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1 Introduction 

1.1 Background 

The Office of the United Nations High Commissioner for Refugees (UNHCR) was established 
on December 14, 1950 by the United Nations General Assembly. The agency is mandated to 
lead and co-ordinate international action to protect refugees and resolve refugee problems 
worldwide. Its primary purpose is to safeguard the rights and well-being of refugees. It strives 
to ensure that everyone can exercise the right to seek asylum and find safe refuge in another 
state, with the option to return home voluntarily, integrate locally or to resettle in a third 
country. It also has a mandate to help stateless people. 
 
UNHCR works during emergencies, saving people lives, set up camps and assists refugees 
providing shelter, clean water and medical care. In addition the agency works to rebuild 
refugee life through education for children, vocational training and microcredit projects. In 
more than six decades, the agency has helped tens of millions of people restart their lives. 
Today, a staff of more than 9,300 people in 123 countries continues to help and protect 50 
millions of refugees, returnees, internally displaced and stateless people. 
 
The primary role of the UNHCR Private Sector Partnership (PSP) service is to coordinate the 
activities and to promote relationships with the private sector, in order to generate income to 
sustain UNHCR activities worldwide. In accordance with the UNHCR  PSP global strategy, PSP 
is responsible for coordinating the use of many fundraising techniques and promotional 
campaigns through various channels of communication, in order to increase the donors’ base 
and the supporters’ engagement level.  Fundraising activities include two different main 
programs: Individual Giving (IG), raising money from individuals both regular and one-off, and 
Leadership Giving (LG) targeting companies, foundations, small and medium sized enterprises 
(SMEs) and high net worth individuals (HNWIs).  

1.1.1 Donor Relationship Management (DRM) platform – Salesforce selected 

 

Currently, UNHCR collects donations from individuals and organisations globally. Due to public 
support and concern for the ongoing plight of refugees, our growth has been unprecedented 
in the last few years and as such, PSP are in need of  robust customer / donor relationship 
management systems which will provide offices with capabilities to understand and engage 
with donors better, as well as developing business processes (such as income processing) so 
that they are more operationally efficient. In the summer of 2017, UNHCR/PSP floated a RFP 
for a donor relationship platform to which Salesforce was awarded the contract. 
 
As PSP offices diversify their fundraising programmes and channels such as face to face, 
telemarketing, direct mail, leadership giving (major donor programmes) - and direct TV. there 
is an increasing need for each office to manage and maintain its own database system.  
 
Furthermore, as various payment solutions are chosen, the new Salesforce DRM platform/s 
will need to provide an income processing solution which includes claiming credit card and 
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direct debit solutions from donors both for one off and recurring gifts. Other integrations will 
also be needed with third party applications such as Google Analytics etc. 
  
The UNHCR PSP HQ Salesforce implementation will provide a fundraising DRM platform which 
allows users to hold details on donors, donations and any communications as well as providing 
income processing functions to allow each office to effectively operate and maintain its 
fundraising programmes for better supporter engagement, higher income and more efficient 
working processes (such as banking, reporting etc.). 
 
UNHCR is fundraising across the world through approximately 22 local offices (please refer to 
Appendix B – Database Analysis by PSP Operation). 
 
To support PSP offices in adopting their local market needs UNHCR are looking for a multiple 
org. solution. Every org. will have the Non Profit Success Pack (NPSP) installed together with 
an UNHCR core (managed) package. The UNHCR managed package will enable PSP to quickly 
roll out new markets and standardize and maintain the core business processes across offices. 
Together with the managed package PSP are seeking for a payment processing solution that 
enables single and recurring gift management and payment processing for at least credit card 
and SEPA direct debit. The payment solution should support multiple payment gateways and 
banks. Adding an extra gateway or bank is expected to be relatively easy and not require much 
development.   
 
The contents of the managed package will be defined in detail at the actual start of this project 
but for the purpose of this RFP some assumptions are necessary. All interested suppliers 
should provide a written proposal for how they would approach the project, the technical 
solution, implementation and estimated time for delivery. Suppliers are free to use any kind 
of tooling, development work or AppExchange applications in the proposal. 
 
UNHCR will be using the Sales and Service Cloud with Lightning Unlimited licenses, together 
with Marketing Cloud.  

