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NATIONAL TRANSPORT AUTHORITY PUBLIC TRANSPORT SERVICES. CONTRACT

PUBLIC TRANSPORT SERVICES CONTRACT

THIS AGREEMENT is-made the 20% day of Novémber 2019
BETWEEN:

(1)  National Transpoxt Authority (or in the Irish Janguage, An t0dards Naisidnta Tomipait); a
'sfa{utory corpordtion: established under the Dublin. Trangport Authority Act 2008, as
amended by thé Pablic Transport Régilation Act2009 and: ‘having its principal office-at Dim
Sciine, Iveagh Court, Harcourt Lane, Dublin 2; and

(2 Go-Ahead TransportServices (Dublii) Limited T/ A Go-Ahead Ireland.
12 Ballymount Read Lower,
Walkinstown,
Dublin 12.
D12X201.

INTROBDUCTION;:

) Section 48 of the 2008 Act provides that the Authority shall secuse tlie’ ‘provision of publie
~ passenger transport services by means of public trdansport seérvices contracts.

B The Authority is proposingte enter into:this Agreement (whicl is & public ttanisport service
contract) with the, Operator whereby the Operator will provide the Services i dccirdance
with, and subject to, the terts:and conditions of this Agreement.and the 2008 Act.

<} Before this Agreement takes effect;

=) “you must accept the terms and conditions of this-Agréement by signifig.and returninig the
counterpart of this document to the Authonty, and

{b)- you must satisfy the conditions precedent specified i paragraph 3.
TERMS AND CONDITIONS
L Definitions and Interpretation

11 Definitons
In this Agreement;
2008 Act" means the Dublin Transport Anthority Act 2008
"2009. Aet” means-the Pirbilic Transport Regu tation Act2009.
* Agreement” means this Agljéeme'rit_'tqgetiier- with'the Schedules:
“Annual Operating Charge" rieans'the amount set out in Schedule 2, Part A,

“Annual Scheduled Kilometres” means the number of vehicle kilometres that the Operator
is' scheduled fo pperate when prowdmg theServicesin & véat.

i © TERMS AND CONDITIONS
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1)

(b}

“ Autherisation” means an authorisation; consent, approval, rejolution, licence, exemption,

filing, notarisalich-of fegistration.
+ Authorify” means us, tie National Transport Authorily.

* AVL” means Antomatic Vehicle Location.

“Basic Amount” means, it selation: f6 a Relévant Period; the Fee less the aggiegate of the

Retenhon Amount and the Lost. Kilometre Deduclion,.in each case for that Relevant Periofl.

“Buses™ means mechanically pmpclled ‘bises designed for travel by read having’ seating
accommodation’ for ‘mere than nine ‘persons (mcluc[mg the driver) that are used in the

provision of the Sexvices and, subject to our:consent or in aceordaice with paragraph 8.3, as

specified in'the Proposaland #Bus” means.any one of them,

“Ceitificate of Réadworthiness” has the meatiiig given to it by section 2 of thie Rond Safety
Authority (Commgrcial-Vehicle Roadworthiness) Act 2012,

“Commencement Date" means f'_rh_e--c_iate_'s"pe'cfficd by ug.in accordance with paragraph 3.

“Delay I’ayment means a paynient, in the amountof five, lmmllecl euid (€500); Lo-be made

by you taits it connection’ with 4 failure by you fo implement ain improvernent to the.
Services in accordance with an Tmprovement Notice.

“Electrohic Ticket Machines” o7 “ETM” eéich lins the riganing give to it i 11"Pﬂ'ragraph i51.
“Expiry Date” means the later of:

the day before the day falling 36 montls afler-the Commenceaient i)'a'tcg; o

if we hiave-exercised our vight o exterid Wi Services Period-undef’ paragraph 2.4 of Hus

Agreement; the day before the last day of the Jast six monthly extension, of .thii
Agreemerit,

“Fares™ mearss the fares specified in Schedule 4 fior & journey ofi the Route and, where.

applicable, Integrated Fares:

“Fares Revenue™ means. the payment wlich the Operatm' regeives’ from -passengers for the

‘provisios of its tr‘uzsport services and whiclt is due and dwing to us:

“Fare Table” means the table displaying the fare to be paid by each passenger for use of the
Bervices; - .

"Fee” means, in réspect of ‘each Relevant Period, that part-of the Aniitial Operalitg. C‘l‘targe
{as. determined in atcorclance with paragraph 2 of Schedule 2, Part A) for each Relevant
Period on which you provide the Service'in accordance with this Agreement.

“first registered”, in velation to & Fus, means:

the' date on which the Bus is entered.ih the register established.and mainfained by the
Reveriue Cammissioners under section 131 of the Finanve Act 1992;.0r

in thé case of a Bus registered ina: jurisdiction cutside thie State, the date whely firss,

registered in-accordance with the faws of that jurisdiction or where only the year of first
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)

(b)

(©)

reglstration of the vehicle is khown, thatyear, in combination with the day and month-on
which the:vehicle was entered in the above register,

and “Eirst vegistration” is to bé réad accordingly.

“Eree Travel Pass” means Public Bervice Caids issued by the Department of Social
Protection, which entitle the holder, and eligible spouse or companion, to free travel on the
Services,

“Improvement Notice” has tie meaning given to itin paragraph 10,3,

“Integrated Fare” his the meaning given to it in paragraphs 5.13 and 5.14..

“LEAP" means the name of the Leap Card Scheime;

“LEAP Card” means the confactless smart card approved By the Authority for se on publlc

transport serviices as an accepted hckehng medium in accorddnce’ with the Leap Card
Seheme,

"“Leap Card Schieme” means the schemé for integrated ticketing, for public transport
procuted, maintained and operated by the Authority purstant to.section 58 of the 2008 Act,

known ds LEAP, including:
any regula teons made by the Aulhouty pursuant to section 58( 4) of the 2008 Act;
any directions given by the Autherity pursuant to section 58(6) of the 2008 Act;

any agreemerit enfered inte by the Operator in connection with its participation ini the
Leap Card Sclieme; and

afy otter arrangement involving the Operator (and to ‘which the Authority has
consented) in relation to the Leap Card Scheme,

which enables passeéngers to acteds drie b moree public transport services using contactless
smart cards¢ approved by the Authority for use on Nebwork Services-as an accepted ticketing
mediuin,

“Liabilities” means all €osts, cliims, .actions, proceethngs, demands, losses, awards,
penaltiés, fines, liabilities {including without limifation, any consequent Hability to employer

taxation) and yeasonable expenses (inclu dmg, without limitation, legal.end other professignal
fees):

“Lost. Kilometre Beduction” means, in respect of each Relevant Period, the amount:
détermined in accordance with Schedule 2, Part B.

“Lost Service Kilometres” has the meaning given toitin Schedule'?, Part B!
,;Qpérationaj._Dayn means a day upon which the Services are tc_'l?efl:_jlmuidled by the Operator.
“Operator” meaus you,

“Public bus passenger service” means the use of a bus.or buges travelling wholly or mainly
on public. roads for the-carriage of passengers in such a manner that—

{a) each journey.is opefi to iise by members of the public,

3 | "TERMS AND CONDITIONS.
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NATIONATL TRANSPORT AUTHORITY

(@)

(b}

(b) a charge or charges are-paid in aspectiofeach passenger, and
(€) save where the A Ufhﬂl’ﬁy optherwise deterniinies,
(@ theservice is pm\!idedﬂ on avegular and scheduled basis, and

(ii) catrihge is promded for pagsengers belween specified terminal poiits or
alonig -4 spécified route or otherwise h accordancd with-a: published
timeatable,

and ds not-a bus seivice solely for caurying chifldren to or {tom schoal,

“Ounarter” means éach Successive permci of three (3) Relevant Périods, or four (4} Relevant
Periads in the-cage of the fousth Quarter of each-calendar year, except that:

'the firsk Quartei during thig Agl eementshall commence on the Commencement Date and,

Bnd ofvsuch ddte s ruay bt spécified by the Authority (beiig a date: falling nal niote than
17 we:._kf; after-the Commencement Datc); and

the final Quarter of this Agreement shall end on the'catlier of the Fxpiry Date or

Terininiation Dale, as the case may-be.

“Quartérly _P'erfbrni'ance Report” means the report to-be furished in acevidance with
"parag’rap_h 11.2.

"“Re-transferring Employee(s)” mbaiis any employées. of the Ope.mlcu (or Any of s subr

contractors) wholly ot majnly assigned (within the meaning of thie Transter Regulations) to’

the Services on {he expiry or termination of this- Agreement.

“Relévant Period” means each suceessive period .of four (@) weeks t.nclm;, on a Sunday

-wnthm a calendar year for the Services Perigd prévided. that!

thie first Relevant Perfod during this. Agreement shall commence on the Comimencement
Date arid end on sucha date.as may be specified by the Autharity (being a date generally
falling not morg: than’ four (4) weeks after the Commencement Dale);

fhe last Relevant Period daring each calendar year-shall end on 31 Decembey, and:

‘the final Relevant Perfod of this Agreement shall end on the-earlier of the Expity Date or
Termination Dake, as thi case may be,

“Relevant Period Report” hias the imeaning.given to'itin paragraph 114,

“’Retentwn Amount” ineass, in relalion to an invoice issued in‘accordanics. with, palagraph.

5.7, an amount equal to ten per cent {10%) of the total Fee 'shown on sucli invoice {hiet of any

_-_ap_p_ln:ab[_e Tax).

“Review Date” means 1 Jabuary of each yéar-from the Commienceient Date until the Lxpity

“Pate.

“Raad Authosity” has the'meaning given to it by-the Roads Act 1993,

““Rosite” means the route deseribed in Schethule 1,Part A incliding the Stopping Points.

1 TERMS AND CONDITIONS
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PUBLIC TRANSPORT SERVICES CONTRACT

“Service” or *Services” means the gbligations: contemplated by this Ag‘leement, including
cartiage for reward of persong using a.Bus on thie Route pursuant to-and in ‘aecordance with
this. Agreement.

“Service Credit, Points” nieans the points to be awarded in-accordance with paragraph 13;
“Service Levéls” means each of the performance abligations specified in the “Service. Lavals”
column. in the table contained in Sehedule 5 to this Agresment {and. “Setvice Level” means.
any of them),

“Services Period” means the period comithencing ori the Commencement Date and endiig or.
the earlierof:

‘the Expiry Daté; or
the Termination Date.
“'Sple_éiﬁipd Acconnt” means

Account Nime:

Account [BAN Number | .

“Specified. Event” means any event or tiveumstanite specified as such in paragraph 171

{(Termination of Agreemen B):

“Stopping Points” means the stoppmg points_along, the Route at which passengers or

mtendmg passenigers may requést.a Bus to stop (]Jemg; as at the Conutiencement. Date, the
stoppilig points specified it Schedule 1, Part. A) and “Stopping Point” inéans any of them.

“Successor. Operator” means any person appairited to; provide the Sefvices upson termination
orexpiry of this Agreement or any part of the Setvices.

“Tax™ teatis afy tax, levy, impost, duky or, other charge gr withholding of a similar nature
(111clud1ng any penalty or infetest payable in connection with: any failure to pay -or any delay
in paying any of the samie).

“Termination Date” means the date upon which this' Agreement is ferminated by the

Authority:

s Ticketing Equipnient” has the‘meaning given to it in paragraph 1.11, Schedule 7, Part B,

“Timétable” means in relation to the Route, ite timing.and frequency of Buises stopping-to

plck up ot drop off passengers at Stopping.Points on the Route; as set out in Schedule 1, Part
B.

“Fransfer Regulations” means the Enropean Communities {Piotection of Employees on
Transfer of Undertakings) Regi latiores 2003’ (as-arhended).

“Transferving Employee(s)" means any employees of an incumbent operator wholly. or.
mainly assigned (within the ‘meaning of the Transfor Regulafzons) to the Services on the:
Commenrement Date.
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()

1.3

*Trip* means the.carriage of persons on the Route, starting at the first-Stopping Point-and

ending atthe last Stopping Point,in each case specified in Schedule 1, Part A,

“Warning” has the meaning given ta it in paragraph 12:2.

“Website” has the meatiing given to it in-paragraph 15.7(a).

“Working Day” means a. day (other than & Saturday of Sunday ot public holiday) on which.

banks'are open for general businessin Dublin.

Intetp‘retatidii'

Unless a contrary irndication appears, a refereiice in‘this.Agreement tor

(vi)

(vif)

{vii)
(%)

)

he. ”Authorlty" “Operator”, any “Party” or any other person shall be
construed s0 as to iticlude ifs successors tifle, permitted’ assigas and
permitied transféres;

“we”, “ug” or any cognate expression of either is a reference. to the

Althority;

“yan” orany coghate expression isa reference lo you, the Opetator;

“asse(s” includes present and future properties, revenues.and rights of
every description;:

a “person” inclucles any parson, firm, company; corporation, government,
state or-agency of a state ot -any, association, trust or partnership {whether
ot Hot: having separatg legal pc:mona]uy) af two or more of fe foregoing;

| “regulation” includes any regulation, rule, official. divective, request or
yl.udelme (whether or not having the force of law) of any governmental,
intergovernmental ‘of  supr analional body, agency, department or
regulatory; sdf-regulatocy o3 etlier abthority ororganisation;

“including” means including Without limitation;

VAT shall be construedl as a reference to vatue added tax including any
sitnilar tax which may-béimposed inplace ther eof from time to time;

a-provision. of faw- is 4 reference to that pm\_zision“ as amended or re~

éuncted;.and,

a time of day is a reférénce to Dublin Lifne.

Paragraphand Sehedule headings.are for ease of reference only.

Cufreticy s_ymb_rﬂs and definitions.

“egidenotes the-[awful' cuI'J:Aém;y'-of'lj'elm1d.

& TERMS AN CONDVIIONS
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23

24

3.1

(a)

Public bus passenger service

Weand =you:hereb"y agree that you shall _-_prm,_ridé a-'publit:- bus-servicer

‘on the Route, and

at the frequenc:es and timings set outin the Timatable and. subject to the conditions set
out in the Timetable,

for the Services:Peridd in acdordance with this Agréement.

‘Bubject to:

the ca_pacit_};' of the Bus;

where the person is liable to pay a Fare, payment of the Pare;

the person notattempting to take on board the Bus any item that canuiot be safely stowed:
the person ot behavinj in-an anti-social manner; and

to all othier legal requirements;

you shall trarisport-any person seéking to journey between distinations on the Route dnd

-shall provide Hie Services.

The Service shail stop to ptck up,. and. set down, passengers as vequired, along the Route

(subject to direttions under section 16 of the Rdads Traffic Act 2002 and to the axteht
otherwise specified in Sc_:_l'a_edqle. 1);at each Stopping Point.

On-or before the date falling thies (3) months priot to the then Expity Date, or such later date
‘as may be agreed batweéen us, weshall have the option, on giving Writtén riotice o you, to

extend the then Expiry Date ona monthly basis for up to twenty four (24 calendar months in

‘which case all references in Ehis Agreement to “Expiry Date” shall be construed as referri g to-

the date contemplated by piiragraph (b) of that definition.
Conditions to be satisfied
This Agreentent shall not take effect unless and unéil:

we have feceived the following in form and substance satisfactary to us;

6] evidence that the insurances set outin Scheduie 3 have been taken out.and
' ‘mairtained by you;
@)  avalid tax clearance ceriificate;

(ity  Ewvidence, satisfactory to the Authority, of full rompliance with Schedule'§,
of the Drdft Contract.in relation to the specification. of buses fo be
provided;

{iv)  evidence thatany read: authouly in whose functional area the Service is to
be-provided Has issued a difection tmder sectior: 16 of the Road Traffic Act-
2[_1{]2.s_pgr:1fymg_ the S.topp;_n_g Points.inits funétianal areayand

7 | © TERMS AND.CONDITIONS
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(t)

32

33

(@)

®)

©

(d)

(#)

51

5.2

)

(b)

53

(B}

we have approved:

{i) a timetable for .ﬂ'}é-ser_s;éicés:in accoidante with Schedules 'L and-2.

