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ANNEX A –TERMS OF REFERENCE 
RFP/GRC/2018-009 

 
Terms of Reference (ToR) for the Establishment of Frame Agreement(s) 

for the Provision of Catering Services in Attica Region 
 

1) Background  
 
The UNHCR Representation in Greece (UNHCR Athens) intends to invite qualified vendors (catering service 

providers) to make a firm offer for the provision of catering services in the Athens (Attica region). In specific, 

UNHCR Athens requires the effective provision of high standards catering services including coffee breaks, 

meals (ie. lunch, cocktail etc.), beverages packages and/or waiting/serving staff services and/or equipment 

(tableware, cutlery, plates and glasses –plastic or other-) as required.  

 

2) Required Services 
 
In this respect, UNHCR is seeking to secure: 

 

Catering Services for UNHCR events (hosting its workforce and external partners) in Attica Region for 

events held mainly at UNHCR premises (Main office in Michalakopoulou and Field Office Attica in Neo 

Psychiko) -or other venues-. 

 

To this aim, the UNHCR would appreciate receiving corporate rates for the provision of catering services in 

Attika region. UNHCR organizes various trainings and workshops each year, where catering services are 

needed. 

 

During 2017, 45 meetings were arranged with catering services. The required services included at their 

majority continuous coffee break and a light menu. Usually, services are requested for 20-30 pax per order.  

 

It is therefore important that UNHCR identifies strategic catering service providers to be engaged through a 

competitive bidding process for the provision of the relevant catering services.  

In 2018, a similar number of events is estimated. However, kindly note that the provided figures constitute 

only an indication and do not represent any firm commitment from UNHCR’s part.  

 

2.1 Detailed Services: Packages and itemized offers 

 

UNHCR is seeking to secure offers for:  

All-inclusive catering services for standing and seated buffet options with a variety of choices and for different 

package options. 
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2.1.1 PACKAGES ALL INCLUSIVE 

Catering Services provision shall be based on the following package options per person depending on the 

services/items provided:  

 

A. Package 

Option: 

Coffee break 

 

 

 

A1. Simple: Coffee, tea, water, orange juice 

(pre-packed) and cookies  or butter croissants 

or cake 

A1.1. Only 1 Coffee Break/day 

A1.2. 2 Coffee Breaks/day 

A1.3 Continuous Coffee Break 

A2. Upgraded: Coffee, tea, water, orange juice 

(pre-packed), cookies and cake and butter 

croissants  

A2.1. Only 1 Coffee Break/day 

A2.2. 2 Coffee Break/day  

A2.3 Continuous Coffee Break 

from 9.00-18.00 

 

 

B.Meal 

(standing 

buffet) 

B1.Light/ finger food  

B2. Cold items and hot items without dessert 

B3.Cold and hot items with dessert  
 Each meal category shall include bread 

 

C. Beverages 

Packages 

C1.Bottled Water of 1.5 lt 

C2. Bottled Water of 1.5lt and Variety of Soft Drinks of 1.5lt 

C3.Bottled Water of 1.5lt, Soft Drinks and Wine  

 

Each Package option shall include napkins, plastic/ paper plates, cups and cutlery, or napkins, normal plates 

(porcelain etc.), glasses and cutlery, as per UNHCR’s request. 

The following combinations may be requested: 

 

 Coffee break (different options) + Meal (different options)+ Water 

 Coffee break (different options)+ Meal (different options) + Beverage Package C2 or C3 

 Coffee break (different options) + two Meals + Water 

 Coffee break (different options)+ two Meal (different options)+Water+ Beverage Package C2 

or C3 

 Only Meal (different options)+ Water  

 Meal (different options)+ Beverage Package C2 or C3 

 

Each bidder must offer a choice for the above packages with and without the provision of waiting/serving 

staff services (separate quotation). Additionally, the following should be quoted separately (if additional cost 

applies): 

 

1. high tables with linen, 

2. service staff, 

3. cancellation fee, if any 

4. any additional services, if any, please specify. 
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UNHCR requires standing buffet. However, seating buffet should be also quoted separately for exceptional 

cases that it may be required -if additional cost applies.  

 

In specific, the package options may include, but not limited to the following:  

 

 

Package Option A: Coffee Break 

1) Coffee of high quality (Filter Coffee and Decaffeinated) 

2) Tea: a variety (fruit, herbal, black, green in individual packaging) 

3) Milk: individual portions  

4) Sugar: white and brown, in sachets 

5) Still Bottled water 

6) Orange juice (pre-packed) 

7) Biscuits 

8) Cake 

9) Croissants (plain/butter) 

 

Package Option B:  Meal 

 

B1. Light/snacking meal  

 

 One Salad or Fresh vegetables sticks (i.e. Caesar, chicken salad, bocconcini tomato and mozzarella, 

Greek traditional salad, pasta salad, tabbouleh etc.) 