1.2 Statement of Purpose & Objectives 

UNHCR PSP is looking for service providers to enter into frame agreement for three (3) years 
with two (2) years of possible extension subject to satisfactory performance. More than one 
supplier may be engaged under the frame agreement for this period. Selection for the project 
based work will be carried out via secondary bidding amongst the service providers under the 
frame agreement. 
 
UNHCR PSP HQ is looking for global salesforce partner/s who are able to provide the following 
services: 

1. Support and development of UNHCR’s Global Salesforce DRM system (currently 
serving 13 markets globally – refer to Appendix B – Database Analysis by PSP 
operation). This will include: 
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 migrating to a Non Profit Success Pack1 (NPSP) data model 

 installation of the UNHCR Core package2 

 introduction of an income processing / banking module. 
2. Requirements gathering, design, development and implementation of a UNHCR core 

package, which can be adopted by existing and new markets/ instances. 
3. Implementation of a new market instance of Salesforce, using the core package as 

described above (including local implementation support). 
4. Migration of an existing office that is currently using the Global Salesforce instance as 

described under point 1 (including local implementation support). 
5. Migration of an existing office that is currently using a different legacy system other 

than salesforce (including local implementation support). 
6. Technical maintenance and customer support of database solutions as above. 

 
 

1.3 Customer Responsibilities 

1. Letters of invitation for visas (if required) 

2. Travel reimbursements3 (if required) 

3. Project management (if required) 

4. Working space and utilities (if required) 

 

                                                 
1 Non Profit Success Pack – please refer to Glossary of terms – Appendix A 
2 UNHCR Core Package - please refer to Glossary of terms – Appendix A 
3 If in the Statement of Work (SoW) and purchase order (PO) resulting from the RFP travel is requested, UNHCR shall 
reimburse travel expenses. Travel and terminal expenses incurred by the Contractor’s personnel shall be reimbursed by 
UNHCR in the amount of the actual expenses incurred by the Contractor’s personnel as evidenced by original supporting 
document, provided however that UNHCR shall not be liable to reimburse travel expenses incurred in excess of the amount 
indicated in the relevant purchase order.  The maximum amount permitted for travel in any purchase order shall be based 
on the cheapest economic airfare available as determined by the UNHCR Travel Unit. 
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2 Requirements 

2.1 Technical Scoring Requirements 

For the technical scoring section of this RFP, responders will be scored on 3 main sections as 
outlined below.  

1. Partner Suitability and Experience. These contain basic requirements regarding 
knowledge and experience in Salesforce and the Non Profit Success Pack (NPSP), also 
in building large volume fundraising / income processing solutions on top of that basic 
structure. Responders will be asked to list similar previous projects and references. 

2. Scenario Responses. Responders are asked for documentation detailing how they can 
provide software and services to satisfy the listed scenarios. A narrative response is 
required here as well as an estimate of the number of man days and elapsed time to 
complete.  

3. Project process. Questions regarding your interpretation of our project strategy, your 
preferred project methodology, and what expectations you have of UNHCR to ensure 
a successful project. 

 

2.1.1 Partner Suitability and Experience 

Please provide a narrative answer to the questions below, giving as much relevant information 
as possible: 

1. Overall Experience. Please state your company’s length of time operating as a 
Salesforce consultancy/development practice. 

2. UN Experience. Has your company worked for other UN organizations before? If yes, 
please detail the organization and the type of work / project implemented. 

3. Fundraising Experience. Does your company have experience with developing 
fundraising solutions on Salesforce? If yes, please give further details including 
examples of fundraising projects and what type of work you specifically did for the 
project. 

4. NPSP Experience. Please state the number of successfully completed NPSP 
implementations your company has worked on. Please list references to the NPSP 
projects detailed above, indicate what type of work you specifically did for the project. 

5. Global Market Experience. Using the list of global markets provided in Appendix B – 
Database Analysis by PSP operation, please indicate whether you have implemented a 
solution for that market, detailing where possible the type of implementation and type 
of work / project involved. 

6. Income Processing Experience. Does your company have experience with income 
processing in Salesforce? If yes please give further details including examples of 
income projects / what type of work you specifically did for the project and how the 
solution was realized: Custom build, use of Apps, combination?  

7. Managed Package Experience. Does your company have experience in developing and 
maintaining a managed package? If yes please give further details including references 
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and examples to show the use of a managed package and indicate what type of work 
you specifically did for the project. 

