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Glossary

In this document the following definitions apply:


External Service Provider	Provider of services for administrative and non-judgmental tasks related to visa, passport and identity management for governments and diplomatic missions.

Consular Services	The handling and processing of visa and travel document applications / documents with related services.

Contracting Authority	The State of the Netherlands, in particular the Ministry of Foreign Affairs. 


Diplomatic Mission	Formal representation of the State of the Netherlands physically located in any foreign state.

	
Market Consultation	The questioning of the market on a specific topic with the aim of gathering information that potentially may be used in a procurement procedure.


UBR|HIS	Acronym that stands for ‘Uitvoeringsorganisatie Bedrijfsvoering Rijk | Haagse Inkoop Samenwerking’, which roughly translates into ‘Hague procurement partnership. A procurement shared service centre of the State of the Netherlands.






















1 [bookmark: _Toc291771593][bookmark: _Toc291833497][bookmark: _Toc306965098][bookmark: _Toc306965142][bookmark: _Toc306970307][bookmark: _Toc315790277][bookmark: _Toc485543704]
General

1.1 [bookmark: _Toc485543705][bookmark: _Toc148176417][bookmark: _Toc151545434][bookmark: _Toc152566770][bookmark: _Toc153272647][bookmark: _Toc153273618][bookmark: _Toc161458184][bookmark: _Toc163363673][bookmark: _Toc163364321][bookmark: _Toc163641316][bookmark: _Toc163992347][bookmark: _Toc163992491][bookmark: _Toc164503520][bookmark: _Toc165879482][bookmark: OLE_LINK1][bookmark: _Toc54685330]Introduction

The Ministry of Foreign Affairs of the State of the Netherlands is the Contracting Authority that intends to start a procurement process in 2017. This should lead to the conclusion of several concession contracts for the provision of Consular Services for the Ministry of Foreign Affairs of the Netherlands. The Consular Services consist of the handling and processing of visa and travel document applications / documents with related services Worldwide. This document relates to the Market Consultation and is carried out in preparation for this procurement procedure.

UBR|HIS executes this Market Consultation commissioned by the Ministry of Foreign Affairs.

On June 20th, 2017 the announcement of this Market Consultation has been offered for publication in the Official Journal of the European Community to the Office for Official Publications in Luxembourg and TenderNed.

UBR|HIS invites you to participate in this Market Consultation.Ter voorkoming van misverstanden wordt vermeld dat deze marktconsultatie NIET de start is van een onderhandelingstraject. To avoid misunderstandings, it is stipulated that this Market Consultation is NOT the start of a negotiation process. Participating in this Market Consultation does not entitle you to any right to receive a future request for proposal; neither is participating in this Market Consultation a prerequisite for receiving such a request.

1.2 [bookmark: _Toc317639530][bookmark: _Toc317855441][bookmark: _Toc317859524][bookmark: _Toc322700624][bookmark: _Toc322701330][bookmark: _Toc485543706]Contracting Authority

[bookmark: _Toc199303050]Contracting Authority is the State of the Netherlands, in particular the Ministry of Foreign Affairs. The operational units that will make use of the services provided by the Service provider are:
· Applicants of Visa and Travel documents across the globe;
· The Dutch Diplomatic Missions across the globe;
· The Central Service Organisation (CSO) of the Dutch Ministry of Foreign Affairs.

1.3 [bookmark: _Toc291771597][bookmark: _Toc291833501][bookmark: _Toc306965102][bookmark: _Toc306965147][bookmark: _Toc306970312][bookmark: _Toc315790281][bookmark: _Toc316038509][bookmark: _Toc316038526][bookmark: _Toc317639531][bookmark: _Toc317855442][bookmark: _Toc317859525][bookmark: _Toc322700625][bookmark: _Toc322701331][bookmark: _Toc485543707]Contact

UBR|HIS represents the Contracting Authority during the Market Consultation. Contact for this Market Consultation is:
· Mr. T. (Tony) Kersbergen e-mail: Tony.Kersbergen@minbzk.nl
In case of absence his replacement will be:
· Mr. .J. (Jeroen) Nahon e-mail: Jeroen.Nahon@rijksoverheid.nl

All communication concerning this Market Consultation should be via the messaging module in the TenderNed platform. See the hyperlink under I.3 (communication) in the Announcement publication. 

