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RESERVATIONS 
 

All NTS reservations processes are secure and password protected. Customer’s employee 
information that includes but is not limited to credit card numbers, date of birth, social security 
numbers and passport information is contained within secure, password protected systems.  Through 
proper setup of security levels of online programs, systems, and tools, Customer’s employees are not 
able to access other employee’s information unless granted that access by Customer Site 
Administrators.   

 
All reservations information is housed in secured systems, which are controlled access and password 
protected with robust payment encryption.  Online reporting tools, online booking systems and travel 
management systems provided by NTS are enhanced with the options to set different security levels, 
contingent on the users’ status level, which is determined by the Customer’s Site Admin.  The 
security levels provide the ability to inhibit or allow access to information at the Customer Site 
Administrator’s discretion. Once the Customer Site Admin is trained on the online booking engine or 
travel management system, it is the Customer’s responsibility to maintain user’s security levels 
within the online reporting and online booking systems.  The importance of properly assigning and 
maintaining security levels cannot be stressed enough.  With the proper security level, there are no 
access points to view or obtain sensitive information such as Customer’s employee information, 
credit card numbers, date of birth, social security numbers, and passport information, unless that 
person has been granted admin or travel coordinator rights by the Customer’s Site Administrative 
staff.  

 
NTS grants access to the online booking engine and the travel management and reporting systems 
only to the Customer’s Site Admin, which ensures that the online systems are access controlled and 
security levels are maintained and verified by the Customer.  Rigorous security protocols are 
maintained and offered by all systems that NTS chooses to utilize and provide under this Contract.   
 
Reservations  

 
NTS will make reservations for both domestic and international travel as requested by Customers of 
the Contract, and in accordance with the Contract. NTS will comply with all legal/industry 
requirements for reservations systems – as requested - for air, rail, bus, ground transportation, as well 
as hotel and car reservations and reservations for group travelers as requested by the CPA or 
Customers.   
 
NTS will make travel reservations in accordance with Texas Law, and follow the policies and rules 
set forth by the CPA and by the State.  NTS will comply with any booking and ticketing procedures 
required to obtain the State of Texas contract rates for air carriers, rental car firms, and hotels at no 
additional cost.  In the event that more cost effective rates are found, those rates will be offered to 
Customer, and will be booked at Customer discretion and direction.  NTS will ensure that each travel 
arrangement is the most cost-effective considering all relevant circumstances.  
 
As one of the current contract travel agencies for the State of Texas, NTS understands the  
importance of providing timely, accurate fare quotes that provide the best available pricing, while 
also providing best in class customer service. All Customer policies will continue to be melded into 
all customer profiles, scripts, and QC software programs, and will continue to be the focus of training 
and refresher courses.   
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In order to achieve the quality control levels that we require for our Customers, NTS currently 
utilizes, and will continue to utilize, front office and mid-office automated tools by travel technology 
leaders such as TRX in order to achieve the following: 
• reservations editing for customized routines for specific scenarios in order to comply with 

Customer booking policies 
• trip improvement modules that utilize low fare searches, seat searches and waitlist clearance  
• pre-trip reporting 
• ticketing processes designed to comply with Customer policies 
• automated handling of airline schedule changes and communication to traveler and/or travel 

coordinator  
• unused e-ticket tracking 
• automated cancellation of reservations that have not been approved. 
 
NTS currently utilizes, and will continue to utilize, a combination of agent verification of policies 
and procedures, customizable scripts, and front and mid-office tools and back office processes that 
also key off of Customer preferences. Our front office tool also utilizes a configurable quality control 
and PNR finishing rules engine.  NTS is able to apply and customize hundreds of routines to ensure 
optimal PNR quality and viability. This TRX automated system uses a consolidated database that 
functions across both GDSs used for efficient rules creation and reporting. The tool uses Oracle 
databases for data storage and security. This process is able to read and write to any external database 
during PNR processing or post PNR processing and uses an XML PNR export functionality to push 
data out of the system.  
 
Through a combination of adherence to profile preferences as well as automated processes, e-tickets 
and ticketless transactions are immediately submitted to the traveler and/or travel coordinator, in 
compliance with Customer policy.  Automated processes move reservations into queues, depending 
on their status (such as waiting for approval) to ensure that reservations are either ticketed within 
allowable parameters or cancelled.  Once a reservation is approved, ticketing is completed via a 
combination of automated systems and manual agent processing, depending on the method of 
booking, and travel policy dictates.  E-ticket tracking processes and reports ensure that maximum 
value will be gained from the travel spend.  

 
Air Travel -  
1.   NTS will offer the lowest available airfare applicable to the Customer’s requirements. In 

determining the lowest available airfare, NTS will evaluate available contract city-pair airfares 
(both Y and capacity controlled class) and all other airfares available to the general public.   

 
Travel procurement is increasingly recognized as a strategic sourcing decision.  NTS understands 
the importance of that reality, and will continue to utilize multiple distribution systems to 
comparison shop content and pricing in order to offer the lowest available airfare applicable to 
the Customer’s requirements. By accessing multiple GDS systems, NTS is able to take advantage 
of the strengths of each system, thereby delivering ultimate, tangible savings by finding the best 
value for each trip as well as ensuring maximum efficiency. One of the GDS systems that NTS 
utilizes is Sabre.  Sabre provides leading Low Fare Shopping programs, and is a leader in 
providing travel services to governments around the world, with 80% of US government civilian 
and military market share.  Sabre is also utilized by 90 of the Business Travel News Top 100 
travel programs.  Sabre delivers the benefits of high carrier participation levels: 96% of total 
Sabre air bookings are AdvanceConnect participants, enabling comparison of rates and 
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availability directly from carriers’ in-house systems, and instant confirmation of inventory at the 
time of sale.  And, by utilizing GDS tools such as Automated Exchanges, both the option of 
issuing a new ticket and exchanging a ticket are displayed, so that the most economical option 
can be chosen.  During exchanges, tickets are automatically rebooked into other classes to secure 
the lowest price (when applicable to Customer needs and instruction).  

  
In addition to the programs found within the GDS systems, NTS also utilizes TRX products that 

provide automated Trip Improvement processes that also search for lower fares.  If a lower fare is 
found during the booking process, an automated warning will alert the agent or the online 
booking engine user that a lower fare is available, and prompts for a response.  By utilizing all of 
the tools available, NTS helps to ensure that the Customers of this contract receive the best 
available pricing during the reservations process.  

 
2. NTS will use Optimal Shopping as well as other tools to alert as to alternate routings and times.  

NTS will use wait-listing reservations in order to capture lower fares offered by airlines, where 
applicable. Even though fewer airlines are offering wait-list reservations, wait-listing is actively 
used on lower fares when applicable. 

 
By utilizing applications such as Optimal Shopping, flight schedules are integrated with ATPCO-
filed public and private fares to find up to 150 itinerary options for each request.  It searches 
thousands of fare and schedule combinations to locate the lowest priced solutions available for 
Customer’s individual needs.  Automated alerts inform NTS agents of pricing and itinerary 
options that are available to achieve fare savings.  Automated wait listing tools are used to ensure 
that no opportunities are missed to achieve savings. 

 
3. NTS will monitor fares on a daily basis, and in the event that lower airfares become available 

through waitlist clearance prior to departure, will confirm reservations at such lower fares and 
reissue tickets.  

 
Optimal Shopping (as well as other fare shopping programs) prices booked and un-booked 
itineraries and offers multiple search modifiers to customize fare and flight searches based on 
Customer’s travel needs and priorities.  NTS will utilize the Optimal Shopping tool as well as 
other fare shopping and automated wait listing tools to monitor for lower fares up until the point 
of travel, and will confirm reservations at such lower fares and reissue tickets, thus ensuring the 
traveler of the lowest possible fare at the time of travel, within travel policy.   

 
4.   NTS will refund the difference in cost in the event that the lowest available fare with all 

comparable features and class of service, including available seats, was not booked.  Ticket will 
reflect lowest available applicable fare at ticketing. This comparison must be done on the same 
date as ticketing occurs.   
 

