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1 Introduction

1.1 Background
The Office of the United Nations High Commissioner for Refugees (UNHCR) was established by the U.N. General Assembly in 1950 to provide protection and assistance to refugees and Internally Displaced People (IDPs). In more than five decades, the agency has helped tens of millions of people to restart their lives. Today, UNHCR is one of the world's principal humanitarian agencies. Its staff of more than 11,000 personnel is helping more than 65 million people in 130 countries. Staff members work in a diversity of locations and conditions including in our Geneva- based Headquarters (HQ) and more than 100 field locations. For more information, please see http://www.unhcr.org.
1.1.1 Private Sector Partnership Service (PSP) in Italy 

UNHCR has an ambitious Private Sector Partnership (PSP) program which endeavours to capitalize donations from private-sector donors, through a variety of channels including Face-to-Face, Direct Mailing, DRTV, Print, Digital Channels and Telemarketing.

Fundraising activities in Italy include two different main programs: the Individual Giving&Marketing (IG&M), raising contributions from individuals both regular and one-off, and the Leadership Giving (LG) targeting companies, foundations, Small and Medium Sized Enterprises (SMEs), High Net Worth individual and Legacy. Fundraising activities are supported by the Communication for Fundraising Team and the Support Team which directly collaborate with the other two. PSP Italy operations include also fundraising activities in Greece and Portugal.

The building of a well-developed telemarketing (TMK) program is part of the international UNHCR PSP strategy aiming at building a good relationship with new and existing donors, increasing donor retention and maximizing donors’ contributions.
1.2 Statement of Purpose & Objectives
The purpose of the present RFP is to establish a frame agreement with multiple (up to five) national or global agencies - with existing local offices in Italy and a sound knowledge of the Italian telemarketing (TMK) market - highly specialized in developing TMK activities. 

The present proposal for the Telemarketing Programme is required by PSP Italy for the period 1st October 2018 – 31st December 2020 with possibility of further one year extension until 31st December 2021, upon satisfactory performance.

UNHCR expects to achieve the following objectives: 

· Develop donors’ loyalty and increase donor retention;

· Acquire new donors;

· Raise funds and maximize donors’ contributions.

Supplier(s) will be requested to maintain their proposed pricing structure for the duration of the contract. 

2 Requirements
Your technical offer is to be established based on the following requirements:
2.1 Timing for production

Please indicate the time required for the preparation and the start-up process related to the commencement date (1st of October 2018).

2.2 Operation models – please use Annex E, tab 3
Bidders are required to indicate which of the following operating models they can provide:

1. Dedicated Team ** ( located at the call centre premises;

2. Dedicated Team ( located at PSP ITALY premises

3. Shared Team ( the team is located at the call centre premises and shared with just one other Organization;
4. Completely shared team ( the team is located at the call centre premises and shared with multiple Organizations

For the evaluation, please indicate whether you are able to provide proposed services described in next paragraph “ii. List of Services” (outbound calls, inbound calls (TFN and DRTV) through the above mentioned operating models by filling in Annex E, Tab 3 “Operating models”. If you are able to provide more than one model, please indicate it. Please also indicate the Italian city/cities where the services can be implemented.
**The standard requirements for a dedicated team should consider the following:
2.2.1 Dedicated stations 

Each station should be provided with a Customer Relationship Manager and should include:

· Operating System: Windows 7 or later

· Processor: Intel Pentium Core, i5 or similar 

· Memory 1600 MHz DDR3 SDRAM - 8GB or similar 

· Internal Hard Drive: 500GB SATA HDD or similar 

· Graphics: Integrated Intel HD Graphics or similar

· Optical Drive: Optional DVD/RW Drive or similar

· Communications: Integrated Intel I217LM Gigabit Network Connection or similar

· Network:  Category 6 structured LAN cabling or similar

· Monitor LCD 19” or similar

· VOIP phone (or telephone Software) or similar

· Headphone with noise cancellation or similar

· Projector and speakers in order to give presentations and trainings

· A training room

· Availability of a tool able to record phone calls

· Web-based team and single agent performance dashboards, updated in real time and shared with PSP ITALY.

2.2.2 Dedicated agents should be provided with
· Access to a dedicated and customized Knowledge Base Centre for ongoing training. The knowledge base centre must include dedicated manual of procedures, news and updates on campaigns and UNHCR projects. 

· CRM access - Web-based - and web browsing.

2.2.3 Dedicated supervisor should
· Coordinate the whole activity and service;

· Manage service administration;

· Be available at least 80% of the time to the PSP ITALY operation

· Collect data and manage analysis and performances;

· Manage the team in coordination with PSP ITALY focal point;

· Be the HR focal point of the team;

· Monitor quality of service;

· Solve daily problems;

· Coordinate with PSP ITALY;

· Draft procedures;

· Deliver reports;

· Plan, organize and optimize activities, performance and costs all in coordination with PSP ITALY focal point.
2.2.4 Dedicated donor care team should:

· Deal with donors’ requests through any online and offline channel;

· Create and send “ad hoc” materials, documents and letters addressing donors’ requests (including fulfilment of any kind of package);

· Handle returned mailings (resi postali);

· Handle extraordinary donors’ requests (such as donations reverse or any other non-ordinary request);

· Manage data;

· Collaborate with PSP ITALY Toll Free Number;

· Recapture of blocked donations;

· Manage and implement thank you and welcome procedures;

· Support event activities in handling with donors;

· Managing and implementing fulfilment of gadget pack, included stocking materials, gadget and pack personalization, packaging, delivery and any other action needed; 

· The dedicate donor care agent should be provided with:

· Access to a dedicated and customized Knowledge Base Centre for ongoing training. The knowledge base centre must include dedicated manual of procedures, news and updates on campaigns and UNHCR projects;

· A dedicated station with features described above;

· A Microsoft office package including e-mail accounts;

· No limitation to web browsing (ex.: Facebook);

· DataBase access;

· Every possible integrations with UNHCR platforms;

· A phone enabled for outbound and inbound calls with a unique telephone number.