Interested parties are invited to pose any question concerning this Market Consultation. Due to practical reasons Contracting Authority cannot guarantee the answering of the questions received after four working days before the deadline of the Market Consultation. All questions and answers will be incorporated in a summary which can be added to the Tender documents. In that case the questions and answers provided via this outline will be anonymous, not traceable to any participants in the consultation.




 
1.4 [bookmark: _Toc317639532][bookmark: _Toc317855443][bookmark: _Toc317859526][bookmark: _Toc322700626][bookmark: _Toc322701332][bookmark: _Toc485543708]UBR|HIS

UBR|HIS is an acronym that stands for ‘Uitvoeringsorganisatie Bedrijfsvoering Rijk | Haagse Inkoop Samenwerking’, which roughly translates into ‘Hague procurement partnership’. UBR|HIS is seated in The Hague as a procurement shared service organization of the State of the Netherlands and represents several Dutch ministries amongst which the Ministry of Foreign Affairs. More information (in Dutch) on UBR|HIS is available at http://www.ubrijk.nl/organisatie/ubr-haagse-inkoop-samenwerking . 
[bookmark: _Toc175129870][bookmark: _Toc54685334][bookmark: _Toc148176428][bookmark: _Toc151545445][bookmark: _Toc152566779][bookmark: _Toc153272656][bookmark: _Toc153273627][bookmark: _Toc161458193][bookmark: _Toc163363682][bookmark: _Toc163364330][bookmark: _Toc163641325][bookmark: _Toc163992356][bookmark: _Toc163992500][bookmark: _Toc164503529][bookmark: _Toc165879491]


1.5 [bookmark: _Toc291771599][bookmark: _Toc291833503][bookmark: _Toc306965104][bookmark: _Toc306965149][bookmark: _Toc306970314][bookmark: _Toc315790283][bookmark: _Toc316038511][bookmark: _Toc316038528][bookmark: _Toc317639534][bookmark: _Toc317855445][bookmark: _Toc317859528][bookmark: _Toc322700628][bookmark: _Toc322701334][bookmark: _Toc485543709]Market Consultation document

This document describes the procedure for this Market Consultation and stipulates the applicable rules and regulations. A description of the objectives of this consultation and the intentions of the Contracting Authority regarding the prospective contract are outlined in this chapter. Participants are prohibited to contact any other official of the Contracting Authority regarding this Market Consultation.
Chapter 2 provides the objectives of this Market Consultation. Chapter 3 outlines the contract that the Contracting Authority, dependent on the outcome of this Market Consultation, is considering to tender. Chapter 4 describes the principles, rules and regulations for this Market Consultation, which are intended to properly regulate this Market Consultation and to ensure a level playing field for the future procurement for the desired services. The specific questions that participants are requested to answer in writing are found in Annex 1, which doubles as the answer form that participants are requested to use when providing answers. Annex 2 contains a fill in table in MS Excel, which participants can use to describe their organization and locations. 


2 [bookmark: _Toc291771600][bookmark: _Toc291833504][bookmark: _Toc306965105][bookmark: _Toc306965150][bookmark: _Toc306970315][bookmark: _Toc315790284][bookmark: _Toc316038512][bookmark: _Toc316038529][bookmark: _Toc317639535][bookmark: _Toc317855446][bookmark: _Toc317859529][bookmark: _Toc322700629][bookmark: _Toc322701335][bookmark: _Toc485543710]General objectives of this Market Consultation

The Contracting Authority is intending the procurement of Consular Services to meet its need for worldwide outsourcing of administrative and non-judgmental tasks for visa and passport applications to External Service Providers. 