5.  NTS will arrange seating assignments at the request of the Customer, based on available seat 
inventory provided by the Airline. NTS will not be held responsible for changes made by airlines 
or other carriers that out of the control of NTS.   
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Trip Improvement tools such as the TRX Seat Search automated process alerts agents and users 
of the online booking engine of seat availability and options during the booking process, thereby 
maximizing seat search results. 

 
6.  NTS travel agents are familiar with the Fly America Act, and will advise and encourage 

Customer compliance during applicable situations. 
 

Car Rentals -  
1. NTS will utilize state contract rental car companies and contract rates when procuring rental car 

reservations upon Customer request.   
 

2. If the state rental car contract rates are not available or if lower rates are available, NTS will use 
automated methods to seek best value for the Customer. The Customer will be advised of all 
differences in the provisions and costs, including charges for loss/damage insurance, liability 
insurance, mileage, drop-off fees, or any other fees and policies.  

 
Hotel Reservations -  
1. NTS will utilize the state contract lodging establishments and rates in order to provide expected 

cost savings and efficiencies, and to support the ongoing efforts of the CPA to provide value to 
participants of this Contract.  
 

2.  If state contract lodging establishments or rates are not available, or if other lower rates are 
available, NTS agents will find best available value for the Customer, and will advise of all 
differences in cancellation policies, early check-out fees, late arrivals and any other type of fees 
or policies.   

 
As an American Express Travel Representative Office, NTS has access to the American Express 
Altour Hotel Collection, which offers exceptional service, enhanced amenities, and pricing.  
Participating properties offer a variety of value-added amenities that include some or all of the 
following: 

  
• Room upgrades, subject to availability 
• Breakfast 
• Early and/or Late check out 
• VIP guest status 
• Daily Newspaper 
• Up to 15% off the Best Available Rate. 

 
NTS also accesses discount hotel rates provided through the Global Hotel Program of Agent24 
(our after-hours service provider).  Select hotels within the Global Hotel Program set aside rooms 
for use for agencies within this program, enabling our agents to book rooms in hotels that appear 
to be “sold out” to other agencies as well as the general public.  

 
Other Reservations -  
NTS will book rail, bus, and ground transportation, and well as any other travel services as requested 
by the Customer, using automated methods to seek out the best value for the Customer.  Customer 
will be advised of all rules and provisions of utilizing such rates and services.   
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As some forms of ground transportation do not participate within automated systems, it is vitally 
important that the Customer relies on a travel company that has reliable contacts with ground 
transportation providers.  The NTS Sports Travel and the NTS Schools divisions have established a 
network of bus and ground transportation providers across the country that provide excellent pricing 
and service. Those contacts will be utilized for Customers serviced through this contract to provide 
cost savings and services not available to the general public.   
 
Group Travel -  
NTS will assist Customers and/or the CPA in negotiating with travel vendors for any group fares and 
rates including, but not limited to, athletic, study abroad, and team travel. This includes securing sub-
blocks at host hotels for certain heavily attended medical, athletic, and professional conferences each 
year.  NTS will maintain sub-block by booking, tracking, and releasing unused rooms prior to release 
dates.  NTS will book reservations at lowest cost for Customers or the CPA.  
 
The NTS Group Air Travel Team processed over 8000 contracted group air domestic and 
international tickets in the past year for sports travel teams, missionary groups, public sector 
travelers, as well as recreational travelers. NTS holds Preferred Status with each of the major US air 
carriers as well as numerous international carriers, which affords our Customers enhanced benefits 
(such as waivers of group deposits, and date flexibility pertaining to final name lists). Our established 
relationships with the air carriers allows our Group Air Travel team to work closely with the Group 
Air Departments of those airlines, which enhances the efficiency of the booking process, and allows 
for special handling and perks that the Customer might not otherwise receive.  
 
NTS has the proven ability to efficiently and economically manage large numbers of room blocks on 
an annual basis.  
 
Through the NTS Sports Travel Division, NTS manages on average over 300 hotel room blocks 
per year, representing almost 50,000 room nights and over $7M in hotel spend annually. Using 
our proprietary database management system GEMS (Global Event Management Solutions), web 
booking forms interface with the database and auto-populate hotel requests while also managing 
room block inventory, which allows constant monitoring and management of hotel room blocks in 
order to avoid attrition, and to maximize the total number of room nights ultimately utilized.  
 
NTS has the proven ability to handle a large volume of bookings.  In one example in April of 2014, 
2000 blocked rooms for a single event sold out in less than 10 minutes. Once sold out status was 
reached, our GEMS system promptly notified additional interested parties of the sold out status, and 
provided information regarding wait-listed hotels. Parties that accept wait-listed overflow hotels are 
then managed back into the room blocks when reservations in room blocks are canceled prior to the 
event, thereby maximizing room block occupancy levels.  Any requests for hotel room blocks by 
Customers of this contract will be handled by our experienced hotel block management staff.   

 
NTS highly encourages Customers of this contract to utilize our experience and connections 
with the major hotel chains that enable us to block rooms at preferred rates, as well as 
contracting for rebates (calculated on fulfilled, eligible room nights) to be remitted back to the 
Customer group, which further enhances the travel spend equation.  

 
In conjunction with the services listed above, NTS will book reservations at lowest cost for 
Customers and/or the CPA.   
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Penalties, Restrictions and Requirements -  
NTS will clearly communicate and document all information regarding penalties, restrictions, 
advance purchase requirements, late arrival guarantees, and cancellations for all reservations at the 
time of reservation and issuance of ticket and reservation confirmation.  Any penalties resulting in 
errors or omissions on the part of NTS regarding the reservation and ticketing process will be the 
responsibility of NTS to pay, and NTS agrees to pay in a timely manner.  NTS will utilize all 
booking procedures necessary (including direct long distance telecommunications) to complete the 
reservation or to obtain available discounts at no additional cost to the Customer or the CPA.  
 
Passenger Name Records -  
NTS will document the PNRs with all pertinent information related to the transaction, reflecting the 
type of reservations booked.  NTS will document refusals of lowest available fare and exception 
conditions for non-utilization of CPA contracts. These policy exception notations will utilize codes 
established by the CPA which are currently found in 34 TAC 20.303.  
 
Documentation will be provided to the Customer and the CPA (if requested) on the itinerary for each 
ticket issued, as well as retained for reporting purposes should the Customer and/or CPA request it.   
 
NTS uses the automated reservations management system Correx (powered by TRX) which ensures 
optimal PNR quality and viability in order to boost customer satisfaction, streamline processing, and 
reduce instances of missed ticketing.   

  
Accounting Information -  
NTS will obtain, enter into the PNR, and retain accounting or approval codes provided by the 
Customer when required.  This information will be entered into the PNR in a manner that will allow 
for display on the itinerary/invoice or other documentation as required by Customer, as well as 
captured in appropriate fields in order to be provided in reportable form.  
 
NTS uses automated quality assurance programs powered by TRX to compare client profile 
requirements against the active reservations record to ensure that the required accounting and 
approval codes are obtained and documented at point of booking.  The automated quality control 
routines are programmed to ensure client requirements are met regarding obtaining an approval code 
when using a specific payment card.  The program than verifies that the captured approval code is 
presented in the correct format (specific number of digits, and style of format (alpha or 
alphanumeric)) in order to verify and achieve optimal results with regards to Customer requirements.  
Any reservations that do not contain the necessary credit card/approval and/or accounting codes 
combinations and requirements are paused during the reservations process, and the agent is notified 
of the missing or incorrect approval code documentation.  Once the proper documentation is 
obtained, the quality assurance routine resumes, and the reservation process proceeds.  

 
1. Customer Profiles -  

NTS has procedures in place to record and accommodate the Customer’s preferences in the 
form of profiles when making travel arrangements.  Profiles managed by NTS include all 
pertinent information regarding travel policies set forth by the CPA and/or the Customer. 
NTS profiles contain encrypted payment information of any payment type requested, 
including CBA or individual state-issued or personal credit card information.  Profiles are 
secured and maintained as confidential information and will be released only with written 
authorization of the traveler and the Customer.   
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Profiles are cross-linked with automated quality assurance programs to ensure reservations 
contain the proper payment information in conjunction with approval codes, and other 
Customer booking requirements.  Individual traveler profiles may contain encrypted payment 
information, frequent flyer program information, special travel requirements, as well as any 
other information that the traveler or travel coordinator presents to us for use in preparing and 
fulfilling reservations requests.  