· One-to-one SMS package in order to communicate with donors (1,000 per year).
In case you are able to provide PSP Italy with a dedicated team (either located at the call centre premises or at PSP ITALY premises), for the evaluation in the present tendering process please:

· Provide a detailed description of a standard working Team (number of operators, type of campaigns managed by each operator in the past, management and supervision) including a description of the technical management for infrastructures (e.g. presence of an IT manager, presence of a digital professional figure dedicated to fulfilment of requests, etc...)

· Minimum requirement: Working hours 9:00-20.00 (Mon-Fri) 

· Asset: 9.00 to 21.00 (Mon-Fri) and  9:00-13:00 (Sat)

· Answering machine: from 20.00-9:00 (Mon-Sat) and from 13:00 on Sat to 9:00am on Mon.

· Describe how you would cope with all the standard service requirements described in paragraph 2.2.1, 2.2.2, 2.2.3 and 2.2.4 above;

· Indicate the Italian city/cities where you would like to implement these services. 
· Describe how you would manage the different activities within the dedicated structure. 

· Describe the tools used to monitor results and performances and how they will be shared with PSP ITALY. 

· Describe the managing data traffic process (compliant with Italian privacy and security law).

· Indicate workflow system for the dedicated stations and agents service. 

· Describe the dedicated lines you will provide to each station and provide indication on whether you are able to implement a single or multiple cell phone lines dedicated only to UNHCR calls.
· Describe your Business Continuity Plan for this service (including disaster recovering system and backup). 

· Describe also how to cope with extra time and holiday time.
· Please indicate and describe whether you can provide/ develop a  Dedicated and customized Web Based Business Intelligence System by the Call Centre linked to the PSP Italy Customer Relationship Management System in order to update data, monitor results, making statistics, provide real time report/dashboards, data analysis, etc. available 24 hours and daily updated.
· Please indicate whether your agents can speak English.
2.3 Standard service requirements
In the Technical Offer please detail how your company can implement and satisfy the Standard Service requirements, which are as follows: 
· All agents need to be fluent in Italian, with excellent written and spoken Italian;
· A quality/quantity specific service agreement document may be requested for each service;

· Weekly training/coaching sessions to agents (provided by PSP ITALY and performed by team leaders if needed)

· Daily statistics and key performance indicators on the activity;

· On demand preparation of formatted export/import forms including donor data (the form is provided by PSP ITALY) (at most with daily frequency) - minimum requirement is that the Call Centre provides PSP Italy with the export file as per ANNEX H – EXPORT FILE.

· Existence of an internal procedure of quality-check of export file, according to PSP Italy export quality criteria. 

· A final campaign document including comments, evaluations, single case reports.
2.4 Outbound activities
	Here below are listed the type of outbound calls that are requested to perform:



	1. WELCOME CALLS
	

	TARGET
	Newly acquired regular donors (prior 2 weeks or previous day).

	GOAL
	Thank and welcome donors, check personal and bank details data, check previous information given by recruiters, give possible additional information about regular donations, conduct surveys on donor preferences and experience if requested.

	EXPECTED VOLUMES 
	350 weekly records provided to the call centre

	EXPECTED OUTCOMES
	73% effective contacts on the provided list.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue.

	FREQUENCY
	Weekly

	COMPLETION TIME FRAME
	1 week on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.…

	2. LOYALTY CALLS

	TARGET
	Regular active donors recruited 6 months earlier.

	GOAL
	Thank donors for their continuous support, update them on specific issues, check the correct reception of UNHCR communication materials, ask if they want to receive additional information of interest, conduct  surveys on donor preferences and experience if requested

	EXPECTED VOLUMES 
	1,000 records provided to the call centre each month

	EXPECTED OUTCOMES
	78% effective contacts on the provided list.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue.

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	3. TECHNICAL RECAPTURING CALLS, INCLUDING PREPAID CREDIT CARDS

	TARGET
	Regular donors whose donation failed for technical reasons.

	GOAL
	Check personal and bank detail data in order to understand the reason of interruption and reactivate the donation; convince donors to reactivate their donation, update donors’ data if needed; transfer  donations on a regular credit card or bank account

	EXPECTED VOLUMES 
	1,900 records provided to the call centre each month

	EXPECTED OUTCOMES
	55% effective contacts on the provided list;
43% positive contacts;
22 € average donation

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to donate after the ask is made.

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by UNHCR, based on effective number of records, time of the year, etc.…

	NOTE
	Additional request: train agents in order to access UNHCR donor database both for consultation and editing (with limited access).


	4. RECAPTURING CALLS FOR VOLUNTARY REVOKED DONATION

	TARGET
	Regular donors who revoked their donation or refused to reactivate it during the Technical recapturing calls

	GOAL
	Convince donors to reactivate their donation

	EXPECTED VOLUMES 
	1,000 records provided to the call centre each month

	EXPECTED OUTCOMES
	65% effective contacts on the provided list;
12% positive contacts;
15€ average donation.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to donate after the ask is made.

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average.

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.…

	5. STANDARD UPGRADE CALLS

	TARGET
	Existing standard regular donors

	GOAL
	Double or increase regular gift

	EXPECTED VOLUMES 
	800 records provided to the call centre each month

	EXPECTED OUTCOMES
	 55% effective contacts on the provided list;
 40% positive contacts:
 7 € average monthly gift increase.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to donate after the ask is made.

