 1 0.0% 31,114.00 0.1% $1.114.00
26 USAIRWAYS (Us) 5 0.2% $907.02 0.1% $181.40 1,067 34.0% $535,617.79 30.6% $501,08
27 AEROFLOT (SU) 1 0.0% $819.96 0.0% §819.9¢ 0 0.0% $0.00 0.0% $0.00
28 AER LINGUS (ED) 1 0.0% 3786.63 0.0% $786.63 (] 0.0% 30.00 0.0% $0.00
2¢  VIRGIN AMERICA (VX) 3 0.1% $780.60 0.0% $260.20 0 0.0% $0.00 0.0% $0.00
30 AIR ALPHA GREENLAND (GDY 1 0.0% $659.96 0.0% $659.96 0 0.0% $0.00 0.0% $0.00
31 QATAR AIRWAYS (QR) 1 0.0% $341.85 0.0% $341.85 0 0.0% $0.00 0.0% $0.00
32 CHINA SQUTHERN {CZ) 1 0.0% $277.10 0.0% £271.10 0 0.0% £0.00 0.0% $0.00
33 AEROMEXICO (AM) 1 0.0% $254.95 0.0% $254.95 0 0.0% $0.00 0.0% $0.00
34 VIA AIRLINES, INC. (vC) 2 0.1% $113.54 0.0% $56.77 0 0.0% $0.00 0.0% $0.00
35 PEGASUS AIRLINES (PC}) 1 0.0% $58.00 0.0% $58.00 0 0.0% $0.00 0.0% $0.00
36 AMTRAK (2V) 0 0.0% 30.00 0.0% 30.00 1 0.0% $224.00 0.0% $224.00
37 AEROLINEAS ARGENTINAS {AR) 2 0.1% $0.00 0.0% $0.00 2 0.1% $2,964.76 0.2% $1,482.38
38 AVIANCA (AV) 1 0.0% $0.00 0.0% $0.00 1 0.0% $1,052.30 6.1% $1.0%7 1n

Produced bv iBank Travel Management © Cornerstone Infortnation Svstetns 2001.2017 .. all data is unaudited
PK40 Printed: $/272/9017 119800 438 1o cvmrrrne



Back Office Data
State of West Virginia

Top/Bottom Hotels
Hotel Properties Bookings

Report Parameters: Account in T1000', 172008, “73000", 74000°, "75600', *76000°, *77000°, "TR000", 'T9000"

Inveice dates from 01/01/2016 fo 12/31/2016

Invoice dates from 01/01/2015 to 12/31/2015

National Travel, ne.

#of #of Volrme Avg Cost per #of #of Volome Avg Cost per

Rank Hotel Property Stays RoomNights Booked % of Total Room Night* Stays RoomNights Bocked % of Total Room Night*
1 HAMPTON INN 18 35 $4,025.40 3.33% $115.30 12 24 $2,319.00 1.35% $96.63
2 HOLIDAY INN/CROWNE PLAZA TORON 4 29 $3,720.00 1.07% $155.00 0 0 $0.00 0.00% 50.00
3 AJ/AMERISUITES ARLINGTO 3 24 $3,616.00 3.00% $151.50 16 $2,354.00 1.37% $147.13
4 JAMESON INN LANCASTE 20 42 $3,3¢0.00 2.77% $80.00 21 51 $3,592.50 2.09% $70.44
5 COURTYARD WASHINGTON 5 14 $3.178.00 2.62% $227.00 1 3 $531.00 031% $177.00
6 HAMPTON INN STE NASH 2 24 $2,835.60 2.34% $118.15 0 4] $0.00 0.00% 30.00
7 HILTON OMAHA 3 27 $2,808.00 2.31% $iba.00 1] 0 $0.00 0.00% 50.00
8 HYATT REGENCY LONG B 2 8 $2,792.00 2.30% $349.00 1 5 $1,545.00 0.90% $309.00
9 HOLIDAY INN/SAN ANTONIO RIVERW 6 24 $2,748.00 227% $114.50 0 0 $0.00 0.00% $0.00
10 HOLIDAY INN EXPRESS 15 27 $2,713.30 2.24% $120.49 10 14 31,573.08 0.91% $112.43
Total for the Hotel Properties Listed: 78 249 $31,826.30 2623% S1IT.82 48 113 $11,915.48 6.92% $105.45
Total for the Hotel Properties Not Listed: 299 677 $89,491.90 3.71% $138.80 494 1132 $160,230.77 93.08% $142.55
Report Totals: 377 926 312131820 100.00% 3133.61 542 1245 $172,146.25 100.00% $139.16

* Only records with valid rates are used in calculating the averages.

Produced by iBank Travel Manarement © Comerstone Information Svstems 2001-2017 — all data, is snandited



Destination: Turkey

Especially Prepared for: the State of West Virginia

Suggested Retail Price: $29.95

=National Travel &5 rraver

Courtesy of:

Andrea Tracewell

National Travel inc.

707 Virginia Street E Suite 100 Chase Tower
Charleston, WV 25301
andreat@nationaltravel.com

304-357-0801



Destination: Turkey Coustony o Cretiens tang
ional 1ra

Turkey ‘
Turkey
Overview
introduction

Turkey has exoficism to spare, with ils covered bazaars, whirling dervishes, sultans’ treasures and
Byzantine mosaics. And its natural beauty is abundant, with great siratehes of sandy beaches and
ramantic rocky coves.

Travelers vill find Turks to be exceptionally gracious hosts, which makes sense given the country's
place as a crossroads between Europe and Asia. The country has dramatically improved its tourist
infrastructure, t00.

This appealing mix does have a few drawbacks—increasing prices (though it's stifl an inexpensive
place to trave), sprawling new development and growing crowds—but they're hardly enough fo spoila !
visi. Our advice is to take your fime in discovering the country. if's best experienced in leisurely R ——
excursions fo places of remarkable history and beauly (such as Cappadocia and Ephesus) and in Resort in Gamceua Kiris, Turkey
sxtended visits to fascinating and energetic cities (such as Istanbui).

Geography

Turkey is one of the geographical nks between Europe and Asia, The watenway thal conngcts the Aegean and Black seas {by way of the
Dardanelies, the Sea of Marmar and the Bosporus) aiso divides Europe and Asia, and Turkey has iemitory on boih sides. The couniry Is bordered
by Greace, Bulgaria, Georgia, Armenie, Iran, lrag and Syria.

Turkey's landscape varles dramatically. it has mora than 5,000 mi/8,000 km of coasiline afong the Aegsan, Mediterranaan and Biack ssas. Eastern
Turkey is mountainous, with volcanic peaks capped by snow yeer-nound. The lava layers from andient volcanoes in central Anaiolia created a
|andscape of gorges and “fairy chimheys” in Cappadocia.