 
 

2. Procedural Requirements -  
NTS will promptly accommodate an increase in usage of the Contract by participating 
Customers.  NTS will have sufficient staffing levels and technology enhancements to handle 
and accommodate individual Customer requirements and procedures to ensure all booked 
travel is authorized.  Customer shall provide all information and details to NTS as per the 
Customer’s profile needs.  

 
NTS maintains a cross-trained group of agents that move between different divisions of the 
company in order to address temporary surges in volume. Should more participants enter into 
the contract, NTS will immediately adjust staffing levels and technology needs in order to 
accommodate increased volume.  Steps will be taken to communicate with any new Contract 
participants to immediately address any procedural questions on points of contact and 
procedural requirements, and to obtain all needed profile and internal travel policy 
information so all travel needs will be met efficiently and courteously.  
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CUSTOMER SERVICE 
 

NTS provides a twenty-four (24) hour toll-free number that is available seven (7) days a week which 
will allow immediate access to a reservation agent to perform services. NTS will ensure that our 
after-hours provider (Agent24) will comply with all conditions of this RFP.   

 
All after hours and weekend/holiday calls to our published toll-free numbers auto-roll to a prompt 
informing of the availability and pricing related to Agent24.  If the Customer chooses to proceed, 
they accept the prompt, and the call rolls over to the Agent24 switch for customized handling. 
Agent24 has access to all Customer profiles and Customer policies, enabling a seamless transition 
from NTS agents to Agent24 agents.   

 
Agent24 has over four decades of experience in the provision of experienced agents for emergency 
and after-hours calls, and Agent24 has worked with NTS on servicing the State of Texas contracts for 
over 8 years. Agent24 travel agents are in three contact centers (New York, Colorado, and Shannon, 
Ireland).  Agent24 also utilizes home based agents throughout the US and Canada that operate on a 
single phone switch.  No other after hours service in the industry can offer a rollover between three 
distinct call contact centers as well as a home-based team, providing total coverage - - even in the 
event of a major emergency that would shut down a single contact center. 

 
• NTS will answer all calls within 20 seconds and provide a recorded message for those calls not 

answered within 20 seconds. The recorded message will give the Customer the choice of the two 
following options: 1) to hold; or 2) to leave a message for a call back.  If the Customer chooses to 
leave a message, a return call will be made within 30 minutes.  NTS has assigned one lead agent 
to ensure that all return calls are made within the 30 minute time frame. 

 
NTS has developed an enhanced framework of monitoring service levels and agent compliance to 
ensure that all required service levels are met.  Our VoIP system allows for any number of 
configurations so that we may standardize, streamline, and monitor the flow of calls in order to 
more efficiently and effectively distribute the fluctuating volume of calls during any given point 
in the day.  

 
• NTS will provide facsimile and electronic capabilities for receiving and sending reservation 

requests or other communication related to services provided to the Customer.  NTS will also 
accept Customer’s email request forms.   

 
As the current provider of the State of Texas travel services contract, we have collaborated with 
users of this contract in order to determine ways that we can provide solutions to communications 
roadblocks. As a result, NTS has developed – at no additional cost to Customer - specialized web 
travel forms customized to various Customers policy needs; provided –at no additional cost to 
Customer - numerous unique email distribution group addresses within our onsite email server 
that are designed to meet Customer contact preferences; and provided – at no additional cost to 
Customer – unique fax numbers that utilize fax-to-email conversions to provide for more 
efficient distribution to our travel consultants.  NTS continues to communicate with Customers in 
order to provide streamlined reservations request processes. 

 
NTS will accept all forms of Customer communication, and will transmit Customer itinerary and 
booking information in the form requested by the Customer.  
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• NTS will provide automated feedback systems to receive information from Customers regarding 

problems and experiences encountered during travel.  This information will be provided to the 
Customer’s travel coordinator and to the CPA.  

 
To enhance communication between the agency and the travelers, an online Customer Feedback 
Form will be provided that enables easy access for all travelers to transmit information regarding 
problems and experiences encountered during travel.  NTS encourages use of this form so that 
any problem that arises is addressed promptly.  Upon submission, this form will be sent via email 
to the assigned NTS account executive and the support team. A review of the issue or 
communication will take place, and timely problem resolution will be provided to the traveler. 
Determination of the root cause of the issue will take place and a corrective item action list will 
be established. Upon review, any training needs will be addressed, and the resolution will be 
acted upon and documented.  This information will be provided to the Customer’s travel 
coordinator, and to the CPA. 

 
• NTS agrees to continue to provide – at no direct or additional cost to Customers or the CPA - 

agents that are fully trained.  Agents are trained, and understand booking policy and procedures 
in accordance with Texas law and the CPA’s rules and policies established by the State.  

 
• NTS will provide to CPA upon request a copy of our procedures to continually monitor service 

quality with the goal of providing the highest level or customer service and satisfaction.   
 

NTS continues to develop enhanced and refined procedures in order to monitor and maintain 
service quality on a continual basis in order to provide the highest level of customer service and 
satisfaction.    

  
1. Phone Reports  
NTS will provide the CPA with monthly phone reports. Phone reports will be reviewed 
jointly by the CPA and NTS as needed so that any necessary staffing and/or telephone 
procedure changes can made in a timely fashion.  As measured on a monthly average basis, 
NTS commits to achieving the following standards: 
• Phones will be answered by a human voice within 20 seconds or no more than four rings 

greater than 95% of the time.  
• Average length of time on hold for incoming calls: less than 15 seconds.  
• Number of calls requiring a call-back (because an agent was not available when call was 

initiated): less than 15%  
• Call backs returned within 30 minutes: greater than 95% 

 
Since the level of call center efficiency is in direct correlation to customer satisfaction, NTS 
is partnered with ShoreTel, a leading VoIP and UC (Unified Communications) service 
provider.  Recent product enhancements and technical collaboration with ShoreTel 
representatives have enabled NTS to greatly enhance the efficiency of call center operations.  
These product enhancements, collaborative efforts, and additional training have resulted in 
increased contact center efficiency, yielding increased customer satisfaction.  NTS will 
continue to strive for increased efficiencies in the future.  Please see samples of our ShoreTel 
phone reports in Exhibit A, which is included in the last section of this document.  
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2. Other Performance Criteria.  
NTS will dedicate the necessary resources to achieve the identified service criteria regarding 
response time to itinerary inquiries via email, fax, or online services.  Specifically, NTS will 
ensure that to all inquiries that require a call back receive a return response within 30 minutes 
during Business Hours.  NTS will respond to all email or fax inquiries noting receipt of 
request within 2 Business Hours. All email or fax inquiries will receive a complete itinerary 
within 8 Business Hours. NTS will return all online help-desk calls or email requests 
pertaining to online booking assistance within 2 Business Hours. 

 
The NTS account oversight staff will monitor the service criteria listed: 
 
Phones will be answered by a human voice within 20 seconds or no more 
than four rings 

>95% 

The average length of time on hold for incoming calls <15 seconds 
Number of calls requiring a call-back (because an agent was not available 
when call was initiated) 

<15% 

Call backs returned within 30 minutes >95% 
  
Daily phone reports will be generated and entered into a compliance tracking system, with 
goals established that exceed the mandatory requirements.   
 
All inquiries that require a call back receive a return response within 30 minutes 
during Business Hours 
All email or fax inquiries receive a return response noting receipt of request within 2 
Business Hours 
All email or fax inquiries receive a complete itinerary within 8 Business Hours 
All online help-desk calls or email requests pertaining to online booking assistance 
will be returned within 2 Business Hours 

 
Since all fax numbers are converted to emails within the NTS system, this leads to enhanced 
communication with the Customer who chooses to utilize faxes.  The fax can be easily 
responded to within the UC (Unified Communications) system, and the response is converted 
to an item that can be monitored for timely responses.  
 
NTS also actively offers call center team members productivity and compliance rewards, 
which yields greater participation and adherence to the established goals.  