8. Employee Experience. Please state the amount of the following types of employees in 
your company: 
8.1. Total number of employees 
8.2. Certified Salesforce developers (please indicate type of certifications) 
8.3. Certified Salesforce architects (please indicate type of certifications) 
8.4. Certified Salesforce administrators, at least ADM201 (please indicate type of 

certifications) 
8.5. Certified Salesforce consultants  (please indicate type of certifications) 

9. Cloud Platform Experience. Please list experiences you have with other cloud 
platforms (E.g. heroku, AWS, etc.) 

10. Development Environment. Describe the setup of your development environment 
(tools, methodology, etc) 

11. Support. Do you have a separate support department and what type of support do you 
offer? 

12. Additional Information. Please provide any additional information where relevant. 
 
 

2.1.2 Scenario Responses 

The following scenarios contain an indicative set of tasks that we would require our global 
partner/s to perform. Please supply a detailed narrative response to each scenario, detailing 
how you would satisfy each requirement and indicate whether that requirement could be met 
with either of the following: 1) an existing application / software, 2) configuration, 3) 
customisation with code that has already been written elsewhere, or 4) with newly developed 
code. Definitions for each of these are found in Appendix A (Glossary of terms). 

The following scenarios contains basic business requirements. Further details on functional 
requirements are included in Appendix C (Detailed Requirements). Please respond to each 
scenario detailing your approach, type of effort, and no of days of effort required. 
 
Scenarios – creating UNHCR Core Package and implementation in PSP country office 

Scenario A - Creation of core “UNHCR” package 

 Install and configure NPSP on new Salesforce instance for basic fundraising operations 
(single and regular gifts) 

 Install or build a payment income processing engine to be able to claim donations via 
credit card, direct debit, PayPal, online payment gateways, Alipay etc in a way that is 
flexible for different API’s, or file types required by payment providers / banks globally. 
The engine should provision for single gifts and regular gift & mandate management, 
being able to schedule and claim supporters gifts in a variety of different frequencies 
(e.g. monthly, yearly) and according to different schedules. The income processing 
engine should also be able to receive updates to payments and mandates including 
failure / success codes and reason. A retry policy should be apparent enabling different 
offices around the world to set different retry logic based on failure code (e.g. 
insufficient funds) and payment method. The engine must also be PCI-DSS compliant 
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in the sense that it can manage and store tokens from various payment institutions 
rather than storing PAN numbers. Our preference is for the installation of an 
application (app) that is available on the Salesforce app exchange, but this must be a 
flexible and proven solution for fundraising organizations globally. 

 Provision for donations to be allotted to campaigns based on the type of donation, 
program and appeal the solicitation was made. Coding structures should allow for the 
reporting of income (received or forecasted) by different dimensions including channel 
(e.g. Email, Direct Mail), appeal (e.g. Syria, Rohingya), programme / site code (e.g. 
Acquisition, Face to Face), payment method and possibly others. Regular donations 
should be able to be upgraded or downgraded and the resulting donations split into 
differing campaigns (e.g. original $50 going to Face to face campaign and upgraded 
$50 going to an upgrade campaign) 

 Creation of contact categories to automatically apply / be removed to / from contacts 
(see Appendix F – Salesforce Contact Categories) 

 Creation of quarterly reports. (see Appendix D – Quarterly Reports documentation) 

 Development of tax receipting system with the following requirements: 
o Single and regular gift receipts need to detail all regular gifts made on a yearly 

basis. If any debit fails are incurred by donors during the year, then these will 
need to be omitted from the receipt. When transactions are included in a 
receipt they will need to be marked as such (with the receipt number) so they 
are not included in subsequent receipt runs.  

o Also some donors will require a receipt re-printed, so the new system will need 
to be able to reprint an already served receipt. Receipts that have an error will 
also need to be voided, and those transactions freed to be included in a 
subsequent receipting process. 

 

Scenario B - Installation of Core package and implementation for local market 

Please refer to Appendix E – UNHCR Country PSP Operations Report for background 
information. 

 Install and configure country SF instance (NPSP / Core UNHCR package) 

 Configuration of import facility for Face to Face acquired Donors 

 Configuration of payment engine for direct debits (Santander import/export process 
required through the use of fixed space claim / results files) 

 Integration of website for online donors 

 Integration and configuration of Marketing Cloud for retention and communications 

 Data migration of 5000 contact records, 2000 regular giving profiles and 10,000 
donation records from Excel spreadsheet. 

