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ANNEX A: Terms of Reference 
 

E-Coaching for the Operational Data Management Learning Programme (ODMLP)  
 
 
General information 
 
The Global Learning Centre (GLC) of the Office of the United Nations High Commissioner for 
Refugees (UNHCR) invites service providers to submit a firm proposal for the provision of E-
Coaching and related services for a data management training programme to UNHCR personnel. 
 
Objective:  To provide e-coaching and related services for the Operational Data Management 
Learning Programme (ODMLP) to UNHCR staff/personnel.  
 
UNHCR focal point is the Global Learning Centre, located in UNHCR Headquarter, Budapest, 
Hungary; work expected to be performed remotely and travel requirements are not anticipated. 
 
1) Envisaged duration of this assignment: from 1 November 2016 to 31 August 2018; one ten 

month program to begin in November each year. 

 

2) General Background of Project or Assignment: 
 

The Operational Data Management Learning Programme (ODMLP) is a 10-month blended 
programme following the formula of 6 month self-study that includes 25 modules out of which 
17 are accompanied with e-coached assignment (for internal and external e-coaches), a five day 
workshop and a 4 month graduation project. Out of the 17 assignments 10 will be externally e-
coached. 

ODMLP was first piloted in December 2006 and has been regularly revised since then. The 
course is offered to 60 - 80 participants per year, selected primarily among UNHCR staff working 
with operational data management and its use within field operations. Highly ranked staff 
members may be considered depending on the needs. The participants are from humanitarian 
operations all over the world, with diverse cultural, linguistic and professional backgrounds. 

The programme is designed to ensure the appropriate application of results based management 
principles and methodologies in UNHCR by enabling evidence-based decision-making to inform 
and monitor policies and operations. The 2016-2017 ODMLP programme is scheduled from 
November 2016 to August 2017. 

 
The language of the course: The 2016-2017 cohort will run only in English, thus it is essential 
that recruited e-coaches must be fluent in English. However for the subsequent cohorts it is 
possible that approximately half of the cohort will be studying in English and the other half of 
the cohort will be studying in French. It is mandatory to have the capacity to provide e-coaching 
and project management services in French. 
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Main phases/stages of the project with detailed description and timelines: 
 
Phase 1: Self – Study: (Planned November 2016 – March 2017)  

Learners have to complete 25 modules out of which 8 modules are prerequisite for the 
application. 17 modules will be e-coached during the self-study phase and in each module the 
participants have to submit 1 assignment. The assignments will be shared between external and 
internal UNHCR e-coaches. According to the initial plan out of the 17 modules 10 will be 
supported by external e-coaches who mark assignments and offer feedback. 7 modules will be 
submitted for internal UNHCR coaching/marking. The number of assignments for 
internal/external coaching may be adjusted depending on the availability of funds. 

The e-coaches grade each assignment on a “pass /or rework” basis.  

 

Phase 2: Workshop (Planned April 2017) 

Please note that the UNHCR ODMLP Team will organize the workshops (including facilitation). 
The outsourced portion of the programme is only for the self-study and graduation project 
phases. 

In the workshop phase, learners take part in the five-day workshop that offers hands-on training 
opportunities to discuss data management with UNHCR subject matter experts. During the 
workshop, participants receive assistance for the planning/identification of their graduation 
projects. 

 

Phase 3: Graduation project (Planned March – August 2017) 

Following the workshop, each learner works on a graduation project in which he/she must apply 
the knowledge gained  to his/her  own operation. The graduation project requires the learner to 
submit a proposal that meets the e-coach’s approval, to do the work required for the project 
and then to submit a final report and evidence of completion, which will also be marked by the 
e-coach. All the projects will be e-coached externally. The external e-coach should provide 
feedback and encouragement throughout the process. 

The graduation project topics vary widely, depending on the learner’s background, position and 
operational requirements. Projects range from conducting surveys, to designing new databases, 
to auditing existing data systems, to analyzing data, just to name a few of the possibilities. 

Access to the course: Learners have access to all materials/templates of phase 1 and 3 of the 
learning programme through UNHCR`s Learn&Connect platform, where they are enrolled to 
their curriculum which includes the e-learning module(s) and the assignments.  
 
List of the Modules and division between external/internal e-coaching: 

 
1. Introduction to operational data management (external e-coaching) 

2. Annual Statistical Report (external e-coaching) 

3. Introducing standards and indicators (UNHCR e-coaching) 

4. Using standards and indicators in practice (UNHCR e-coaching) 

5. Storing operational data (external e-coaching) 
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6. Cleansing and analyzing data (external e-coaching) 

7. Designing a process for managing data (UNHCR e-coaching) 

8. How relational databases work (external e-coaching) 

9. Maintaining a relational database (external e-coaching) 

10. Gathering data using participatory assessment (UNHCR e-coaching) 

11. Surveys and other data collection methodologies (external e-coaching) 

12. Interpreting survey data (external e-coaching) 

13. Protecting personal data (UNHCR e-coaching) 

14. Data collection form design (external e-coaching) 

15. Data visualization (external e-coaching) 

16. Information dissemination (UNHCR e-coaching) 

17. Needs assessment methodology (UNHCR e-coaching) 

 

The selected service provider will be provided with access to the course materials prior to 

the commencement of the course.  

 
3) Purpose and Scope of Assignment/Detailed requirements: 

 
UNHCR requires that the selected organization is set for the entire duration of the project and is 
expected to achieve the following deliverables: 

Administrative deliverables: 

 Recruitment and training of e-coaches in tutoring, administration, marking and 
counseling requirements. The UNHCR ODMLP Team will be involved in training e-
coaches in UNHCR, refugees, and ODMLP specific knowledge and contexts. The service 
provider and the e-coaches will use UNHCR’s learning management system, the Learn & 
Connect.  UNHCR training for e-coaches on modules is expected to take approximately 
90 minutes per module. (Training on the modules is provided based on training needs.) 