 
• NTS actively maintains a business continuity plan that is designed to provide for the 

recovery of normal business operations and data within twenty-four (24) hours of any 
disaster or event.  Once formulated, NTS disseminated the plan in hard copy and 
electronic form to the designated corporate recovery team, as well as to key contacts at 
companies that help support our networking, telephony, and computer systems.  

 
A condensed outline and major details of the disaster recovery portion of our 
comprehensive business continuity plan are summarized as follows: 
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• Purpose:  To prepare members of the NTS recovery team and support personnel to act 
in the event of extended outages or shortages that are caused by unforeseen events 
such as natural disasters or man-made events.  The plan pinpoints vulnerabilities and 
outlines necessary steps that are to be taken to recover from these events as soon as 
possible.   
 

• Objectives:  Document all procedures and actions needed to assist in recovery.  
Identify key parties that are to be immediately notified, and the instructions that are to 
be given to those parties. Avoid confusion by thoroughly documenting, testing, and 
reviewing recovery procedures.  Document all storage, safeguarding and retrieval 
procedures for vital records.   
 

• Battery Backups:  All critical equipment must be accompanied by a battery backup 
system that is capable of sustaining the functionality of the equipment for up to 30 
minutes. This protects critical equipment from intermittent power outages, and allows 
for proper shutdown of equipment in case of prolonged power blackouts.  
 

• Backup and Retention Policies:  Full and incremental data backups and data imaging 
are performed on a regular basis for all data deemed critical.  Automated Backups are 
stored in a cloud-based secure, geographically separate, location. Data retention 
policies are set by corporate management, and any changes to those policies are to be 
documented within this plan in the revisions section. 
 

• Redundant Equipment:   A listing of all vital computer hardware and equipment such 
as email servers, accounting server, VoIP/telephony server, and event 
planning/housing management database servers and their exact specifications are 
regularly maintained and updated.  Supply sources are to be documented, along with 
supply source guarantees as to ready availability of replacement equipment as well as 
guaranteed shipment times. Periodic reviews are held to ensure that needed 
equipment can be received on site within 24 hours of request.  Alternate locations are 
identified in case the original site has been compromised during the disaster.  

 
• Notification Procedures:  Each NTS recovery team member, support contact, and 

client contacts are to be immediately notified in the case of a pending or current 
disaster. Notification of a disaster must occur in the event of the following definitive 
criteria: any major component of the client communications system is down for 4 or 
more hours; any major component of the client online reporting or booking system is 
down for 4 or more hours; major structural damage from wind, fire, or water occurs 
to the structure that houses the corporate office and network systems; or more than 
15% of the NTS travel consultants are unable to access needed communications and 
GDS systems connections for five or more hours.   

 
• After the disaster:  Once the event has occurred, the NTS recovery team and relevant 

support contacts conduct an on-site inspection (if access is available to the structure) 
to determine the systems, records, and data that are affected.  An immediate 
determination is made to prioritize those systems, records, equipment, or data that 
directly affects operations and must be restored and retrieved or replaced quickly.  A 
determination is made of the items that can be salvaged or repaired, with all decisions 
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fully documented.  Team members and support contacts follow their assigned duties, 
and assume the duties of team members that are unable to fulfill their roles. 
Replacement equipment is ordered, data backups and image files are restored, 
systems are repaired and brought back online, and client contacts are updated as to 
the recovery progress.  Once all the priority operational systems are brought back to 
normal, all other issues are addressed, such as damage to furniture, replacement of 
accessory or peripheral equipment, and cosmetic repairs to property and equipment 
are made.    

 
• Post Disaster: Once everything is stabilized and back to normal, the corporate 

recovery team meets for a post-disaster review to discuss and document all 
improvements and necessary plan revisions. 
 

The flexibility provided by our Voice-over IP system allows us to immediately shift 
consultants into and out of “call pods” in order to handle any unanticipated events that 
may impact one of our locations. Our on-site email server allows for quick re-routing or 
forwarding of emails should a travel consultant become ill or lose connectivity, so that 
travelers email requests are quickly taken care of.   
 
In the event of a complete system-wide catastrophe, our dedicated 800 numbers are 
controlled by an off-site switch that is programmed to re-direct to our 24/7 partner until 
all systems are back on line. Our 24/7 partner also has an extensive business continuity 
plan that has been fully vetted by NTS management.   
 
In essence, NTS utilizes detailed planning, full documentation of disaster procedures, 
equipment redundancy, off site automated data and image backups, and a geographically 
diverse workforce as key elements of our plan. The contact center team assigned to this 
Contract is divided into geographic locations that are hundreds of miles apart.  If any one 
region meets with a catastrophe, the other locations are on stand-by to handle additional 
volume. 
 
Geographic separation, technological innovation, cloud based data backups and system 
redundancy ensure that the services NTS provides will be available whenever needed.  
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TRAVEL DOCUMENTATION 
 
NTS will issue all travel documents in accordance with standard industry practices and procedures 
for domestic and international travel. NTS will issue electronic tickets for all domestic and 
international air travel and hard copy (e.g. paper) tickets if they are required for travel by the 
destination country or airport.  
 
 
Invoice/Itinerary copies -  
NTS will provide Customers with invoices and itineraries in a standard format, including, at a 
minimum, the following:   

1. Customer name and number;  
2. Traveler name;  
3. Airline Carrier(s);  
4. Flight number(s);  
5. Fare Basis Code(s);  
6. Base fare, taxes, and other charges itemized separately;  
7. Form of payment;  
8. Departure and arrival times for each trip segment;  
9. Origin and destination for each trip segment;  
10. Ground transportation arrangements made by the Contractor;  
11. Any confirmation numbers supplied by travel providers;  
12. Name, phone number(s) and location(s) of lodging establishment(s) and ground 
transportation provider(s) booked by the Contractor;  
13. Code identifying the justification when the State's airline, rental car, or lodging establishment 
contracts are not used as provided in 34 TAC §20.303;  
14. Custom fields based on individual Customer requirements;  
15. The difference between a pending reservation and an issued electronic ticket; and  
16. The normal business and after-hours contact information and appropriate hours of  
operation for the Contractor to resolve issues either before, during or after travel.  
17. Itineraries shall also include any additional information necessary for Customer to  
be informed while en-route.  

 
Automated quality assurance programs powered by TRX actively run edits and scripts during both 
full service and online reservations processes.  Programs actively ensure adherence to Customer 
policy information contained in profiles; edits for air ticketing fare rule compliance; and ensures that 
all requested information is present on invoice/itinerary copies.  
 
Delivery of Documents -  

1. NTS will send travel documents to the Customers via e-mail or facsimile in the manner 
specified by the Customer at least twenty-four (24) hours prior to commencement of scheduled 
trips, or earlier if required by airline fare rules or as specifically requested by the Customer.   

 
There are many formats and delivery options available for travel documents, including delivery 
to mobile devices.  NTS uses extensive profile documentation as well as automated scripts and 
edits and automated quality assurance programs to ensure that the Customers receive the format 
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and type of travel documents that best fit within their individual entity’s system, as well as 
conforming to traveler needs. The format and manner of transmission of travel documents are 
always customized to the meet the Customer’s requests and needs.   

 
2. In the event that electronic ticketing is not available, NTS will process and deliver hard 
copy/paper travel documents to the location and/or person specified by the Customer at least 
twenty-four (24) hours prior to commencement of scheduled trips, or earlier as required by airline 
fare rules or as specifically requested by the Customer.  

 
All paper ticket deliveries, whether to local, domestic, or international locations, will be made via 
United Parcel Service (UPS) in order to provide reliable, traceable deliveries that are available 
for online tracking, enabling easy access for both Customer and NTS personnel.  
 
3. Rush delivery of travel documents will be provided upon Customer request, and when the 
Customer agrees to pay for the additional direct cost of the rush delivery.  All rush deliveries will 
be made via UPS in order to provide reliable, and track-able deliveries.  

 
4. NTS agrees to be held liable should hard copy/paper tickets (permissible only when electronic 
ticketing is not available) become lost prior to being received by the Customer.   
 
NTS remains liable until a signature release/proof of receipt is obtained.  NTS utilizes United 
Parcel Service (UPS) to ensure that hard copy tickets arrive at their destination at the time that is 
specified, and so that all parties have online access to the tracking of delivery and proof of 
delivery confirmation.   
 