Fariher west, the mouniains give way {o rolling steppes and feriiie plins before reaching the coast. Although the steppe araa can seem desciate,
especially in high summer, parts of northemn and westemn Turkey aie eurprisingly green, The southem part of the country is much drier than the north.

History

One jook af the names of its ancient cities end landmarks conﬂnns'.Tu*ey's placs in the history of human civilization: Constantinople {Byzantium),
Troy, Midas, Antioch (Antakya), Philadetphia {Alasehir), Heficamassus (Bodrum), Mount Ararat. ‘The land has a sich and complicated history—and
the people known as the Turks heve only been there Tor about 1,000 yzars.

The Aslan side of Turkey, known as Anafolia or Asia Minor, was seiiled as eary as 7000 BC, but historians don< reafly know much about the people
who livad there until the Hittites arrived around 2000 BC. The Hitlites managed to confrol a good poriion of Analolia, but thelr rule was interrupted and
ovesthrown by & succession of smaller states, including the Phiygians, the Lydians and Lycians. Eventually, the great empires of Gresce and Persia
showad up, too, followed by the Romans.

Constantinople (formerly Byzantium and later Istanbul) was founded in the fourth century AD. It soon came to rival Rome as the seat of the Christian
waorid, and the city flourished in this position for hundreds of years. Not until the formal split between Roman Catholicism and Eastem Orthodoxy (AD
1054) and the arrival of the Selcuks (Turks) in the late 11th century did the city begin to loss its lusier.

Uniil that ime, most of Turkey's rulers had come from the west, but the Selcuks changad that. They were descended from the Turkish people of East
Asia, and they had a different language and religion {isizm). Various groups of Turks had been malding their way wastward for centuries, but the
Seicuks were the first to dominate ceniral Anatotia. They were scon foliowed by the Mongols and then the Ottomans, who arvived in the ragion around
AD 1300. The Ottomans ullimately created a new empire, taking Constantinople in 1453 and spreading their rule through much of Eurape, the Middle
Easl and North Africa.

The Ottoman Empire slowly crumbled over two centuries, finally expiring at the end of World War 1. Into the void stepped Gen. Mustafa emal, later
known as Ataturk. A hero at the battle of Gallipoli, Ataturk drove out the Greeks and other peoples who had been awarded paris of the old empire
after World War ). In doing so, he established the couniry's modem borders and renamed it *Turkey.” A secular, democratic govemmant was
esiablished, with Ataturk as the first president. Ataturk moved the capiial to Ankara.

Modem Turkey straddles east and west, which sometimes makes for an uncomforiable ride. During the 1290s, the country struggled with a series of

Page 2 of 14
Copyright €2017 Northstar Travel Mecia LLC. All Rights Reserved.



Destination: Turkey Coriesyof. Chariene ki
ational Trave

waak coalition governments, two disastrous earthquakes in northeastem Anatolia that kilied nearly 20,000 people in 1999, and a long-running
struggle with the PKK, a militant Kurdish group that sought independence for southeastern Turkey by means of violence. The absolute low point «
In 2001, when the Turkish lira collapsed in value, throwing thousands out of work and creating economic chaos. The result was an efection in 20(

that swept out almost all of the old political parties in favor of a modem Islamic govemment,

Under Prime Minister Recep Tayyip Erdogan, Turkey is pursuing membership in the European Union, although progress in such talks waxes anc
wanes in large part because of the ongoing conflict over Cyprus as well as concem about the pace of Turkey's reforms and opposition from key |

In May 2013, protests and strikes broke out around the country, initially sparked by plans to redevelop Taksim Square, As the government respon
with tear gas and water cannons, millions of protestors took to the streets, protesting the goverhment crackdown while demanding greater
democracy, freedoms and secularism. Many were angered by the government’s backing of Syrian rebels, a controversial move seen by most Turl
as a threat to national security (especially as more rebels are found with chemical weapons).

Later in the year, most of the violence had subsided and a tenuous peace had resumed. Still, the movement would become the most serious threz
Prime Minister Erdogan’s govemment, and Turkey's largest disquistizde in decades. Faced with limited jobs and resources, Turkey aiso struggles
deal with the half a million Syrian refugees that have poured into the country since 2011, the beginning of Syria's civil war.

Snapshot

Turkey cffers beaches, historical sites
watersporis.

Turkey will appeal to adventurous, well-traveled people who enjoy the combination of exotic cities, beautiful beaches and historical atiractions.
Standards in accommodations have increased dramatically in the past few years, although travelers who seek every Western comfort and a high
degree of predictability and organization may be more comforiable if they confine their trips to major cities and tourist resorts.

» Museums, shopping, palaces, mosques, architecture, good food, spas, beautiful and varied scenery, and

Potpourri
The people originally known as the Turks are thought to have migrated from an area in the eastern part of Siberia.

The origin of the word meander is from the Meander River, the ancient name of Turkey's Menderes River, which twists and tums its way io the

Asgean Ssa.

The Quran forbade Turkish sultans to enslave feliow Muslims, so the slave-wives who populated their harems were alf Jewish or Christian. Armenian
and Cherkess (Circassian) women were particular favorites, and Suleyman the Magnificent had a Russian wife, Roxetana. Over the genérations, the
Imperial bloodline became increasingly diluted, with the result that the Jast Ottoman sultans were less than 1% genetically Turkish,

Agatha Christie wrote Murder on the Orient Express in Room 411 of the Pera Palas, Istanbul's landmark hotel. it is also where she experienced her
mysterious “lost” days—11 days that neither she nor anyone else could account for.

Tulips are originally from Turkey. The bulbs were exported to the Netheriands in the 17th century, whaere a buying craze sent their prices soafing.

Florence Nightingale pioneered modem nursing in Istanbul during the Crimean War in 1854,

Legend holds that the founders of Istanbul (ancient Byzantium} had been jold by a seer to setlle across the water from the "city of the blind men* On

one side of the Golden Ham, the adventurars found a peifect site for a city: it had a good water supply, an excellent harbor and cooling breezss, but
no one lived there. Howaver, just across ihe siraifs was a town built on marshy ground that had no natural advantages. Rightly deeming the others to

be figuratively blind, the newcomers established Byzantium.

The Seven Churches of Asia Minor, which figure prominently in the Apocalypse, or Revelation of St, John, were in Ephesus, |_aodicea, Pergamon
{now Bergama), Philadelphia (Alasehir), Sardes, Smyma (1zmir) and Thyatira (Akhisar).

Page 3 of 14
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Although the croissant is generally considered io be a product of French bakeries, its origin is Turkish (it's said fo be the shape of the Islamic
erescent). Another em Turkay introduced to the rest of Europe was coffee. Supposediy, Europeans first leamed of coffee and croissants during the
siage of Vienna in 1683, Yvhen the Otioman ammy retreated, they left both behind.