The specifics of the intended assignment have not yet been determined. With this Market Consultation the Contracting Authority aims to measure up to the level of interest and the possibilities and impossibilities in the current market.De door deelnemers verstrekte informatie en gegeven antwoorden zullen als een van de informatiebronnen dienen voor de stukken die ten grondslag zullen liggen aan de aanbesteding. As such, this Market Consultation is an important source of information.De uitkomsten van deze marktcommunicatie zullen op hoofdlijnen, niet herleidbaar tot personen of partijen, publiek gemaakt worden ter waarborging van de transparantie van het na de marktconsultatie te doorlopen inkoopproces. The information provided by participants to the Contracting via this Market Consultation will help deciding upon the possible assignment and the possible subsequent tendering process.

An outlined analysis of the information and/or opinions provided to the Contracting Authority by the participants will be shared with the participants and will be provided to the participants in the future procurement process, to ensure transparency and possibly provide a motivation for the choices that the Contracting Authority will be making regarding the procurement of the desired Consular Services and the intended role of the Service provider. The information provided via this outline will be anonymous, not traceable to any participants in the consultation. The names of the participants in the Market Consultation will not be revealed. Information designated by a participant as commercially sensitive, will not be disclosed.

De marktconsultatie levert voordelen voor alle betrokken partijen op.The Contracting Authority considers that the Market Consultation will be beneficial to all parties concerned. De Aanbestedende Dienst constateert wat er mogelijk is en wat er leeft in de markt.The Contracting Authority will gain insight in the current market and can ensure that the future assignment will be realistic and attractive. This will inform choices on aspects such as the formulation of suitability requirements, content requirements and wishes, award criteria and contractual aspects. For the participants this Market Consultation will help becoming familiar with the Contracting Authorities and provides the opportunity to give relevant feedback form their business point of view. Voor de participatie wordt geen vergoeding verstrekt.For the participation in this Market Consultation no remuneration is paid.

In short the Market Consultation is intended toHet doel van de marktconsultatie bestaat verder uit de volgende aspectesohshort: 
· het vroegtijdig betrekken en interesseren van de marktpartijen in de mogelijke aanbesteding;ensure early market involvement and market interest in the possible procurement; 
· het toetsen van eigen uitgangspunten en aannames;help the Contracting Authorities checking its assumptions and the feasibility of its intents; 
· het toetsen van eigen idee ë n en oplossingsrichtingen;meer inzicht verkrijgen in beschikbare ervaring en het marktaanbod op het gebied van consolidatie van wet- en regelgeving;een beeld te krijgen van visies, suggesties en idee ë n van marktpartijen;invite views, suggestions and ideas from commercial operators; 
· een beeld te krijgen van de interesse van de markt in de mogelijke opdracht;be an indicator for market interest; 
· te bepalen welke aanbestedings strategie het best past bij de onderhavige dienstverlening in de huid i ge markt.help determine the procurement strategy. De resultaten van de marktconsultatie worden verwerkt in de aanbestedingsdocumenten, zonder dat deze herleidbaar zijn tot de deelnemers van de marktconsultatie




	

3 [bookmark: _Toc315790285][bookmark: _Toc316038513][bookmark: _Toc316038530][bookmark: _Toc317639536][bookmark: _Toc317855447][bookmark: _Toc317859530][bookmark: _Toc322700630][bookmark: _Toc322701336][bookmark: _Toc485543711]Content of the possible assignment

3.1 [bookmark: _Toc322700631][bookmark: _Toc322701337][bookmark: _Toc485543712]Background
[bookmark: _Toc434565667][bookmark: _Toc440632938]
Currently the Contracting Authority has outsourced administrative processes of the visa application process to External Service Providers at 81 locations worldwide.
The Contracting Authority intends to start a new procedure for worldwide outsourcing of these existing services along with additional services for passport applications.
 