5. Upon request, NTS will provide proof of delivery verifying receipt by the Customer of hard 
copy (e.g. paper) travel documents.  
 
NTS utilizes UPS to ensure that online proof of delivery and online tracking is available to both 
NTS and Customer.  

 
Prepaid Tickets – 
NTS will utilize prepaid tickets (tickets prepaid and awaiting pick up at the airline ticket counter) for 
official business travel when a short turnaround time is required and electronic, delivery, registered 
or express mail methods are not feasible.  
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ONLINE BOOKING TOOL 
 
Screenshots that demonstrate our online booking tool are included in EXHIBIT C, in the final section 
of this document. 

 
NTS currently offers, and will continue to offer the nuTravel Technology Solutions (formerly known 
as RESX) Online Booking Engine.  nuTravel delivers the corporate travel industry’s fastest, most 
flexible online travel booking solutions available today. Successfully pairing industry expertise with 
the right technology, nuTravel offers a diverse portfolio of online travel solutions that provide a 
robust and intuitive selection of travel content to users while delivering a smooth integration into 
travel management companies and corporations of any size. Since 2002, over 8,000 corporations 
have chosen nuTravel as their solutions provider; composed of varying sizes and industry expertise 
with travel budgets ranging from $50,000 to $100 million.  
 
Some of the nuTravel Online Booking Engine key components offered for purposes of this Contract 
are: 

• Concurrent Air, Hotel and Car Rental Searches 
• Rich Hotel Content with Hotel Imaging 
• Hotel Compare Functionality 
• Directions and Weather 
• Dual Sync Profiles and Dual Sync PNRs 
• Multiple passengers on the same PNR 
• Fastest search results of any competitive service (most results return in 12 seconds or less)  
• Highly customizable individual Customer portals/sites that enable the Customer to design the site 

for their specific travelers and users. 
• nuTravel is a fully automated “touchless” system, meaning that only the traveler (or person 

making the reservation for the traveler) and the travel approver are involved in the reservations 
process.  Reservations are booked, approved, and auto ticketed without travel agent assistance. 
Use of this “touchless” system provides valuable cost savings compared to full service travel 
agent assisted transactions.   

 nuTravel is designed to fully secure the Customer’s employee information, which includes, 
but is not limited to, credit card numbers, date of birth, social security numbers, and passport 
information using security hierarchies and assignment of security levels on an individual user 
level.  

 
 nuTravel is designed to interact with an inherent set of security level hierarchies and user 

permissions.  One of the Customer Site Admin’s primary responsibilities is to assign 
permissions or security levels that inhibit, or allow users varying degrees of access to profiles 
and stored records and information. NTS will fully train the Customer’s Site Administrator 
and ensure that only when the Acknowledgement and Agreement certification form required 
by the CPA is fully executed and distributed to the appropriate parties will the Customer’s 
portal be released from training mode to full booking capabilities for the Customer Site 
Admin’s use.  After the training and certification process, the Customer Site Admin will be 
fully cognizant of the importance of assigning security levels and access that are congruent 
with the status and role of each individual user that applies for access to the system. At any 
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point in the process, the Customer Site Admin may ask NTS online booking support staff 
additional questions in order to ensure that proper security protocols are followed.    
 
NTS will direct all requests for individual user access and training to the appropriate 
Customer Site Administrator, and will never provide setup information for anyone but 
authorized Customer Site Administrators. Proper use of the security protocols by the 
Customers Site Admin will ensure that access to all sensitive information is properly 
controlled and managed.  NTS will direct all requests for password resets and other access 
related issues back to the Customer Site Admin in order to ensure integrity of authorized user 
lists maintained by the Customer. NTS will urge usage of strong passwords and user log-ins 
when training Customer Site Admins on proper usage of their system.  

 
Online Booking Tool 
 
NTS will provide an automated online reservation-booking tool with the following features:  
 
1. The nuTravel Online Booking Engine (referred to hereafter as nuTravel) searches all fares 

available through any single or combination of Global Distribution Systems (GDSs).  Based on 
administrator settings, the tool can search all fares, only the lowest fares, only the preferred 
vendors or contracts, or any combination of the above. 
 

2. nuTravel supports an unlimited number of contracted airline fares, contracts, negotiated rates, 
and preferred suppliers, indicated as such with State of Texas specific icons. 
 

3. nuTravel supports one-way, round trip, multi-segments, and custom built trips, including the 
ability to combine a restricted economy fare with a refundable fare. 
  

4. nuTravel supports car and hotel room bookings, both as a part of a complete booking with air or 
as separate bookings. 
 

5. nuTravel has the capability to display an unlimited number of contracted car and hotel rates, 
contracts, negotiated rates, and preferred suppliers, indicated as such with State of Texas selected 
icons.  
 

6. nuTravel Online Booking Engine supports detailed traveler profiles with any number of custom 
fields.  

The Customer’s authorized System Site Administrator has complete control and responsibility to 
manage traveler profiles, including the addition of new travelers, and the deletion of former 
travelers by editing specific fields or traveler access to those fields.  All fields can be set to Edit, 
View, or Hide, based on each travelers security privileges as assigned by the Customer Site 
Admin.  Available functions allow individual users to update their own individual fields for items 
such as addresses, personal credit cards, and traveler preferences. They may also view items that 
are allowed for their security level, but do not require personal edits.  Customer Site Admins may 
also hide items that are set Customer wide, but the traveler does not need to see or have rights to 
access, such as an Air Ghost Card.   
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7. nuTravel Online Booking Engine offers a “copy trip” function that allows a traveler or travel 
planner to quickly and easily create the same or similar reservation for multiple travelers 
(dependent upon security access level) with a minimal number of clicks.  
 

8. nuTravel Online Booking Engine supports a detailed authorization process to prevent 
unauthorized travel, as specified by each Customer’s assigned online booking engine Site Admin.  
nuTravel can also be set to display only policy compliant choices, eliminating the possibility of 
out of policy bookings.  The authorization process can be set to require approval for only those 
trips over a specific dollar threshold, or allow the traveler to indicate a reason for the out of 
policy booking, either through a predetermined list of codes, or an open text box.  The process 
can also be set to require approval anytime the Customer CBA card is to be used to fulfill the 
reservation.  All authorization settings are to be determined and controlled by each Customer’s 
Online Booking Tool Site Admin. 
 

9. nuTravel supports detailed traveler profiles that contain any number of custom fields, including 
approval numbers, cost center numbers, accounting codes, etc that may be determined by the 
Customer of the CPA to track data. During the reservations process, that information is auto-
moved into the reservation, supplying comprehensive information upon finishing of the 
reservation.  Automated scripts and edits are also utilized to ensure that the proper information is 
fed into the finalized reservation.  
 

10. nuTravel provides 24X7 online user support, help links on every page of the booking tool, and a 
printable Quick Guide to provide step-by-step booking instructions. NTS will also utilize our 
internal Video Services Division to produce one step-by-step video (at no additional cost to 
Customer) instructing users system-wide how to use various common features of the online 
booking engine.  A link to the training video will be placed on our State of Texas traveler 
webpage for easy access. 
 

11. nuTravel Technology Solutions Online Booking Engine provides a secure website platform that is 
password protected, and contains a ticket and payment authorization system.  Each Customer 
entity that chooses to utilize the Online Booking Engine assigns an authorized Customer Site 
Admin.  The Customer is then set up with a unique portal that is customized to that Customer 
through a collaborative setup process between the Customer Site Admin, NTS Online Booking 
Engine support staff, and nuTravel new client support staff.  Each Customer entity participating 
in this contract may have a unique, highly customized portal.  Customer Site Admins or portals 
may be assigned within each State agency or even a smaller Customer sub-set – dependent on 
Customer needs.  Each portal can be programmed with approval authorizations and policies that 
are unique to that Customer entity, thus ensuring that each Customers site is compliant with all 
internal approval policies.  Once the reservations process begins, automated quality assurance 
programs monitor the reservation for approval criteria, and queues the record automatically to the 
approver for that Customer entity travel.  Once the approver accepts or declines the booking, 
automated processes either queue the record for ticketing, or places the record on a “hold” queue, 
awaiting further action.   

