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Log into your account Welcome tO the h0|da” WebSite

Sunday 15 April 2018 - Norwich Park and Ride Fares Review
Email address

Norwich Park and Ride fares are being reviewed by Konectbus for the first time since 2015. There will
andrew.seedhouse@talktosam.co.uk
be a 20p per day price increase for Adult and Concessionary day tickets and Concessionary weekly
tickets. All other fares remain the same. For more information on P&R fares, see the Konectbus
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What is the holdall smartcard?
SN The holdall is a smart travel card offered free of charge by Norfolk County Council to encourage
S
sustainable transport and offer customers new ways to pay on the bus

Forgot your password? The smartcard is based on the national open standard for smart ticketing, so it is not restricted to one

operator. Any bus operator who chooses to participate can sell their tickets with the holdall, and
everyone is invited

There are two ways to pay, Prepaid tickets, and Pay_as you go

The holdall smartcard can also be used as your key 1o Norfolk Car Club
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The copyright within this document is vested in Smart Applications Management (herein referred to as SAM) an
only be reproduced or copied with SAM permission. This document contains information that relates to techi
information that is confidential to SAM and its Suppliers. Disclosure of such information could result in material or &i
loss to SAM and/or its Suppliers. Therefore the dastire of the information contained within this document to any ott
party and/or the use for any other purpose is strictly prohibited without prior consent.
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Background

Smart Applications Management (SAM) is the trading name of South West Smart Applications Ltd,
incorporated and registered in England and Wales (Company no 7205882, VAT no 133366035),
whose registered office is at 14 High Cross, Truro, Cornwall TR1 2AJ ("SAM").

In 2016 SAM held a number of internal workshops and meetings with its Members, to develop and
refine a series of customer specific support services (Packages) for the period April 2017 — March
2023.

The SAM Managed Service

The SAM Managed Service provides support via a series of individual support Packages which can
be combined to provide a complete end-to-end managed service for smart and integrated
ticketing, which best meets the needs of an individual SAM Member. Each Package is designed to
support a specific Scheme requirement and has been developed by SAM using the experience
gained through supporting its Members over the last 8 years.

The diagram below shows how the Managed Service is built upwards from the AMS-HOPS Package
which forms the base of most Managed Service solutions. Members can then choose to build on the
AMS-HOPS Package and add, for example, the CRM Package, or assist SME Operators through the
addition of the Operator Management Support Package.

The SAM Managed Service has been designed to be flexible, to allow Members to add Packages as
their Scheme grows and their requirements change.

Contact

. Scholars & Electronic
Commercial Centre & . Card Bureau

Commercial Payment

Web Portal Payment ) . Access
Ticketing (ePurse)

Package Support Package
Package Package

Package

ISAM Operator

Customer Relations Management System Management Management
(CRM) Package Package Support
Package

AMS-HOPS Package
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Commercial Web Portal Package All SAM Members
for:

Introduction

The Commercial Web Portal Package provides Members with fully functional, custom branded web
portal capable of performing a full range of Customer and Product related services for both ENCTS,
Commercial and Scholars Cards and Products.

The Commercial Web Portal Package provides Members with a fully managed Web Portal provided
by through the National Procurement Framework, with the full range of functionality as defined
within the Framework Technical Requirement, with a number of additional costed extras available as
required.

As a SAM Member, when purchasing a Managed Service package from us, you are not just getting
access to the Web Portal software of the Supplier, but the support of a team dedicated to ensuring
you can get the best out of your integrated smart system — however large or small that may be.
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What is the holdall smartcard?
Signin The holdall is a smart travel card offered free of charge by Norfolk County Council to encourage
2 sustainable transport and offer customers new ways to pay on the bus.