 

 

 

 



 

Global DRM Salesforce Partnership 
Terms of Reference 

 

 

 

  Page 9 of 15 

 

2.1.3 Project Process 

Please provide information on the project process and methodologies employed under the 
headings below 

1. Project methodology including any certifications. 

2. Project Tools (internal and external for clients) 

3. Project team organization including information as to whether UNHCR can expect fixed 
teams per project or as a client as a whole. 

4. Please describe whether UNHCR will have a single point of contact and detail what kind of 
role this is. 

5. Defined escalation routes. 
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3 Technical offer and evaluation 

UNHCR requires a technical offer and a financial offer for evaluation with the technical offer 
accounting for 70% of the total score and the financial offer accounting for 30%. 
 
The technical offer requires the following sections to be completed: 

3.1.1 Partner Suitability and experience  

Provide narrative answers to the questions in section 2.1.1 

3.1.2 Scenario handling 

Provide narrative answers to the scenarios in section 2.1.2 

3.1.3 Project process 

Provide narrative answers to the questions in section 2.1.5 

3.1.4 Vendor Registration Form 

If your company is not already registered with UNHCR, please complete, sign, and submit with 
the Technical Proposal the Vendor Registration Form. 

3.1.5 Applicable General Conditions 

Indicate acknowledgement of the UNHCR General Conditions of Contract for the Provision of 
Services by signing this document and including it in the submitted Technical Proposal. 

3.1.6 Declaration of confidentiality  

Submit a signed copy of the UNHCR Declaration of Confidentiality – Annex X with the 
technical proposal. 
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4 Financial offer and evaluation 

The Financial Offer Form should be completed as much as possible by vendors. All cells marked 
in green should be filled in. 

UNHCR PSP would like to receive a cost estimate for the scenarios described in Section 2. The 
following sections are required: 

Tab marked “Daily Rate Information” 

Enter consultancy daily rates for the consultancy types listed in this section. Apply any Not for 
Profit discounts but disregard any taxes, including VAT.  

Tab marked “Financial Offer” 

Please enter estimated costs for the scenarios described in section 2.3. Costs Items are categorized 
under the following sections: 

1. Scenarios - Requirement Scoping and Design 

2. Scenarios – Development 

3. Scenarios - Project Management 

4. Scenarios - Project Support 

5. Scenarios - Other Costs 

6. Operational Support 

 

Under each cost item, there is provision to enter:  

1. Software costs. This is for any chargeable software apps or components as part of the 
proposed solution to the scenario. If the software cost model is on an ongoing basis 
(e.g. per month) then include costs per year. If the cost model depends on other factors 
such as number of users or per transactions then supply the cost on an individual basis 
(i.e. assuming 1 user, or per transaction). Also, add comments to explain this as 
necessary. 

2. Amount of Effort (days). This is for any consultancy effort required to deliver the 
solution. Enter the TOTAL amount of man days irrespective of which type of 
consultants are required to work on this. 

3. Average Daily Rate. Enter the average daily rate of consultancy effort required to 
deliver each cost item. If the effort required to deliver involves multiple consultants 
working on different rates then calculate this average based on the total effort. For 
example, if a cost item requires 10 days of business analyst work at a rate of $500 and 
10 days of developer work at a rate of $400 then the total amount of days is 20 at an 
average of the daily rate $450. The total cost (calculated automatically will be $9,000). 
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5 Evaluation 

5.1 Technical Evaluation 

The Technical offer will be evaluated using the following criteria and percentage distribution: 
70% from the total score. 

Partner Suitability and 
Experience 
30% 

 General liability/ capacity of the company 

 Relevant global experience in fundraising / UN 

 Relevant technical experience (Salesforce, managed 

package, income processing) 

 Previous relevant projects executed / references 

Scenario Handling 
35% 

 Quality/ innovation of proposed services 

 Amount of effort (configuration vs customisation) 

 Functional requirements met 

Project Process 
5% 

 Ability to deliver and support successful project 

 

The technical offer will be evaluated using the following criteria and percentage distribution: 
70% from the total score. Bidders must have a minimum technical threshold of 40 out of 70 
points for the technical proposal in order to be considered further for the financial evaluation. 
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6 Key Performance Indicators 

6.1 Performance Evaluation 

UNHCR expects to monitor the performance of the selected supplier under the following 
deliverables. 