The nuTravel Technology Solutions Online Booking Engine is built on a secure platform, 
requires an SSL login with a unique user name and password, and is completely PCI compliant 
for ticketing and payment information transfers.  
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12. nuTravel will be available twenty-four (24) hours per day for reservation and ticketing, with 
limited down time for scheduled maintenance and upgrades, as described in the service level 
agreement.  Auto-ticketing within in the nuTravel Online Booking Engine enables the Customer 
to streamline the reservations process, avoid missed ticketing deadlines, and eliminates the 
possibility of fare increases that can often occur during the lag time between online reservation 
and ticketing in other commercially available online booking engines.  Auto-ticketing is 
compliant with, and follows approval procedures set forth by the Customer’s Site Admin. 
 

13. NTS will provide training at no cost for Customer’s Site Administrators as to the administration 
of their Online Booking system, specifically as to the functionality of the different access 
permissions. Additionally, NTS will provide support to Customer Admins throughout the term of 
this contract for purposes of troubleshooting any issues arising during the administration of the 
Online Booking system; Customer Site Admin will vet, allow access, and train individual users 
within his/her Customer group.  

 
14. Customer’s Site Administrator shall sign an Acknowledgment and Agreement form certifying 

that i) they have received training about how to administer the access permissions and ii) they 
agree to configure the system according to the purposes intended by the Customer, including but 
not limited to a certification that they agree to exercise exclusive responsibility for correctly 
setting-up traveler’s profiles desired by the agency. Customer’s Chief Information Security 
Officer shall co-sign this form. Customer will maintain the forms and will provide NTS with 
updates if, as and when Site Administrators are changed. NTS agrees to submit copies of all 
documents to the State Travel Management Office within 3 business days after they have been 
signed by all parties.  

NTS will assist in providing any additional information that the Customer or Chief Information 
Security Officer may request in order to fulfill this requirement.  

 
If Customer(s) implements a different travel management system in the future to complement the 
Contractor’s services, NTS agrees to assist in all aspects of support and administration of any online 
travel management tool selected by the Customer(s).   

NTS has submitted our nuTravel Online Booking Engine pricing on the pricing gridsheet.  Some 
clarifications to that pricing are as follows:  The stated Online Fee applies to “touchless” 
reservations, where the entire reservation is booked, approved, and ticketed with no agent 
intervention or assistance.  If agent assistance is needed or requested, the online booking is 
immediately converted to a full service booking, with accompanying full service fees.  

Examples of online bookings that would be converted to full service bookings include any of the 
following (list is not inclusive):   

• Request of an agent for an addition of a hotel, car, or air reservation to the current booking 
• Assistance requested for seat requests 
• Assistance requested for itinerary review 
• Questions concerning authorizations 
• Assistance requested with frequent flier programs 
• Any questions regarding the online reservations booking 
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ONLINE RECONCILIATION TOOL  

 
Screenshots are included in Exhibit D (included in the final section of this document).  
 
NTS currently offers, and will continue to provide at no cost, an online data retrieval tool allowing 
on-demand access to itineraries and e-ticket receipts for current and past travel for the life of the 
contract term.  This online data retrieval tool is part of the Grasp Desktop Reporting suite of 
reports/offerings.  

  
Grasp Desktop Reporting is a valuable tool that allows travelers to reprint invoices/itineraries and e-
ticket receipts for current travel as well as after the date of travel. 

 Accessible 24/7/365 
 Stores a minimum of 30 months rolling data 
 Can have custom invoice formats 
 Allows for multiple options in displaying data 
 Allows Customers to have on-demand online access for efficient retrieval 
 

If utilized, this on-demand access to itineraries and e-ticket receipts online can save the Customer’s 
travel coordinators and travelers’ invaluable time.  

  
NTS currently offers, and will continue to offer the Grasp Desktop Reporting online tool for tracking 
of used/unused tickets, and to reconcile completed trips. Grasp Desktop Reporting offers robust 
functionality for travel processing and reconciliation in an easy to use system that allows the 
Customer to focus on spend analysis and management, supplier and vendor management, activity 
management, reconciliation analysis, policy and risk management reporting tools, as well as carbon 
reporting.  Trip information is available for reporting as well as for export to enable use in third party 
programs such as expense reporting.  Grasp Desktop Reporting offers over 100 standard reports and 
a virtually unlimited number of user defined reports upon demand or on a scheduled/batched 
broadcast basis.   

 
Key Features of the Grasp Desktop Reporting include: 

 
• Automated Data Synchronization Functions 

 Synchronizes all data with no user intervention for one or more data sources such as back 
office accounting information from NTS, unused e-ticket data, and encrypted credit card 
data. 

• Executive Dashboard Reporting  
A revolutionary approach to management reporting in the travel industry. This feature 
allows each user to create a custom dashboard unique to their specific needs which 
includes snapshot reports, graphs and charts related to travel spending and usage. This 
also includes access to frequently run reports, allows quick searchability for transactions 
and provides for ad-hoc queries and warnings related to user-defined rules. 

• Report Scheduling and Delivery  
All reports can be scheduled for recurring delivery individually or in batches via email or 
to report history. Customers can batch, schedule and distribute reports themselves at will.  

• Data Access  
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Reports are produced in PDF, Excel, HTML, XML or Word format. Grasp Data Café 
allows Customers to search for and return details of any transaction in the data warehouse 
and reprint invoice copies.  

 
If requested, NTS will provide training on the use and functionality of the online reconciliation 
tool at Customer locations at no additional charge to the Customer or the CPA during the life of 
the contract term.   
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OTHER REQUIRED SERVICES  
 
1.  NTS will provide assistance to Customers with visa and passport processing, as requested.  

 
NTS has extensive experience in processing passports and visas, with over one thousand visas 
and passports arranged for in the past year.  NTS will extend that knowledge, experience, and 
contacts in the visa processing industry to Customers that utilize this contract.  
 
If Customer wishes for NTS to provide full visa and passport processing services, the price of 
visa and passport processing varies with the specific need, timeline involved, and destination of 
international travel. A brief description of our services includes the following: NTS will explain 
the visa requirements that pertain to the traveler’s specific destination(s), assist in filling out 
mandatory documentation, ensure that all required verification papers are properly submitted 
with the processing forms, and ensure that the Customers’ correct funding is forwarded to the 
visa company within the timeframe required. Prices for these services will be agreed upon before 
service is provided.   
 
If Customer wishes NTS to only provide contact information and provide referrals to our valued, 
vetted, visa processing contacts, NTS will provide assistance and basic information, and will do 
so at no cost.  

 
2.  NTS will provide assistance to Customers to locate and recover lost and stolen baggage. 

 
3.  NTS will provide dedicated agents, on site access to a GDS and/or personnel for a particular 

Customer if the transaction volume is sufficient.   
 

The required volume levels to provide these services and access levels would be a minimum of 
three hundred fifty (350) full service transaction fees per month.  Volume levels would be 
reviewed quarterly to ensure that the necessary volume is maintained to qualify for this offering.  
If volume levels fall below the specified levels during a given quarter, notification will be given 
to the Customer and NTS will negotiate to try to find an alternative solution.   
 
Since NTS is the current contracted travel agency, as a customer courtesy to current contract 
participants, any Customers that currently enjoy access to an NTS supplied GDS system at their 
site would be “grandfathered” in on the submission date of this Proposal so that they may 
continue that access through the term of the new contract whether they meet volume thresholds 
or not.  

 
4.  NTS will provide a dedicated Airline Reporting Corporation (ARC) number(s) for all Customers.   

 
As the current travel agency services contracted vendor, NTS currently houses all State of Texas 
Customers’ information within three separate ARC numbers – one each for two separate state 
agencies (request granted per specific volume levels) and the third which contains all remaining 
State Customers.  We agree to continue this specific arrangement as long as the Customers find it 
useful.  At minimum, NTS will provide one dedicated ARC number for all Customers.  
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5.  NTS will process all credits and/or refunds to Customers for travel services not utilized within 
twenty-four (24) hours of the cancellation or change from Customer.   

