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BACKGROUND 

The Deutsche Gesellschaft für Internationale Zusammenarbeit (GIZ) GmbH, is a non-profit mak-

ing implementing agency, owned by and acting on behalf of the Government of the Federal Re-

public of Germany and supporting development cooperation projects worldwide. 

GIZ supports the Government of Iraq including the Kurdistan Region (KRI) under various pro-

grammes and projects especially in the field of Transitional Development Aid (TDA). 

GIZ in Iraq expects an estimated turnover during the contract period of about 2,160 bookings on 

national and international flights. In order to meet such requirements, GIZ Iraq requires services 

of a fully-accredited travel agency that is qualified, able and willing to render efficient and cost 

effective range of travel services as of 01.10.2018 to 31.12.2019. The contract will be reviewed 

and extended if necessary. 

 

1. PURPOSE OF ASSIGNMENT 

To provide a wide range of travel related services in the most expeditious manner consistent 

with the best interest of GIZ and using its best professional skills and judgment to obtain such 

travel related services at the lowest costs to GIZ staff and partners in an efficient manner. 

The duration of the assignment is 15 months. 

 

2. TASKS 

These ToR set the requirements for the contractor to support the successful implementation of 

travel services for the GIZ Office Iraq for the whole contract period. 

1. Provide expeditious information on most competitive travel itinerary and least fare. 

 

2. Issue and deliver tickets in a timely manner on confirmed sectors (including reserva-

tion of seats).  

 

3. Any special or seasonal offer or special discount provided by the Airline should be dis-

seminated to GIZ by the Travel Agent.  

 

4. Provide updated and regular information on country visa requirements, health, foreign 

exchange control regulations and other governmental restrictions to GIZ Office Iraq. 
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5. Reconfirmation and revalidation of airline tickets and re-issue tickets which are re-

turned as a result of changed routing or fare structures and provide printed itineraries 

showing complete information on status of reservations on all carriers. 

 

6. Notify travelers of airport check-in time, known cancellations or delayed flights or voy-

ages. Also notify travelers about e-check in facilities with different airlines. Process re-

quested changes due to cancellation of reservations, re-issue and replace lost/stolen 

ticket and process expeditiously refunds on unutilised portion of tickets. 

 

7. Provide fully automated invoices and monthly statement of account with GIZ Office 

Iraq. 

 

8. Investigation on any complaints from travelers and follow up on the recovery of lost 

baggage. 

 

9. If the Airline does not provide Hotel at the intermediate destination and for any sched-

uled unavoidable stopover, the travel agent must arrange Hotel upon request. 

 

10. Provide Ticket reconfirmation services upon request. 

 

11. The Travel Agency shall issue all flight tickets at zero service charge. In the same 

vein, the travel agent shall not claim any form of service charge and/or commission 

from GIZ for issuing any ticket, whether such tickets are domestic, regional or interna-

tional flights 

 

12. Monitoring & Evaluation of all processes. 

 

13. Provide reports on a quarterly basis. 

 

3. DELIVERABLES 

1. Ticketing requests to be sent by e-mail, concerning and respecting the following: 

(1) Reservations shall be made in Economy class, always at the lowest available 

fare. Change of date or time should be possible. 

(2) Itineraries shall be presented in English and with a price quotation including fare 

and taxes and the deadline for issuing the ticket. 

(3) Airport tax on unused flight coupons shall be refunded if possible.  

(4) Response time on reservation and ticketing services is below 2 hours.  
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2. The Travel Agency shall provide GIZ Office Iraq information on ticket costs on a 

monthly basis; breakdowns provided in alignment with the needs of GIZ Office Iraq.  

 

3. Provision of an efficient, reliable and cost effective travel service and access to airline 

reservation systems. 

 

4. Corporate check-in arrangement for GIZ-travelers if possible 

 

5. Provide a platform or guide and register all GIZ-travelers on reward or loyalty scheme 

of airlines if available i.e. Miles&More. 

 

6. Prompt investigation of complaints and reports to GIZ Office Iraq 

 

4. QUALIFICATIONS OR SPECIALIZED KNOWLEDGE/EXPERIENCE REQUIRED FOR THE 

ASSIGNMENT 

The travel agency must have provided travel related services for a minimum of five years to 

exclusive clientele, and must have capacity to provide the whole range of services requested in 

the TOR with the following qualifications: 

a. Registration in Iraq 

 

b. Bank Account in Iraq 

 

c. Accredited IATA Travel Agency duly licensed in the country. 

 

d. Maintains a good track record in serving international organisations, embassies and 

medium to large multi-national corporations. 

 

e. Have well organised, efficient and adequate facilities 

 

f. Employs at least three competent and experienced travel consultants, especially in 

ticketing and fare computations, as evidenced by their track record in their Curriculum 

Vitae. 

 

g. Full availability during the work week from Sunday to Thursday from 09:00 to 17:00 

and a response time below 2 hours. Moreover limited availability on Friday and Satur-

day with a response time within a day.  
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h. Travel Agency staff shall have a good working knowledge of English, Arabic and/or 

Kurdish 

 

i. Provide fully automated computerised direct travel terminal to facilitate online access 

to computerised airline reservations systems 

 

j. Financially capable of rendering services to GIZ Office Iraq. 

 

k. Maintains facilities of on-line booking / airline reservations and ticket printing facilities 

 

Specification of Inputs 

GIZ Office Iraq and all projects and programmes are expecting to send about 120 requests and 

90 bookings per month in average. In total over 2,160 estimated requests and 1,620 estimated 

bookings on national and international flights could be processed. 