More than one-third of the world's legally grown opium comes from the Afyon area. Visit in tate May-early June 1o see the fields awash with purple and
while "hashhash” poppies.

Hotel Overview

Accommodations range from deluxe intemational properiies, beachfront resorts, holiday villages and pensions to campgrounds and local hoteis to
absolute dives (which are increasingly rare in developed arsas). Accommodation standards have shot up dramatically from what they used to be—
and so have prices, tholigh Turkey is still a relatively inaxpensive placa to travel. Stay in as deluxe an accommeodation &s possibie, particutardy in rural
areas. Also, be aware that many large hotels on the coast may be surprisingly expensive by the night, even though they've dirt cheap to the package-
ceal visitors who make up most of théir clientele.

In Istanbul, the Sultanahmet district has some lovely old Ottoman mansions that have been converted into bad-and-breaidasts. Azoommeodations
along the southeast Mediterranean and Biack Sea coasis are less luxurious than hose found in the rast of Turkey,

if's always acceptable to ask 1o look &t a room before agreeing io stay in a hotel and don't be afraid to bergain, espedially off-seascn. Most hotsis
offer 24-hour hot water, though it's worth asking first, especially in rural areas. Wi-Fi Is also increasingly common and nof just at big-city hoteis.
Breakfast—from & simple plaie of cheese, olivas, tomatoes and cucumbers fo a lavish buffei—is often included in room prices.

Sce & Do
Sightseeing

Turkey's historical attractions are among the country's biggest draws, allowing visitors to travel back through time and imagine the rise and fall of
ancient empirss.

The magnificent Roman nuins of Bergama (Pergamum) and Ephesus (Efes) along the Aegean coast are justifiably among Turkey's most popular
sights.

The surreal "fairy chimneys” and cave dwellings of Cappadocia, in the center of the country, are also a visitor faverite, as are the region’s many small
wineries. Travelers who veniure farther afield will be wefl-rewarded by the strange stone guardians atop Mount Nemrut, the melancholy ruins of the
ancient Armenian capital of Ani, the refigicus sites of Sanliurfa and the dramatic cliff-side Sumela Monastery nesar the Black Sea coast.

Those who want a break from history will find plenty of modern art and culiure, as well as some of the world's best nightiife, to enjoy in Istanbul. The
capital, Ankara, is quiet in comparison, but its Museum of Anatoliah Civilizations and the mausoleum of Mustafa Kemal Ataiurk offer key insights into
the country's past and prasent.

To see camel-wrestling matches (iots of snorting and head-butting from the elaborately omarmented animals, plus grifled camel sausage for sale on
the sidelines), travel to the provinces of Aydin, Denizli, lzmir or Mugla on a Sunday December-February.

Recreation

Turkey's diverse geography offers plenty of opportunities for outdoor recraation, though the secior is still developing.

The 310-mi-/500-km-long Lycian Way traverses the coastal and Inland areas of westem Turkey known as the western Mediterranean region, passing
through forasts, villages and ancient ruins. The lesser-known, and somewhat more challenging, St. Paul Trail foliows part of the route its namesake
walked on his first missionary jouney in this part of the world.

The popularity of these routes has led to the developmeant of other long-disiance treks, including The Independence Trail, a remots Black Sea path
followed by fiberating armies, and the timberad Yenica Forest trail.

More serious trekkers can tackle Mount Ararat {16,854 feet/5,137 m), near the Armenian border, as well as hikes in the Kackar and Taurus
mountains.

For the ultimate in reasonably priced relaxation, visitors can charter a woodan yacht on a “Blue Voyage™ along the Medilerranean or Asgean coasts,
stepping in secluded coves fo swim, snorks| or scuba dive.

Vifinter sporis are also growing in popularity, with ski resorts near Erzurum (Palandoken), Kars (Sarikamis), Bursa (Uludag) and even Istanbul

. Page 4 of 14
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{Kartepe).

Shopping
Shop for handwoven rugs and kilims, lznik tiles, leather and suede terns, ceramics, silk, jewelry, alabaster, onyx,
meerschaum pipes and copperware and brassware.

Some vendors in the markets are aggressive, but they'll usually respond to a firm but polite refusal,
Other not-so-obvious Turkish Specialties are bath products, from natural olive soap to light cotton fowels and fiuffy cotion drassing gowns.

embroidery, brass samovars,
fite visitor pastime. Just remember that a ke

Carpet shapping is a favo
because of the number of carpets the seller has pulled down and rolied open on the floor,

Itinerary
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National Travel
Day By Day

Each of the following itineraries is fairly rushed—your trip will be more relaxing and interesting t you factor in three extra nights, o be used wherever
you feel a destination merits extra time. For first-time visitors, escorted or hosted tours are probabiy the best way fo see the country.

Day 1—Anmive istanbul.

Days 2 and 3—Isianbul.

Day 4—Fly or drive to lzmir.

Day 5—Diive to Bergama. Ovemight in Kusadasi or Selcuk.

Day 6—Day trip to Ephesus and refum to fzmir.

Day 7—Fly from Lzmir fo Ankara and expicre the city.

Day 8—Aflernoon drivé to tha Cappadocia area. Ovemnight in Urgup, Goreme, Uchisar or Avanos.
Day 8-—~Cappadocia area.

Day 106—Moming drive back o Ankara and depart Turkey.

if you have more time, follow the above itinerary for days 7-5 and then procaed as follows:

Day 6—Visit Ephesus and ovarnight in Bodrum or Marmaris.

Day 7—Drive to Denizli and then go on ic Pamuiikele to sse the travertine falls and the ruins of Heiropolis. Ovemight Pamukkale.
DBay 8—WMoming ai Pamukkale; in the eftemoon, continue to Antalya.

Dizy 9—Day trip to Perge, Aspsndos and Side. Ovarnight Antalya.

Day 10—Fiy to Ankara and resume with the short itinerary abovs, picking up at Day 8.

For an interesting 11-day itinerary that concentrates on history and scanery (no beach time) consider the following:
Day 1—Anive istanbul.

Days 2 and 3—Istanbul.

Day £—Fly io lamir.

Day $—Drive via Ephesus to Kusadasi.

Bay 6—Drive io Pamulkale.

Day 7—Drive via Konya to Cappadocia.

DBays 8 and 9—Cappadocia.

Day 10—Drive fo Ankara,

Day 13—Moming tour of Ankara. Depart Turkey in aftemoon.

Dining

Dinlrig Overview

Turkish food is well-seasoned and delicious—reminiscent of what many people think of as Greek food {but don't say that to the Turks). Wenus in
smaller restzurants or Jokantas are often writlen in Turkish only, afthough many have the dishes offered on display; if not, look around at what others

are sating and point at what looks good.