The immediate cause for this Market Consultation is the termination of the existing contract in 2018. The Contracting Authority also has the need or desire to streamline the administrative and logistic processes concerning visa and passport applications and would like to have a clear view on the possibilities and insights provided by External Service Providers.


3.2 [bookmark: _Toc322700632][bookmark: _Toc322701338][bookmark: _Toc485543713]Nature of the possible assignment
The possible assignment is aimed to outsource administrative consular tasks. Services include administrative and non-judgmental tasks for visa and passport applicants, possible recording of biometrical IDs and secured exchange of data. 
The possible assignment will be divided in multiple regions. The final division in regions is not yet made. 
For each region an External Service Providers will be selected to provide the services in that region.

In short the vision of the Contracting Authority is that:
1. the External Service Providers have locations to invite applicants for visa and passport applications; 
2. the External Service Providers support the complete administrative intake process for visa and passport applications; Conform processes that are subject to changes during the contract period due to future efficiency and digitalization projects;
3. the External Service Providers are responsible for quality of service of its own operations and the service provided by subcontractors;
4. the External Service Provider provide additional services to applicants, in close cooperation with and after approval of the Contracting Authority;
5. the External Service Providers provide management information.


3.3 [bookmark: _Toc322700633][bookmark: _Toc322701339][bookmark: _Toc485543714]Goals of the Contracting Authority
The Contracting Authority considers the outsourcing of tasks and responsibilities as a step in a continuing process of improving the efficiency of its administrative operations. With this in mind the External Service Provider ideally is a partner that relieves the Contracting Authority of tasks and responsibilities while providing reliability and flexibility.

Goals
The following are intentions and goals that are of importance to the Contracting Authority when contracting the External Service Provider:
1. Maximum use is made of the possibilities and services potentially provided by External Service Providers;
2. Best in class quality of services is provided to applicants, endorsed by quality assurance certificates;
3. Measurements to apply (and improve) to the Privacy legislation and to ensure maximum data integrity throughout the process are in place;
4. Availability of locations worldwide under own management and outsourced to a subcontractor;
5. The fee to applicants for the services provided by the External Service Provider when applying for a visa or passport;
6. Transportation of valuable documents to local organizations of the Contracting Authority. The External Service Provider is responsible for compliance with all regulations regarding permits and security.
7. The External Service Provider should be willing and able:
i. to give full information on the revenues and performance of their current operations;
ii. to provide accurate, objective and detailed information on his track record over the past few years regarding provided services to other governments;
iii. to describe possibilities and constraints concerning current operations and future market developments.


[bookmark: _Toc317639539][bookmark: _Toc317855450][bookmark: _Toc317859533][bookmark: _Toc322700634][bookmark: _Toc322701340][bookmark: _Toc485543715]3.4 Size of the possible assignment

The current size of the possible assignment is estimated at ca. € 26,000,000,- per year, and is growing, under the influence of increasing number of visa applications. Digitalization, on the other hand has a counter effect on the number of handlings to be done by an External Service Provider.


4 [bookmark: _Toc314061711][bookmark: _Toc315790286][bookmark: _Toc316038514][bookmark: _Toc316038531][bookmark: _Toc317639540][bookmark: _Toc317855451][bookmark: _Toc317859534][bookmark: _Toc322700635][bookmark: _Toc322701341][bookmark: _Toc485543716][bookmark: _Toc54685338][bookmark: _Toc148176431][bookmark: _Toc151545448][bookmark: _Toc152566782][bookmark: _Toc153272659][bookmark: _Toc153273630][bookmark: _Toc161458196][bookmark: _Toc163363685][bookmark: _Toc163364333][bookmark: _Toc163641328][bookmark: _Toc163992359][bookmark: _Toc163992503][bookmark: _Toc164503532][bookmark: _Toc165879494]Procedure Market Consultation

4.1 [bookmark: _Toc485543717]General

This Market Consultation consists of (possibly) three phases:
1. Q&A, in writing: the answering by participants in this Market Consultation of the questions included in annex 1. 
2. Q&A, in person: possibly, at the discretion of the Contracting Authority, one or more participants might be requested to expand upon their written answers in a meeting in person, face to face or via a conference call. 
3. Reporting, in writing: the Contracting Authority will provide an outline analysis of the information and/or opinions provided to the Contracting Authority in this Market Consultation. 