‘The conditions S]JI_CIflL—‘d in paragraply 81 are for our sole beuefit and may be waived of

deferréd in whole orin part and with orwithout conditions by us in-our absolute discy etion,

Upon the conditions: being satisfied or waived i aéedrdance with palagmph 3.2 within 3

days of the date of this-Agreement (or sich longer period as we may specify), we. shall nolify
you of the dateto be the"Commencement Dale” for the purposes of this. Agreement

Your confirmations
You confifm tous,and acknowledge that we are relying on these ctmfirn'ia_liioﬁs_} that:

your o_l;iigafib'l1s under -this Agreemeﬁt are legal, valid, bi'ndini% a_n{{ enforceable
‘obligations:

you have all necessary Authorisations to pmvuit. the Services, including; where,
applicable, an Opetator’s licence {within the meaning. of section 2(9) of the Road Traffi¢

and Transport Act 2006);

the entry into and performance by, you of, and the-transactions contemplated by; thits

Agreement do. riptand will not conflict with any: ‘Taw or regulation applicable to you or

ity agreenient orr instritmient biiding upon you-or any of yaus-assets;

you have the power to enter into;, perform and deliver; and have taken al NeCessary
‘action fo authorise your efitry intp, performance and delivery of, this Agreement and the
trarisactions.conlemplated by this. Agreemenk; ‘and

sy factual information-which Thas been provided torus by you or o your behalf was, or
will bey.fiue and accurate inall material respects at the date itbwas; oi is, provided of asat
thedate (ifany) at whichi it is state.

‘Fares/Payment

You shall operate a fare systein that complies with Schedule 4 of this Agreemenl aid you

:shali collect all Fares that are payable by any person using the Service.

AHFares received by you from persons using the Service shall be:

lodged ar otherwise trangfesred to. the Specified Account in accordance with paragraph
5:3(a) and Schedule 7;

heldd for the beriefit bf, and on trust for, the Authority; and

Kept sepasaic and sogregated fiom your assets.

{ay The Faies receivéd by you durmg any wéek (commienicing on @ Monday ‘@id ending

on the fallowing Sunday) shall be- lodged or otherwise transféred to the- Specified

Accounton or before the close of business on the third Working Day after the end of

the week in question,

Yo shall fiot withdraw any money from the Speeified Account except:

8 TERMS.AND CONDITIONS
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15.:4

55

(a)

36

(@

{b):

5.7
@

{b)

5.8

{b)

() flié lower-of the amounts conteriplated by paragraphs 5. 7(a) and, 5.7(1y),
upon you exercising your right to apply Fares received in-a Relevant
Period apainst the Basic Amaount; or

(ii) to pay to.usiany - amount due to 1y in accordance with paragraph 5.7(i); or

(i with theconsentof the Authorily,

You are not entitled to change or.mbdify any Fare- without the:prior consent of the Authiority.

Subject to the terms of this Agreement, in return for your provision. of the: Service duri mg &
Relevant Period, you are ertitled to receive from us:

in respect of a Relevant Period, fie Basic Amount determined for that Relevarit Period;
and

inzelation to.a Quater, the amount deternfined in accordance withi paragraph 13.3.

'You shall not be entifled to any paymert {including, exercising the right to apply the Fares
‘against the Basic Amountin accordance with paragraplt 5.7), noxte issue-any inviice, unless:

we are satisfied with yoity. performatice and confirm that'to you; and

you have provided us with a valid clirrent tax clearasice certificate.

-Upon the reqturemeuts of paragraph 5 6 bemg satisfled m respcct ofa Re]evant Permd yod

the aggregate. of the Tares cbllec-ted‘ by you _y\?hml.-proviﬂin_g tIae:Sewice_it‘; a Relevant
Period; and

the Basic Amount for that Relevant Period,

and-to apply such amonuntagaifist the Basic Ameunt t which you are-euntitled in accordante
‘'With paragra ph'5.5(4} and shall eithsi:

(i} transfer any amount in-excess of the Basic Amount to such account as we.
may specify within three (3) Workin g Days of being sd vequested by us; 6r

{ti) reqiest us to pay any shortfall in-accordance with paragraph 5.8.

(@) Unless we iind you otherwise agree; youshall i invoice us the Basic Amount in respect
of the Services provided in'a Relevant Petiod within five (5) Warking Days after the.
end of such Relevant Period except in thé case of the last Relevant Period of the.
Services Period where you shall invoice us within five &) ‘Working Days of the dale:
on which the Expiry Date or.the Termination Date,.as the case iriay. be, falls..

The invoics must;
() be avalid VAT invoice;

()  show'a detafled breakdown of the components of the Fee payable for that
Relevant Period and how the total Fee has been caleulated; and

9 | © TERMS AND CONDITIONS
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(iii) - show the amount.applied against the Basic Amount payable together with
detils of thé exeess amiount or shortfall avising:

(©) Each invoice submitted by the Operator shall be.accompanied by:

o evidence (to the satisfaction of the Authority) of al} lodgements to the
Specified Accotnt during the Refevant Period; and

(ify  the Relevani Period Report for thal Relevank Period.

59  Oh receipt-of a validly issued dnd undispited invoice together with the accompanying
documents specified in paragraph 5.8(¢), we shall-pay you, if applicable, the shortfall between
the amount applied in accordance with paragraph 5.7 and the Basfy Arwount within fifteen
{15) Wokking Days of our receipt of the invoice. - '

510  On reccipt of the validly isswed and undisputed. Quartetly -Reporl as: contemplated by

paragraph _'1'1.'2_, we shall pay you the Service Credits (salcilated fo dccordance with
paragtaph 13)for such Quarter which-are due ta yout withip lwenty (20) Workin g Days of our
teceipt of an invbice forsuch Service Credlits-following such Quarterly Regort.

511 The amount payable by us by way of Fee {(including the release of any Retention Amounts bul
less any-déductions, in each case, conterplated by this Agreement) is ‘inclugive of all costs
associated with Bus vehicle provision and ‘maintenance, driver provision, fuel, and all
ancillaiy costs and other costs.associated with this Agreeniont. '

512 You are responsible for all egsts, expenses aud liabilities incurfed in connection with the
piovision of the Services, including, without limitation, -any registration fees; licence fees,
velticle inspection fees; Taxes, tolls o1 other costs arid expenses payable in cotnection with the
purchase, licensiyg ot operation of the Buses. | !

513 Trom time to Hme, we may notify you that we have entered into an arrangemegnt with one or

nidre other opetators Of public bus services whereby such operator-will accept tickets jsgued
by yout as valid'tickets for journeys on its buses and where you are required to atcopt tickets
issued by such operators as valid tickels forjourneys.on the Services. .

514  We will notify you of the Faves (“Integtated Fares”) to_be charged by you in respect of the
jourteys being . undcrtaken by you and the journeys being undertaken by such other
operators of public bus services fhat are the subject-of the amangements contemplated: by

paragraph 5.1
) Busds - standards
61 BachBus,atany lime, shall imeet the requuirements as set out in Schedule 8:

62  You shiall ensure that you are compliant with any ot all emission standatds for pollutants and
noise in respect of your provision of the Services.and any. associated activities.

63 Youshall operate theBuses:

{a) inthe normal and cidinary couise of your operations and ina careful manner and not for
any puiposefer which they are notdesigned or reasonably suiled;-

(b) inaccordance with allapplicable Jaws:
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(a)

(b}

(©

7.1

72

(b)
74

in -accordance with any manuals- and ‘technical documents and all certificates and
approvals relatmg to :the Buses: regardless, of upon whom any of the same are by the:r
termigimposed; ahid’

56 as not to render any insurances invalid, void, voidable or unenforceable or rendel any
suin payable under any insurance 1epayable

You' shall maintain, service and repair the Buses (or ensuie that the Buses arve’ maintained,
serviced and repairetl) using suifably qualified personnel 50 as. fo:

'keep each Bus'in good Tepdir, condition, and. -appedrance and roadwmthy (fmr wear and
tedr excepted);

comply with the applicable manufacturer’s maintenance, compehent mraintenance. or
structural repair manuals and corrosion prevention programmes ind all modifications;
service bulletins and similar réquireiments applicable to the Buses; and:

‘operate each Bus.in accordance with all applicable laws.
Changes fo the Services

You may propose a change to the.Services by notice in writing to-us and we may, at our
abgolute diseretion, accept ot reject the proposed change.

Whate you nutzfy ‘us.of a proposed change to the Sérvices, wewill consider any suéh pr gposal
and will notify you of our decision on the proposed change to the Sérvices within four. (4)
weeks of the later of the receipt by us of:

the-notice under-paragraply 7.1; or

any information that we may reasonably require from you in connection with. such
proposal

You héreby acknowledge -that we are entitled pursuant to" section 51 of the 2008 Act to
unitaterally alter this Agreement where we are of the opinion that such alteration is necessaty
‘to guarantee:

safe, efficient and high'quality public passenger trafisport services; of

transparency in the performance of public passenger transport services.
Without pr EJ'IJdICE to section 51 of the 2008 Act or paragraph 748, by giving you notTess than
ten’ (10) Working Days nofice in writing, we-may require you to- implement tlianges to the
Services includin g to:

the Route;

the Timekable;

-accepk tickets issued by anothei gperatar of public bus services for journeys-on the Route;

issue tickets that will De valid on journeys-provided by snother pperator of public bus
services’; and

the information to be provided o the pubﬁc.
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7.6

7

78

8.1

82

83

g4

10.

100

10.2

103

T-hé-coéj_li"offimp[emenfaﬁén of a change'pursuant to paragraph 7.4 {(which, for the avoidance
of doubk; miy béa reduction.or an-extension of the Services) shafl be by'the Authority -acting
teasoniably, having regard to the amaounts setoutin Schiedule 2, Part A

You shatl comply with any notice giver to you under paragraph 7.4,

Where we ekerdise’ our rights it nder paragraph. 73 or 7.4 to specify one ¢r more. additional
Stopping Points, or changes to exisling; Stopping, Poitils, you shall, as soon as- possible
thereafier, apply to-the road authority in whase functionial area the Service s provided for a
direction under section 16 of the Koad Traffic Act 2002 inxelation to-such Stopping Points.

Y‘nu.-sh'a'i[_- inime"éliate[y_ provide a copy to t]ié_Au{ha_rity of any diréction issued to'you by-a
road authority under section 16-of the Road Traffic Act 2002 in relation to any’ Stopping
Poinls. '

Insutance and Replacement-

Yot shall ensure that suchi insurances in respéct of thie Busesas may: be tequired by Law and
ds sof out in Scheduile Fare taken outand maintained, and shail mrnish such evidence fir this
réspect as we may fequire.

If there should be damage to or loss of any of the Buses through fire or accident grany other
cause the insurance or gther compensation received by you shall be.used forthwith to restore

hie: Buses so- damaged or lost-and, int the event of such compensation being insufficient for

that purpose you shall ke good the deficiency out of your own funds.

If there should be damage. to or loss of any of. the Buses resulling in -such Bus being
uniavailable for use; you may.substitute for such Bus any other Bus owned or operaled by you
provided that sucli Bis 18 of an equivalent specification; state 'of repair and roadworthy.
condition to the Bus prior toit being damaged or. the subject of the loss,.

If aniy of the Busés is being repairkd, aintaitied of upgraded fora period of time resulting in
sucl Busbeing; iémporarily unavailable for -use, you may substitite for such-Bus duting that.
period of time any other Bus owned or-aparated by you provided that such. Bus is of an
equiv_a’l.ent-speci['i'ca{ig_n, state of repair and readworthy condilivn to the Bus being sepaired,
Taaintained or upgraded. '

Integratios of Services.

Wi@hout-pré}u_c_iice to paragraphs 543, 7.4.and 153, you shall, subject to paragraph 7.1, use
best endeavows lo integrate the provision of the Services with amy other providet-of public
bus services; so thilt passengers usiiganother provider's strvide incur the minim al disruption

in transferring fioni such service to a Bus operated by ybu in your provision of the Services,

Performance .ublliga,fi.tms

In pioviding the Sesvices, you shall ensure that you meet the Service Levels set out in
Schedile s,

Any Bus being used dn the provision of the Sarvices shall comply with applicable legistation
i refation fo the actessing, of huses by passengers with. mobility tr sensory impairments or
disabilities. i '

‘We may issuea ngtice (an “Improvement Notice”) to you:-
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©

where we become’ aware of a breach by you of this Agieement;
whete we have received complaints about the Services; or-

‘where:we-ate aware:of a failure to comply witha particular Service Level or requirement
-conl:emplated by this Agreement,

-specu‘ymg improveinénts to be impléniented to the Services and the date: by wiich such

improvements smust be'implemented. You shall comply with any. such Improvement Notice,

Without prejudice to the. gene:ahLy of paragraph 103, we may issue an Impravement Notice
to-you in relation to one or more of the matters specified in Schedule 6 (Improvement
Notiges).

Data Provision Requirements

Within five (5) Working Days of the expiry ofa Relevant Period, you shall pigvide-a report in
glectronic format ‘containing the following data ko us, in each case: in respegt of the
performance of the Service during that Relevant Feriod (the * Relevant Period Report”) or in
& report format that may be. spemﬁed by the Authotity from time to tithe;

' list of the Services not-provided in accordance with the Timetable and/or the Route
(identifying any part of the Services that was not provided, Imludmg any scheduled
kilometres not operated, and: the reasons for the failure t6 provids some or all of the
Services);

the nuimber of passengers that'boarded the Services:
(1) by:day. of iie week
() by directon travelled;
_(iii} by bOatdfng‘poillt;' and
(iv) by category of Fares collécted as set out in Schedule4;
thie Fares collected by:
(i} day.of the week;and
(11) by-category of Fares, as set ouk in Sehedule 4;
a list of all complaints hade to you in reldtion to' the operation of the-Services including
the date, tinle and nature of each complaint, date of acknowledgement of each complaint

‘and the date of response to each complainity

details of any inciderits diring the Rélevant Pesiod dccurring in- the. performance of the
Services, inchiding;

(3 any. injurfes, deaths or othér accidents involving & passenger or the Bus; or
{i)  anyincident that réquired the attendance of:Ah Garda Siochana,

and thenature of such i_h,c'iclei‘tﬁs_;__
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11.2.

