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1 Introduction 

1.1 Background 

The United Nations General Assembly established UNHCR (UN High Commissioner for Refugees) on 
December 14, 1950. 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. 
In more than six decades, the agency has helped tens of millions of people restart their lives. Today, a 
staff of some 8,600 people in more than 125 countries continues to help 33.9M persons. 
UNHCR is an impartial, non-political humanitarian organization. 
 
Private Sector Partnership Service in the MENA (Middle East and North Africa) 
 
UNHCR has an ambitious Private Sector Partnership (PSP) program which endeavours to capitalize on 
the income from private-sector donors, through a variety of channels including Face-to-Face, Direct 
Mail, DRTV, Telemarketing, Online and Digital channels.  
Fund Raising activities in the MENA region include two different main programs: the i) Individual 
Giving and Marketing (IG&M), raising money from individuals both regular and one-off donations, 
and the ii) Leadership Giving (LG) targeting companies, foundations, Small and Medium Sized 
Enterprises (SMEs), High Net Worth individuals, and Legacy. There focus on giving throughout the 
region that is based on Islamic Philanthropy. PSP MENA operations include also fundraising activities 
in the MENA region.  
 
Face-to-face program in Gulf Cooperation Council (GCC) countries 
 
The program was launched in the United Arab Emirates and aims at generating prospects for support 
(leads) at activation events.  Supporters can sign up to become to be a part of the “Voices for 
Refugees” campaign.  
The Face-to-Face team with advocate for UNHCR at regular events such as trade shows, festivals, 
outdoor venues, shopping malls, airports etc. PSP mean also looking to test new channels to reach 
the broadest number of new supporters. Through the engagement of the public at activation events, 
Face-to-Face employees will generate supporter leads. . 
 
Furthermore, PSP wishes to explore the wider GCC market in the long-term run, identify 
opportunities and start building the UNHCR brand as the lead organization for fundraising, advocacy 
and awareness on behalf of refugees. This wider market will include countries as listed below: 
 

 UAE (United Arab Emirates) – Abu Dhabi and Dubai 

 KSA (Kingdom of Saudi Arabia) – Riyadh and Jeddah 

 Kuwait  

 Oman  

 Bahrain  

 Qatar  
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1.2 Statement of Purpose & Objectives 

PSP MENA is looking for an agency for recruitment and staff administration services. The agency 
needs to be experienced in hiring employees for fundraising activities. 
The objective is to identify qualified and motivated candidates that are suitable for the Face-to-Face 
frontliner position as outlined in the role position description. Quality candidates, to fill the Face-to-
Face frontliner position should be recruited through a comprehensive search and hiring process. 
 
PSP MENA is looking for enter into a frame agreement with qualified service provider for two years, 
further extendable for one year, subject to satisfactory performance.  
 
The expected number of frontliners to be recruited and administered in different countries of GCC is 
the following. The agency is expected to provide services listed under point 2 (requirements) in the 
countries below: 
 

GCC Market Year1 Year 2 Year 3

Abu Dhabi 2 8 14

Dubai 2 8 14

Riyadh 0 4 8

Jeddah 0 4 8

Kuwait 0 4 8

Bahrain 0 0 4

Qatar 0 0 4

Total 4 28 60

Number of Employees

 
 

The confirmed services fees are to be remained unchanged for the duration of the contract. 

 

Please take note of the pre-qualification criteria hereunder: 
 
The agency must be registered in the United Arab Emirates and licensed by the UAE Government to 

provide recruitment and staff administration services. Failure to comply with this criteria will result in 

disqualification. The bidder must provide evidence, such as registration certificate and license issued 

by the Government to prove eligibility and compliance. 



 

RFP/2018/UNHCR/PSP/MENA/001 
Terms of Reference 

 
Bidders are required to submit any request for clarification or any question in respect of this ToR by e-mail to 
galer@unhcr.org. The deadline for receipt of questions is 19th of March 23:59 PM CET.   

 

  Page 5 of 10 

 

2 Requirements 

Agency is expected to provide the following services:  

2.1 Recruitment and on-boarding services 

 Source candidates and pre-screen for interview with UNHCR- 

a. Source candidate with a background in fundraising/sales/promotions with the 

ability to achieve KPI’s set forth by UNHCR 

b. Source candidates with knowledge of UNHCR and a good understanding of the 

plight of refugees globally; or other international NGO’s experience 

c. Provide candidates in line with the face-to-face frontliner position description 

d. Share assessments used to determine suitability of candidates for the face-to-

face frontliner position 

e. Provide detailed recruitment process timeline 

f. Provide detailed outreach activities including resources involved and platforms 

used.  

g. Provide example of Job postings for approval by UNHCR prior to advertising 

h. Reporting on outcomes from recruitment sources 

i. Reporting on response rates and demographics of applicants at regular intervals 

 Issue offer letters as per UNHCR selection and collect documents to apply for employment 

visas 

 Provide permanent and employment visas and labor cards 

 Co-ordinate for travel details and ensure that the staff joins duty after receiving visa 

2.2 Staff administration services 

 Ensure timely and efficient processing of medical, visa stamping and labor card 

 Account opening in preferred banks – if needed  

 Issue salary certificates, NOCs and various other reference documents 

 Arrange Medical Insurance, benefits, and issue Service Certificates 

 Issue Payroll – salaries and bonuses 

a. Issue payroll in timely manner by end of month  

b. Send detailed salary reports upon payroll completion each month 

c. Report any staff complaints to UNHCR including follow up and outcomes 

 Exiting Process: Process resignations and termination of staff and settle their End of Service 

benefits 

a. Provide staff retention reports 

b. Provide exit interview in the case of frontliner resignation 

c. Share findings and outcomes of exit interviews 

d. Replace candidates should they not meet minimum probationary KPI target 

e. Replace candidates that UNHCR does not deem suitable for the role within the 

probationary period 

 Cancellation of visas with Ministry of Labor and Immigration 

 Exits from the country 
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 Contract termination: based on the regular performance check done by PSP UAE team, in 

case of poor performance, the frontliners contract are to be terminated. One-month notice 

to be given in advance.  