1. Delivery of a ‘core’ fundraising Salesforce database system, which:  
a. Is applicable to the Salesforce  database and other markets. 
b. Is based on the Non-profit success pack (NPSP) 
c. Contains core UNHCR functionality including contact categories, quarterly 

reports, income processing, tax receipting. 
d. Is easy to maintain and upgrade. 

2. Maintenance and development of the UNHCR global Salesforce database, including: 
a. Integration with financial payment gateways (such as Stripe / Worldpay) 
b. Is based on the NPSP and the UNHCR core package 
c. Contains income processing module 

3. Implementation and support of Salesforce to certain markets where applicable, this 
may include the following types of project: 

a. New (startup) markets. 
b. Existing markets currently using a legacy system. 
c. Existing markets currently using the global Salesforce instance but wishing to 

migrate to their own instance. 
4. Training and operational support on the above deliverables 
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7 Appendix A – Glossary of terms 

 
The following section explains common terms / acronyms as used in this document: 

Acquisition. The process / technique of gaining (acquiring) new donors. Common methods 
include face to face, digital, Direct mail etc. 

Configuration. Configuration is defined as “changing system settings or introducing new 
workflows and processes by adding declarative based formula, logic within the product 
without writing specific code. Please provide pricing on a “days effort” basis on the financial 
response based on the type of person performing this task. 

CRM. Abbreviation for “Customer Relationship Management”. Refers to systems which allow 
organizations to centralize and manage customer data with Salesforce as an example. 

DRM. Abbreviation for “Donor Relationship Management”. Used as an alternative to CRM, 
specifically describing systems for Non-profit / Fundraising purposes. 

Existing applications / software. This could include your own or other applications or software 
that can be installed onto the salesforce platform to perform the task listed in the scenarios. 
Please provide pricing information on the financial response where relevant. 

Existing Customisation. Customisation is defined as “The use of specific and unique written 
code (in any development language) to meet specific business objectives”. Existing 
customisation is where similar code has already been written and can be transferred into 
UNHCR’s system with relatively little effort. Please provide pricing on a “days effort” basis on 
the financial response based on the type of person performing this task. 

Face to Face. Describes a fundraising programme in which potential donors are approached 
directly by recruiters on the street or at an event, or door to door. The aim of having a direct 
dialogue is to “sign up” the person as a donor, usually and preferably as a regular giver. 

HNWI. Abbreviation for High Net Worth Individual, a donor or prospect with the means of 
giving us a major donation of over 10,000 US$ 

IG. Abbreviation for Individual giving, referring to large volumes of people (individuals) giving 
relatively lower value gifts compared to Leadership giving (LG). 

LG. Abbreviation for Leadership Giving, referring to Corporates, foundations, governments, 
HNWI’s who are capable of giving relatively large gifts of 10,000 US$ or over. 

New Customisation. Customisation is defined as “The use of specific and unique written code 
(in any development language) to meet specific business objectives”. New customisation is 
where code will be written as new and unique to UNHCR’s business requirements. Please 
provide pricing on a “days effort” basis on the financial response based on the type of person 
performing this task. 

NPSP. Abbreviation for “Non Profit Success pack”, the application provided for free by 
Salesforce for the purposes of fundraising  

PSP. Abbreviation for “Private Sector Partnerships”, the fundraising division of UNHCR 
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Retention. The process / technique of keeping (retaining) existing donors. Common methods 
involve welcome cycles, email communication, telefundraising, donor care etc. 

UNHCR. United Nations High Commissioner for Refugees, or the UN Refugee Agency 

Existing applications / software. This could include your own or other applications or software 
that can be installed onto the salesforce platform to perform the task listed in the scenarios. 
Please provide pricing information on the financial response where relevant. 

Configuration. Configuration is defined as “changing system settings or introducing new 
workflows and processes by adding declarative based formula, logic within the product 
without writing specific code. Please provide pricing on a “days effort” basis on the financial 
response based on the type of person performing this task. 

Existing Customisation. Customisation is defined as “The use of specific and unique written 
code (in any development language) to meet specific business objectives”. Existing 
customisation is where similar code has already been written and can be transferred into 
UNHCR’s system with relatively little effort. Please provide pricing on a “days effort” basis on 
the financial response based on the type of person performing this task. 

New Customisation. Customisation is defined as “The use of specific and unique written code 
(in any development language) to meet specific business objectives”. New customisation is 
where code will be written as new and unique to UNHCR’s business requirements. Please 
provide pricing on a “days effort” basis 

 