 
NTS will take responsibility for these changes provided that the cancellation and/or change is 
made with an NTS agent rather than directly with the travel vendor.  
 
All refunds for ticketed carrier’s transactions (such as American Airlines, Delta, and United) that 
are made by our agents in the GDS systems automatically load to IAR/ARC the next day, and are 
sent to the air carrier on the same schedule as sales transactions, which leads to fast processing.   
 
All requests for refundable ticketless carrier’s reservations (such as Southwest Airlines) are 
presented for refund by NTS agents to the ticketless carrier’s agents pursuant to that specific 
airline’s policy.  Once NTS makes that request of the ticketless reservations provider, the timing 
of the actual refund lies with that airline, and is contingent upon the airline personnel following 
through with our request.  Unfortunately, there is no third party oversight of ticketless carrier’s 
transactions such as that which is provided by Airlines Reporting Corporation (ARC) for ticketed 
carrier’s reservations. (ARC is not a party to ticketless carrier’s reservations).  If notified that the 
expected credit did not appear, NTS will work with the ticketless airline to determine refund 
status, and will continue to follow up until receipt of the refund has been verified by the 
Customer.   

 
6.  NTS will provide the operations necessary to support the CPA and Customers in the event of 

emergencies (e.g. Governor-declared disasters, forest fires, evacuation, floods, hurricanes, etc.). 
This includes manning the office twenty-four (24) hours a day as required by Customers or the 
CPA in responding to the emergency/evacuation and providing necessary delivery of tickets.  

 
NTS will provide the twenty-four (24) hour operations necessary to support the CPA and 
Customer’s travel needs in the event of an emergency/evacuation.  NTS demonstrated the ability 
to comply with requests of this nature during the aftermath of Hurricanes Katrina and Rita, when 
we assisted the State of Texas in the relocation of over 30,000 displaced persons in a four month 
time span.  

 
7.  Meetings and Conferences – 

NTS recognizes that Customers or the CPA may also require meeting planning assistance beyond 
ticketing and reservations.  NTS will provide the Customer with cost estimates for such services. 
Additional fees will be mutually agreed upon between the respective Customer and NTS prior to 
being incurred.   
 
NTS has a highly skilled meetings and events team that has years of experience in planning 
events and meetings of all sizes at numerous destinations both domestically and internationally.  
In fact, at the writing of this proposal, members of our team are currently onsite in Miami Beach, 
ensuring that a clients’ event that attracted over 200 attendees is flawlessly carried out.  Since 
NTS fulfilled the air transportation needs, booked all of the hotel accommodations, provided 
ground transportation logistical planning, and utilized a myriad of other meetings contacts that 
we’ve made over the years, the client doesn’t have to worry about any of the details.  That is 
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what we provide – trouble free, cost effective, responsive service.  We believe that the client’s 
event should take the spotlight.   

 
We encourage participants of this contract to take advantage of the services that we provide.  
Pricing arrangements are noted on the pricing gridsheet.  

 
8.  International Travel Services – 

NTS will provide travel agency services to Customers with locations outside the U.S., including 
but not limited to Qatar, Italy, Costa Rica, and Israel. NTS will provide foreign origination of 
tickets and services to all international and/or domestic employees on medium to long term 
international travel.    

 
NTS has extensive experience with providing international travel arrangements (over 6,000 
international tickets were processed for NTS clientele in the past year). As well as utilizing our 
own international air specialists, as an American Express Travel Representative Office, NTS also 
utilizes the American Express Altour Air Desk, which provides exceptional international ticket 
pricing and levels of expertise.  
 
NTS uses other international air consolidators as well, which hold discounted international air 
contracts to specific regions of the world, such as China, India, and Africa.  Use of these air 
consolidators allows NTS to provide Customers of this contract access to unpublished fares that 
can oftentimes provide significant cost savings over published air rates.  
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PROCESSING IN CONJUNCTION WITH TRAVEL MANAGEMENT COMPANIES 
 
NTS has sufficient staffing levels and technology resources to handle and accommodate individual 
Customer requirements and procedures.  Customers utilizing travel management software shall 
provide all information and details to NTS as per Customers’ profile needs.  While not all Customers 
currently utilize travel management software, NTS will promptly accommodate an increase in usage 
of travel management software by participating Customers.  NTS does not place volume threshold 
limitations in our Proposal with regards to access to travel management software.   
  
1.  As an American Express Travel Representative office, NTS participates in the Amex Concur 

Travel Affiliate Program.  Under this program, NTS has access to all Concur Travel services, 
program features, and experienced Concur Travel technicians. The Amex Concur Travel Affiliate 
Program offers technicians that have implemented Concur Travel solutions for many customers, 
and have much more implementation experience than any one travel agency could match.  
However, if the CPA deems it necessary, NTS will apply for Concur Travel Partner status 
directly with Concur.  Access into the Concur Travel Partner program is strictly controlled by 
Concur. 

 
2.  NTS will provide dedicated personnel with Concur experience that can incorporate system 

integration and the hierarchy necessary for proper functioning of the system at no cost to the 
Customer(s) or the CPA.  NTS and our partners within the Amex Concur Travel Affiliate 
Program are familiar with the functions and capabilities of Concur, and will be able to provide 
travel recommendations and service enhancements.    

 
3.  NTS has access to the Concur Travel and Expense Cloud, which provides cloud-based tools and 

services such as GDSX and/or TRX, enabling mid-office automation and data analytics.  
NTS will be able to: 
a. Show local policy violation reason codes as provided by Customers on expense report;  
b. Provide direct booking with Concur Travel; and  
c. Be able to sync Customer profiles in real time.  

 
NTS has utilized TRX cloud-based tools and services for over 5 years.  One of the more 
innovative and useful tools in the cloud-based suite of tools and services is Correx.  Correx is the 
world’s leading reservation processing platform enabling efficient, automated quality control, file 
finishing, and auto ticketing of travel reservations.  Correx processes more than 100 million 
travel reservations from over 52 countries around the globe each year and leverages in excess of 
70,000 rules and queries designed to improve efficiency and reservation quality.   
 
Using TRX cloud-based products and services enables NTS to achieve greater efficiencies, 
enhances quality assurance, and automates many manual tasks.  These enhancements allow NTS 
to offer both full service reservations and online reservations at a significant cost savings to the 
State of Texas. 
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ADDITIONAL SERVICES  
  
o Video Services:  The NTS Video Services Division uses cutting edge technology (4K/Ultra HD) 

to produce video for the following uses:  instructional videos, marketing/promotional videos, 
videos of speakers for later distribution to attendees, or any other use that the Customer might 
find useful.  Our video services are often used in conjunction with Meetings and Events, with 
customers utilizing this service to provide an informative, attractive way to present and/or 
document their meeting or event.  We pride ourselves on the high standards we put in all our 
work.  The videos that we produce will be the ones you will be proud to have represent you and 
your entity.  Creativity, innovation and technical excellence are paramount for our videos.  
Whatever your message, we know how to translate it for the world.  Examples of our videos may 
be found at:  http://www.ultrahdvideoservices.com/  Our economical pricing is contingent on 
video content, length of video, etc. and is available upon request.  Pricing is contingent on project 
size and scope – pricing considerations are noted on the Price Sheet.  

 
o NTS has developed an in-house program targeted at providing Customers of this contract with 

access to discounted vacation packages.  “The Fun Begins Here” Vacation Access provides 
discounted vacations to Customers by tapping into specially discounted vacation packages 
provided through the American Express Travel Network, as well as by utilizing exclusive travel 
promotions offered by our Preferred vacation vendors.  NTS will create a special access web 
portal to “The Fun Begins Here” program that is accessible to Customers under this contract.  
This special discounted vacation program is provided with no additional charges applied.   

   
o Texas Travel Website:  NTS will provide an informational website for use by State of Texas 

Customers.  The site will be customized to the specific needs of Customers who utilize this 
contract. The site will list all agents assigned to this account, provide links to the traveler profile 
secured forms, links to the traveler survey, links to the online booking engines, links to online 
reporting and itinerary retrieval system, links to informational third party sites, and travel 
resources. We will also post information regarding changes in the travel industry, such as 
changes to baggage fee policies, etc.  By utilizing this comprehensive resource site, Customers 
will be able to quickly find all of the information and points of contact that they need.  This 
website is provided at no additional cost to the Customer.  
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REPORTING REQUIREMENTS AND FINANCIAL MATTERS 
 
Billing 
1.  NTS will maintain confidentiality and security of the CBAs with the State’s corporate travel 

charge card vendor, charging only those airfares approved by a Customer’s designated authority 
or contact.   
 