. Page 6 of 14
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), pistachio and hazelnuts, eggpiant, onions and other vegetables are common ingredients. Fried, grilled and

Rice, lamb, fish (along the coast
Pproduce is great; sample fresh giant cherries and figs, in particular, Excelfent yogurt, used in desseris or

smoked foods are also common. The
salads, is also available.

ggplant with beef or tamb), izgaralar (grilled lamb or beef), pide (Turkish pizza), Jahmacun (2 type of thin-crust

Be sure to fry hunkar begendi (e
(especially iskendsn), kofte (meatballs), ic pilav (fie

flatbread, eaten rolled up with lettuce, onions and lernon), the many different kinds of kebabs
rice and raisins} and kuzu doimasi {lamb and rice),
You can often make a meal from the numerous mezes (appetizers) offered, such as yaprak dolmasi (stuifed grape Jeaves), spicy midye (mussels

peynirli borek (cheese rolled up in flaky pastry) and stuffed vegetables in olive oil. Many desserts are excalient: Some are milk-based puddings,
while others are baklava-type pastries. Even if you think you wont fike Turkish delight, try it—sweet, chewy and crammed with nuts, it's a real ireat.

Maden Suyu is the name for mineral water. Tea or cayi (pronounced chai, to rhyme with "pie*) is ubiquitous; tourists will often be offered the uber-

sweet apple {e/ma) version,

Bira means "beer” (Efes is the main brand). Turke
and Sarafin. The iocal spirit is the aniseed-flavored ral
water and chilled with ice.

Security
Etiquette

Turkey's culture matches its geography—poised between the traditions of the Middle East and the familiar practices of westemn Europe and Norih
America. As such, it's perhaps the most accommodating Islamic country for visitors from the West, though the country’s customs and refigion will

require you fo take care in the way your present yourself, especially in & business context.

Appointments—An intermediary who can introduce you fo Turkish firms will be of great assistance and can help In scheduling meetings.
Appointments should be made wsll in advance. Punctuality is expected.

y also produces a lot of wine, although it varies widely in quality; brands to look for include Sevilel
ki (similar to Greece's ouzo or French pastis), which is usually partaken mixed half-and-haf w;

Is customary to addrass the eldest person firsi, As part of the many changes ihat swept

the covintry in the 20th century, many Turks adopted Western-style sumames. Nevertheless, you'll usualiy hear Turks addressing or refering to each
other by their first name foliowsd by the honorific bey or hanim {for example, a man named Mustafa Koruturk will be addressed as "Mustafa Bey,”

while & woman named Ayse Yilmaz will be addressed as "Ayse Hanim"),

In casual conversations, you'll aiso hear people address each other as ab/ ("brother”), abla ("sister”), amca ("uncle”), and teyze ("aunt"), depending
on the addressee's age. If the person has a professional tile, use that alone, without @ sumame.

Negotiating—Turkish businesspeople operate o a great extent on their sense of
talk” before any business is discusse

Business Entertaining—The Turkish people take great pride in their hospitality and entertaining, which often fakes place in restaurants. Allow your
Turidsh acquaintances to be the first to broach business at such gatherings. It is customary for the host to pay for the guest.

shoe or foot to be seen,
indicates no by raising his or her head slightly,
conversation with another, nor should you keep your hands in your pockets. Public displays of affection betwa

the mest cosmopolitan parls of citles and
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Gift Giving—Gifts are not always given, bul they are appreciatad. You should give glifts of aicohol only if you know that your acquaintance drinks {the
traditional Muslim pr_ohibition against alcohol is ot as strictly enforcad or followed in Turkey as it is elsewhere in the Iskamic world).

Conversation—The Turkish people are fine conversationalists and will display an interest in you &s an individual. Sporis, travel, and Turkish culture
and history will be welcome topics. Politics—particularly regarding Cyprus, Greecs, the Kurds and Armenia—can be troublesoms. Ba careful not to
sgy anything that is dismissiva or critical of Istam.

Other linformation—Women should dress modestly, avoiding low-cut tops or short skirts, but it is not necessary io cover your head, arms and
shoulders unless you are visiting a mosque or other holy site. Generally, the more modestly you dress, the less unwanted aftention you will attract. Be
awsare that when entering someons's home you are generally expected to remove your shoes and, in soms cases, wear slippers reservad for guests.

Smoking is siill a national pastime, although it has been prohibited in aimost all indoor locations, including bars and restaurants. In private homes, it
is stifl polite to ask for penmission and to offer cigareites arcund before smoking.

You should aiso ask permission before taking photographs of people or of mosques. Be careful not to t2ke pholographs of {or even near) militery
installations; look for the muitiingual signs posted with this waming. In Turkey, as wilth many Muslim countries, shoris are wom by boys younger than
12. Adult men shouid avoid shoris (with the exception of when they are aboard boats or at the beach), especiaily if they are visiting mosques.

Personal Safety

Despite bombings in istanbul in 2003 and 2006, and kombings in coestal resori fowns and in the southeasiem part of the country, travel in Turkey is
genaraliy relatively safe, and tourists are usually warmly recelved.

Sorne of the most recent bombings have been attributed to the Kurdish separatist group Kurdistan Workers’ Party (PKK, also known as the Kongre
Get), which has conducied an armed struggle against the Turkish government since 1984.

Fortunately, ihe dides seemed fo iurn in 2012, when PKK leader Abuliah Ocalen (named one of Time magazine’s 100 most influential people in
2013) was emesied and recanted his revolutionary Marxist idealogy from jail. Since then, the PKK, considered a terrorist organization by the US.,
EU, U.N. and NATO, has signed a cease-fire agreement and started refreating o northem lraq.

In March 2013, more then a miliion Kurds gathered in Diyarbair, the southeastem city and PKK sirongheld where the movement began, to reflect on
Ocalan's refreshed message of democracy and peace, signaling a new era of PIKK-Turidsh relations.

Siil, the threat of violence lingers, especially in the southeastern parts of the country, which has been rocked by widespread rioting, ambushes of
security convoys and police outposts, and bombings. There, visitors should limit their trevel o major highways during daylight heurs. Expect fo see
meny. checkpoints where you will need to supply identification, '

Though most visits happen without incident, Al Qaeda has previously targeted Westerm interests in Turkey; other terrorist attacks have taken place
near the bordsr with Syria, In September 2013, the U.S. Department of State began to withdraw nonessential personnel and family members from its
consulate in Adana, near ihe border with Syria, citing threats against the American govemment and U.S. citizens. The U.S. Dapartnent of State also
recommends that American clizens living or traveling in Turkey defer nonassential travel fo southeasterm parts of the country.