(b)

)

@)

‘sucli- details as’ may be required by Schedule 2. Part B in relabion to Lost Service
Kilometres;

details of the date, time; dutation, particular Trip for which Tickeling. Equipment o
board a Bas providing ‘the Services operated with conﬂguraﬂon data that was.aver
twenty four (24} hours.old when éngaged-inthe provision:of the Servites; arid

details of any-operational issuesencountered during the Relevant Petiod, including:

{) any delays in atriviug at any ¢ Stopping Point in‘excess of ten {10) minutes:
of the arrival time specifisd in the Timetable; and.

iy Uhereasonfor any delays réferred to ta subparagraph {i).
Within ten (10) Woiking Days- of the end of each Quarter {including; for the avoidance of
doubt, the final Quarter of the Services Peitad), you shalf provide to us a Quarterly
Performance Report in vespect of the performance of the:Services duving such Quarter of in a
repott formal that- may be specified by the Authority from tifae to time-which, afa minimum,
iricludes the following:

the scheduled depaa‘.'tui'c':-da'tt; and -Einje'a_n,d.- ac‘tu'a'l departare date and time for each Bus
-that departed from the fivst Stopping Point on the Rouke;

1 prie. (1) iminule. of wicte before the. deparkire time specified i thé
Timetable; o

(i) five (5) mrinutes and fifty nine {59) seconds or more after the deparhire
' time specified in the ‘timetable,

defails of the number of buses scheduled that d'ﬁ?_pa_lfted from Lhe start of the Route
(1) not sarlier than-oie (1) minu te beforey.and.
(it} not later than five (5)arinutes and. fifty nitte (59} seconds altes,
the departule time specified in the Timefable; such details-are o be expressed as
absolite numbers and as percentages of the everall number-of Buses bemg operated

Ly the Operator.on the Route; and

the. s;:heduled artival date and tive and actwal arrival date and Hme for each Bus that
arvived at the last. Stoppiiig Point oni the Roule:

[¢)] one minute or inord before tie arsival ime specified in the Timetableyor

'(:'i_i:) five (5) i.n‘_i_,nutcs--anjqi.ﬁfty'.nine {59} secondsor more dfter the atrival time
specified.in tie Fimetable,

details of the number of buses schedled that arrived at the Tast Stopping Point of the.
TRoute

gt} not satlics than-orie (1) misiute before; and

(i)  notlaterthan five (5) minutes‘and fifty nine (59) seconds after,
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113

1.4

13.1

13.2

133

the airival time specified in' the Timetable; suich details are to. be expressed as
absolitte numbers and as percentages of the overall number 6f Busés being operated
by the Opesator on the Rotite; and

details. of the number of biises operating the entire Route and stopping at edch Stopping:
Point; such details are to- be expressed as absolute riumbers and as-percentages of the
overall numiber of buses being operated by the Operator onthe Route.

We inay carry out mspechons or audits-to ver:fy your compliance with flie requirements. of
this Agreemenit {including, without limitation, to verify the accubacy of data provided by you
utider paragraph 11),

Yo shall disclose all performance-related information requested By the Authotity in ordet to
determine the extent of youi-adherence to the Service Levels,

Failure to comply

Tf you fail to comiply with or breach this Apgreément (each a “breach”) wpon becoming aware

of the bresich, youshall:
immedialely inform us of such breach; and
remedy such bréach,

1f yau fajl to rémedy abreach of this Agreement or fa il fo lmplement an improvement.to the
Servicés. in accordance with, and within the period- specﬁied by, an Improvemeént Notice:

‘we may isstie a warning (a “Wirning”) to.you speécifying thé steps to be taken by you to
remedy such’breach;

you shall pay Delay Payments to us.in respect of each siich failure.
Seryice Credits and Service Credit Points

1f you meet a Service-Level, .S%:’rVice Credit Points shall be awarded to you in rfespéc.t'"t'),f such
Setvice Level,

The number of Service Credit Points that-shall be awarded to you for meeting a Service Level
during a ‘Quarter shall be the humber spemfled in the "Servxce Credit Points” column
opposite such Service Level in the table in Schedule 5.

The nuriber of  Service Credit Paints awarded during a Quarter will be converted intg a
fractior to be applied jo the Retention Amounts to determine the Service Credits fo be paid ko
yoirby U5 frofh the Retention Amounts forsuch Quarter under paragraph 5.10 in accordance
with the following formula;

sC o= (TSCP/n) x A
‘where:
A is the 'agg;eg'a'fe-lgf thie Retention Amoanits retained by us during that Quarter;

n Ads the tokal numbér of Service Credit Points available to be :awa'"'rd_éd‘ diwring that
Quarter;
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15.1

15.2.

153

154

@
(b)
(e
(@)

S0 is theSetvice Cretdits to be paid by us for such Quarter;and

TSCP s tﬁe Service Credit Points awarded: forsuch Quarter;

Complaints
You shall:

display in a prominest location on board each Bus a sign xegardmg complainis in a
format frotified o you by the Autherily fromrtime to lime.

np_hhcgt_:_an of co_:;npl_a_mta
You shall record dny- ::omp]amfs réceived By you dnd you shalf acknowledge receipt of each
such complaint in writing within foity eight (48) Iwuu, of notification of the complaint ko you,.
and you shall seek to resolve each such complaint within fifteen-(15) Wnrkmg Days of it being
réceivet By you.

Any person. making a complaint shall also be enfitled to notify the Authotity of their
complamt.

The Authority may investigate ox take such-otlir steps as it-deems.appropriate in connéction
with such comphmt, mcludmg

suspending o requiting the suspension b the Services ora particolar part of the Services;
issuirig an ImpravementNotice; or
requiring particuiar steps to be taken to-address the:complaink
Ticketing/Tnformation
The Autharity shall provide to the Operator; for the duration of this- Agreement, electronic
ticket machines (“Electronic Ticket Machines* or “ETM”) which shall be. installed,
maintained and operated in atcordance with Schedule 7.
The EIMSs aie to be used by the: Operator solely in the provision of the Services.
Each passenger paying a Fare shall weceive-a ticket” issued by the ETM {or othefwise in
accordanice’ with our réquirements; as notified to you from time to tine) indicating,. at a:

minimum, the payment for the journey undertaken and date and time'of issue of the hcket

You, shall ensitre that, at all times, the Eleckronic Ticket Machines used by you in the

perfofmance of the Services:

isdues a ticket complying with our requirements, as notified to you from time to time;
records the tickets issued by ticket. lype;
records lhe boarding point and destination of the passenger; aitd

is capableof issuing a ticket which facilitates a-journey on bus services. provided by other
operators of public bus services upun paymentiof.an Integrated Fare,
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(a)

(b)

(d)

15.6

(a}
)
{c}

157

@

()

158

16,
16.1

@

You shalf:

display on the:inside passenger side of the front window of each Bus.a sign regardirig the
operation of the Service in a format notified to' you by the Authority from time to timie;

display the Fare Table iiside each bus within the ‘vicinity of the ticket machitie’sg that it is:
easily visible to.all passengers, details 6f which are'To be notified to.you by the Authiority

from time to tme;

display clectronically;
(Y such .r_ouFe‘-;_numljer_s,as;.may be specified by the Authoifity'; and.
() the destination,

oiy the front of each Bus, and the route numbet at the féar 6f each Bus at a sufficient
size and contrast to background soasto be legible by waiting. passengers;

if ¥equéstad, supply copies of details. of the Services, the Route, the Fares and the
Tm'letab]e, and

comply-with the requirements of Schedle 7, Part B.

You shall;

submit any. proposals o 'c'l,e_i_fg]op- or precure any. additional websites. or mobile
applications (apps) relevant to the Services to us for approval;

submit any proposals to .sighificantly alter or ariend existing websites or mobile
applications relevant to the Services to.us forapproval; and

comply” with. our téquiterhents in relatién to any changes we consider recessary to
exigting websites or mobile apphcatlons, inso far as such changes relate to the Services.

Yaoi shall:

provide a public portal on the internet (the “Website”) tiv conniection with the Services
where information regarding the Seyvices, the Route, the Fares; the Stopping Poirs, your
points of contact and our: points of coritact and the.Fimetable can be accessed from the
comimiencemerit of the provision of the Services to the expiry of the Services Period,

‘obtainour:prior approval to the content anid Iayoutof the Website.

You acknowledge. that we have no, nor do we'assume any; responmbﬂ:ty for the donfent of
the Website.

Records

Yeu shell:

maintain.all such records; information and décuments that are reguired to.be maihtained
i respect of the Buses and Services to comply with. any applicable laws -and v
aceordance with prident owneiship, opera hng and management practice;
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(e}

®

(&)

(i)

164

17.

17.1

kéep accuraté, completeand up to date records conceriiing thie Services and the Buses.and

of-all mam{enance, *repmrs, additions, altevations and. modlﬁca‘qons to, and removai of
parts'from, the Buses; and

permit.: the Autliority or its repiesentatives abany time, ‘on reagondble notide, to ekatmine
~and take copies of such records, information and documents.

“You 53;!_1;:'11[- maintainrecords with.d elails of:

tig tickets issuid, including:

@ the date, time-and of 1gm sand destmalmn of the | Joumey to which the Fare

refates; and

()  aspecificrecord.of the tick ets ko which an Integiated Fare applies, (if any);
fhe nambersof passengers-using the Service and the journeys undertaken;.
the Fares received '-_{f.lic:ltld'i.r_ig: a specific recortd of lnt'egﬂai:&d Fares, the op'él'zitox"'_t'o_ whose
sérvice such Tntegiated Iare. applies and, if appl icable, the joutney to. be undertiken with
such operalot);
actual and tingtabled departure times. from start of Route;
actual and'=t'i|1i.elablé-;"i arrival times at the ]a5_t'Sl;ep_pin_g-:Pohﬁ--on the route;

Services that have not been provided (in-full or in part) in accotdance with:the Timatable;

‘éomumeénts,oi complaiints réceivad by youin connection with the Services, the date, time
and natitie of each such complaintand the date, timg.and cotitént of any writlen response

by you;

passehger injuries and vehicle accidents, (incliding, withiout linitation, the nature and
severity of such injuries and/or: accidents); and

any. 'ilnqi'déﬁfs requiring the attendance of An Garda Siochdna,.and natute of each such
incident. '

If you are accepting tickets issued Dy another operator-of-a public bug service inaccordance

with thiis Agreement, you shall mamtam a record of the joux ney. undertaken using such ticket.

“You shall supply us with su ch information ag-we may require iit cofinection with the Services,
including,’ withoul limitation, in rela Incm to the matlers conlemplated by patagraphs 16.1 and

16.2.

Terinitiation of Agréement

We may teiminate yoiu right to provide the Sexvices if any one ‘or more of the following

Spec;fned Events gccur:

“if you fail to inform s in.actordance with paragraph12.1{a) of a breach by you of this:

Agreement;

if you fail to. remedy a breach in accordance with 2 Warning issued under paragraph
12.2(a): ‘
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18,

19.

19.1

19.2

if d'breach by.you of a-provision of this. Agréementisnot capable of béing remedied;

if you are a body corporate, you enter into liquidation whether compulsory or voluntary
or become insolvefit or enter -info receivership or examinership or enter -into any
arrangemeént with your creditors or také or-suffer any similar attion in canseqitence of
debt other thana bona fide amalgamation o recobstraction of your body,

if you are a natural person, you are declared bankrupt or erter-into any arrangement with
your creffitors ot-fake or siffer any similar action in consequence of debt;

if it becomes unlawful for us fo perform any of our obligations as contemp}ated by: this
Agreement'

if you suspend or cease to carry on (or threaten to suspend or cease tq carry: on) within
the Services Perlod:

(f  allora material part of Yis, heror its business or teade; or
{ii)  the provision of the Services,
withgut the prior written consent.of the Authority;

if you dlo not commence provision of the Serviees within twenty one (21) days of the date
of this Agréement;

if'we issue fivé (5) or more Warnings to you in any calendar year during the Services
Period;

if you rescind or purpott to, fescind or repudiate or purpoitto repudiate this Agreement
or evidence an intention to Tescind or repudiate this. Agréement.

You agreg that on the occurrence of any of the Specified Events you skall immediately notify

‘the Aul:honty of the ogéurrerice of such event.

We may terminate this Agréedient at-any time, regardless of whether a Specified Event has
oecurred, on-gt least four (4) weeks’ notice in writing to you,

General Undertakings

You shall comply with all applicable laws: and legal requirements in connection w1th the

petformance of your obligations under this Agreement
Advertising Rights

You may not place advertisements on- the interior and exterior of each Bus unless by
dgreement w1l:h the Authority..

The Authority’s approval process with regards to advertising rights 'is outlined in'Schedule 9
of this Contract.
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20.1

21.2

213

()
(b)

©

Chaiiges fo the Opérator/Subedritracting

You may notassign any of your rights or, transfer any of your sights or obligations wrider this
Agreement without the.consent in-writing of the Authority,

You may notsub-con fractthe piovisioit of the'Services without our prior cosisent.

Transfer Regulations

The Partiés agree that:
the Trarsfer Regidations shall apply on he GCommencemient Date, such that the
Transferring Employdes shall transfer to- the employment of the Qperator from the

Commencement Date; and

i that regard, in relation Lo the Transferring Employée(s):

(i) the Operator shall comply with ils obligations under the Trapsfer
Reguiations; '
(i) the ‘Authority shall ise reasonablé endeavours to obtain, deta;l:, 0[" such

Teansferting B mpioyee(a)' existing: coniragtual rights and cbkgahons
However, {he Aulhuuty neither warrants, represeiit§ nor lakes, r‘esponslbﬂtty-
for the siccuracy of information-so abtaiiied and provided t the Operator;
and

3{iii_) the Opeiator shall indemnify the Actfority- and Keep: the Author:ty
indemnified on demand against any and all Liabilities arising from:

(&) @ refusal to employ such Transferring Employee(s);

()  the employment or termination of such Trapsferring ‘Employee(sy
eI pioyment after the Commentement Datézand

(€}  any failure by the Operator to-comply with the Transfer Regulations.

If the Trinsfer Regulations. apply on- fermination ov expiry of this Agreement, the Operator

‘shiall coniply with its obligations mider the Trarsler Regulations; and it shall provide any
reasonably. necessary information and. assistance lo a Succéssor Operator 1o allow: that parly
to comply. with its obhgatmns (including praviding a list of Re-Transferting Employees,
together with thelr terms-and coriditiohs of employitient).

The Operator shall indemnify the Authority and the. Suecessor. Operator (lo whom the
Autherity may assign ‘the benefit of this Clause) and keep the Authority and Succegsor

‘Operator indemnified against any and all Liabilitics velating to Re-Transferiing: Employees

arjsirig from:
any claim which relates o such person's employment beforethe Termination Date;

the emplogment or terminatios of such ‘person's employrient before the Termination
‘Date;

any faifure by the bgem'_{or to comply with the Transfer Regulations; andor

';:
i
!
;
i
1
i
1
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()

22

221

(®)

222

(a)
(b)
(©)

223

23.

28,

24:1

(@)

a failure by the Operator to provide an accurate list of Re-transferring Employees together
with their terms and conditfons of employmerit.

Notices

‘Whete, either you or U5 is required to notify the ofher pursuant te his Agteement, or

otherwise wishes to commufiicate with the’ otliet, stch notice of communticatton maay be
served;

in fhe casé of you to us:

_(i) by posting to: National Transport Authonty, Diin Scéine, Harcourt Lane,
Dublin-2, marked for the attention of: Chief Executive Officer; or

(i} by é-mail or by facsimile:tratismission to such e-thail dddress or facsimile
number as:may be nofified by the Autherity from time to tinve; or

in the case of us ko you:.
(D) by pesting or delivering to such dddress as is recorded in this Agieement;

(i) by g-mail to such address a3 may be notified in writing by you ko us from
time Lo tlme, or

{iid) by such otiier means as we may consider a pprop‘.riété.