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.…

	6. MIDDLE DONORS UPGRADE CALLS

	TARGET
	Existing middle regular givers

	GOAL
	Double or increase the regular gift

	EXPECTED VOLUMES 
	150 records provided to the call centre each month

	EXPECTED OUTCOMES
	 60% effective contacts on the provided list;
 60% positive contacts;
 10% positive contacts with doubled monthly gift or 10 € increase;
 40% average monthly gift increase

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to upgrade after the ask is made.

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 week on average.

 Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	NOTE
	Additional possible request: have dedicated agents trained for this specific activity. 


	7. CONVERSION CALLS

	TARGET
	One-off active and lapsed donors

	GOAL
	Convert one-off donors into regular givers

	EXPECTED VOLUMES 
	Up to 100 records provided to the call centre each month

	EXPECTED OUTCOMES
	85% effective contacts on the provided list;
12% positive contacts on the provided list;  
15€ average monthly gift.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of all records of the provided list who agreed to convert into regular donors.

	FREQUENCY
	Monthly 

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	8. ACQUISITION CALLS

	TARGET
	Prospect lists

	GOAL
	Ask for one-off donations

	EXPECTED VOLUMES 
	2,000 records three times a year

	EXPECTED OUTCOMES
	50% effective contacts on provided list;
5% positive contacts on the provided list;
25€ average gift 

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of all records of the provided list who agreed for a one-off donation.

	FREQUENCY
	3 times a year

	COMPLETION TIME FRAME
	To be confirmed.

	NOTE
	Additional possible request: The call centre may be called upon to provide PSP ITALY with prospect lists compliant with the Italian privacy law.

	9. LEGACY ACQUISITION CALLS

	TARGET
	Existing donors

	GOAL
	Arouse interest in receiving more information about the opportunity to leave a legacy to UNHCR

	EXPECTED VOLUMES 
	3,000 records

	EXPECTED OUTCOMES
	75% effective contacts on the provided list; 
20% positive contacts. 

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts interested in receiving more information about the opportunity to leave a legacy to UNHCR

	FREQUENCY
	Once a year 

	COMPLETION TIME FRAME
	 1 month as average.

	10. ONE OFF CALLS

	TARGET
	One-off active cash donors just mailed with a special appeal.

	GOAL
	Receive a one-off gift

	EXPECTED VOLUMES 
	2,000 records provided to the call centre approx. twice a year

	EXPECTED OUTCOMES
	60% effective contacts on the provided list; 
8% gift by credit card at phone 
30% reliable pledges;
30€ average gift 

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Gift: The % of records of provided list who agreed for a one-off donation. Pledge: the % of records of provided list who agreed for a future one-off donation.

	FREQUENCY
	Twice a year

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	11. CROSS-SELL CALLS (ONE-OFF CALLS REGULAR DONORS)

	TARGET
	Existing regular givers.

	GOAL
	Obtain a one-off gift.

	EXPECTED VOLUMES 
	8,000 records provided to the call centre each month

	EXPECTED OUTCOMES
	70% effective contacts on the provided list;
53% positive contacts ;
46€ average gift.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to donate after the ask.

	FREQUENCY
	Monthly (generally from September to Mid-December)

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	NOTE
	Very well trained agents dedicated to the campaign.

	12. ONE OFF REACTIVATION CALLS

	TARGET
	Regular lapsed donors (last gift > 18 months before) 

	GOAL
	Reactivate lapsed donors and receive a one-off gift 

	EXPECTED VOLUMES 
	2,000 records provided to the call centre twice a year

	EXPECTED OUTCOMES
	65% effective contacts on the provided list,
20% reactivations,
30% one-off donations;
20€ average regular gift and 40€ avg. gift one-off calls

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Reactivations: The % of effective contacts who agreed to reactivate their regular donation. One-off donations:  The % of effective contacts who agreed to make a one-off donation.

	FREQUENCY
	Twice a year

	COMPLETION TIME FRAME
	1 month on average

	13. ONE OFF CALLS MIDDLE DONORS

	TARGET
	Active middle donors just mailed with a dedicated appeal

	GOAL
	Receive a one-off gift

	EXPECTED VOLUMES 
	2,500 records provided to the call centre each time

	EXPECTED OUTCOMES
	70% effective contacts on the provided list;
60% Positive contacts
140 € Average gift
20% reliable pledges

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: the % of effective contacts who agreed to donate after the ask is made; Reliable Pledge: % of effective contacts who promise to make a donation.

	FREQUENCY
	Twice a year

	COMPLETION TIME FRAME
	1 month at most.

	NOTE
	Very well trained agents dedicated to the campaign 

	14. THANK YOU CALLS

	TARGET
	Regular donors at their first gift and one-off active donors (average gift 50 - 240€) who donated in the last month

	GOAL
	Thank for donation

	EXPECTED VOLUMES 
	920 records provided to the call centre each month

	EXPECTED OUTCOMES
	75% effective contacts on the provided list.

Effective contacts: all records of the provided list with whom the agent had an effective dialogue

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	15. MIDDLE DONORS THANK YOU CALLS

	TARGET
	Active middle donors and potential middle donors that donated to the project

	GOAL
	Thank for donation

	EXPECTED VOLUMES 
	2,000 records provided to the call centre once a year

	EXPECTED OUTCOMES
	70% Effective contacts on the provided list; 
50% Positive contacts.

Effective contacts: all records of the provided list with whom the agent had an effective dialogue; Positive contacts= The % of effective contacts who agreed to donate after the ask

	FREQUENCY
	Once a year

	COMPLETION TIME FRAME
	1 month at most.