An announcement of this Market Consultation has been published on the Official Journal of the European Community to the Office for Official Publications in Luxembourg via www.tenderned.nl.

4.2 [bookmark: _Toc485543718][bookmark: _Toc315790288][bookmark: _Toc316038516][bookmark: _Toc316038533][bookmark: _Toc317639542][bookmark: _Toc317855453][bookmark: _Toc317859536][bookmark: _Toc322700637][bookmark: _Toc322701343]Phasing

Phase 1, Q&A in writing
All interested parties are requested to participate in this Market Consultation after consulting this document including annex 1. If, for any reason, a participant declines to answer a question, kindly provide the Contracting Authority with the underlying motive. Answers to the questions posed can be submitted by including them in the digital Word document that is Annex 1 together with the digital Excel document that is Annex 2 and that can be sent via the messaging module to the Contact for the Contracting Authority as mentioned above under 1.3. Deadline date for replying is Tuesday July 11, 2017, 12:00 hrs. Upon receiving the submitted answers an analysis is conducted by the Contracting Authority. 

Phase 2, Q&A in person
Depending on the content and extent of the answers received, the Contracting Authority might decide that further exploration might be useful. On the basis of the information submitted, the Contracting Authority will decide which parties are invited to meet with the Contracting Authority and how such a meeting will take place. Options are 1:1 telephone calls, conference calls or a physical meeting in person. Any choice will be informed on the basis of the added value that the Contracting Authority perceives the meeting will have. Note: The Contracting Authority will avoid any disturbance of the ‘level playing field’ for the intended procurement of the Broker and Courier Services. Not participating in the Q&A in writing or in person therefore will not interfere with any party’s formal rights of participating in the procurement procedure

Phase 3, Reporting in writing
Phase 3 will be the reporting i.e. the writing and publishing of the report, that will contain an outlined analysis of the information provided. The information provided via this outline will be anonymous, not traceable to any participants in the consultation. The reporting will ensure the transparency of the future tender for the Service Provider for Consular Services. However, the names of the participants in the Market Consultation will not be revealed, neither will be information designated by a participant as confidential or commercially sensitive. Submitted information regarding pricing or tariffs also will not be disclosed. The report will be published on TenderNed to ensure the transparency. 
[bookmark: _Toc315790291][bookmark: _Toc316038519][bookmark: _Toc316038536][bookmark: _Toc317639544][bookmark: _Toc317855455][bookmark: _Toc317859538][bookmark: _Toc322700638][bookmark: _Toc322701344]






4.3 [bookmark: _Toc485543719]Planning

For this Market Consultation the Contracting Authority is planning as follows: 