Any notice or-comimunication so served shall be deemed duly served:

inthease of post; forty eight (48) lours after posting orif delivered by hand, ofi delivery;

it the gase of e-mail; upon delivery; or

it the case of facsimile fransmissioh; upon confirmation of receipt by the addressee.
If notification is by telephone or in person, it will only be effective if confirmed By written
notice served in dccordance with this paragraph 211 within seven days of sucl.notification
by telephone or in petson,
Governing Law
The Agréement is governed by and shall be construed ihlaccordance with Trish law.
Data Profection
The’ Supphe: acknowledges thak irpr ovldmg the Services under this Agreement the Su pplier
will process personal data within-the medning set-out in: Data Protection Law on hehalf of the
Autliority. In such cifcumstances, the Supplier acknowledges-: that the Authoiity is-thie data
controller. and the Supplier is the data processor, as each term i defined in the Data
Protection Acts and the: Suppher agrees that:

the Supplier processes personal data on behalf of the Authority- in the, context 'of

providing the services under this Agreement, for the duration of the Term. The
obligations and # ights of the. Authonty shall be as set out in this Agreement;

n ' TERMS AND CONDTTIONS
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(b)

(©

__(q).

)

{8)

{h)

0

Ky

0]

the-Supplier will only process such personal datd in accordance with-thé documenied

instructions of the Authority, incltiding with regard to-tra nsfers.of pelsonal data to a-third

gountry and solely-as strictly necessary for. the: performance of.1ts abligations 1 unider this
Agreemer;-

the ‘Supplier shell ensure that the persons authorised by: the Supplier to. process such
pessonal data are’ bound by appropriate conﬂdenhahty aobligaticis;

the Sagplier shall implement such technical and organisational secuury measures as are
required‘ts comply with the data security obligations under Dhata Protection Law;

the Supplier shall not engage any-sub-processor withoul the prior written consent of the

Anthority and where: the Authofity.-hag consented [o the appointment of a sub-protessor,
thie Supplier must hot feplace-r én’g’agg otliér sub-processors without the prior written
corigent of the Authotity;

where any sub-contractor of the Sup plier will be, processing such petsonal data-on blalf

of ‘the Authorify, the Supplier slall ensure that a wiilien contract exists bebween the

Suppher aud the Sub-contractor containing clauses cquivalent fo those imposed on ‘the!

Supplier‘in. this. clause 23. In the event that any sub-pracessor falls to- imeet its data.
protection .dbligations, - the! Suppl:er shiall reimain Filly Hable to the Authority for tie
performance of the syb-processors ‘obligations;

the Supplier shall inform the: Authorily immediately. in the event of receiving-a réquest
fiom a data subject to efercise their rights under Data Protection Law and provide such
co-operdtionand assistance as may be rdquired toenable the Authoiity to deal with stich
request in atcordance with the:provisions:of Data Protection Taw;

the Supplier shall assist the ‘Autiority by implementing appropiiate téchnical and
organisationa] mieasures: to allow e ‘Anthority to comply with requests from data

sibjects o exeicise their rights underr Data Protection Law;:

the Supplier shall assist the Authority in ensuring compliatice : with its obligations in
respect.of sectirity 0f persohal datd uiider Data Protection Law;

the: Supptlier shell; (i) at the choice of the -Authority, delete or:relurn dll suich personal data
to the Authority. when the: Supplier ceasesto provide service relating to data procassing;
and (i) save as required by Apphcable Law, delete all. exls‘lmg coples of such persohal
data unless BU law or the Jaws of an EU Member Siate require- storage of the personal
data;

the Supplier shall: (l) make availablé fo the Authority all information necessary to
demonstrate conipliance with the obiligations laid down in this clause 23; and (ii).allow
for and-assist with audifs, including . mspections, conducted by the Authonty ar-angther
auditor. mandated by the Authority, An; order-to ensure compliance with the obhg'ltmns
Taid-down in this-clause 23, inclu ding:its data security obligations. under Data Protection
Law provided however that the Author [ty shall B enhtled, at its discrelion, to accept
adherence by the Sujplier to anapproved code of conduct o anapproved .certification
mechanisin to aid demoistration by the ‘%’upphel that it is‘compliant-with thé provisiors
of this clause 23;

the: Supplier shall inform the: Authorlty immediately if; in its. opinion, it receives au
insteuction from the Authority which mfrmges Data Peotection Law;

e TERMS. AND CONINTIONS
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{m)

(n)

the Suppher shall fiokify the Ad thority immedjately after becoming aware of any personal
data breach (as defined i Data Protection La W} and provide the Authorjty with suéhce-
operatiorrand assistance as may be. u.quued to mijtigate against the'effects of, and comply
with any reporting obligations wiich:may apply-in réspect of, any such breack; and

no sieli pefsonal data shiall be transferred. owtside of thé European Economic Area by the
Supplier or any of its agents or sub-processors without the prior writtén consent of the

Authority which consent may be. sulject fo. terms and. cenditions {including,. without

limitation, that the data importer enters into model clages in the form approved by the
Europea Commission and, where relevant, complies with this provisions. tegarding sub-
protessors ‘contaiped i such model contracts i respect of any. sub-procegsors), The
Supplier shall comply with the requiiremerils of Data Protection law-in respect of transfers
of such personal data ouiside of the European Economic Area, to the extent that-the
Aauthority congents to. any such lransfer.

P | ~ TERMS AND CONDITIONS




NATIONAL TRANSPORT AUTHORETY PUBEIC TRANSPORT SERVICES CONTRACT

IN WITNESS WHEREOF the parties hereto Nave executed {his Agreement the day and year first
written above, '

BIGNIED by
Anne Graham,
Chief Executive ol

: AN (UDARAS NAISIONTA IOMPAIR -
; NATIONAL TRANSPORT AUTHORITY

irt the presence of:

Stgnature of Witness.

Name of Witness

Adgiress of W‘it_ness

QOccupation of Witness

SIGNED hy

a duly atithorised represmtahvu of/ for and on behalf
of GO-AHEAD TRANSPORL SERVICES (DUBLINJ LD, I/A GO-AMEAD IRELAND

ii the presence of; f\\.\CkYY\\*‘\”glL\lGﬁdS“ .............

Signafure of Witness

Name of Wifriess

Address of Witness,

Occupation of Wilness
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Séhe‘_duiéf:_l

Part A - Route and Stopping Points

The. Raute shall operate in both directions betweeh Swords dnd Ashbourne, including services as
indticated o the tirhetables contained in Sctiedule 1 Part’ B, witlhi the following Stopping Points:.

: 1 | swords ) Aif_s‘ideNéw
2. Sivords 13305 New WB
3 .. | swords R132 DB 3676
& | swaords | Pavilians DB 4330
5 | swords Qpp Fingal County Council DB 3672
6. |RathbéaleRoad | watery Lane DB 5075
7-. | Rathbeale Road: Brackenstown Avenug DB, 5076
8. | RathbealeRoad | Giésmore Park DB 3682
g RathbealeRoad Atibeylea Avenue DB 3864
10 | Rathbeale Road: Glen Ellan Walk DB 3865
2 | Rathbaale Road | Clanles D8, 7133
iz ": Rathbeale:Road Rathbeale Coitages DB 7134
13- | Rathbeale Cottages Matdtanka DB 3867
'14: | RathbealeRoad ' (ispopple:DB 7135
157 | Rolestown _ | Cottages DB 7236
i | Rolestown | Rolestown DB 3874
.1_'7‘-' Graénogue ‘Greenogue New R125
18- . | Greenogue o ' St, Patrick’s:Church New R_l_25
19. Ninemilestone Opp BKE BE Stop 133941 _
20| Ashbourne | The Briars Nérthbourid BE Stop 106521
ry Ash'hnu;_ne | Opp.-Campus Service:Station BE Stop 100961
22 | Ashbourpe The Bridge BE'Stop 101221
33 | ashbourne | AIB BE Stop 152421
28 | Ashbouinie . Credit Union BE Stop 100981
25 | Askibourne ' _ st Jolin's Wood 8E Stop 100991
26" | Ashbourne | Opp. Pilto Hotel BF Stop 203001

20 ' TERMS,AND CONDITIONS
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R

Arga

Proposed Location of BusStopping Point

Ashbiourne

Pilio Hotet BE Stop 135731

Ashbourne

Opp. St.Jobn's Wood BE Stop 101041

Ashbourne

Opp. Blinne's Storés BE Stop 102051

-Ashbourng

| Kelly's 2 Stop 133631

Ashboufe

Garden City.Stop-BE Stop 101851

" Ashbourne

Comimurity Centra. BE Stop 137091

Ashbourre

. The Briars:Solithbound ,BE,S[gp-i'Q5§3i.

Ninemilestonie

B4 BE Stop 101061

b oo ~elo b o [onfw |

‘Gregnogue -

$t. Patrick’s Church-New R125"

i
f=

| Gieeriogue:

| Greenogue New 125

yee

Rolastown

Rolestown DB'3874

“Rolestown

Cottages D 7144

Py
£

.]_r

Rathbealé Cottapes

| Bélna_r_tj;g-l:}a_js_éﬁl

N
_’h

_Rathbeale Road

Jamestowri DB.5096

1 | B
w

Rathbeale Road

Rathbéale Cottages DB 7145

o

Broadmeadow

Pine'Grove Par_'l'< DB 3884

=
P

Broadmeadow

'f_J_'pp _Ba._thﬁ_ea]e _Cre_s_cgn"_t_- DB 3686.

Broadmeatdow

Brackenstown Averiue DB 5077

N
=3

| Hattibeale Road

Walery Lane DB.5078

=
=

Swords

‘Finkal Cointy Colnell DB 3689,

{Swords.,_

" Main Street DB.2630.

A
qr

Swords .

Pavilions DB §117

&

Swords-

| R132 DB-3685

B
iy

Swords

1 £2305-New EB

)
N‘:

Swords

- Alrside New
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Schedule 1
Part B -~ Service Departuré Times
The Operator shall. be responsible. for the completion of the -timetable, including inter medfate
stopping times; ‘Thes¢ shall be based on’the service depariure times as outlined below. The Operat{)r

shalluhdertake: arly surveys (including any journey time ver iffeation sur veys) they conhsider necessary
to ensure the.accivacy of .the timetable,

i The Operator shall submit thelr' proposed timetakle:to the Authority-for-approval and inclusion in-the
Autherity’s National Jotumiey Plainngr a miinfmum of - three (3) weéeks piiot 16 the proposed
commencement of Services.and in a formatapproved: by the Authorily.

Services are not required to operate on Christmas Day:

Route197 Swords to Ashbourne Service Departure Times,

Location Mon- | Mon- | Mon- | Moh- | Mon- | Mon- | Mon- | Mon- | Mon, |
Sun Sun Sun Sun, Sun Sun | Sur | Sun | -Sum

07:00 | 0800 | 09:00 | 10:00 | 11:00 | 12:00 | .1%00 | 1400 [ 15:00

~Airside, Swards

1615 | 17:30 | 1830 | 19:30 { 20:80 | 2130 | 2230 | 23:30

Ronite 197 Ashbourne to Swords Service Départure Times

Location ‘Mot | Moo~ | Mon- | Men- | Mon- | Mon- | Men+ | ‘Mon- | Mon i
San ‘Sun Sun Bun® | Sun Sun. | Sun Sun ! -Sun

Pillo Hotel Bus 06:00 | 07:08 | 0800 | 0900 | 10:00 | 1100 | 12:00 | 13:00 :"-1'4::'00._

“Stop, Ashbourne | 15:08 | 1615 | 1730 | 1830 | 1930 | 2030 | 21:30 | 2230

Times in‘bold italits operate Monday to Satarday only-

Note:

{1y Norduiver ot vehicle substitution is permitted along the Routé, except, fer the-avoidance of
.doubt, at.the first-and last Stopping Point on the Route, without the prior wiitten approval’of
‘the Authqr_;t_y bemg, obtained.

{2} Layover between Services shall Ue in the locations.as outlined ity Schedule 1 Pait A. Vehicles
shall not layover at any other locations without the prior agréement of the-Authority.
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1.

Schedule2
Paxt A - Fee payablé to the Operator

Annual Operating Charge
The-Annual Operating Charge shall be determined as-follows:

Materials (Inchuding fuel and tyres)

Labour

a) Drivers wages (including statutory contributions
and Pensions)

b) Other Staff costs

Vehicles.

a) Allcosts attributableto the Vehicles (including
tax, licences ete.) other than to the extent
3 inciuded in 3 b),

b) TInsurances

c) Maintenance, incltiding [abour

2 depols being used for these Services.and other

Overheads

a} Premises and plant, including ail rent; tax, leases,
and an apportionnient of costs based on use of

services (by reférence to the proportion},

b} Admin support ircluding any fees or charges
imposed by banks /other financial institutions in
the course of providing these Services

2

3.

Tatal Annual Qperati'ng Charge

Fee for a Relevant Peried shall be determined as follaws:

_ rAnnual Operating Charge
Fee = { 3 )

The Basic:Amount for & Relevant Périod is the Fee less the aggregate of the Retention Ainount
ancl the Lost Kilometre Deduction, in each case for that Relevant Period.

Busic Amount = Fee = (Retention Amount # Lost Kilometre Peduction}

2 TERMS AN CONDITIONS
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Schedule 2
Parf B ~ Lost Kilometre Deductiorn
1. The Operator is reguired to operate 100% of thie Annual Scheduled I(ﬂpmetrq;s.'
2 if o Tiip fails to opemte‘-‘_m",ié not-operated fully; the Opérdtor shall:

(2} recotd the Scheduled Kilomebres not operated by it on that Trip [the “Lost Service
Kilometres”);.

{b) record the causeof the Lost: Service Kilometres, and

{©) submit this ‘nformation to the Authonty for eack. Relévant Period ina format notified
by the Authority to the Operatorfrom timé to'time,

3. Where the Authority determines. that Sehieduted Kilometres not- -operated. by the Operator
“were for Teasons beyofid the Opetatoi’s reasonable, contzol, no dediictions. shall apply and
thiey shall not be includéd it the calculation of e Lost Kilometre Deduction for-a Relevant
Period,

It is ‘agread and-acknowledged that, without preludlce to. the right of the Authority to regard
any parnculm circumstance as being within the Operator’s control, the following reasons
which may give rise to Lost Service Kilométres are within the Oper ator 5-conirels

(a) Operator Staff availability,-
(b) Operator Vehicle availability,
(e} -hormal beaffic’ congestion conditions;

4, Lost Service Kilometres: (other than those which fall unider paragraph 3) shall be the munbar
'of Deductible Lost Serwce Kilometres i a Relevant Per iod. .

5. The Lost Kilometre Deduction Rate is determined as follows:

D L Annual Operating Charge \ |
Lost Kilometre Dedyction Rate-= (Annuars;:hedu[ea K_iln'me'tl‘és') B

6. The Lost Kilometre. Deduction. to be applied in deters finitig the Basi¢ Amount for'a Relevant
Period in respect of Lost Service Kilometres (other than those whichi fall uider paragraph 3)
shall be the product of the number of Lost: Service Kilometres in such Relevant Peripd and fhe

"Last Kilometre Deduction Rate calculated i accordarice with paragraph 4,

7. The. Authority will notify the Operator of the:amiount of the Lost Kilorietre Deduction to be.
applied to the Fee ‘in respect of a Relevant Period, as determyined. in accordance with this.
‘Schedule 2, Part B,

2 TERMS ANP CONDITIONS




NATIONAL TRANSPORT AUTHORITY

“PUBLIC TRANSPORT SERVICES CONIRACT

-Bchedule d

Part G - Indexation

The Anhital Operating Charge shall be adjusted on each Review Date in accordance with the
follo wing foriiu lal

. M j_ IU
A= Ao % (1-+ —— )

where: _ o _
A= the amount that will apply fron the Review Date iy tespect of which the foraiufa is
being. applied;.