Nonpolitical crime s not a major problem in Turkey. Petty theft, including pickpocksting and bag snatching, oceurs in Istanbut and other cilies, so be
careful with your belongings. Be eareful about accspting food or diink from strangers—iravelers have reported being drugged and then robbed,
although such cocurences are far outnumbered by those of true hospitality. To avoid unwanted attention, women may want to dress consarvatively
and avold accapting drinks from strangers.

For the latest information, contact your country’s travel-advisory ggency.

Health

You can usually find good to adequate health care and English-speaking Turkish physicians in larger cities, but this is not aways the case. Itis worth
having insurance that will cover treatment at a good private hospital in Istanbul or Ankara. Hospitals there are so good that Turkey is fast becoming &
worid center of health tourisim for people seeking low-cost, high-quality surgery by European or U.S.-trained doctors. Turkish law requires that one
phaimacy in every neighborhood remain open 24 hours a day; the other pharmacies in the area will have its address posted in their windows.

It's elaimed that the local water is safe in Istanbul, but we stick with prepackaged or boiled drinks everywhere. To be especially safe, avoid ice as
well.

Sanitary conditions in restaurants in central and eastern Turkey may pose problems for some travelers. Don't hesitate fo have a look al the kiichen of
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a restaurant before you dine—it's a common custom. Most hot, freshly cooked food should be safe (especially if it's included on a package tour),
peel fresh fruit and raw vegetables before eating, make sure meat is cooked thoroughly and avoid local dairy products.

Alr polution in the winter from buming coal for heat can aggravate respiratory problems. Malaria has been reperted in southeastemn Anatolia, fror
the Mediterranean city of Mersin fo the tragi border—ask your doctor about antimalarial precautions. You should also consider vaccinations agai

typhold and hepatitis.

The sun can be very strong, so use sunscreen liberally and wear a hat. Don't forget to take along
walking shoes. Avoid wild animals, including dogs, which may carry rabies.

For the latest information, contact your country's health-advisory agency.

Facts

Dos & Don'ts

Do know at least a few words in Turkish: Tesekkur ederm means “thank you," nasifsiniz means

Don't enier conversations about politics fightly—several lopics are potential sore spots with the Turks, These include problems with the Kurds, the
massacres of Armenians in 1915 (which the Turks most definitely don't see as a genocide), Islam and the Middle East, Cyprus and, although iz a

lesser extent these days, Greece.,

plenty of insect repelient and a pair of comfortab

“how are you?" and ne kadar means "how much’

nts and hotels. Public restroom facilities, especially outside of major cities, are often "2 Ia Turka™

Do plan restroom breaks around visits to restaura
t likely have to pay for the privilege to boot, although the paid places are generally at least clean

{squat toilets) and less than pristine. (You will mosi
and have paper).

Don't assume that anyone else is looking out for your safety: Drivers, especially in big clties, are unlikely to stop for pedesirians, even where
crosswalks axist, and the kinds of safety barriers Westemers are used to seeing are rare. If you want to climb on that crumbling casile or hop off the

ferry before it stops moving, you probably can; it's up o you to watch out for yourseif.

Don't back aivay from a price you've offered when bargaining——it's considered extremely rude not fo buy something after stating or accepting a price
Do bargain hard. if you are trying to buy a rug, you should offer 50%-60% of the asking price. If a tout or guide accompanies you, he usually gets 10%
of the price (which means you pay 10% more). if you are paying by credit card and you are not asked to pay the credit-card fee, you probably didn't

bargain hard enough.
Do check the arithmetic on restaurant and hotel bills io be sure you haven't been charged for any item or service you didn't receive-—mistakes often
occur. Small amounts of a few kurus are generally rounded up or down.

Geosiats

PassportVisa Requirements: Passports, visas and
arranged online at hitps:/iwww.evisa.gov.ir.

proof of onward passage are needed by cilizens of Canada and the U.S. Visas may also be

Visa on arrival is no longer available, as of April 2014.

U.8. and Canadian travelers who amive in Turkey by cruise ship and sieep on the baat are usually allowed to enter Turkey without a visa for 72 hours.
Oftentimes, the cruise liner will arrange for a "blanket" visa to cover your time in port, although this visa won't cover you if you choose to stay over in
Istanbul, We recommend that cruise passengers double-check visa requirements with their cruise company and/or the Turkish embassy or consulate
in their area. Reconfirm travel document and visa requirements with your carrier bsfore depariure,

Population: 78,785,548,
Languages: Turkish, with Kurdish and Arabic also spoken in some areas.

Predominant Religions: Islamic {Sunni), though many other sects and religions are represented.
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Time Zone: 2 hours ahead of Greenwich Mean Time (+2 GMT). Daylight Saving Time is observed from the last Sunday in March to the last Sunday
in October.

Voitage Reguirements: 220 volts.
Telephone Codes: 90, country code;

Money
Curency Exchange

Until reletively recently, the Turidsh iira had a bumpy ride: It experienced years of horrific inflation, as well as one of the lowest curmency values in the
world. Millions of liras were considered small change, to the constemation of iocals and tourists alike. Inflation subsided finally, and in 2005, to the
vast refief of confused visitors, the government dropped six zeros from the lira and reintroduced the former ktrus (one-hundredth of a dira) coins. One
million old Turidsh lire now equals one fira, which is made up of 100 kurus. '

Along with other emerging market currencies, the Turkish lira experienced a sharp depreciation in 2013 as the {).8. Federal Réserve reconsidered
#ts foreign stimulus measures.

iMsjor credit cards are used widely in Turkey, although those without chips and PINs may not be accepied. Note that merchants may try to add a 2%-
4% "service fee” on top of your negotiated price, an Hlegel tactic widely preciiced on foreigners. Be wamed that credit card fraud runs rampant in
Turkey. Inform your bank before leaving if you plan to use your credit card in Turkey, lest the card is canceled or deciined upen registering charges
there.

Cumrency exchange bureaus are widely availabie, offering competitive rales in most places ouiside of the tourist district of Sultanahmet. Most booths
are open 8 am-7 pm, with the exception of the 24-hour booth in the amivals hall of Istenbul Ataturk Airport. Take your passport and kaep all recsipts.
The lira s fully convertible and can be exchanged back into U.S. dollars upon leaving Tuskey. Holels may also change money, elbsli for a lesser rate.
Travalers checks can be changed at banks and post officas.

Euros, British pounds and even U.5. dollars may be considered acceptabie forms of payment, although we recommend keeping at least some
Turidsh lira on hand, especially for smaller purchases.

Taxes

In Turkey, there is an 18% value-added tax on practically all goods (referred to as KDV). Visitors to Turkey can claim their tax monay back at the
airport or port if they get a fax-free receipt (KDV fade ozel fatura) when they purchase goods. (Ask for the raceipt while negotiating the price, as
opposad io post-purchase).