2.  NTS will adhere to delivery procedures established by the Customer for all tickets charged on 
CBAs. 

 
3.  NTS will follow the Customer’s internal procedures on the required use of the State’s contract 

corporate travel charge accounts, either CBA’s or IBA’s, and the use of other forms of payment.  
 
NTS uses automated quality assurance programs to compare client profile requirements against 
the active reservations record to ensure that the required accounting and approval codes are 
obtained and documented at point of booking.  The automated quality control routines are 
programmed to compare the client requirements regarding presence of the approved credit card 
number that requires the approval code, the presence of an approval code, number of digits of 
approval code, and style of format (alpha or alphanumeric) of approval code in order to achieve 
optimal results.  Any reservations that do not contain the necessary credit card/approval and/or 
accounting codes combinations and requirements are paused during the reservations process, and 
the agent is notified of the missing documentation.  Once the proper documentation is obtained, 
the reservation process proceeds.  

 
4.  NTS will be liable for non-authorized charges that result from the failure to follow Customer’s 

required procedures and for fraud/misuse by NTS employees.  
 
5.  NTS will work with Customers and the corporate travel charge card vendor to resolve problems 

and/or discrepancies and to facilitate year-end accounting.  
 
6.  NTS will process all tickets returned or canceled for credit within twenty-four (24) hours of 

receipt from the Customer.  NTS will maintain all documentation on issuing credits/refunds and 
provide such documentation to the Customer and/or the CPA if requested.  

 
Reporting Requirements -  
We include lists, samples, and screenshots (found in Exhibit E) that demonstrate our reporting 
capabilities.  We also include a description of the Internet reporting databases or reporting software 
that will be made available to Customers.  
 
NTS will provide reports on the usage of the Contract that conform to guidelines established by the 
CPA. All reports and data, unless otherwise specified: will be based on the State of Texas’s fiscal 
year (September 1 through August 31), and will contain the Customer’s name and number, report 
name, reporting period dates (example format:  mm/dd/yyyy – mm/dd/yyyy), and transaction detail.   
 
CPA Statewide Contract Management Reporting 
NTS will electronically deliver the required reports via email to STMP@cpa.state.tx.us, or by the 
delivery method established by CPA.  NTS will include at minimum all of the reports listed.  NTS 
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will make available reports on a monthly, quarterly, semi-annual, and annual basis.  Reports will be 
delivered to STMP@cpa.state.tx.us or any other delivery method established by CPA no later than 
the 5th day following the end of the month in which the data was compiled according to the state’s 
fiscal year (except for the Un-ticketed Travel Report, which is due to the Customer daily upon 
request). Additional requested reports that require a daily or weekly distribution schedule will be 
provided as requested by the Customer or the CPA.  
 
Customer Reports 
The reports shall include, but are not limited to the following: 

 
1. Automated Charge Card Reconciliation Report – provides automated reconciliation of 
transportation billings charged through the Customer’s CBA.  NTS will use an automated 
accounting system with direct interface among the reservation, ticketing, and accounting elements 
so that all passenger reports and summary data are automatically generated from point-of-sale 
information.  If requested by Customer, NTS will run electronic data files of monthly CBA billings 
provided by Customer against its own data files of transactions to provide said Customer with 
reconciled charges. Report will be provided within five (5) working days from receipt of the charge 
card vendor’s billing files.  NTS will accommodate specific formats as requested by the Customer.   

 
To fulfill this requirement, NTS will use the Grasp Technologies “Grasp CC” automated credit card 
reconciliation tool.   

Key features of this tool are: 
o Grasp CC is designed specifically for use with the NTS back office accounting system, 

allowing seamless, trouble-free, fast processes.  
o Grasp CC automates the reconciliation of major credit cards and travel purchasing cards by 

connecting live to the NTS back office.  Reconciliation reports are then produced using the 
CC company data and the back office data with minimal user intervention, ensuring reports 
can be produced in the time required.  

o Grasp CC produces four standard reconciliation reports: CC Statement; Back Office Items 
matched with CC, Back Office Outstanding unmatched Items; and Unmatched Items from 
CC.  It also has the ability to add custom reports.  

o Grasp CC has the ability to load new Credit Card data formats as they become available.   
o Grasp CC also exports data in various formats for import into many accounting systems that 

Customers might utilize.  
 

2. Contract Exceptions Report –NTS will provide a Contract Exceptions Report listing valid 
exceptions to using the contracted airfare in total and by Customer when requested.  
 
3. Un-ticketed Travel Report –NTS will provide daily Un-ticketed Travel Reports of all un-ticketed 
reservations for next day travel, and will send in the form and format specified by the Customer.  

 
4. NTS understands that Customers have varying priorities and requirements, and that 
additional, reasonable reporting requirements may be specified and required by an individual 
Customer and that such requirements must be met by NTS at no additional cost.  All 
additional reports required by an individual Customer will be met by NTS at no additional 
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cost, as long as it is within reason.  CPA’s decision is final should there be a dispute as to 
reasonableness of the request.  

 
Customer will also be provided access to online reporting systems via Grasp DeskTop Reporting. 
Customer may access the reports for that specific Customer’s activity via unique username and 
password, which ensures that Customer data is secure, and accessible only by that Customer user.  
 
Payment  
 
NTS will accept each and every form of payment selected by the CPA or Customers at no additional 
cost (including any change or addition of payment card systems) in the servicing of this Contract.  
NTS may reserve the right to decline use of purchase orders; personal checks; or any other form of 
payment if approved in writing by CPA.  The State of Texas, CPA, and Customers are not 
responsible for dishonored checks.  

 
Airline Fares - NTS affirms and accepts that contracted air fare must be paid for with the 
contract payment card services.  NTS acknowledges that all other airfare for state agencies 
should be paid with CBA or IBA State corporate travel card accounts, and will help facilitate 
those purchases. 

 
Central Bill Accounts - NTS agrees to adhere to all policies regarding use of CBAs.  NTS 
agrees to process all charges to CBAs according to the designated approval and billing 
procedures and/or guidelines established by each Customer.  NTS agrees that it will be 
financially liable for all tickets issued against CBAs that did not follow Customer approval and 
billing procedures.   

  
Personal Credit Cards - NTS acknowledges that personal credit cards may be used by 
Customers for hotel, rental car, and other travel reservations other than airfare.  NTS will accept 
those personal credit cards for payment. 

 
Direct Bill Accounts - NTS will process reservations by coordinating payment through 
Customer’s direct bill accounts for travel service providers such as hotel and rental car 
companies, unless directed otherwise by Customer.   
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List of Exhibits 
         
           
 

A.  nuTravel Screen Shots - Online Booking Tool 
 

B. Grasp Reporting Screen Shots - Online Reconciliation Tool 
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EXHIBIT A:   
nuTravel Screen Shots - Online Booking Tool 
Sample:  Traveler Home Screen 

 
 
View of Fare Search Screen: 
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EXHIBIT A:  continued 
nuTravel Screen Shots - Online Booking Tool 
 
View of Search Progress Screen: 

 
 
View of Search Results Screen: 
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EXHIBIT A:  continued 
nuTravel Screen Shots - Online Booking Tool 
 
View of Add to Shopping Cart Screen – verifying best price for flights again: 

 
 
 
View of Shopping Cart Screen with options displayed: 
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EXHIBIT B:  
Grasp Reporting Screen Shots - Online Reconciliation Tool 
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EXHIBIT B: Continued 
Grasp Reporting Screen Shots - Online Reconciliation Tool 
 
 
Sample of: Grasp Desktop Reporting Report listing 

 
 
 
 
 
Sample of Unused Ticket Report: 
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EXHIBIT B: Continued 
Grasp Reporting Screen Shots - Online Reconciliation Tool 
 
Sample of Reports provided by Grasp Desktop Reporting 
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