Ao= thevalueof the AnnualOperating Charge.int Schedule 2 Part A

I = thevalue of the Consumer Piice index (Base Decamber 2016 =100) for the November
preceding the Review Date;

lo.=  ‘the valug of:'t}‘_l_g_ Corisurher Price Index (Base December 2016 = ‘.1::00)_ for November
4017, being 100.5.

5 ~ TERMS AND CONDITIONS.
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Schedule 3

Insirance requirements

1, Types of Insurance

Typé of Insurance

Minimum Instiranice Level

Daniage to 3rd parfy properiy

Six hillion, five huridred -thousand euio. |
(€6,500,000} inv respect of-any one accident

Death of, br badily injury to, any person

Pnlitited

Public Liability

Six ‘million, fivé: hundred thousand euro.
(€6,500,000) in respect of any one accident.

Employers’ Liability

Thirteert million eure (€13,000,000) in 'réspéc-t of

any-one accident

2. Othér Insurance Requiremeits

21 A specific indarnity to the Authority shall be put in place and confirmed in- writing In
respect of eaclv.of the insurances specified in paragraph 1 (Types-of Insutances),

22 ‘nsurance eover in respect of all -Buses to bé uded to provide the Service.shall be

Comprehensive;

26
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Schedule 5

Service Levels

Reference

Bervice Levels

Service Credit-

Points

Pu_ncfﬁ_a_lil*j( .
NOTE;

The Punictuality Service Credit shall be formalty: suspended until

thie date of th first <quiartet which begins:at Teast B wieks after the

date of cominiencernent o seevices; This time during which the

Segvice Credit i suspended shall be Known as the Suspension.
Period.

. Puring the ciusl:iensuon Period, the operator-will be lequucd %]
vecord and repoit punclinahty as. detdiled below Lowever no
Service: Credit deductions will be applied i, full Service Credits
(4 -Creditsy will be awarded. regardless-of the percéritage’ of
services which are reported ag: opesaling “on time” s clefmed
below.

The operator’ will be afl'mded af :opportunity o propose a
revised timetable before the and of the Suisj pension Périod; for the
appioval of the Authority, The Authority hay, at our absalute
diseretion, aecept.at xeject tlie proposed clange:

Po[lownng the. conclusion of the Sispension Fesiod; e
Punt“tuahty Service Credit shall be Jmplementcd :mmedlateiy
aid in full s outlingd below, for the remainder of the contract,

Each Sexvice will haye twg (2) Timing Peints an the Trip:

»  Timing Point 1 will be at departure fiom. the first Stopping.

'If:oint.én the Trip

¢ Timing Point2 will be at-areival at the fast Stopping Point on.

the Trip.

The peicentage 6f buses dperating “on-Hme” shall be caiculated by
comparing the actual oili_ser'\_,irét[ =L1épar1m1'e/ airival tinies af the relevant
Timing Points will thie specified departure/artival fimes setoutin the.
Wa_:irk"i-ng_’.l'imeté[ble;

» A Dug will be regarded as “on time” at Timing Paint 1 on the

Trip if it degarrs from the first: Smppmg Péint on the Trip not |

moté than done miinute early or .56t mofe than, five minutes 59
secorids late against the Working Timetable.

s+ A bus will be regardedason time” at the last Stopping Point on
the Trip {Timing Point 2) if it-airives at it specified kining point

riof more. lhan one‘minute early ornot more thar five minutes 59

seconds late agamst. the Working Timetable,

4
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Depiriires: .

A maximum percentage of 2% of-departures at Timihg Point 1 (First
Stoppmg Poiiit) shall be-permitted to fail the requiverient to. operate!
“on time” {as defined above) without the operator being subject to a
deduction, in any oné Réporting Period,

Thereafiet, for edch full 2% of services failing to operate’ ‘on Hme” in
 that Repotting Period,. 0.5 service credits. shall be deducted, up fo a
‘maximum. deduction of 2 service credits where less than 91% of’
-depattiires at Tithing Point 1 (First Stopping Point) operated “on
time”. These.service credit incremients are shown in the table below:

oppi nt
1 98.0% + . . 20
| 96.0%-57.9% 15
1940%-959% 1.0
{ 92.0% -53.9%. ' o ' 0.5
£92.0% R . @
Aprionle:

A miaximum percentage of 20% of arrivals at Timing Point 2 (last
"Stoppmg Point) shall be permitted to fail the: requirement o operate
“on time”-(as defmed above)- without the operator being subject to a
deduction, in any oie Report_mg Period.

: 'Thereaftm, for. each full 2% of services fazlmg to operate ‘on time" in
that Reporting Period, 0.5 service credits shall be deducted, up l;o a
maximum deduction -of 2 service credits where léss than 74% of
ariivals: Timing Point ( (Last- Stopping: I’umt) operated 'on tinie”,
Thesgservice credit increments are shown i in the table below;

20.0% + 30
78.0%-79.9% _ ' 1.5
76.0%~77.9%. _ ' 1.6,
78.0%.- 75.9% : 0.5
<74.0% 0

The -Authority may vary the inethodology for momtoung punctuahty
pelformance or fhe Performancé Standard to be applied at any time
‘during the Coitract Period,

Whete a Service: [nferruplion associatéd with a. Public Bvent or an
exceptional event of significant. duration, which is cutside the contiol
of the Operator, occurs:in the previois Reporting: Period and has
demonstrable Network wide effects -on Service punctuahty, the
Onerator . -may submlt supplementai Fuformation e. the Authority in
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:; velation fo the event, including location time and duration of Service | ' ]
o disraption due o the eveat The Authority shall consider such
L supplentenial information and midy exempt the, Sewlces affected from
Lo Tunctuality Pérformance caleulations. }
L ‘Measurement Methodology:
o Dperator’s Period Reports }
o ¢ NTA Audils
b
i : 2 Service Quiality .. ' ' P o]
Driver is helpful, courteous and polite: 0.5 .
. |
Bus operahng the Service complies with the :rcquucmt,nts of this 0.5
Agréement (mciudmg Schiédule 8).
Wheelchais rampyIift (whichever s provided) is operating correctly
and used by driver un passenger taquest, o5 J
' B_u"'s.h'eéi'_[-_ihg- operated. tv match weather coriditions. 0.5
.:Sea'tg_'and'_surfaces_' ate clean 0:5
Seats are v good state of tepair 0.5
Bxterior of bus fs clean : 0.5 .
A copy of eirent fares for the Service is displayed piominently at the 5
entrance 1o the Bus, at.a lecation 0. be determined: by ‘the Aulbority
and t0 a déstgn-approved by the Anthority; and the external glestronic
route and destination displays shall be opecational and display the
correct information:
Measurement Methodology:
NTA. Audits or Mystery- Shopper sutveys by the Au_’l_lerit_y' at its
: agents ' .
P
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Schedule 6
Im __provement.-N otces

The matters in connection-with which the Aa thority may issue an ln*npg'wmnere't“N;éﬁte to you shail
include (but are ot limited ta):

unsatisfactory cleanliness of Buses (interior or exterior);

unsatisfactory physical .1'e1;__)_'aﬁ'-pi‘-_'?con_diticn of Buses (intetior or ex_t'eitipi{);-
inadequate internal heating of Buses;

‘tnadequate dis_play of mformatin'n."sigiis:_'as-.SPeC-{f_ied in clause 1'5.,5; .
inadequate display of Bus route mimbeér and destination on-exterior-of vehicle;
Breacﬁ of vehicle specification reqnirements;

uhsdtisfa'etor:y- handling of con‘l_pla'_ih'tﬁ;

unsatisfactory provision of Website information;

inadequaté of late provision of required information ot data to the Auiliority;
lateremittance of Fares to the Specified Account;

nnsatisfactory mainteriance of tecords in relation to the Sexvice;.
_'u'nsﬁtiSf_zic':tar}_:r"p_rdvisinn of tickets to customers; and

operating bus service without electronic ticket machine.
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Sthedide 7
Part A

Eléctronic Ticket Machine

Provision of Electronic Ti.ckelf Macliines

The Aduthority stall provide Electronic Ticket Machines (I*l Ms)to the Operator for the
Setvices Period. The EIM shall include a Smart Card Validatoi for reading Leap Cards and
Free Travel Passes.

Al ETMs issued to the Operator shall remain the property of the Alrthori ty.

"The Operator shall be respousiblé for the safe kedping of all ETMs issued to thiem until such

Hne they are setutned to-the Authority.

‘Operitor obJigations’

At their own cosl thié Operalor shall provide suitable intdroel access connections in order to

access ETM ticket transaction data and to ensure- full ‘daily download of the ETM ticket

transaction dala,

At their ownicost the Operator will install the ETMs including the provision of dll power.

supplies and wiring in accordanice with instructions issued by the Authority.

'fl;éﬁ‘@pe_rato‘r, shall 'ﬂi’"kﬂ[ times use the FTMs pravided by ;_{]13‘./-8.‘_1_._1tlt‘orf\t}'}' for the provision of
the Sarvices ofthis Agrecinent:

‘The. Operator shall not uge the ETMs issued by the Authority for any service other than the

Hervices the-subject of this Agreement.

Ongoing mainfenaiice

The Operator shall; at their cosly: ‘be responsible for sourging and purchasing all paper

supplies’ required for the ETMs. This paper shall meet the. spemfmtmn issued by {he-

Authority to the Operator:

Except ta the extent cotteraplated by pa ragraph A1, the Autlmul:y will be respunalble for the
~maintenance of all ETMs issued to thé Operator-in accordance with tiis Agreement.

ETM Fault:
The Opetator skall, upon becoming aware of a fault with an ETM;
{a) notify the Ay thority of the fault,

{ty  implement immediately, a met_hod ‘previously agreed with the Authority for the.
issue of tickels, collecHon and secord of all fargs-on the: affected service.

(e wiliiin tive (2) hours.change the faulty ETM with the spare ETM.
(d)  errange with the Authority ¢ollection of the faulty ETMs-for repédir and maititenance.

Upon, request | from the: Authority the: Operator.shall; as soon as practical, arrange for the-
return of any ET'M which the Authority has requested beretuined to it

) TERMS AND CONDITIONS
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5. Return

Upori the expiry or termination of the Services Period, the Operator shall arsange for.and co-
operate in, the collection of alt ETMs by the Authority.
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‘Schedule 7

. Part B,
Ticketing:and Revenue Arrangeiments

'Tickéting;ﬁrrangeﬁfénts

The Operator shall procure lickets, make available, charge for and accept tickets of such

types, design, fareZone or fate stage validity, time period m!umy and geivice va[zdaty

(including jointtickets with other public teatisport ope:arma) and fare levels and subject to.
operational ‘arrangemenls as set out in this Schedule 7, Part B or as. inay. be notified by. the
Anthority to the Operator from time to-time,

The Operator shall accéptas a valid mearis of payment of.right to travel, including;

cash.fér_e_ﬁ;

travel credit on Leap Cards;

ficket producls pre-loaded onte Leap Cavds;

Tree Travel Passes:

“valid staft. passesag prescribed” by the:Autho rity; and

okhér lickets, passes or smartcards as notified to the Qperator by the Awuthority [ron tiwe
"t time.,.

The Operator-shall-acceptas valid means of payment o vight to travel the following types of
Leap Cavds: o

adylt Teap Cards;

child under 16 ah_bnynici_u:‘; Leap Cards;-

child 1618 personalised Leap Cards;.

student personalised Lenp Cards;

Leap visitor cards (anonynious, contains ticket only, 1o travelcredit)
Leap famiily-cards (anonymious, coulains ticket only, no travel credit)
other Léap Cards as advised by the Authority from time to time,

provided such Leap Cards contaiti either a va]'i:__r'i ticket for the'service and/of sufficient-:tr'avel.
éredit ko pay for the journey,

I cases ‘of disruption to othet public transport services operated wnder. conty act with_the
Authority, the Anthority may netify ‘the Operator, to require the- Opemtor to accept tickets
isstied for travel on those servites during. the. period of d151upt10n as viotified by the
Authority:

The Operator shall familiarise themselves with the conterits of the ITS Requirements’
document in rélation to the. openhon ol the Leap.Catd Scheme.
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The Authonty shall provide the Opetator with teasaiiable. prior notice in telation to changes
td the tickéts/Fares and shall consilt with the Operator concerning any operational or
administrative issues in rela_hqn_ to such changes.

The Operator shall fssue paper tickets:(i.e. receipts serving as-proof of payment for travel) for
all cash fares paid on board the Bus.

The Operalor shall ensure Hiat any paper tickats and receipts-issued by the Operator comply.
with: Autherity design requirements. The Operator shall submit the ticket and receipts

‘destgns, which shall incorporate Hhe “Transport for Ireland” logo. for appioval by the-

Authority.

The Ope:atbr shall not make any changes to the approved ticket design without the prior
agresment of the Aulhartty '

The Leap Card schéme operating charges shall be payable by the Authority but shall be
advised to the- Operator on-a monthly basis. The Operator shall 4ssist the Authority as
required- to vetify the accuracy of these chargés and shall promptly identify and where
applicable-address any anomalies that atise ona hmely basis. The bisis for.the éalculation of

“the operating costs for the Leap Card Scheme is set out in the*ITS Requur ements’ document,

Several times-each day (or as frequently-as the. Authority determines) the Anthority shall

provide the Operator ‘witl Ticketing Bquipment ¢onfiguration data (which may include but:
not be limited to product. definitions, agtion lists; scheme wide codes and hotlists as set-put i
the ‘ITS Requirements’ document). The Operajor shall ensure. that the latest conﬁgurahon

data is successfuily implemented on the. Tieketing Tqmpment 6n each Bus in advance of

commencement of services each Operational Day: It is. fecommended that drivers: power on
the machines at least 10 minutes prioe to e start of service in order to allow any pendmg
‘downloals to take place:

Leap Card Transactions

A Leap, Card travel eredit facility is available on certain Leap caxd types, Customiers can
presenta. Leap Card to the ETM, advise the driver of their destination or the fare they wish to
pay and' the driver shall select the. relévant: fare/destination sption to deduct the cotrect
travel credit fare from the card,

The Operator shall-ensure that its staff are aware of; and Facilitite thie following:

certain Leap. Card types do not have fhe travel credit facility {for exaijile, Leap Family
pass) and instead conldin-tcket products that can be validated at the ETM. In stch cases
the travel credit facility may be reported as being blocked but may still contain a valid
ticket product and the driver shall validate such products rathiér than attempting o
deducta fare from the fravel credit balance;

Leap Car ds that have the fravel credit facility contairi a deposit that ean be- usetito pay for
a fare; even if that fare exceeds thé available trdvel credit ofi the Leap Card, provided that
the Leap Card has a minimum positive balance of €0,01 and provnded thiat the fare
payable does not'exceed €5.00;,

customers may préesent a Leap Card and use the tavel crediton a single card. to pay for
myltiple additional passengers; if so requested the driver shall charge the additional fares
froni the tavel credit.and shall issue paper receipts in respect of cach ‘additionial
passenger;
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customers may present a Leap Card that confains both 4 valid: pre-loaded tickét praduct:

and travel eredit and. may J.'equest that eithier be used for travel; if so requested the diiver
shiail select the requiested. means of payment and shall perfmm the appropriate action;

customers rhay present.a Leap Card that contabis both an invalid {e.g. expited) as well ag
a valid pre-loaded ticket produck: If necessary the driver shall select or ensure that. fhe
valid-ticket product is used;

customers may: present d personalised. Leap Card with  pie-loaded period pass te: the
‘ETM.