Some merchants display a blue, gray and white "Tax Free Shopping” sign in their store windows.

Give the receipt to a customs officer at the prominently marked "Tax Refund” office at the airport or other exit point, and he or sha will give you an
immadiate cash refund or credit your card with the sum.

Note that you need (in theory) io show the customs officer the items you have bought, which means you should NOT check them at the check-in
counter but should carry them through to the tax refund office. In praclics, though, the officials are lenient # the items are bulky ard you claim
ignorance.

Tipping
Tipping is not necessary for taxi drivers, although rounding the fare up is customary. Tip no more than 10% in restaurants, except for the highest level

of service. Make sure a service charge hasnt already been added to your bill. A tip of 2 TL-3 TL is sufficient for a porter. Tour guides will genzrally
expect about 10 TL-16 TL. If the guide takes you 1o 2 shop, he'll be "tipped” in the form of a commission on anything you buy.

Weather

The best time for touring is April-fMay and September-October, when the day temperatures are most comfortable and the least amount of rain falls.
For the beach worshipper, June-September is best, even though prices are highest at this time and popular resorts can be crowded.

Turkey is a big country, and the climate varies from region to region. The coasis are generally temperate, warm and fairly humid in sumimer with chilly,
rainy winters. Centraf Anatolia has hot, dry summers and cokl, rainy winters with snow. The Black Sea gets the most rain, and southeastern Turkey is
very dry and hot (100+ £/38+ C) in summer. Eastem Turkey has short summers and bitterly cold winters with Jots of snow, Whenever and wherever
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you go, take a sweater for coof evenings.

What to Wear

Apart from downtown Istanbul and perhaps Ankara and the centers of resort towns, you should remember that Turkey is a conservative country. .
visitor, you don't need to cover yourself from head to toe, but stick to relatively modesi attire {no spaghetti straps or bare midriffs). To biend in, m

should avoid wearing shorts,
At mosques, men and women should dress modestly, with shoulders and legs covered. Women should carry a light scarf to wrap around their he
in case of an unexpected mosque visit {although some of the more popular mosques have scarves avallable).

The climate of northem Turkey, from the northem Aegean through Istanbul and Thrace io the Black Sea coast, can be damp and wet in winter, Pa
tightweight woolens for spring and fall trips; the evenings can get cold, especiaily at waterside restaurants,

Visitors traveling on business should pack a suit or the equivalent for women, although more casual atlire may be wom at some offices. Turidsh
businesspsople and govemment functionaries generally dress well, and doing the same is a sign of respect.

Communication

Telephone

There are no coin telephones Jeft in Turkey. Strest Phones require credit cards or phone cards, which can be bought at most newsstands, tobacec
shops, hotel kiosks and post offices. You may still find street kiosks and Turk Telekom shops that offer koniorlu telefons, metered phones that

charge you for the number of kontors, or units, you use.

There are a number of mobile phone providers in Turkey, all of which provide GSM 800, 900, 1800 and GPRS services, Your celluiar servics
provider wiil almost cerfalnly have a contract with one of them, but you must activate roaming on yotir cell phone.

Other travelers simply purchase a prepaid SIM for their unlocked mobile phones; local carriers include Turkeell, Vodafone and Avea. All prepaid Si
cards come with some amount of credit, known locally as kontor. This may be purchased online or from newsstands, supermarkets or the ubiquitol
cail phone stores. Rest assured—Turks iove to talk on on their mobite phones; a communications option that fits your needs is never far away.

Dial 118 to be connected with domestic directory assistance.

Internet Access
Getting oniine in Turkey is never difficult, and I not free, it's usually very inexpensive, Those traveling with laptops or iabiets wili find Wi-Fi In most
hotels; even Cappadocia's cave hotels and Olirmpos’ tree houses are wired,

Even if hotels don't offer a connection in guest rooms (and a growing number do), there should at least be Wi-Fi in the lobby or founge, and/or a

perscnal computer for guest use. -

Larger cities and coastal areas offer a growing number of Wi-Fi-enabled cafes, restaurants, bars and even public spaces. Airports also provide Wi-

Fi, often for a fee.

‘Mail & Package Services

Turkish mail service is slow but fairly reliable, esp
looted or stuck interminably in customs.

Addresses in Turkey are written in the bottom right comer of the envelope, in a format that seems slightly jumbled to U.S. and Canadian readers.
However, it is important to follow this format {addressee name, neighborhood, strest name, street number, ZIP code, state, city, country) to be sure

your item arives at its intended destination.

For sending valuables reliably, use an intérnational courier company such as UPS, FedEx or DHL, all of which have offices in most Turkish cities
(check their websites for detalls). The best Turkish courier is Aras Cargo. hitp:fvnvw.araskargo.com.tvweb_i 8712Z_2Z/index.aspx.

ecially for outgoing mail—with the exception of any kind of package or parce!, which tend to get

Newspapers & Magazines
The Hurriyet Daily News and Today's Zaman are the only local English-anguage newspapers available in Turkey. You can sometimes find them, as

well as a smail selection of other English-language periadicals—USA Today, the Infemational New York Times, the Financial Times and Time —in
areas with lots of tourists, such as downtown Bodrum, Antalya, Alanya and the like.
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Transportation
Air

Istanbu Ataturk Airport (1ST) is 15 mi/24 km southwest of istanbul and Turkey's busiest airport (allow plenty of tme io get to the airport during rush
hour). Domestic airiines offer frequent fights to major cities within Turkey. Phone 90-212-463-5555. http:iwawr.ataiurkairport.com/en-
EN/Pages/Main.aspx.

The Sabiha Gokcen Intenational Alrport {SAW), on the Asian side of Istanbul, fies about 19 m/30 km southeast of the Haydarpasa train station.
Outfitted with a new terminal in 2008, the airport, named for the world's first female combat pilot, now handles international raffic, as well as many
internal flights for domestic airlines. Phone 80-216-585-5000. hitp:ivnwnw.sgairport.com/havaalanifeng/stait.asp.

Be sure to check carefully which airport your Sight is jeaving from if you have a conngcting flight to or from an international to a domestic fight.

In 2012, Instanbul ordered Havas, the 28-year-oid airport shuttle service that connects both airports to the cily center, to close, replacing the popular

route with its own Havatas Airport service (hitp:/havatas.com/en). The company responded with @ lawsuit, but &s of 2013, Havatas {which also stops
at the Kadikoy Pier and the Yenikapi fast ferry terminal) was the only company in oparation, (Havas services continue in other Turkish towns, just not
Istanbul).