	NOTE
	Very well trained agents dedicated to the campaign

	16. CALLS TO COMPANIES

	TARGET
	Small and Medium Enterprises (SME), just mailed and/or e-mailed with a dedicated appeal on a corporate project

	GOAL
	Receive a one-off donation or a monthly gift or a pledge;

Reach the person inside the company who really takes decision about donations and illustrate the project;

Ask one-off or monthly donations to those SMEs who receive a mailing or an emailing on a specific project.

	EXPECTED VOLUMES 
	1,000 records provided to the call centre once a year

	EXPECTED OUTCOMES
	60% effective contacts on the provided list;
5% gift by credit card at phone;
30% reliable pledges;
1,000€ average gift 

Effective contacts: all records of the provided list with whom the agent had an effective dialogue; Gift: the % of effective contacts convinced to donate to UNHCR through credit card; Reliable pledges: the % of effective contacts convinced to pledge a donation to UNHCR; Average Gift: The amount of the average donation received by a company

	FREQUENCY
	Once a Year

	COMPLETION TIME FRAME
	1 month as average

	17. FACE TO FACE FRONTLINERS CALLS

	TARGET
	Potential frontliners, who have applied for a specific job position

	GOAL
	Schedule appointments for interviews

	EXPECTED VOLUMES 
	Up to 50 records provided to the call centre per week

	EXPECTED OUTCOMES
	 80% effective contacts on the provided list;
 50% positive contacts.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to schedule an appointment

	FREQUENCY
	Daily

	COMPLETION TIME FRAME
	The day following the application

	18. DATABASE QUALIFICATION CALLS

	TARGET
	Very lapsed donors (last gift > 32 months ago)

	GOAL
	Check addresses and other personal data in order to send a mailing pack and enrich donors’ database with updated information

	EXPECTED VOLUMES 
	5,000 records provided to the call centre each month

	EXPECTED OUTCOMES
	40% effective contacts on the provided list.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue.

	FREQUENCY
	Once a year for 6 months

	COMPLETION TIME FRAME
	1 month on average.

	NOTE
	Additional possible request: provide PSP ITALY with the list of outcomes resulting from non-successful contacts obtained by a power dialler system 

	19. MEMBER GETS MEMBER

	TARGET
	Regular and one-off active donors

	GOAL
	Ask for an address of a friend or colleague

	EXPECTED VOLUMES 
	1,600 records provided to the call centre each month

	EXPECTED OUTCOMES
	80% effective contacts on the provided list;
30% positive contacts (= name, surname and phone number/address of a  prospect donor).

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who agreed to give the address of a friend or a colleague

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average.

	20. LOCATION SEARCH

	TARGET
	Shops, shopping malls, events, public organized spaces

	GOAL
	Introduce the Organization and its fundraising activities (with special attention to F2F), and ask for free locations for F2F teams

	EXPECTED VOLUMES 
	200 records provided to the call centre each month.

	EXPECTED OUTCOMES
	60% effective contacts on the provided list;
30% positive contacts (= available days for Face to Face presence).

Effective contacts: All records of the provided list with whom the agent had an effective dialogue; Positive contacts: The % of effective contacts who gave availability for Face to Face presence

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	1 month on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc

	NOTE
	Additional possible request: provide PSP ITALY with prospect lists compliant with the Italian privacy law.

	21. SMS APPEALS

	TARGET
	Existing donors and prospect

	GOAL
	Ask for a one off gift

	EXPECTED VOLUMES 
	Volumes will be based on chosen targets

	EXPECTED OUTCOMES
	80% effective contacts on the provided list.

Effective contacts: All records of the provided list that have received the SMS.

	FREQUENCY
	Once a Year

	COMPLETION TIME FRAME
	According to fundraising needs.

	NOTE
	Provide full list of:
- phone numbers that have received the SMS
- phone numbers that have replied accepting to donate
- n. of SMS sent
- n. of SMS failed

	22. SMS WELCOME/THANK YOU

	TARGET
	Newly acquired regular donors and regular donors at the first gift that were untraceable to welcome and/or thank you calls 

	GOAL
	Welcome/thank new regular donors keeping them informed on the Organization

	EXPECTED VOLUMES 
	100 records provided to the call centre each week

	EXPECTED OUTCOMES
	80% effective contacts on the provided list.

Effective contacts: All records of the provided list that received the message

	FREQUENCY
	Weekly

	COMPLETION TIME FRAME
	1 week on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	NOTE
	Provide full list of phone numbers that have received the SMS and separate list of phone numbers that have replied accepting to donate.

	23. SMS RECAPTURING

	TARGET
	Regular donors with a discontinued donation

	GOAL
	Reactivate regular donors who interrupted their donation by contacting the Organization through the toll free number or by e-mail

	EXPECTED VOLUMES 
	3,000 records provided to the call centre each month

	EXPECTED OUTCOMES
	90% effective contacts on the provided list.

Effective contacts: All records of the provided list that received the message

	FREQUENCY
	Monthly (depending on typology of the segment frequency could be weekly)

	COMPLETION TIME FRAME
	1 week on average. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	NOTE
	Provide full list of phone numbers that have received the SMS and separate list of phone numbers that have replied accepting to reactivate their donation.

	24. RECALL ON SMS

	TARGET
	New potential donors recruited through DRTV or other channels. Prospect donors are required to send an SMS if they wish to be informed about project described in the campaign

	GOAL
	Ask for one-off and/or regular donations

	EXPECTED VOLUMES 
	1,000 records provided to the call centre twice a year

	EXPECTED OUTCOMES
	35% converted into regular givers on overall sellable calls;
50€ average gift (one-off) or 15€ per month (regular).

Sellable calls: Total records of the provided list with whom the agent had an effective dialogue.

	FREQUENCY
	Twice a year

	COMPLETION TIME FRAME
	1 month on average

	NOTE
	Provide PSP ITALY with complete list of phone numbers that have received the sms.