 Setting standards for and monitoring e-coaching protocols, like contacting participants a 
minimum of once a week, turning around marked assignments within a maximum of 
one week, motivating the learners and  coaching through marking and necessary 
feedback. 

 Allocating participants to e-coaches. 

 Monitoring the performance of the e-coaches. 

 Acting as the intermediary between e-coaches and ODMLP. 

 Resolving disputes between participants and e-coaches. Disputes that cannot be 
resolved may be referred to the UNHCR ODMLP Team. 

 Setting course rules and regulations that underpin learning for success and uphold the 
credibility of learning outcomes and achievements of ODMLP. 
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Coaching deliverables: 

 Managing the grading of self-study assignments and providing timely and substantive 
feedback for 35 (scenario 1) or 70 (scenario 2) participants on the self-study 
assignments. 

 Tracking the participants’ individual progress throughout the programme. 

 Randomly selecting TMAs (tutor-marked assignments) for quality checks and 
standardization. 

 Proactively notifying UNHCR of participants who are falling behind or are losing contact. 

 Sending course communications, as well as reminders and warnings to participants 
about deadlines. 

 Submitting monthly updates and course end reports to UNHCR with recommendations 
on special extensions. 

 Assessing, evaluating and grading the graduation projects for 35 (scenario 1) or 70 
(scenario 2) students. 

 Assessing learner’s performance during the course 

 The evaluation of the programme (based on student questionnaire responses) and 
creation of the final report 

 
4) Vendor/Coach Requirements: 
 
Vendor Requirements: 
The service provider has to demonstrate ability to recruit, train and coordinate the necessary 
number of coaches with the required qualifications and experience in Open Distance Learning to 
smoothly deliver the required services. 

 

Requirements for proposed coaches (Qualification and Experience): 
 
4.1) Course coordinator:  

- The course Coordinator should have excellent coordination, administrative and 
communication skills and an eye for detail.  

- The course Coordinator should have prior experience administering open distance learning 
courses.  

- Experience with adult learning in humanitarian operations and/or UN agencies is an asset.  

- The Coordinator will be expected to coordinate meetings with e-coaches. Given that this 
person will be working with people from many cultures from all over the world, he/she should 
have tact and diplomacy. Experience working with the UN or other international organizations is 
an asset. The coordinator should be fluent in English and fluency in French will be an asset. The 
coordinator must be fluent in English (at least level /C11) and fluency in French (level B2/C12) 
will be an asset. 

                                                           
1
 level of the Common European Framework of References for Languages (CEFR) 
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4.2) E-coaches:  

- For the upcoming cohort all the e-coaches should be fluent in English (at least level /C1). For 
the future, half of them should also be fluent in French, both written and spoken (level B2/C1).  

- The e-coaches should have a background in education and experience as instructors of math, 
statistics, database development, information technology courses or social sciences with a 
strong quantitative background.  

-They should have experience mentoring via open distance and e-learning.  

-Humanitarian or UN experience is desirable, but not a mandatory requirement.  

-E-coaches should have excellent communication skills, be adept at being both firm and friendly, 
and have expertise in motivating adult learners in open distance learning.  

-E-coaches should also have an eye for detail and be able to keep accurate records of their 
communications and marking. They should be flexible, as coordinating e-coaches across time 
zones may require occasional teleconferences outside of normal local business hours. 

 
 
5) Expected role of UNHCR when managing the project: 
 
The GLC will determine and agree on concrete timelines, project milestones and deadlines with 
the selected service provider.  
 
UNHCR will be responsible for the technical content of the course. An internal team will be 
assigned to the project: its role will be to bring functional and/or technical knowledge of UNHCR 
business and processes to the provider team throughout the course as needed. 
 
In addition, the UNHCR ODMLP Team will be responsible for: 
 

- participant selection 
- keeping some assignments for internal marking  
- workshop administration and delivery 
- final decision making on deferrals, expulsions, etc. 
- issuing graduation certificates 
- announcing the course and administer registration through the Learn&Connect 

platform 
- enrol participants to the programme in Learn&Connect 
- setting up the course in Learn&Connect 
- running course evaluation through the Learn&Connect platform at the end of the 

course 
- maintaining regular contact with focal point of the coaching team 

 

The UNHCR team will also be an escalation point for any administrative, technical or marking 
issues the outsourcer may have. For graduation project topics, the UNHCR team will be the first 
stage approval (this will generally happen during the workshop phase).  

 

                                                                                                                                                                             
2
 level of the Common European Framework of References for Languages (CEFR) 
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6) Project management 
 
The vendor is expected to provide a Course Coordinator/Focal Point to lead the provider 
resources and activities with close collaboration with the GLC’s ODMLP Team. 
 
7) Quality Assurance 
 
The bidders have to demonstrate and describe the quality assurance plan and mechanism they 
have in place to ensure consistently high quality coaching. 
 
8) Consideration  
 
The bidders have to demonstrate that they can provide the adequately skilled people to assume 
the responsibilities and perform the coaching services. No substitutions will be made without 
prior written consent from the GLC. The selected company shall guarantee that the services will 
be uninterrupted for the duration of the contract. Absences due to an emergency situation need 
to be approved by the GLC and a solution agreed so that the ongoing project is not adversely 
affected. 
 
9) Evaluation 
 
The evaluation of the programme (based on student questionnaire responses) and creation of 
the final report will be performed by the vendor.   
 