2.3 Customer Responsibilities 

Appointed agency will work closely with UNHCR PSP UAE team where UNHCR will be responsible: 

 Regular trainings and coaching for dedicated fontliners 

 Training manual, scripts, communication lines and responses 

 F2F staff badges 

 Reporting templates 

 To arrange work schedule for the frontliners 

 To monitor performance of the frontliners every three months based on: 

o Attendance 
o Communication skills 
o Knowledge 
o Competencies 
o Daily signs-up 
o Administration 
o Reporting 
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3 Content of the Technical Offer 

Your Technical proposal should be concisely presented and structured in the following order to 
include, but not necessarily be limited to, the following information. 
 

Please take note of the pre-qualification criteria hereunder: 
 
The agency must be registered in the United Arab Emirates and licensed by the UAE Government to 

provide recruitment and staff administration services. Failure to comply with this criteria will result in 

disqualification. The bidder must provide evidence, such as registration certificate and license issued 

by the Government to prove eligibility and compliance. 

3.1 Company Qualifications 

 A description of your company with evidence of your company’s capacity to perform the services 
required, including:  

- Company profile,  
- Registration certificate in UAE 
- License approved by UAE Government 
- Last audit reports 
- Year founded 

 If a multi-location company, please specify the location of the company’s headquarters, and the 
branches that will be involved in the project work with founding dates; 

 Presence and experience in United Arab Emirates and GCC countries (as per countries listed 
above) 

 Similar experience in the business or the number of similar and successfully completed projects; 

 Number of similar projects currently underway; 

 Any relevant experience working with UNHCR, other UN Agencies and NGOs should be included; 

 You are requested to provide two (3) references that we may contact from your current client 
list, including ones from working relationships with UNHCR or other UN Agencies 

 Any information that will facilitate our evaluation of your company’s substantive reliability, 
financial and managerial capacity to provide the services  

 Please include your company policy, Code of Conduct and the terms of conditions related the 
requested services. 

3.2 Proposed services  

Your technical offer should be based on paragraph 2 (requirements). 

3.3 Personnel Qualifications 

Provide Curriculum Vitae of core staff and account managers. CVs should not exceed two pages and 
should contain: 

a. Academic background 

b. Relevant professional experience 

c. Language certifications 

d. References- including contact details. 
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3.4 Vendor Registration Form 

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

3.5 Applicable General Conditions 

Please indicate your acknowledgement of the UNHCR General Conditions of Contract for the 
Provision of Services (Annex D) including it in your submitted Technical Proposal. 

3.6 RFP Checklist Form 

Annex E, RFP Checklist Form, has been prepared for bidders to ensure compliance with the bidding 
process and to double-check each step of the submission. Annex E is to be filled in, signed and sent it 
back with the technical proposal.  
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4 Evaluation 

4.1 Technical Evaluation 

Please take note of the pre-qualification criteria hereunder: 
 
The agency must be registered in the United Arab Emirates and licensed by the UAE Government to 

provide recruitment and staff administration services. Failure to comply with this criteria will result in 

disqualification. The bidder must provide evidence, such as registration certificate and license issued 

by the Government to prove eligibility and compliance. 

The overall evaluation is based on a 100 points scale. 

The Technical offer will be evaluated using inter alia the following criteria and percentage 
distribution; 70% (i.e. max 70 points) from the total score. 

CRITERIA DESCRIPTION 

1. Company Qualifications (max score 20) 

Capacity to undertake contract (5) 

Ability to scale up team & response time for short-notice emergency programs (5)  

Sector experience (non-profit and fundraising) (5) 

Regional experience (5) 

2. Quality of Service (max score 35) 

Understanding of the service requirements (quality of the offer) (20) 

Reporting capabilities (15) 

3. Qualification of Project Staff (15) 

Account management skills (5) 

Staff Experience (5) 

Employees profiles & skills (5) 

 

Agencies might be requested to deliver a presentation on their proposal and to introduce the team 

members who will work with UNHCR via web/teleconference in case PSP deems necessary the 

agencies will be informed on time. 

The minimum passing scores of the evaluation is 42 out of 70; if a bid does not meet these minimums 

it will be deemed technically non-compliant and will not proceed to the financial evaluation.   

 

The financial component is 30% (i.e. 30 points) of the total scores. The maximum score is allocated to 

the lowest price and the rest is calculated on proportional way. 
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5 Key Performance Indicators 

5.1 Performance Evaluation 

UNHCR PSP UAE expects to monitor the performance of the selected supplier according to a pre 
agreed KPI’s: 

- Account management 

- Response time 

- Quality of the work of the designated team for UNHCR services 

 
 