	25. LEAD GENERATION

	TARGET
	New potential donors recruited through web banners, DEM, sponsored petition platforms, dedicated landing pages, Facebook, and other channels

	GOAL
	Ask for regular donations or one off gift

	EXPECTED VOLUMES 
	200 records provided to the call centre each month

	EXPECTED OUTCOMES
	10% positive contacts on the provided list;
15€ per month (regular) or 50€ average gift (one-off).

Positive contacts: The % of effective contacts of provided list who agreed to donate after the ask is made. Contacts must be new ones – not already existing in our CRM

	FREQUENCY
	Monthly

	COMPLETION TIME FRAME
	2 weeks on average since receiving the leads.

	NOTE
	Additional request: Deduplication of contacts in order to keep cleaned the database using email address (MD5 hash)

	26. MARKET RESEARCH

	TARGET
	A cluster of UNHCR donors to be defined

	GOAL
	Ask donors several questions about customer satisfaction issues, perception of UNHCR, donation behaviour, etc.

	EXPECTED VOLUMES 
	30,000

	EXPECTED OUTCOMES
	60% effective contacts on the provided list;

15% positive contacts 

Insights on donors’ behaviour and donors perception of UNHCR and other related issues; Global analysis of results with counselling on future fundraising actions.

Effective contacts: All records of the provided list that has been reached by the survey. Positive Contacts: the % of effective contacts that have completed the survey

	FREQUENCY
	Once a year

	COMPLETION TIME FRAME
	To be confirmed.

	NOTE
	Provide detailed records of single donors answers 

	27. OUTBOUND IVR (emergency campaigns only)

	TARGET
	Almost cold one off donors (last gift > 45months) with home phone numbers

	GOAL
	Ask for one off gifts using a pre-recorded message

	MONTHLYEXPECTED VOLUMES 
	25,000 records provided to the call centre each time

	EXPECTED OUTCOMES
	90% effective contacts on the provided list.

Effective contacts are all records of the provided list that have answered.

	FREQUENCY
	Twice a Year

	COMPLETION TIME FRAME
	1 month on average

	NOTE
	Provide PSP ITALY with a complete list of phone numbers that have accepted to be called back.

	28. OUTBOUND IVR

	TARGET
	Active donors

	GOAL
	Ask for one off gifts using a pre-recorded message

	MONTHLYEXPECTED VOLUMES 
	5,000 records provided to the call centre each time

	EXPECTED OUTCOMES
	55% effective contacts on the provided list.

Effective contacts are all records of the provided list that have answered.

	FREQUENCY
	Up to 5 times a year

	COMPLETION TIME FRAME
	1 month on average

	NOTE
	Provide PSP ITALY with a complete list of phone numbers that have accepted to be called back.

	29. SMS TAX

	TARGET
	All donors who donated in the previous year.

	GOAL
	Inform donors of the tax report

	EXPECTED VOLUMES 
	60,000 records provided to the call centre once a year

	EXPECTED OUTCOMES
	80% effective contacts on the provided list.

Effective contacts: All records of the provided list that received the message

	FREQUENCY
	Once a Year

	COMPLETION TIME FRAME
	1 week for implementation and 2 days for sending. 

Please consider that normally deadlines for the completion of activities are given, time by time, by PSP ITALY, based on effective number of records, time of the year, etc.

	NOTE
	Provide full list of phone numbers that have received the SMS and separate list of phone numbers that have replied accepting to donate.

	30. GADGET CALLS

	TARGET
	One off and regular donors

	GOAL
	Sell UNHCR gadgets

	EXPECTED VOLUMES 
	1,000 records provided to the call centre twice a year

	EXPECTED OUTCOMES
	60% effective contacts on the provided list.

Effective contacts: All records of the provided list with whom the agent had an effective dialogue.

	FREQUENCY
	Twice a Year

	COMPLETION TIME FRAME
	1 month on average


For the evaluation in the present tendering process, for OUTBOUND activities, please:
· Provide a detail description of a standard working Team (number of agents, type of campaigns managed by each agent in the past, management and supervision) including a description of the technical management for infrastructures (e.g. presence of an IT manager, presence of a digital professional figure dedicated to fulfilment of requests, etc...)

· Minimum requirement: Working hours 9:00-20.00 (Mon-Fri) and 9:00-13:00 (Sat)

· Asset: 9.00 to 21.00 (Mon-Fri) and 9:00-18:00 (Sat)

· Answering machine: from 20.00-9:00 (Mon-Sat) and 13:00 Sat–9:00 Mon (in case of recall from donors).

· For each activity, indicate the time necessary for the technical start-up phase to be completed;

· Indicate minimum and maximum volume of weekly calls that can be managed (if any) by filling in ANNEX E, Tab 2. “CAPACITY”;

· Provide a description of the information sharing systems used;

· Provide a description of an automatic redirecting system for calls requiring special feedback (if any) from PSP ITALY personnel thanks to integrations between UNHCR Database and call centre. 
· Please duly fill in ANNEX E, tab 4. “PERFORMANCE KPIs” with performance KPIs you have experienced with other non-profit clients and with number of campaigns managed for other non - profit clients in the past 3 years;

· Please provide additional information by filling in ANNEX E, Tab 1. “TECHNICAL INFO” and by providing a description of the Export data quality procedure in place for each proposed campaigns.