Forgot your password? The smartcard is based on the national open standard for smart ticketing, so it is not restricted to one
operator. Any bus operator who chooses to participate can sell their tickets with the holdall, and
everyone is invited

Sign up for Smartcard There are two ways to pay; Prepaid tickets, and Pay_as you go

The holdall smartcard can also be used as your key 1o Norfolk Car Club

Services Provided within the Web Portal Package

The services provided by the SAM Managed Service under the Web Portal Package are based upon
the provision of a Core Plus Web Portal, to the specification as defined within the National
Procurement Framework. The Web Portal Package includes the following services:

Support for Commercial Web Portal Implementation

Enhanced Reporting

Ongoing Support

Commercial Web Portal Package Supplier Service Levels (SLA's)

Hwn =
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1. Support For Commercial Web Portal Implementation

Explore required functionality with the Member

Develop and agree implementation plan with all parties
Supplier management throughout the process

Portal design assistance

Identification of new opportunities

=A =4 =4 =4 4 =

Managing enhancements across multiple Members
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2. Enhanced Reporting

Monitoring and verifying import data
BAU review of product performance
Produce Member specific reports — weekly, monthly and annual

= 4 4 A

Bespoke products report service (via email, phone and in person)
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3. Ongoing Support

N

L,

Ongoing system monitoring to ensure highest quality of service

Full testing of upgrades in UAT before being deployed to the live environment
End to end support including UAT and full testing

Troubleshooting issues

Advice and support in developing and implementing new ITSO products

=A =4 =4 =4 =4 =4

Advice on developing a wider retail strategy
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4. Commercial Web Portal Package Supplier Service Levels
(SLA's)

1 The Core System SLA requirements of the Commercial Web Portal Package provided to SAM by
the Supplier for the Managed Service Package based on time availability on a monthly basis
include:

99.5% = Level of Portal availability to the Customer

99.5% = Level of successful automatic processing, generation and distribution of instructions to
the CRM for the processing of actionlists.

99.5% = Level of successful automatic processing, generation and distribution of instructions to
the CRM for the processing of hotlisting.

99.5% = Level of successful Payments 1st time for product fulfilment.

99.5% = Level by which a new Portal is set up in accordance with agreed timelines following
provision by the customer of agreed set up information.

[ FOF | Full Details of the Service Level Agreement
A= for the Commercial Web Portal is available
Commercial Web within the Members Area of the SAM
Portal Service Levels Website
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Optional Enhancements Available

There are a wide range of optional enhancements available for the Web Portal as defined within the
National Procurement Framework Technical Requirement. The following optional enhancements are
illustrative of those available. All optional enhancements are covered within the Framework

Agreement and a Member is able to add them to their core package at any time during the contract

period, through providing SAM with a Purchase Order. Enhancements include:

Ref:

Detail

WP1

Linking customer accounts

WP2

Additional proof uploading functionality

WP3

Advance replacement card functions

WP4

Auto top-up for STR Schemes

WP5

Auto top-up for other ITSO products

WP6

Additional payment options (PayPal, eWallet etc.)

WP7

Customisable travel dashboards

WP8

Integrated journey planning with smart ticket selection

WP9

Single sign in across multiple linked sites

WP10

Add loyalty Scheme

WP11

Enhanced journey information such as CO; saved

WP12

Advanced customer communication tracking

WP13

Log on with Facebook or Google Accounts

WP14

Promotional discounts such as vouchers

Commercial Web Portal Package for all SAM Members

Page 9 of 10



Confidential

Technical Specification

[ FOF | The Commercial Web Portal Technical Specification from the
o National Procurement Framework is available in the Members
Web Portal Area of the SAM Website

Technical Specificati

All SAM Members’ Pricing

Pricing for the Web Portal Package is based around a one off up-front setup cost followed by an
annual support and maintenance fee.

Each Member provides SAM with their Commercial Portal requirements, in particular the need for
any Optional Enhancements and SAM then identifies the Supplier options and costs available to the
Member. SAM then will assist the Member in completing the Order.

Members are billed in advance, at the beginning of the new Financial Year. Should a Member wish
to withdraw from the Package, the standard notice period to SAM is 6 months.

Contact Us

To discuss the Commercial Web Portal Package, please contact:

Mr James Bloor
Commercial Director - Smart Applications Management
Genesis Business Centre

King Street

Alfreton

DE55 7DQ

Email: James.Bloor@talktosam.co.uk
Office: 01773 417598

Mobile: 07982 635185
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