Airports in smaller cities, particularly Anlara {Esenboga Airport, hitp:tiwww.esenbogaairport.com), lzmir (Adnan Maenderes Airport,
hitp:/iwww.adnanmenderesairporl.com), and Anitalya {Antalya Airport, hitp:/iwwww.aytport.com), are slowly increasing the number of international
flights, generally io European dastinations.

Bus
Express bus service connects many European capitals and large cities with istanbul on a regular (and fairly inexpensive) basis.

Inexpensive buses and minibuses connect most points within the country (the former are quite comfortable and efficient, and the latter provide an
opportunity fo meet the local people—if you're willing lo sacrifice comfort for that opportunity).

Car

Self- and chauffeur-driven cars ere aiso available (2n excelient way to visit the country). Driving is on the right, and most reniai cars have manual
transmissian. Major highways are in gocd shape, but beware of slow-moving vehicles, animals and especially Turkish drivers, who don'f seem fo
follow traffic rules. Snow and ics require extra caution. Drive defensively at all times, and avoid driving afier dark. City streets are often narrow and
congested with traffic. Parking in istanbul, fzmir and Ankara is a hassle: Don't bother to rent a car in those cliles.

The lege! driving age In Turkey is 17 for molorcycles and 18 for cars, although most rental car companies require drivers fo be &t least 19 years oid.

Talking on mobile phones, or driving without seat belts, is illegal and subjact to fines, Meny U.S. drivers report using their current drivers license
without troubls. However, we recommend taling an iniernationai drivers permit, just to be on the safe side.

Keep proci of registration and insurance in the vehicie at all times.
Taxi

Taxis (shared and metered) are the best way to travel within most cities and towns. However, visitors to Ankara and Istanbul should be aware that
some taxi drivers may try to cheat fourisis Dy orgetting" lo turn on the meter (and then demanding an outrageous sum), Istanbul, Ankara and fzmir all
require taxi drivers to cherge the same rate &t night as during the day; don't let them teil you differently.

Shared texis (doimuses) trave! on fixed routes for fixed fares. Tipping is not expected in shared taxis.

Train

Rall service connects most European countries to Istanbul. The rail service within Turkey is considerably slower and less efficient than buses,
although there Is a high-speed train between Istanbul and Ankara, and the high-speed network continues to grow.

For More Information
Tourist Offlces

.S, Turkish Culture and Tourism Office, 821 United Nations Plaza, New York, NY 10017. Phone 212-687-2194. Fax 212-598-7568.
http:/www.goturkey.com/en.
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Turkish Culture and Tourism Office, 2525 iMassachusets Ave., Washington, DC 20008. Phone 202-612-8800. Fax 202-319-7446.
hittp:/www.goturkey.com/en. Note: This office also handles requests from Canada.

Turkish Culture and Tourism Office, 5055 Wilshire Bivd., Suite 850, Los Angeles, CA 90036. Phone 323-937-8066. Fax 323-937-1271.
hitp:/Aww.goturkey.com/en.

Turkish Embassies

Canada: Embassy of the Republic of Turkey, 197 Wurtemburg St., Ottawa, ON K1N 8L9. Phone 613-244-2470. Fax 613-789-3442.
hitp:/www.turkishembassy.com.

U.8.: Embassy of the Republic of Turkey, 2525 Massachusetis Ave. N.W., Washington, DC 20008, Phone 202-612-6700. Fax 202-612-6744.
hitp:/Mww washington.emb.mfa.gov.ir.

Foreign Embassies in Turkey

Canadian Embassy, Cinnah Caddesi 58, Cankaya, 06650 Ankara. Phone 90-312-409-2700. Fax 90-312-409-2712.
http:llwww.canadaintemationai.gc.cafturkey—turquleﬁndex.aspx?lang=eng.

U.S. Embassy, 110 Ataturk Bivd., 06100 Kavaklidere, Ankara. Phone 90-312-455-5555. Fax 90-312-466-5684. hitp:/Aurkey.usembassy.gov.

Foreign Consulates In Turkey
Canadian Consulate, 209 Buyukdere Caddesi, Tekfen Tower, 16th Floor, 34394 Levent 4, Istanbul. Phone 90-212-385-8700. Fax 90-212-357-10(
http:llww.canadaintemaﬁonal.gc.ca!turkey-turquieloﬁoss—bureauxlconsulata-consulat.aspx?langmng,

U.S. Consulate General, Ucsehitler Sokalk Mo, 2,034480 Istinye, istanbul, Phone 80-212-335-8000. htip:/istanbul.usconsulate.gov.

Recommended Guidebooks
Turkey by Dana Facaros and Michael Pauls (Cadogan Guides). One of the most accessible guides to this country.

Ancient Civilizations and Ruins of Turkey by Eicem Akurgal (University Museum Publications).

Aegean Turkey and Turkey's Southern Shore by George Bean (John Murray Publishers). Two classic but out-of-print guides to the country's Greek
end Roman sites,

Strolling through Istenbul: The Classic Guide to the City by Hilary Sumner-Boyd and John Freely (Tauris Parke Paperbacks). An in-depth walking
tour of the rich historical heritage of Turkey's largest city.

101 Must-See Places in Turkey by Saffet Emre Tonguc and Fatih Turkmenoglu {Boyut). One of the first guides writien for Turkish travelers in their
oawn country, translated into English.

The Lycian Way by Kate Clow (Upcountry). A complete guide to Turkey's most famous long-distance walking path, which traverses ruins, beaches
and mountafns along the country's southern coast, Also visit hitp://cultureroutesinturkey.com/cllycian-way.

Sinan Diaryz: A Walking Tour of Sinan's Monuments by Ann Plerpont {Citiembil/Nettiebery Publications). An illustrated guide to the most
important worics of influential Ottoman architect Sinan.

by Ayse Ucok (available in Turkey). A locally produced guide to the culture, food and

Southeastern Analolia Guide: A Panorama of Clvilization
historical sights of one of Turkey's least-traveled reglons.
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Additional Reading

Sons of the Conguerors: The Rise of the Turkic World by Hugh Pope (Overiook TP). A brilliant account of the Turks’ 1,000-year joumnsy to Asia
Minor,

A Fez of the Heart: Travels Around Turkey in Search of a Hat by Jeremy Seal (Mariner Books). An eccentric account of a journey around Turkey in
search of a vanished tradition.

Tuvkey Unveiled by Nicole Pope and Hugh Pope (Overiook TP). A readable and interesting account of Turkey's development during the 20th
century.

Crescent and Star: Turkey Between Two Worlds by Stephen Kinzer (Farar, Siraus and Giroux). A journalist who has long covered the Turkey beat
offers insight into the country's key political dilemmas,

Ataturic The Biography of the Founder of Modern Turkey by Andrew Mango (Overlook TP). The best history of the founder of the modem Turkish
staie.