· If, during an outbound call, a record has been flagged with “no Answer” but, in a second moment, the record calls back the call centre, please indicate whether you have an automatic system for the reopening of the records.
2.5 Inbound activities
	1. INSTITUTIONAL TOLL FREE NUMBER SERVICE

	DESCRIPTION
	Toll Free Number (800 298 000) is a service that PSP ITALY offers to donors and to the general public in order to: 
Receive gift (by credit card) and pledges;
Receive and record communications from donors about their regular donations and/or personal details;
Give updated information about UNHCR fundraising activities; 
Collect requests and information from donors;
Manage queries related to the F2F and door to door program;
Give first level of information about UNHCR activities to the general public;
Provide information and answers to queries from donors and the general public during Emergency situations;

Manage and implement fulfilment of gadget pack, included stocking materials, gadget and pack personalization, packaging, delivery and any other action needed if a special campaigns is launched;

Automatic fast survey at the end of the call in order to evaluate donors’ satisfaction.

	EXPECTED VOLUMES
	1,000 monthly inbound calls /1,600 monthly maximum volume 

	EXPECTED OUTCOMES
	80% percentage of managed calls within the first 20 seconds
5% percentage of lost calls 
15% calls not managed within the first 20 seconds;

	FREQUENCY
	N/A

	COMPLETION TIME FRAME
	N/A

	2. DEDICATED TOLL FREE NUMBER SERVICE FOR MULTICHANNEL

	DESCRIPTION
	Dedicated Toll Free Number is a service that PSP ITALY gives to the general public reached through multiple channels such as: TV, Radio, SMS, billboard, Print AD and digital products 

	GOAL
	Objectives of the toll free number services are related to: 
Receive gift (by credit card) and pledges;
Give updated information about UNHCR; 
Collect requests and information from the general public;
Provide information and answers to queries from the general public during Emergency situations;

Manage and implement fulfilment of gadget pack, included stocking materials, gadget and pack personalization, packaging, delivery and any other action needed if a special campaigns is launched.

	EXPECTED VOLUMES
	500 calls as average in three week of campaign

	EXPECTED OUTCOMES
	80% percentage of managed calls within the first 20 seconds
5% percentage of lost calls 
15% calls not managed within the first 20 seconds;

	FREQUENCY
	Once a year

	COMPLETION TIME FRAME
	3 weeks on average.

	3. DRTV

	DESCRIPTION
	Prospect donors calling the toll free number in order to make a donation or ask for further information regarding a spot broadcasted on TVs. 

	GOAL
	Convert prospect donors into monthly committed givers and/or up-sell monthly donation and/or provide prospect donors with required information

	EXPECTED VOLUMES
	Normally the number of inbound calls range from 30 to 200 per day, with possible peaks in case of tele promotions or spots broadcasted on general interest TV. 

	EXPECTED OUTCOMES
	95% answer rate before 20 seconds;
40% conversion rate into regular givers on overall sellable calls;
15€ average monthly donation;
6 minutes average call duration in order to convert a potential donor;
80% donors converted directly during the inbound call

	FREQUENCY
	Daily

	COMPLETION TIME FRAME
	To be confirmed.

	4. DRTV LEGACY

	DESCRIPTION
	Prospect donors calling the toll free number - broadcasted during a Legacy spot - in order to  ask for further information about the Legacy program

	GOAL
	Acquire personal contacts in order to provide with required information about the legacy program

	EXPECTED VOLUMES
	Normally the average inbound calls range from 20 to 40 per day

	EXPECTED OUTCOMES
	95% answer rate before 20 seconds;
30% callers convinced to leave personal contacts in order to receive more information about UNHCR Legacy Program;
4 minutes average call duration in order to convince the caller to leave personal contacts in order to receive more information about legacy program;
50% callers convinced to leave personal contacts, convinced to leave a phone number too, in order to be contacted about UNHCR legacy program

	FREQUENCY
	Daily

	COMPLETION TIME FRAME
	1 month as average


TOLL FREE NUMBER activities:

· Provide a detailed description of a standard working Team (number of agents, type of campaigns managed by each agent in the past, management and supervision).
· Human resources involved in the service have to be recruited and trained in order to reach adequate professional skills to deal with UNHCR donors.

· They are also supposed to be able to use UNHCR database during phone calls as an information tool to give donors accurate and quick answers.

· Human resources involved in the service and their backup persons should attend PSP ITALY training periodically.

· Please provide a description of the technical management for infrastructures (e.g. presence of an IT manager, presence of a digital professional figure dedicated to fulfilment of requests, etc...)

· Minimum requirement: Working hours 9:00-20.00 (Mon-Fri) and  9:00-13:00 (Sat)

· Asset: 9.00 to 21.00 (Mon-Fri) and  9:00-18:00 (Sat)

· Answering machine: from 20.00-9:00 (Mon-Sat) and 13:00 Sat–9:00 Mon; with personalization of message plus Sundays/holidays call back within the following working day.

· Please provide a description on how the call centre cope with high levels of inbound calls;

· Provide a detailed description of the methodology used for recording all donors’ data (including emails, mobile phone numbers and updates of mail addresses, etc.…);

· Indicate minimum and maximum volume of daily calls that can be managed by filling in ANNEX E, Tab 2. “CAPACITY”;

· Describe weekly reports, statistics and key performance indicators on the activity used for reporting and monitoring purposes;
· Provide a description of an automatic redirecting system for calls requiring special feedback (if any) from PSP ITALY personnel, thanks to integrations between UNHCR Database and call centre. 
· Please duly fill in ANNEX E, tab 4. “PERFORMANCE KPIs” with performance KPIs you have experienced with other non-profit clients and with number of campaigns managed for other non - profit clients in the past 3 years;

· Please provide additional information by filling in ANNEX E, Tab 1. “TECHNICAL INFO” and by providing a description of the Export data quality procedure in place for campaigns.

