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RFP 17-029, Travel Services

Attachment I
The examples below are provided as additional guidance for specific travel scenarios.
The following are some examples of Online Self Booked Transactions (OSBT)
1. Traveler books online but the reservation for some reason (availability, etc) cannot be completed online.  Traveler emails customer support for technical support in determining the next step in making a reservation, then the transaction would still remain OSBT.

2. Traveler books online but the reservation for some reason cannot be completed online and the reservation is queued to customer support agent for follow-up.  If the traveler is informed the reservation was not completed and why and then the traveler maintains responsibility for completing the reservation, the transaction would still remain OSBT.

3. Anytime the traveler makes a change, adjustment, addition such as excess baggage charge, or cancellation to a trip and does not use customer support to have customer support make the change, it is considered OSBT.

The following are some examples of Vendor Booked Transactions (VBT):
1. Traveler books online but inserts a note for an agent to complete the hotel or non-air reservation.  A customer service agent must intervene to complete the online transaction but does not need to have direct contact with the traveler to do so.  

2. Traveler books online but the reservation for some reason (availability, etc.) cannot be completed online.  Traveler emails customer support agent to complete reservation.

3. Traveler completes a hotel reservation and makes a note for a special preference or request. If the traveler requests a customer service agent to make sure the request is fulfilled, a VBT fee may apply. 
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