Tive Turkish Labyrinth: Afaturk and the New Islam by James Petlifer (Penguin Books). A critical look at the continuing influence of Ataturi’s legacy
and the ris of political islam in Turkey.

Snow (Vintage), The Museum of Innocence (Knopf) and Istanbul: Memories and the City (Vinispe) by Orhan Pamuk. The mosi accessible literary
works by Turkey's most famous (and Nobel Prize-winning) author.
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B reave:

Intelligent Travel is National Travel’s premier travel app. Traveler inspired and agent developed, our app
has all your travel needs right on your mobile, automatically.

TRAVEL INTELLIGENTLY

~+ INSTANT ACCESS AND BOARDING PASSES- your full itinerary, including air, hotel, and
car reservations, is automatically uploaded to Intelligent Traveler. Intelligent Traveler’s unique
boarding pass delivery means you’ll never need a paper boarding pass again.

g CONCIERGE SERVICES - Need assistance? Use the app to instantly connect to a live agent,
24-hours a day, 7 days a week.

@

" FLIGHT ALERTS AND NOTIFICATIONS- Stay informed of your flight status, including any
delays or gate changes. If your flight is delayed or cancelled, you will be immediately provided
with alternative flight options to keep your trip in track.

J PUSH NOTIFICATIONS- Qur travel advisors will monitor your trip, and send alerts tailored
to your itinerary

; ﬂ FLIGHT SEARCHES - instantly search available flights with up-to-the-minute price data,
powered by the Travelport GDS.

INTERNATIONAL SERVICES- Our proprietary Duty of Care program allows our Agent Team to
send you breaking news about weather conditions, health warnings and political climate based on
your exact geographical location, globally. Additionally, find embassy locations, currency conversion
rates, State Department alerts, and CDC warnings.

@ DRIVING DIRECTIONS - In-app driving directions will get you where you need to be, no
matter where you are.

$ EXPENSE PRE-APPROVAL AND EAST REPORTING- Intelligent Traveler can send your trip
details to your approver for in-app approval. Use app imaging technology to easily generate
expense reports on the go.

https://iwww.intelligenttraveler.com/
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Aenericon Express® Travel Bervice Representative
VERNON BEAR

If emall attachments are not compatible with your company calendar configuration, click on tha links below to add to your calendar.
For a single calendar entry click here
Travel ltinerary

Agency Booking Confirmation Numbar- OHXTR|
EAR/VERNON - C75123 )

Your travel arrangements and your opinions on our service are important to us. Please take a moment to fill our Report Card
National Travel is open 24 hours/365 days fo provide you with toll-free assistance while you travel. We appreciate your
business.

Confirmation: UINHZZE

Deltz Airdines - Flight Number 4876

Departure: Mon, 06/6/2017 7:58 PM Arrival: Mon, 06/5/2017 9:30 PiM Equipment: CRJ
Doparture Clty: Charleston, WV (CRW) Arrival Clty: Atianta, GA (ATL) Meal: N
Departing Terminal; Arrival Terminal: 5 y Travel Time: 1 hour(s) 32 minule(s)
Status: Confirmed Class of Service: K - Economy Add fiight ta Calendar
Fare Basis Code: KA7QAOMA Baggage Info
ni rHer e

Miles: 364

Operated By SKYWEST DBA DELTA CONNECTION
Seat Assignments:BEARVERNON - 03¢

Enterpiise Car Rc\ntz!rl Confirmation: 1241335512C0OUNT|

Plck-up Date: Mon, 06/5/2017 ©:30 PM Drop-off Date: Tue, 06/6/2017 6:05 PiM Approximate Total: 45.00 USD
Pick-up City: Atlanta, GA

Car Type: Compact Car Cost: 30.84 USD (Daily} Mile Rate Amount: 0.00 USD

Extra Day Rate: 0.00 USD Extra Hour Rate: 0.00 USD Extra Hour and Mile Rate: 0.00 USD
Membership Number:

Status:Confirmed Add car to Calendar

Confirmation: HYOO43B70548

Hyatt Hote[ﬁ

HYATT PLACE ATL NOR
3415 Norman Berry Dr
Atlanta GA 30344 US
Phone: 1-404-768-8484
Fax: 1-404-768-2277

Check-in Date: Mon, 06/5/2017 Check-Out Date: Tue, 06/6/2017 Cost per night: 104.00 USD
Number of Rooms: 1 Length of stay: 1 nights(s)
Membership Number:
Status: Confirmed Add hotel o Calendar
View Map

Resarved For: BEARVERNON
Per night rate may not inciude al taxes snd/or additional fees
HY47220ARRO5JUN CXL:CXL 24HRS PRIOR TO HOTEL CHECK IN TIME

Delts Airlines - Flight Number 4876 Confirmation: JNHZZE

Departure: Tue, 06/6/2017 6:05 PM Arrival: Tue, 06/6/2017 7:32 PM

Equipment: CRJ

Departure Clty: Aflanta, GA (AT Arrival City: Charleston, WV (CRW) Moal: N
Depariing Terminai: S Arival Terminal: Travel Time: 1 hour{s) 27 minute(s)
Status: Confirmed Class of Service: K - Economy Add fli ar
Baggage Info
i ier B Inf

Miles: 364
Operated By SKYWEST DBA DELTA CONNECTION
Seat Asslgnments:BEARNVERNON - 05A

Base US Taxes XT Taxes




For 24 hour enroute assistance please call 800-445-0668

Car Rentals paid with State Issued Diners card decline CDW Insurance.
- COW/LDW for rentals over B days is paid by the State of WV

Car Rental Agencles rates are subject to chenge &t their discretion.
Most car agencies require minimum age 26 and major credit card
WINDOWSEAT REQUESTED . )

NO KNOWHN TRAVELER NUMBER HAS BEEM ENTERED

WO FREQUENT FILYER DATA ONFRE.

Please review your itinerary carefully to verify that names are spelled correctly and dates and destinations are corract. Notify
National Travel immediately with any corrections o avoid airline penalties.
National Travel cannot be held responsible in the event of bankruptcy of airlines or other suppliers.
Check-In times are 90 minutes prior for domestic flights or 12¢ minutes for intemational flights. Please present frequent fiyer
ID at check-in to ensure proper credits. '
Alrport Security procedure requires that all travelers obtain a boarding pass from the carrier to clear security checkpoints.
Travelers should check-in with the carier at their counter, kiosk, or website to oblain their boarding pass.

Canriage and other services provided by the catrier are subject to canditions of carrage, which are hereby incorporated be
reference. These conditions may be obtained from the issuing carrier.

Federal law forbids the camiage of certain hazardous materials, such as aerosols, fireworks, and flammable liquids, aboard
the aircraft. If you do not understand these restrictions, contact your airline or go to this website.