· Describe how you would set-up and manage an automatic fast survey system at the end of calls in order to monitor donors ‘satisfaction and quality of the service and related reports (monthly frequency);

· Please indicate whether you are able to provide a recall system (max 6 hours from business reopening) of all those people that have done a phone call to the call centre outside working hours both in case they have left a message or not.
DRTV (DIRECT RESPONSE TELEVISION) AND LEGACY

· Provide a detailed description of a standard working Team (number of agents, type of campaigns managed by each agent in the past, management and supervision) including a description of the technical management for infrastructures (e.g. presence of an IT manager, presence of a digital professional figure dedicated to fulfilment of requests, etc...)

· Minimum requirement: Working hours 9:00-20.00 (Mon-Fri) 

· Asset: 9.00 to 21.00 (Mon-Sun) 

· Availability to work on Saturday and Sundays (for DRTV Legacy only)

· Answering machine: from 20.00-9:00 (Mon-Sat) and from Sat h. 13:00 to Mon h. 9:00;

· Please provide a description on how the call centre cope with high levels of inbound calls;

· Provide a detailed description of the methodology used for recording all donor data (including emails, mobile phone numbers and updates of mail addresses);

· Provide a detailed description on the methodology/process used for converting donors directly during inbound call (preferred option) and/or collect donors data and call back through an outbound call;

· Provide a detailed description on the methodology/process use to obtain personal contacts of the callers during inbound call and collect callers’ phone number to allow the Legacy office to call back through an outbound call. (For DRTV Legacy only)

· Indicate available technical capacity such as: 

· Average of monthly calls

· Maximum volume of monthly calls

· Percentage of managed calls within the first 20 seconds

· Percentage of lost calls and calls not managed within the first 20 seconds;

· Answer-seizure ratio;

· Call back system

· Indicate minimum and maximum volume of daily calls that can be managed by filling in ANNEX E, Tab 2. “CAPACITY”;

· Provide information on automatic sync with UNHCR database, including information on source channel;

· Describe daily reports, statistics and key performance indicators for reporting purposes;

· Describe the preparation process of the export/import formatted forms including donor data (the form is provided by PSP ITALY and Media Buyer);

· Indicate the position for UNHCR telemarketing agent per hour;

· Please duly fill in ANNEX E, tab 4. “PERFORMANCE KPIs” with performance KPIs you have experienced with other non-profit clients and with number of campaigns managed for other non - profit clients in the past 3 years;

· Please provide additional information by filling in ANNEX E, Tab 1. “TECHNICAL INFO”;

· Provide a description of an automatic redirecting system for calls requiring special feedback (if any) from PSP ITALY personnel thanks to integrations between UNHCR Database and call centre.
2.6 Additional information
For the evaluation in the present tendering process please fill in ANNEX F “Questionnaire”.

2.7 Emergency plan
Please consider that for the nature of its mission, UNHCR faces natural and man-made emergencies for which fundraising efforts are requested. In case a humanitarian emergency happens involving UNHCR, an emergency alert will be formally communicated to the supplier focal point by phone or e-mail; regardless of the day of the week, (communication may happen on weekends or annual leave).

When an Emergency arises, the timely implementation of activities is crucial and a priority for fundraising activities. 

PSP Italy requires from all its suppliers a prompt reaction and agreed/shared Emergency plans. PSP Italy also expects that activities are launched within 48 hours after the greenlight to fundraise is given by the Headquarter. The Call centre should be therefore able to be prepared to change script, to train agents, to arrange specific reporting and export and to manage high volumes of calls for emergencies in 48 hours.

For the evaluation in the present tendering process please provide ANNEX G “EMERGENCY” duly filled-in.
2.8 Other services required

2.8.1 DATA ENTRY

These activities may consist, but are not limited to, data entry of:

1) Forms with donors bank details;

2) Donation details;

3) Donors personal details.

2.8.2 BACK OFFICE

These activities may consist, but are not limited to, for example: look-up Phone numbers; scan and rename of regular donation forms; upload files into UNHCR donors’ database; check and review general donors data collected during phone calls; optical data acquisition of forms; send a personalized e-mail to donors. All the necessary activities to deal with donors’ requests.

2.8.3 FULFILMENT SERVICE

These activities may consist in assembling and delivering documents and communication materials that have been required by donors during the phone calls and fulfilment of personalized form to be sent to donors via email  - manually or automated  - via fax  or via mail (per month) and any other package fulfilment activity (i.e. carnet 12 CCPs); convert an e-mail in HTML format.

2.8.4 TECHNICAL ASPECTS

These activities may consist in technical set-up/developments in order to ensure multi-platform integrations (e.g. CRM and e-mail platform or other applications, access to Analytics, Web Based Business Intelligence System, etc.).

3 Technical information 

3.1 CRM Integration

Please consider that during the contract period – supposed to be by the end of June 2019 - PSP Italy may have migrated its CRM software.
Call Centres will be therefore called upon to support PSP Italy in managing the migration by adapting their system to the new standards and integrating their phone call capabilities through the new CRM, in order to guarantee the access to and the update of donors’ information stored in the CRM, for both inbound and outbound calls.

Considering this scenario, Call Centres able to adopt a Computer-Telephony Integration (CTI) by installing Call Centre package already developed for the specific CRM software or by configuring OPEN CTI API, would be the best solution.

Alternatively Agencies could adopt CRM APIs to integrate their own CTI system. 

In any case the minimum standard requirement is that the Call Centre is able to access the UNHCR SFTP server, in order to download lists of contacts and to upload campaigns outcomes by using the export file as per ANNEX H “EXPORT FILE”.