	Phase
	Action
	date

	1
	Publishing / start Market Consultation
	June 20, 2017

	1
	Submitting answers
	July 11, 2017, 12:00 hrs

	2
	Analysis and meeting
	August / September 2017

	3
	Reporting publication on TenderNed 
	October 2017



[bookmark: _Toc187035670]
5 [bookmark: _Toc485543720][bookmark: _Toc314061712][bookmark: _Toc315790292][bookmark: _Toc316038520][bookmark: _Toc316038537][bookmark: _Toc317639545][bookmark: _Toc317855456][bookmark: _Toc317859539][bookmark: _Toc322700639][bookmark: _Toc322701345]Terms and conditions for this Market Consultation 
[bookmark: _Toc187035671]
The following are the terms and conditions for this Market Consultation: 
1. The Contracting Authority will comply with the principles of non-discrimination and transparency;
2. This document is intended solely for Market Consultation purposes;
3. This Market Consultation is a standalone process, not part of any formal tender procedure for acquiring Consular Services as are implied in this Market Consultation document;
4. This Market Consultation is explicitly NOT meant to pre-select or disqualify any candidate in the context of a future tender procedure;
5. NOT participating in this Market Consultation by any party will NOT result in a sanction such as being excluded from participating in the formal procurement procedure. Participating in this Market Consultation will also NOT result in such a sanction, nor will participating constitute any privilege concerning the participation in the formal procurement procedure.
6. This Market Consultation is noncommittal for all participants, both the Contracting Authority and respondents.
7. The Contracting Authority reserves all rights with regard to choosing the specific form of a future tender procedure. No party (including all parties that are non-respondents in this Market Consultation) can use this Market Consultation to derive a legal claim towards the Contracting Authority concerning such choice;
8. Participating in this Market Consultation does not constitute any right towards any assignment;
9. No cost for participating in this Market Consultation will be reimbursed;
10. Respondents accept that information provided to the Contracting Authority may be used by the Contracting Authority to formulate its terms and conditions in a future tender procedure;
11. Information provided by the Contracting Authority in this Market Consultation may differ from information provided in a future tender procedure;
12. Contributions of participating parties will be kept confidential as possible without compromising any future tender procedure;
13. This Market Consultation is conducted in English;
14. The Contracting Authority is in no way bound to use the outcome of this Market Consultation in any specific way;
15. Reimbursement claims based on the use by the Contracting Authority of the information provided by respondents will not be honored; 
16. All documents, including the format for submitting answers, that respondents send to the Contracting Authority will be deemed to be free for use by the Contracting Authority without any constraint imposed by any copyright or other right of intellectual property;
17. The Contracting Authority appreciates all contributions to this Market Consultation and will impose no value judgment on opinions that respondents might express;
18. The Contracting Authority reserves the right:
· to make any change to the process or the planning of this Market Consultation;
· to make any choice regarding the future tender of Consular Services, or any change in respect to any announcement regarding such tenders as the Contracting Authority may have made or will may make;
· to temporarily or indefinitely postpone or abandon this Market Consultation.
19.  By the act of submitting a response in this Market Consultation a participant acknowledges and accepts all terms and conditions of this Market Consultation.
20.  This Market Consultation is governed exclusively by Dutch law. Disputes regarding this Market Consultation can only be tried at the Rechtbank ‘s-Gravenhage (judicial court in The Hague).

[bookmark: _Toc314061713][bookmark: _Toc315790293][bookmark: _Toc316038521][bookmark: _Toc316038538][bookmark: _Toc317639546][bookmark: _Toc317855457][bookmark: _Toc317859540][bookmark: _Toc322700640]
6 [bookmark: _Toc485543721]
Questions

The questions in annex I have been formulated with care. The Contracting Authority acknowledges that responding to each question might require a substantial amount of time and is thanking each respondent in advance for his contribution. The responses that are given will be used by the Contracting Authority to calibrate and where possible achieve the goals as set out in paragraph 3.3 of this document. You are requested to respond by using Annex 1 by inserting your answers under each question and Annex 2. You may enclose additional information in the form of annexes to your response.


[bookmark: _Toc485543722]Annex 1 – Question and answering form


	Subject
	Market consultation by the Ministry of Foreign Affairs of the State of the Netherlands concerning Consular Services

	Ref.
	201700266.059 - BuZa-EA Outsourcing Consular Services

	Deadline for responding
	latest: July 11, 2017 12:00 hours 
via TenderNed. For the URL see section I.3 of the announcement. Please use the messaging module of TenderNed to submit your response.