In the event of error by the customer-or by the driver iit Hie usage of a Leap Card, the dejver-

siall’ reverse the transaction s hecdssary,

In the event that the Ticketing liquipmient reports an efror or unsuccessful validation or
cannot read the Leap Card, the driver shall refuse travel unless the-custamer pays-via another
means,{e.g. «cashy).

Leap Cards shiall not have travel ciedit value or licket products added to-them on board the
Bus.

Customers with-any complaints or havirig difficulties wifi their Leap Cards shall be advised
to conlact the Leap Card call centre; thi- télephone nuniber of whichis on the. back of ali Leap
Cards.

Drivers. shall, il dppropriate. (ie. not-when driving or if thete are long queues) pravide
customiers o request with ‘a Leap Card status. repoit from the BITM (including, a pritited
paper note: which displays the remaining value, products and maost recent. five journeys).
Suchi notes are hot valid for fravel.

Fare:Coliéction Artahgements

The Opemt@:‘.slii[[ ehstre. thal the-on board Tiéke‘ting Equipment s 'fill])’{. fuuckonal at ihe.

commencerientof use of the Bus onany Operational Day.

Drivers'shall accépt payment.of ¢ash fares in Buro currency only, taking reasonable stepsio
ensue they donot accept counterfeit cash.

Tree Ttavel Passés

Passengers: presenting valid Free Travel Passes issued by the Department of Socidl Protection
shall not be charged for théir journey,

The Operator shall record -on the-ETM all journeys made by passengers presenting valid Free
Travgl Pass in accordanct witly instructions provided [Jy the Authority from time (o time,

Whete &n invalid Free: Travel Pass.is: presented for travel, the driver shall not accept the Hree
"Travel Pass-and shall charge the appropriale cash.fare for tie j journgy.

The Operiitor §hall coopeiate in. carrying out-any survey of passengeis required by the
Authority, the Department. of Social Protection of any other body with responsibility for.

travel concession schiemes, in relation o the use ofa travel concession scheme

Passenger, cannot-pay
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A passenger wivo cannotpay shall be refused travel unlass he/sheé is & vulnerabls peérson ar
in distress as a result of something happeritng 16 them; in whicli casé he/she shall be allowed
to travel provided the driver records the  passenger journey in accordance with instzuctions

Assued with tlie Aithor ity from. timeto timte.

Tickets issugdin.Frror

In:the event of & cash ticket bemg issued in error the diiver shall withdraw thé ticket, and
where appropriate, jssue thie correct ticket to the passenger-and niake any necessary cash
adjustnient.

‘Thé withdiawn. tcket shall be hianded in. at the driver's garage at. the end of his /her cluty

together with an-explanation as to the circumstances and shall be retained by the Opetator.

In the event that a driver fails to hand in the withdrawn ticket, the value of the Hcket jssued
in error shall be payable by the Operator fo,the Authori by, as if {he ticket: had riot been jssued.
111 or. 10r.

TRe-issyed Tickets:

'Undgr o circumstances may used or withdrawn tickets be re-issued. Drivers tust not have

used tickets (except withdrawn tickets) in their possession:at. any time:
Refunds
In the-event-that & customer purchases.a Ficket, and is:then unable to make their journey due

to a distuption to the Sérvice; the Operator shall vefund the: cost 6f the journey on request,
prowded the customer provides satisfactory evidence that they were unableto contplete their

journey by an altetriative public transport operator due to, the disruption without 1 ncurring

additiond] ticket purchase‘costs.
Refunds shall not be issted by the driver,

The Operator shall maihtain secords of the amount and feason for each refund, avd shall
make-such recotds available to thé Authority on request.

Information and Data from the Ticketing Equipment

‘The Operétor shall bie responsible for the downiloading of tiansaction data froni the ETM; and
for the recording and storage of the ticketing transaction data in order to prepate the Relevant
Petiod Reports.

Caltulation of Fares Revenue ta he lodged in the Specified Accaunt

“The Fards Revetine due to the,Autl‘lority- shall be:

the amount of reveénue receipts identified by the data provided by the ETM, (or, in the
absence of any’ ot afl of this data, the.amount of revenue receipts aceruing to. the Services
as ean De identified or suppurted by such other information and documentation as the
Authbrity may reasonably requiré);

less any- adjustments, due in respect of tickets issuad in eyror for which the withdrawn
ticket has been retained and a satisfactory explanation provided;
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plus.any adjustments dite ‘in tespsct of revenue-due as d result of unsupported tickets-
issued in error for which the withdrawn ticket lias not been retained.

In thie-événé fhat the Operator is Fourid: to have failed o make the appropriate adjustments in
any Relevant Period, the Aufliority: shill be entitléd to élaim payment foi all tmsuppmted
ticket anniuments: in the Relevant Period in question,

Tor the avaidance of doubt; the Operator shall be responsible for any riistakes, erross, invalid
or ineligible claims by fis drivels; operators Or other staff which iead to invalid adjastments.

The Operator shali; in the Relevant Period Repeort, submit.an analysis of ahy discrepancies
between BTM transaction data (or-other iriformation or documentation used) aid the amount
paid. itito the Specif ied Actount for agreement with the Authosity, including.an explanation
a5 fo tickets issued in error and which shall be subject to the approval of the Au thonty

The Qperator shall be 1esp0ns;bie for any. dmmepancles of errors which result in.d loss of

Fates Revenue to e Authority including those caused by the malfunction of the ETM,; the
uge.of ﬂIEgal tender, any iflégal tamperinig, theft and other cash Toses, and shall 111demn1fy the
Authority against such lost patronage revenue  Any over- collection of revenue by fhe
Opierator shall be the property of. thee Authority.

Misallocation of Fares Revenue

The. Autherity may conduct-an audit or maprsclmn of investigation of the Operator! ‘s revenie.
collection arrangementyatany dnie durmg the:contract.

The Qperator;shall co-dperate filly with any investigation cartied out by the Aunthority, and
shall thake all iecessary vecords, documents:and informalion avajlable,

¢ it is:cliscovered, or the Authoyily has reasonable grounds to'believe, hat any Fares Revenus
whichi shiould have been paid to the Authority in respect of the Services together with. all
supporting documentativh or information which would have idenlified the Farés Revenue as

received or-colletted in respect of the Services has not been paid or provided to the. Authority,

thex the Operatm shall:

_pay foithwith to the Adthority all Fares Revenue which should have been handed over in
respect of the Services together -with interest on the total awount -of suclr de]ayed
payment at the'rate bf 3% above the then curent base rate.of the: Turopean Cential Bard
from the-date when: payment should hiave been made in to. the date when payment is
réeeived by the Authorily;

indemnify the Authority: in respect of all costs and expenses fricurre ed by the Authority it
checking 'all 'such previous paynients, relirns and Information as thie-Auathority v its
absclite discretion considers. necessaty ko ensure all Fares Revenue attributable to the.
Bervices has been paid over oy the Authority; and

pay forthwith to the Authority all Fares Revenue which is identified by the Authdrity ag'a
result of any investigation as being aitributable to the Services” and which has not
P ev;ously been paid over to the Autherity, tagethier with intereston all such sims for the
peuod and-at the rate set ouk in paragrayh (a} above,

Fov such period as the Autherity 36 conducting any ifwvestigation and until-all sums shawn to
be-properly attributable to the Services. hiave been paid Lo the Anthority, the Authority may
withhold the Basic Amount for each Relevant Period:in an amount equal to any shortfall not
otherwise dlschar._ged by the Operatur AlL such sums ‘witliheld ghall be paid by the
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paragraph 11.1, 11.2 and 11:3 above.
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Bus Vehicle Requirements

11 Each Bus shall:

have a valid Conimercial Rondworthiness Test Certificate and large Public
Service Vehicle Licence.

conform to a llrelevant B and Tiish fegylziﬁ_n‘ms.

have a minimum seating eapacity for thirty five (35) persons (excluding the
chriver and wlhicelchair bay space)

have a mininum standing capagity for tweiily {20) pedsons

confo:m to minimuaa Eure 6 Bngie enssion standard and be not more than
nine (9) years of age atany timein the Conkbract -

havean urban low-floor chaisis

be of approprinte engine size 0 cater for lhe proposed -distances, roule,
road / streef tprs angd gradients,

befitted with:
(1) -s;u_.il'a_lﬂe intetior luggage storage
(n) éxfernal slsctronic front’roule. afiel. destiniation display, réar route d_isplay

and extenial nearside route display

(m) internal “Bus Stopping” sign and passenger bej‘il‘; pushizs

(w) passeniger ‘hand-rails fo aid standees and allow passengers ta be within

feach of al least onehand-pole when moving-about the bus
v} A passenger announcemerit system
Be fitted with seating thathas;

[t replaceable upholstered seating-and back pads- that. shall beé: of sufficient

{hickness and quality to provide good quality comfort and back. support

fair: passengers for the. anticipated full réute distance.

(i) backs and pads moulded- into body panels muask previde equivalent levels
of combortto that provided by the standard seating,

@iy  minimum height to fop of seat cushion 500mur, with same overall hieight.

(iv)  forward facing layouf. excepl where the chassis design- function over

wheel boxes necessitates inward of reaiward facing,

{v)  No bench typgscating.
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{vi) shall be subject to- the approval of the Authority before use on. the
propesed service.

have an entrance door t6 be of sufficient width (mifimum 800mm ‘width) to
allow comfortable accegs and egress. of wheel chair ; passengers,

have an appropriate, kneelmg systery to adjust step heiglits from dnd to- the
proposed bus.

bein acéordande with the following ramp.tequirements;

&) retractable single-ramp platform type:

(i)  maximum .gradient achieved from bus to standard keibing Theights
(125mm}shall be'12%

(i) -where power operated a ramp deployment audible warning device at

door to be beeping sound not to exceed 75dB(A) when measured at1,25m
height fom the exterior gmund on-the centre line of thie exjt door at a
distante of 156

(iv)  mustfunction onall kerbs and surfaces: likely to be encountered along the
‘proposed rottte.

have thefollowing wheelchaik '_Bay space requirements;
()  ataminimum,one wheelchair bay space of appropriate dimensions;
(if) niay providean dlterrative buggy space Whehnot in usé-for a wheelcliair;
(it} -suitable Hp up seats are allowable in wheglchair bay area;
iv)  wheelcliaix bay area shall display a white whetlchaii-logo within the flooi
covering with blue background. (or alternatives agreed with fhe

Au Hlortty)

have suitable heating and. ventilation systems installed with a miinimum of 4 no:
opening windows.

have noreslip floors,

be fitted with driver P.A; system.

The Authority rekaing the- nght to fit-automatic velicle location. equipment and/or electranic
siext stop dtsplays and/or next sl:op anhouncenents, éqbipment on board any ‘vehicle
Operating the Services-dba fulure pointin time,

The, Authority refains the right to require the Operdtor to provide vehicle Tivery to the
Authority’ & design.

The Aulhority refding the right to change the livery of any vekicle opérating the Services at
any point duzing the Contract,
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Advertising Rights

All costs .rel'aling:to: the fitting and maintenance of advertisements shall Le borne by: the

Operator:

The-Opetator’s right to'advertise is subject to any medification the Authority.may fequire to
meet the Authority's requirements for the display of any service.or other information.

Advertisemerifs will not be-acceptable if in the opinion of the. Aut]itn‘it_y-émd_/"mf sucli ‘other

person Fhat the Authority may-from lime to time specify they:
do notcomply with the law orincite anyone to break the Taw;

conflict with the Advertising Standards Authority for Treland; Code of Standards for
Adverlising and Markeling Conimaunications in Ireland;

are Tikely o cayse widespread or serions offence fo members of .tiic“_pr:b‘hfq_ on atcount:
of the mature of the prodiict or service being advertised, the wording,. or design’ of the
advertisement, or inference contained. ine the-advertisément; or aré open to the possibility:

ofits defacement;

‘depict men, woindn. or ‘childien in a sexual maimer or displays nude or semprude’

Figures in an oveitly sexudl context;

depict directand i_:'m_med'iﬁte-.viblél.lce;to anyoneshown in the poster or lo anyone 'l_qok-ing at
the poster;

adveitise films which have not been granted permission for public exhibition or which do
1ibt sliow the cextificate;

Aare of &' political natuce calling for the suppoit.of a particulat viewpoint, policy oi-aclion of
attacking a member-or policiés of any legislative, céritrat dr focal government aathority.
{Provided that adveitisements are acceptable. which simply annourtce the time, date and

place of social aclivities or of meetipgs together with the hames of the speakers and the,

subjects to be discussed)
contain ﬂiu_s_t'ratig‘n_s wh:ich_ depict or might reasonably be assurried to tiepict.qtiotaﬁb'ns
from or feferences to a living person unless the written tonsent of that person is obtained

anid is produced fo the Authotity;

afe infended to -of ‘do undermine or fmpugn any otler operator providing services
undet contrack to or by agreerent with fhie Authority; and/or

wight adversely affoct in aiy way the fuerest of the Authority or.are id any way
considered inappropriate or do not comply with any advertising policy of the ‘Atithority
from time to time (which:ghall not beunreasonably imposed).:

depict ot fefer to indécency or-obscenity :of use’ obscene of distasteful language;

telate to lap-dancitig, “gentlemen’s clubs”, escort ageneles ormassage. pariours;

‘condopne of provoke an H-social Behavior
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«contain-imiages.or messages which relate to matters-of public coritroversy-afid sensitivity;

use handwrifing or illustrations: that would suggest the advertisement has been damaged,
tefaced, fly posfed or subject to. graffif, after it has been posted

Tni the éage of cigital media, thé advertisement must not pose a health aid safety 1isks a
result of fickering or other visnal tmagery.

If-iri the opinjon of the Authority any adyértisement is not acceptable, by reason of ary

xeason set out in Schedule 9, paragraph 3;.such-advertisement shall-on thé written request of

the Authority bie removed inumedia tely at the cost of the Operator;

The Operatdr shall remove or obscuse any external comrercial advertising; that. has. beeri
damaged (including graffiti 'and vandalism) as soon'as practicable, and‘shall repair, at its own
cost sach damage fo the external commercial advertising in two Business Days of the damage
oceurting go that the appeardnce and standaid of the: Vel_ucle( yismaintained,

Where any dammage (including graffiti and vandalism) is aused to the internal commercial
advertising, the @perafor shall rethove. or gbscrire the, mtemal gonumereial advertlsmg as
soon as practicable: Thecost of such repair shiall be paid for by the Operator.

Thé Operator shall indeimnify and Ineep mdemmﬁed the Authorﬂy ‘against all cldims,
demands, proceedings, costs, charges and/or expenses arising out of the display of

advertisemants.on vehicles used on the Sexwvices.
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Schedule 10
Pita Trotection

The following data processing inshuctions should be adhered to at all times:in respect of any
personal datathiat the Supplier processes on behalf of the Authority:

The Supplier shall ensure thiat data is hosted éither within FEA; orin a country deerved by
the Européan Commission. ta provide an ndequate Tevel of plotechon for personial data, or'in
the. United ‘States by an- organisation fhat is. certified under the BUUS I’nvacy Sl‘ueld
Framework.