Be aware of the fact that PSP Italy requires call centres to guarantee the delivery of export files containing donors’ data on a rolling basis (daily, weekly and monthly), depending on the communication cycle they pertain.
4 INNOVATION SECTION
This special section is dedicated to the innovative suggestions - both for standard and emergencies situations - presented by the supplier, such as: new approaches; ideas, activity follow-up; tests; activities for donors’ acquisition purposes; donor development; penetration and response rate improvement; additional fundraising/retention/communication services to contact potential or existing donors (e.g. ClickToCall and Click&Call).
5 SCENARIO
· Please note that the Scenario described can change according to PSP ITALY needs and budget availability.

· PSP ITALY expects that unitary costs will not change over the course of the contract period even if quantities will be less/more than those indicated in the RFP documents (i.e. TORs and financial forms).

· Please also consider that some activities and quantities are only estimated and will not be necessarily developed during the course of the contract.

· Please consider that PSP Italy estimates to manage three emergencies per year as average. 

· Each supplier is expected to provide details of the requirements indicated by PSP Italy (including facilities or resources) in order to implement activities for each campaign. 

· A special commitment in employing refugees as telemarketing agents will be appreciated. PSP ITALY will be involved in supporting the recruitment phase.

· Please consider that training and script will be provided by PSP ITALY.

· Consider also that PSP Italy will provide the agencies with credentials in order to enter PSP Italy CRM remotely. 

6 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: 
6.1 Company qualifications 

· Company profile and description

· Company registration certificate (Iscrizione al registro delle imprese);

· Year founded;

· Presence and experience in Italy,

· 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;

· Fundraising experience in the business/number of similar and successfully completed projects;

· Number of similar projects currently underway.

· Balance sheet;

· Self-certification that employment contracts are in line with the Italian law;

· “Documento unico di regolarita’ contributiva” (DURC) 

· List of main clients;

· A minimum of 3 relevant references with contact details of other clients (at least 1 non – profit organization);

· Any information that will facilitate PSP Italy’s evaluation of your company’s substantive reliability, financial and managerial capacity to provide the services.

6.2 Proposed services 
· Description of how your company can provide the specific requirements, by answering the questions listed in section 2. REQUIREMENTS.

· The time required for the preparation and the start-up process related to the start-up date (October 2018).

· Duly filled-in annexes: Annex E, with related tabs, Annex F and Annex G.

· Suggestions, if any, as per paragraph 4. Innovation section

6.3 Staff Qualifications 

Curriculum Vitae of core staff (maximum number of 5 short CV’s) involved in the project.

6.4 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). 

6.5 Applicable General Conditions 

Your technical offer should contain your acknowledgement of the UNHCR General Conditions for Provision of Goods and Services by signing Annex D.

6.6 Special Data Protection Conditions

Please indicate your acknowledgement of the UNHCR Special Data Protection Conditions by signing Annex E.
6.7 RFP Checklist Form

Annex I, 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 I is to be filled in, signed and sent it back with the technical proposal. 
6.8 Content of Your Financial Proposal 

Please use only Annex B (Financial Offer) to provide your corresponding fees and cost breakdown. All the costs for each campaign have to be indicated in the Annex B (Financial Offer Form) and should include all the services listed in your strategy. No price information can be included in the technical offer. Inserting pricing details into the technical offer will result in disqualification. 

7 Evaluation

7.1 Technical Evaluation

The Technical offer will be evaluated using the following criteria and percentage distribution: 60% (i.e. 60 points) from the total score of 100 points.

The technical offer will be evaluated using the below criteria and percentage distribution. 
	CRITERIA DESCRIPTION
	Weight

	1. Company Qualifications (17.5%)
	17.5%

	General Liability / Capacity of the Company
	

	Overall fundraising experience/time in business/presence in the Italian market.  Experience of working with not for profit/UN/UNHCR sector/environment
	

	Experience of completing similar projects internationally/Italy
	

	2. Quality of Service (35%)
	35%

	Comprehensiveness of proposal and flexibility demonstrated (different operational models proposed)
	

	Quality/clarity of interpreting and presenting TMK services, including description of operational models proposed based on the TORs
	

	Quantifying Results - Reporting / Key Performance Indicators (based on Annex E, tab 4)
	

	Overall capacity of the company in terms of minimum and maximum volume guaranteed (based on Annex E, tab. 2)
	

	Quality/ Efficacy of emergency preparedness and response plan (based on Annex G)
	

	3. Project staff (7.5%)
	7.5%

	Experience of core people who will work on the project
	

	TOTAL TECHNICAL SCORE
	60%


	Bidders must have a minimum technical threshold of 42 out of 60 points for the technical proposal in order to be considered further in the financial evaluation process.



7.2 Financial Evaluation

The financial component is 40% of the total score. The maximum number of points (40) will be allotted to the lowest price offer. All other price offers will receive points in inverse proportion to the lowest price.

8 Customer responsibilities 

PSP Italy will be responsible for:
· Appointing a dedicated project manager; 

· Providing training about UNHCR’s mission and activities for the telemarketing agents; 

· Oversee the process of export/import of donor data between UNHCR’s database and the vendor’s database and jointly work with the supplier to ensure that the process will go easily and efficiently; 

· Providing content for the call scripts; 

· Providing logos and materials; 

· Providing input on images and materials used by the vendor; 

· Informing the vendor about expectations concerning reporting, statistics, key performance indicators and ROI’s to ensure high level results; 

· Conduct regular meetings on progressions and deliverables of activities (frequency and modality of the meetings to be agreed between PSP Italy and the supplier). 

9 Key Performance Indicators

9.1 Performance Evaluation
UNHCR expects to monitor the performance of the selected supplier(s) on a regular basis. 
KPI’s will be: 

· Penetration rate

· Response rate (for single and regular donors)

· Average donations amount (for single and regular donations) 

· Cost per effective contact

· ROI 

· Number and gravity of complaints received about conduct of the TMK agents. 
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