GENERAL

1.  What is the location of your Headquarters, where is it legally registered?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

2. What is the structure of your company, who are the shareholders and where are they legally registered?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

3. When did you start your operations?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

4. Could you please   indicate your financial situation:
· Revenues of the past 3 years
· Solvency of the past 3 years
· Current number of employees on your own payroll
· Number of employees on outsources payroll

Your response (please elaborate, your comments are highly appreciated):
…
…
…

5. Could you please indicate the term of the contracts for consular services your company concluded in the last four years? 
Can you elaborate on:
· Initial periods and options for renewal per contract; 
· What kind of contracts are concluded (eg. Concession agreements, service contracts);
· What is, to your opinion, the minimum term for a contract for consular service and why? 	 


Your response (please elaborate, your comments are highly appreciated):
…
…
…


TRENDS AND DEVELOPMENTS

6. What are to your opinion the most important trends and developments in the field of outsourcing consular processes?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

7. What is your vision of the further digitization of the consular processes? Is this a threat or an opportunity when entering into a new five year contract?

Your response (please elaborate, your comments are highly appreciated):
…
…
…


SERVICE AND COVERAGE

8. What would you suggest us to do on the division of the world into logical regions for the support of consular processes? Would you prefer a division per country instead of region? Based on which criteria would you state your advise?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

9. Could you describe your current network of locations. Please use the following structure for your answer: (provided in MS Excel, see Annex 2) 

Your response (please elaborate, your comments are highly appreciated):
…
…
…

10. Could you please indicate what additional services you can provide to applicants, please indicate if these services are provided worldwide or if they are restricted to certain area’s

Your response (please elaborate, your comments are highly appreciated):
…
…
…


11. Could you please indicate what equipment for biometric recordings you have available on your locations. Please add brand and type of equipment.

Your response (please elaborate, your comments are highly appreciated):
…
…
…


12. Could you please indicate which are your top 3 customers within Schengen area and which are your top 3 customers outside Schengen?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

13. Which key elements and considerations are taken into account when deciding on a solid business case for a new country or service?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

14. How many weeks does it take for your organization to start operations at a new location
a. if there is no location in the country yet? 
b. in a new city if there is already a location in that country?
c. a new desk at an existing location?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

SERVICE QUALITY

15. Could you please indicate which Quality standards you use to measure privacy and data integrity. And could you please indicate which processes you have implemented to measure and improve these processes?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

16. Are you willing to provide us with a detailed breakdown of your price structure when offering on a tender for consular services?

Your response (please elaborate, your comments are highly appreciated):
…
…
…


8. What procedures do you have in place to prevent data loss (customer ID’s) and how do you approach a situation of data loss (ID’s)? 

Your response (please elaborate, your comments are highly appreciated):
…
…
…

9. How do you maintain a constant and consistent high level of service quality throughout the world (different locations per country, different countries with different cultural backgrounds)?

Your response (please elaborate, your comments are highly appreciated):
…
…
…


10. How do you guarantee a consistently high quality level of service performed by your subcontractors worldwide?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

11. What key performance indicators (KPI) do you use for your own organization and what KPI’s do you suggest to exchange with your client (contractor)?

Your response (please elaborate, your comments are highly appreciated):
…
…
…


12. Could you provide an example of a KPI report (anonymized) that you currently exchange with one of your clients (contractors)?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

13. For the consular services a concession may be considered. In the case of a concession contract, the service fee is directly collected by the service provider. Therefore there is no possibility for concessionaire to control the quality of the delivered services upfront. It is considered to ask a deposit per country for delivered services as a quality guarantee. Do you have any experience with such a contract and if so, what are your experiences and considerations with such a contract?

Your response (please elaborate, your comments are highly appreciated):
…
…
…


SUBCONTRACTORS.THIRD PARTIES

14. Which criteria are taken into account when deciding on the deployment of subcontractors?

Your response (please elaborate, your comments are highly appreciated):
…
…
…


15. Are subcontractors also deployed in countries with locations already run by you as a main contractor? If yes, for what underlying reasons?

Your response (please elaborate, your comments are highly appreciated):
…
…
…

16. Are there relevant aspects for the Consular services that in your view have not been addressed by the questions above? 

Your response (please elaborate, your comments are highly appreciated):
…
…
…
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