The S’u’pplier"s_haﬂ not copy produckon data to a test or dévelbpmeﬁt server without the
approval.of the Au thority's Data Lrotection Olficer-and the Aulliority’s security otficse.,

Thé Supplietshall not export data from the Authdrity's siteor o fiy of its data contrés without-
the permissioriof the Authorily’s Dala Protection Officer:and Adtlibrity’s Security Officer.

(d) The Suppliers shall- implement A.ut:hbrity'fs, data fefention .po'!i'c'i_es, or-alternativély agree an

)

(&)

{h)

(i)

0

appropriafé policy with the Authority for the data being processed.

{e} The Suppller shall adopt appropiiate:and agrced data protection procedures if copying data:

fo a test server for:maintenance / faultfinding purposes, Such procedures should besigned
off by the Autliofity’s Data Proteclion Officer and Authority’s security officér edch time data.
is copied.

The Supplier-shall implement appropriate-and agized qqalf_ty Assurance processes to: eosure
accuracy of petsonal data processed on behalfof tie Authority:

Where -the.gﬁ'uth'ority' advises fhat consentis the basis -thr.'p'rocessiug p'er_sdn‘él. data, the
Supplier shall implement conserit capture / recording processes.

The:Supglier shafl have a physical document managemint process-in plage and this process
muist be approved by-the Authority.
o The documentmanagement process shall ensure the synchmmsahon of physu:al and
automiatic dafa.
& The: dociment manageiment, process shall specify storage procedures for physical
documents: an‘c_l-',sca__lu‘l_éd' physical documents, '
o On request from the Althority, the Supplier shall provide 'proof «of record’ when
shreddihg. physic'al personal daiti:

The supplier shall eiisure Data Protection scri pts and recording processes used ake.compliant
with Data Protection Law:

Thie Supplier shall respond: to subject access requiests as reguested by the Authority in-line:
with the Data Protection Law tJmelmes for response.
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(k) On request of the Authority, the supplier shall partake in simulited data access requests
Jexercises in order {o test the subject access tequest procéss,

() The Supplier shall liave user training processes in place to provide <lear instructions on
personal data processing, The Supplier shall catry gur regular training on an .on-going bagis
(at least-annually).

{m) The Supplier shall ensure that appropriate secur ity heasures are in place to protect data atall
timhas; and that the level of security is appropriate. accmdmg to the sensitivity, of the data.

{n) TheSupplier shall regularly: (minimunt-antuially) demonstrate adbierénice to data protection
dnstructions / jiolicies. / lepislation. Evidence of adherenca shiall be prowded to the Authotity,
Thig ircludes comtpletion and refurn of the Author ity’s Data: Processor Questionnaire.

{0) The Supplier shall ensure that appropriate internal confidéntiality controls are in place to
protect data.

) The. Supplier. shall ‘maintain. a written record of all personal data -categories whick it
P Pp L m . ( P : BOTIC _
processes.

(q) The Supplier shall riotify the data controlle: (the Authority) of 2 personal data breach assoon
s th'ey dre-aware of the incident,

(r). The Supplier shall inform the data controller {the Authority) shioyld any of its retuests breach
Data Protection Law obhgahans or BU law.

(8) The Supplier shall.seek written conserit from’the data-conitroller:(the Authoerity) ptiof fo sub-
contracting any ‘work.

{0 In the event of sub-contracting, any work, the Supplier shall ensure that their sub-contract
adlieres to each and every one of the instructions  in th:s schedule.

{uy The S’uppl’ierEh‘all‘rﬁn‘aint‘aiﬁ records of. a]i-.procésS'ing activities and provide all necessary data
to the data confroller {0 demonshate Data Protecton Taw  compliance.

(v) The Supplier shall iniplement appropriate privacy notices for &y websites deployed on
behalf of the Authority that ase bothi ¢onsistent with Articles 12 o 14 of the Data Protection
Law, and agreed with the Authority:
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111

1,12

12

122

1 ,23

124

Sehedale 1l
Custommer Care

Aceessibility fof customers with disabilities or special needs, or with reduced mobility

The, Opemtor shali sel ouk in an accessible fox mat, inclicling on. the Operator Websile, its
Policy regaiding dccessibility. for customiers with reduced mobility or who have a-partjcular

difficulty whén using the Network, including elderly custamers, customers with disabilities
or special needs, pregnant wamen, young children and people. accompanymg them and
customers with heavy or cumbersome baggage.

The Qperator shall ensure-thatall slafl receive disability awareness training that identifies the:
needs.of customers with disabilities-or-special needs, The Operator shail provide assistance:

ahd. information to customers with disabilities or special péoids whien reduésted by such
custortiers. -The Operatot shall publlicise thie'Fact that'such assistance is.avatlable to cnstomers
who tequire'it:

Operator Customer Bervice ProvisionThe Operator-shall pravide-a Customer Setvice Centre
to Kandle oning, email, telephone and letter communieations from customers and -other
stakéholders, The Custonier Service Centie _tialeph;{in'e-li'ne's_lial_l be upen for customer contact
during-at Jeast the following hours:

s 0700 to 1500 Moniday 1o Saturday (excluditig Public Holidays);

= 0900 to'18005und aya nd Public Iolidays (excepl Chrisimas Day); and at

] -Specu’ ic thmes when required by’ the Autliotity oragreed by the Parkies to- support specmi
everls.or 11 case of serfous:service disruplions to facilitale customer needs.

The opening times for the Customer Service Centre felephane line. shall bie niade availablé ol
the Operator websile-and in émail responses:

The Operater shal{ provide sufficient customer seryice'stalf fo respond to customer queries;
comments or complants during these hours. Customer sérvice staff shall deal with customer

commumcatsons by, telephdne, eniail, on-line. comments and complaints form and

correspendence by letter.

The Customer Service Centre shall deal with-customer communicatioiis ncliding but nat
limited to the following:

@) Provision of informafion on all aspects of the Services ncluding Serviee frequencies,

travel Hme between mait stops, time of first and last'Services én a Route, {dgcation of
stops; connections o otlier focal puhllc transport services gle.;

(b) Provision. of information on fare zones, tickets, leap Cards, thrcugh ticketifig

arrangements in refation to journeys requiring the use. of Bervices ‘igluded in this

Agreement and one oy more public’ tidnsport services not mcluded in this Agiement,.

means of purchase and payment for all ticket types which-can be uised on the Services,
angd l_ocah_ml_pf ticket agents;
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1.2.6

1,27

128

1.3

1.3.1

14,1

(c) In the event of service. disruptons, advising customens of any delay to seivice; the redson

" for the delay;, the likely duration of the incident; and alternative travel opfmns if
app_l;cab]e,

{d) Ari‘ang'ihg assistance for cistomers with disabilities or special needs;

{e) - De_a'ling- with tcket refunds;

() Handling public complaints;

{g) Reésponding ta public comments;

(hy Dealitig with lost property enguiries

Customer queries, comments or complaints that specifically relate to the following sliali be

referred by Customer service staff to the Natiohal Transpott Atithérity at

info@nationallransport je:

{a) Reqitests o alter the Serviceroute-
(b) Retquests to alterstop lacations and / or requests. foradditional stop localions
(©) Regulation of fares, including fare determinations

Customer service staff shall vefer cnstomer queries, comments of camplmnts that specu‘:cally
‘ralate to-another operator’ s services to the relevant contact points included-in Armex A of this,

Scliechile 17.

The Customer Service Centre shall ensure that details of Smart Cards reported by
Cardliolders as.lost or stolen are prompily réparted (or the Cardholder is promptly refetred)
to the ITS Operate. Contractot.

The @g'ez-‘ator' shai}_r ensure that Customer -Ser'vi_,ce Centre .staff shall receive full training
relevant to their role: This: fraining shall include butnotbe limited fo:

{a) Relevant Bye-laws

{b) Disability-awareriess

() Service information: Frequeitcivs, travel ime between mair stops, tine of firstand last
Tus services, Jocation of stops, Lounecuons o otlier logal pubhc transport services, , etc.

(d) Tare zones/fare stages, tickets; Leap Cards, means of purchasc and paymeit for all ticket
types, and location of ticket agents;

() ‘Procedure for dealinig with ticket refunds

() Procedire for dealing with public complamts

{g) Procedure for dealing with lost property queries

(b} Procadure for dealing with queries on service disruptions

Customer Queries

The: Operator shall :ensure that all queries for travel inforiation related fo fhie Servicés:
received from custoiers and mefibers of fhe public regarding the Services are responded to-
ima timely manner, withoutcharge to the customer or member of the-p:.ibl_i’c‘;

Customier Comments and Complaints

The. Operatoi shall staté in all relevant material (mcludmg but not lmited -t on-board.

-SIgﬂage, the Operdtor’s website, the Operator’s social ‘media accounts ete.,) that.if a castomer
is unhappy with any aspect of the service, the customer should contact the Operator. o the

first instance and ‘thak in thé event that-an unsatlsfactory response is recéived from ghie
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147
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Operator, the customer should contact theé National Transport Aulthority at

info@nationalansportis:

The Operator ghal! ensure that all comments and complaints received from. customeis and
menbers of the public regarding the Service aré investigated and 1espondcd to, without

charge. to’ the cistomer of aiember of the public. All commenits and complaints shall be

recorded in d single ddtabase bf ‘customeér comruents -and complaints. Such records shall
include the: date-of the: entry, natire of cominent or- coniplaint, date. of occurrence and timie af
accuyrence where televant, bus route or stop where relevant, customer email or postal
address; and theé vesponse to the commertt or-complaint.

The Operator- ghall-crisure that autdinated ackunw'Ie'c"ige.men{s are sent within') Busitiess Day

of receipt of conurients. or complaints réceived by email oF via the on-ling form on the'

Oparator's website and within 3 Business Days if received by Tetter. Yollowing receipt- ofa
comment or a complaint; a ‘Comment Reference Number shallbe assigned to the comment: or
complaint and a substaniive response to complaints shall be sent withiix 5 Business Days. 1f
this i3 nof possible, a Yesponse 'dt—ﬂéi)f nétifieation shall be sént 'W-i'thiu. 5. Business hDéys__. of

yeceipt of the complaint and a respongeor further follow-up shall be:sent within 15 Business

Days of teceipt of the complaint, 'Writhén responses shall be via email where possible, or by
letter if not. All writlent Yesponsés shall include 4 cdmment referance tuniber and date of
receipt of the Cmnplmnt by the Operator in the email header, or at the top of the letter.
Comphm{s received in Diigh shall be replicd to'in Irishv.

‘The: O'jaenator shall respong to complaints.and comments relating to- the:Services forwarded’

by the. Authority or by the Attherily in the: mannet and within the limeframes set out in
paragraph 1142 and, 11.4.3 above. The timelines seferred 10" in pavagraph 1143 shall
cominence upon receipt by the Opemtnr of Ethecomplaintor comntent.from the Autharity.

£ the subject of a comment.of complaint is outside the Operator's rcs,pnnsibi'l'tiy, e Yespoise
-shall include thenaiie and address of the- 1dc_vant bady and, if appmprlate confirmation thak,
“Hhe commentor complaint has been passed -oi to the relevant body for their attention. All

such. tesponses shall be. sent within 5 Business Days of teceipt by the Operator of the
commenk or complaint,

Customers and members of the publie shall be adyised, by raeans of a tessage to. thak effect
on afl Buses, atd oni the Operator Website, that they may submil commenls or complaints o
ths Services to the Operator’s clistomer email address or Customer Service Centre telephone
number, of vigan '.‘Qn.-'].iﬁ'e'c'us_fom-er comment/coitiplaint form -avajlable on the Opérator’s
Websito.

The Operator shall ensure that procedures for dealing. with customer -comments and
complaints are communicated to all castomer-facing staff; o that.comments are dealt-with in
a consistentnianniér by all customier-facing staff,

The Operator shall pl‘(‘JVldL such reasonable support and asststance 1o the Avthor ity ds may
be requested by the, Authogity for dealing with comments and complaints froo third parties
relaking to.the Network::

The Operator shall provide the Authority with all correspondence, comiments-and queries
received fram pubhc représentatives, the Department of Transport, Tourism and Sportor any”
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15.2

15:3

16

1.61

162

1,6.3

1.64

1.7

171

other. Governmerit Department or Relevant Authority in relation to the Services, within 3
Business Days of receipt, or soonet in the case of correspondente that requires an urgent
reply oy the urgent attention of the Author:iy The Operator shall pr ovide the Authority with
a draft copy of any proposed résponse to such corresporidence, for the approval -of the
Authority, prior to issue. The Authority miay decide to issue a response’in-addition o, or

instead of; the Operator response. In this case. ﬂm'_Op_eJ,‘atm'_ will asgist the Authority in

providing material for réply ina timely mariner, on Authority request.
Customer comments and complaints database and reporting requirements

The Operator shall maintain a database of all custémer coniments and-complaiats zeceived in
any form' including vis phone, website, emails, tweets, direct messages etc, in. relation to the
Services, and shall record and store: all itbound and outbound customer communications
(inludin g opérator resporises) related to comments or complaints in the database:

The Operator shall submit to the Authority ¢ach period a report summarising the voluine,
nature and status of queries, comments and complaints in elation 1o the Services in formats
agreed with the Authority orrequired by the Authority.

The Operator shall provide on the request of the Authority any records-relating to customer
complaints. or comments it relation to.the Services. '

Lost Property

The Operator shall develop procedures for.dealing with lost property. found on the Network,
and shall communicate these procedures to all customer-facing staff: The proceduies shall
ensure. that lost property found by, or handad in ko, the Opérator's staff on the:Network is
brought to a sécure location and logged. In the event that.an item of lost property carries the
owner’s contact details, the Ope‘qur shall make reasonable efforts to.contact the owner and
inform him or'her where and whien the item of logt property can be collected.

Thie-Jost property procedares shall also-ensure thatany enguiries from customers Tegarding
lost property on the Netwouk aré fogged and that reasonable efforts are maderto mateh suzh
enquiries with items of lost propeity that'are found by, or handed in. o, the Qperator’s staff
or the ‘Networle. '

The_ ;Qpenal:or'-jSha]‘.lﬂens_ure that qusfomers, wishing to make.an enguiry about lost property,
are advised, by means of a message to that effect on the Opérator websile, to contact the
Customer Service Centie,

The Operator shall inforin customers that any lost property that s returnéd fo them ' shall be.
done so at a maximum, ¢harge to-tie customer of €2,00.
Social Media

The Operator shall resporid to ‘customéi complaints made via-any TFwitter acéount it may
maintain, providing a Jink in the tweeted response to the on-line form. for custorer
comments:and complaints on the Operator Website.
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1.7.3:

1.74

1.8

1.81

1.8.2

1.8.3

The Opérator shall ensure & responsi Is sent'to customer enquiries, commenls or complaints

made via Twitter within 30 mitutes during Customer Serv ice Centre opening timgs, and shail

endeavour to provide 4 faster résponse time Jf g query is of-an :ur_g'en't'i'lamré.

:The,'@pergitpr' shall ensure-that any customer information on the Services that it proviﬁes. on
social media; or includes on its websiteds simultancously provided to Transport for Treland
[for niclission on the' Transpott for lrefand website (or Transport for Ieland Twitter aceount)

_a_s.-regu"ired by the-z’f"gut'horily.

'Tha Operator-shiall use any Facehook account it may maintain in ielation i the Services. for

‘marketing purposes only, and should. include a nitice oiy-its Facebeok 'Qr'Twittqr‘.}_j_a_g_c that.

comimeits and complaints in refation to the Services should be inade via the on-line customer
comments and com plaints fornt onthe Opérator’s website, vid emaif or via phone.

Bus Drivers

The Opérator shall ensure that, in addition to driving the bus, bus drivérs shall provide

Informabionand assistance:to customers, Tnciading but notlimited to the follewing:

{a) 'P'r'ov'i's'ian_-of information on all aspects’ of the Route, ‘fiﬂ_{:’il_l_ﬂiﬂ"p;' fares :and general bus

Frequencies; times of First and Tast bus services, and where.on the rotle customer may
connect to-onward public ransport services;.

{b) Ad_\(i&_i.hg- custotners of the correet ticket for th‘ei_r:'_j:pu ey

{¢) Assisting disabled castomers and custoiers iv.i'l"h'spéci‘a'l needs;

{d) Assisting during disruptions fo services, fncidents or emergency-situafions,.and directing

passengers to alternative transport where-dvailable;

The 'Opéz‘gtor_slial_l ansure that bys .__c_Tr'i\_rt_-:!".s_- receive il lraining v the legislation refevantto
tl'lElf m!e

Training for bus drivers:shall iriclude bug not be lintited to:
(a) Health and Safety, including Fiist aid;-
(b)- relevant Bye-laws;

(0) ‘Setvice information: bus frequenciés;- travel ‘time between main stops, time of first and
last bus sgivices, connections to.onwatid public transportservices, ¢te.;

(d) TFarestages or zories, tickets, Leap Cards;

{e) conitict iandling;-

(f) procedurefor déaling with public complairits;

(g} procedure for dealin g with fost pr{_;np__ert'y; and

(h): procedureforteportin g-tncidents-and acciderts,.

() disability awaréness; arid use of wheelchait ramps-and lifts,
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-Annex' A '(Ibntac‘_t'p oints for other trangpott operators’ customer servicés

ne .
Dullin Bus 01 8734222 customercomment@dublinbus,ie www,dublinbus e
' ‘Bus Fireann _ 1850 836 611 | customercare@busetreann.ie WWW:buse_ire‘mi_n,ie'
IrishRail (11 8366222 ' customercare@irishrail.ie wiww,irishrdilie
Luias. {orsga0 info@hias de wirw lias e
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Schedule 12
Custoimer Information, Cainfinumication abd Public Relations:
General
The Operator shall 'dé_sjgnaté-a.“membev of staff with res_p;on_s_ibiiity for customer information,
This member of staff shall liaise with the Authority on all ‘mafters relating t6 customer

information, and shall attend inlectings witly the Authofity wheit required.

Operator Website

The Operator shall Lie_:véiq_p 2 wobsite -(_”Websi'cé”}- for the Services to the Authorily's

requirements and for thie approval of the Authority,

The Website shall contain 4k least the following content, in ‘accordanice “with any ‘design.
guidelines of requiréinenis issued by the Authority, and as agreed with-the Aathority '

(a). Servicés
' i, Linktothé Transport for Iréland websitc
i, Linkto the Journey planner as: devdopod by the Authority
i, Link lo imetable information-as developed by the Authority
iv.  Link to Jive departure information on bus dcpalhuc times as developed by the
Authority i and when AVL equipment {5 provided and installéd - by the
Authority)
v.  Service stalus feature
vi, farfhcoming timetable: changes or ¢hanges to bus stop: locations (at least 10
working days in advance-of change implementation) '
vil.  recentti i*n.eia'_h_'[e C]'.mn'ges;.pr_ ¢hanges.to bus.stop locations (for a_t'_l_éést-iﬂ' wosking
days after change'ini p;lemen tation)
viii.  Links'toan Authority map or maps-of the Dublin.city bus network, showing key
Tocafions served and interchange points for other: public transport services
ix. Litksto an Authority miap 6t niaps of biisservices that aperate From local areas
asdefined by the Aulﬁ'oli{:j '
x:  Linksto Authouty provided dewnloadable versions of ceriain maps
(b) -Fareg'and tickets
i, Daresand ticket types for-Services (inchuding Leap and multi-Operator fares and
tickels)
.  Lwklo Author ity provided Fare calculator
i, Taformation ‘on how aiid where o pu:clmse tickets, including on-line purchase
and topiup of Liap Cards, sith Iink to. Leap Caid w’t.l)srle
fv.  Link to Taxsaver tcket-website (www taxsaver.ie)

(¢} Information regatding accessibility for customers with. reduced mability or who have a
particular difficu lty when using tie Nerwoik, mc[udmg elderly tustomets, customers
with - disabilities or special needs, p1egnamb wamen, small children and eaple
accomipanying them and-customers with heavy or cumbersome baggage.

(d) The Qperamr email addiess, Custonier Service _C_eu_tl_e phone number; postal address-and

Twitter address.
(¢) Onlire custorner cominents/complaints form
(/) A full setof bye-laws pertaining to the Services
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(g} ‘Current public considtations on service changes
(R) Any other conteént that the Authority inay require from time fo time,

Where any:content in paragraph 12.:2.2 i available on the Transpork for Ireland website; the
Authority may require the Operator to fulfil the requirements by ‘providing a link to the
Trangport for Treland website,

‘The Operator shall use. iis teasonable endeavours to-ensure thaf the: Websits is available 24.
hoursa day, 7 days a'week throughout the Contract Period.

The Authority may require the Operalor to-make dlterations or additions to the Website type
‘of content, features, functionality or design, or 1tmay require the Operator to cease tb provide
a website for the Services, of provide a web URL,.or domain radiréction to the Transpott for
Ireland website.

The Authonty may fssue guidelines in relation to the type of content, features, functmnahty
and design of the Website, which may supersede some or all of the requirements set out in
12.21 to 1225 above, The ‘Operator shall ensure that the design of the Website is in
actordance with the guidelines,

Operator Apps

The Operator shall not provide, develop:or'aménd any. Apps; or dssist in‘the development of

any: thixd par ty Apps.in relation to the'Services, without the prior approval of the Authouty

Bus sfops
The:Authority is responsible for the provision of customer information at'bus.stops.

No customer information or othér netice, ‘signs of Fixtures, shiall be’ posted by of on behalf of
the Operatm at Stops, including on bus. stop poles, flags, mformation panels or shelters,
without the prior approval of the Authority,

Bises

The Qpérator shall ensure that the correet Route and destination iformation'is displayed on
all destination bodrds on thie exterfor of ‘the bus. The Qperator-shall display customer
information relating. to the Services on dlsplay parniels on board buses, including fares
inforniation, and route mfmmauon, in accordance: with the signage requiréments. of the
Authority:

Inthe’event that thié Au therity ingtalls AVL. equipment onvehicles plovxﬁmg the services; the

Operator shall ensure that the correct. mext stop, information is dlsplayed on all passenger

information chsplay units present in the ‘interior of the hus, and shall ensure audio pub'llc-
address (PA) announcements shall be inade on Loard eachi Bus, whicli sha[l include the name
of thenext Stop, in English and Irish, in advance of atrival af the Stop, in'accordance with the
requirements-of the Authiority.

Duzing an ificident, event or roadworks causing significant-delay or disruption to Services or
during the pest incident service restoration process the Operator shall ensure that PA

announicements are-made on Buses affected, advisirig customers of any delay or disruption to
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seivice, the reason for the delay or. disruption, the likely duration of the incidenty and.

_altérnalive tiavel options if applicable.

In all cases where a Service s required to divert off route due to an incidentévent or

roadwoiks, the- Operator shall ensute that PA announcements are. madeé ori Buses affected in
-advance of the diversion, and in parl leular-at the stop. prioy ko the commencement of the:

diversion, advising customers of the upcoming, diversiof, the reason for the diversion, and.
alternative travel options if applicable.

PA anniouncéments of Services Interry pt’fnns’,'cliﬂiitpti(’)zTS O d_i\'r'_c_rsions-‘_shoul_&{ apologise for
any delay or distuption caused fo customers, The Operator shiall ensure that such PA
apmotncemenls ave, repeated at vegular intervals; and that any change in- incident status is-
anhounced witheut delay:

Authority Marketing and Promotions;

The Openior shal} use the Transport for Ireland brand inall marketing and coin musications-
related fo the Seivices, iiaccordance with the Autliotity”s guidelinés issued For time to tine:

The Authiority shall specify Llie. 'pronibl:'ionai ‘material, that it wishes to be displayed by the
Operatoronieach of the Buses, the locations and display arcas on the Buses where it'wishes to.
display such.malerial’as set out:in Annex.C to this Schedule T4, or from time to. Hme by the
Aiithority, ‘and the dates during which. it wishes to display -such rmaterial, subject to the-
piovision by ‘the Authority of irgasonable advance notice to the:Operalor.

The Operator shall facilitate the Authority.in-its promotion of public transport, including bok
natTimited to;. -

'(&) aftendance 4t customer engagement ineetings at :Au_tholuit_‘y' offices at such intervals as.

agreedbetween the parties; and
{b) provision of space on Buses for promotional matérial

The Opetator shall avratige For the posting of promotional-material to the raquiresients of the
Authority-on the Busés, at the Operator’s ownicast:.

The Operator shall seek prior approval of tlie Authority foi any promation or marketing of
the Services thatitintends to undertake on its.own behal £.

Athority Communications

The .Authority’s Head of Communications and Public Affairs shall advise in advance the
Operator of-any key press and public communicationg in relation to the Services,

The Opetator shall facilifate any Authority. communications on its media chanmels,
Operator Comthunications

‘The Operator shall Liaise J__N'ith- the-Authority's Head of Communications and, Public Affairs
‘prior £ any key.press and public communications being made,
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1.82

1.8:%

Whete the Operator proposes to publish marketing; comrunications-or advertsing naterial

in telation to fares, it shall do'so subject to #he approval of the Authiority.

The Authority shall facilitate Operato; communications in. relation to the Setvices on its
media channels.
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Annex.A: Operator data provision requiréments in relation to National Journey Planmier
1. Operatot-Point of Contact

1:1 The Operator shall hominate a sditably experienced and competent officer who will. be
regporisible for liaising with ther Authority in refation o the Operatot’s data obfigations in
suppost ofithe Aathority's National Journey Planner. This officer must be suitably tnformed
and competentin all dspects of public transport data management and data formats;

1.2. The:Optrator shall-alse nomingte a deputy officer who will cover the pé tiods. when the main
officei-ds an leaye from work:

1.8 The Operator shall provide an email addiess and direct phone numibers for each officer,
inclueling mobile number..
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Anriex B: Real Time Passenger Information (RTPI) - Operdtor obligations

NOTE:

THE AUTHORITY RESERVES 1TS RIGHT TO FIT AVLE EQUIPMENT ON BOARD ANY

VEHICLE OPERATING THE SERVICES -AT ANY POINT ‘DURING THE CONTRACT. THIS
ANNEX B'IS SUSPENDED UNTIL SUCH TIME AS AVL EQUIPMENT IS' PROVIDED. AND
INSTALLED ON VEHICLES OPERATING THE- SERVICES.

1.

1.1

.2.,1'.

a)

Operator Responsibilities

The Operator shall;

ay by using thie AVL tools and features, ensure Hiat

i the RTPI datka includes information on cancellations, curtailments; diversions
and additional services;and _
fi,  the data on-unplannad Service Tnketruptions is included in relevanit real time
foeds withini 15 minutes of notification of disruption to the Control Room
b} fully support the Authority in its objective of supplying estimated atrival time data
foreach Service stopping at each Stop atleast 9% of the time;

£) fully suppert the Autherity in it objective of e11su1*ing the RTPI -data has an.accurate

clear down of information wwhen a-bus arrivés at or dejarts from arstop;

d) - identifyhow it-will miake clear i the RTPI data.feed which. buses are runaing on-
ronte but are not/in-service’s Le, those for which data should not be presented ‘to
passengers;

&) roatinely monitor the actiricy of the time estimation system as provided by the AVL
system and make necessary improvemeiits;

3} ensure that all drivers and garage staff accurately configure and sign-in ¢ the AVL
System and pther relevant vehicle or depot systems each time fhat-a Bus operates a
Service-

£) nominate a contact point to be-‘available to. l'espbnd to RTPI related queries and.

requests and public. feedback; and

) respond to critical RTPI related requests within 24 hours and to non-critical requess

or feadback within 5 {five) Business Ddys.

Data. Communications

‘The Operator is responsible for the timely up loads bf.' and downloads of data. to arid from

Buses as-required {oensuré the correct functioning of the AVL systen.

Buses shall be piricegi in appropriate locations for a suitable duralion ({typically 4 hours
minimuni) such that the up/down load dewrload, shall occur at.intervals not exceeding 24
hplus, A maximirti of 48 houts tnay be permitted 1o accominddate operational aspects but 24
hours shall be the normal practice.

~ The Operator will take all appropriate operdtional actions lo ensure the Hmely

up/downloading of AVL data from/to the bus. This can include re-locaimg buses in the.
depotand holding buses at qppl_uprlate locations in the depot..
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4.2

5.2

5.3

RTPE Systern Maintenance

The Operator shall be available for a weekly . one hour conference call with the Authori Ly, and
other stakeliolders oif operators as determined h){ the Authotity, on RTPI matters, dba time-ta

be determined _'by the Authority, which shall include discussion of relevaiit. data

requirements, data updaltes, and planned service changes.

RTPI and disruptions

The Operator is responsible for the: preparation of RTP! disruption messages where a service
inlerruption vccurs or is-expected to occur to a Service or Services operaled by the Operator
as part of this Agreeinent, and where the Services Interruption does not affect other bus

‘services operated in'the Dblin area.

In the event of planned Services Tnterruptions or planned RTP! systemr maintenance or
updates, wlhiich are likély to affect the accurate provision -of RTPI data, the Gperator shall
_p;epam an RIPI disru pt;ii}n message plan and submit the plan to the nominaled personnel in
the Authority and 8 agents(as listed in paragraph 6 of this Annex) at lcast 5 (five) Business
Days prior to the date of Hhe planned disruption.

Monitoring

'T"h_'e Author_ityWilI collale feed back an L"lu—_:'RTi?I system based on the puhlic feedback form on

the www.tiansporlforireland.ic website and independent surveys, and will send (his

information ta the operator on a regular basis. Where the Authority believes that any

deficiencies reporled are or may be within the remit of the Operator to resolve (6. g defective

on bus AVL equipment anid relaled elements:such as odomelers, open / close door conlacts
and accurate or missing data supply to Duses)  the opetator should respond to flie
Authority wilthin 7 Businc&és Days, calogoerising any issues identified, proposed remedies and
selution implementation Limeline.

The'Opel"a'tur will at all imes endeavour to miﬁ'i'mt‘su the effect of equipment failures on the
timeliness and accuracy of RTPI data for the equipment in its remit by implementing a
sullable vepairregime that can rapidly identify and correct dconimon failures. This can include
(but ts not limited to) defective on bus AVL equipment aned related elemients such -as
odometers, open / close door contacts-and  inaccurate or missing data supply to buses, The
Operator will provide reports on such [ailures and the remedial ction (aken as part of ils
Quarterly Service Quality Performance Report to the Authority. '

The Authority (aclirig reasonably) may require additional data on.any of the above al any

lime withea view {o improving the RTP service.

RTPI Contact list as al November 2016

" National Tmnsporl Aufhnrlty
RTPI rtpi@nationaltransportie 01 8798300
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Annex-C; Assets on Buses reserved for use by Authiority in'promotion of public transport’

The Operaloi to lig-notified by the Authority as required.
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