 Assortment/variety of Sandwiches: Different breads (white, wholegrain, brown, tramezzini, focaccia 

etc.) and different fillings 

 Cheese pies or margarita pizza bites/mini pizza or Quiche 

 

B2. Cold items and hot items without dessert 

 2 cold items and 5 hot items 

 

B3. Cold items and hot items with dessert 

 2 cold items and 7 hot items 

The below list of items is indicative. You may propose your own menu, based on the above guidelines.  

 

Variety of Options for:  

COLD ITEMS: 

 Salad or Fresh vegetables sticks 

 Rye tramezzini with smoked salmon and cream cheese 

 Egg salad finger sandwiches 

 Cucumber finger sandwiches 

 Mini croissants with ham and cheese 

 Bocconcini di mozzarella with prosciutto di Parma 

 Arabic pies with cottage cheese and various fillings 

 Mini croissants with ham and cheese 
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 Assorted plate of cheeses 

 Assorted plate of cold cuts/ hams etc.  

 

Variety of Options for:  

HOT ITEMS: 

 Mini cheese pies 

 Mini spinach pies 

 Pizza bites/mini pizza 

 Quiche (different options) 

 Chicken ‘’souvlaki’’ 

 Port souvlaki 

 Chicken fillet  

 Mini burgers 

 Meat balls/ burgers without bread 

 Mini Spinach Pies 

 Pitta  

 Spring rolls 

 Pumpkin or cheese balls 

 Chicken strips 

 Fish fillet 

 Oven baked baby potatoes 

 Rice/Risotto with mushrooms 

 Lasagne 

 Savoury Crepes with various fillings 

 Peking duck rolls 

 Finger sandwiches with smoked salmon and cream cheese 

 

DESSERTS:- 

 Variety of small individual desserts in shots such as (profiterole, mousse, panacotta, cheesecake, 

bitter chocolate, white chocolate, strawberry, lemon, tiramisu, cookies, etc.)  

 Seasonal fruit  

 Dessert crepes 

 

 

All buffet lunch options must:  

 be delivered prepared and ready for consumption;  

 be served at the correct temperature; 

 be freshly made, appealing to the eye, nutritious and consist of dishes from diverse cuisines;  

 be sufficient in quantity to feed the estimated number of people to be fed;  

 include a vegetarian option;  

 on specific request: a gluten-free option;  
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2.1.2 List of Individual Items  

 

You should provide a list of items that you have available without prices in your technical proposal. 

Occasionally, UNHCR may order catering supplies which are not specified in your proposed menus. Such 

additional items are the replacement of a product by a new one in the same value with a product of the menu 

or, exceptionally, an additional item, provided that it will remain within the scope of the framework contract   

 

The below Section includes a list of food items, which may be used by the UNHCR. The list is indicative.  

 

 Verrines with several mousse flavors (choice of: chocolate, bitter chocolate, white chocolate, 

strawberry, lemon, tiramisu or espresso cookies, biscottino) 

 Mini chocolate profiteroles 

 Cheesecake with forest fruits 

 Mini éclairs  

 Traditional ‘baklava’ with pistachio and crème anglaise 

 Traditional ‘galaktoboureko’ 

 Tradition ‘bougatsa’ 

 Fresh Seasonal Fruits  

 Assorted Flavored Tortilla Wrap Sandwiches Filled with: Chicken Caesar / Tuna with Water Chestnuts 

/ Smoked Turkey & Cheddar Lettuce, Tomato & Condiments 

 Caesar salad with parmesan, croutons and Caesar dressing  

 Greek traditional salad with tomato, cucumber, olives feta cheese 

 Pasta salad with olives, spring onion and basil oil 

 Chicken Strips 

 Assorted Cheeses 

 Assorted Breads & Rolls 

 Potato Salad with Dressing 

 Mini sandwiches from white and/or whole grain baguettes with smoked turkey or ham or tuna or 

salmon, Edam or feta cheese, lettuce or tomato or avocado 

 Brioche with prosciutto, mozzarella and tomato 

 Mini cheese pies  

 Rye tramezzini with smoked salmon and cream cheese 

 Egg salad finger sandwiches 

 Cucumber finger sandwiches 

 Mini croissants with ham and cheese 

 Bocconcini di mozzarella with cherry tomatoes  

 Sticks with raw vegetables (cucumber, carrot, celery) 

 Arabic pies with cottage cheese, or ham and cheese, or chicken and mayonnaise 

 Brioche with French ham and emmental 

 Chicken ‘’souvlaki’’  

 Pork “souvlaki” 

 Pasta salad with smoked salmon and light lemon-mayo sauce 

 Mini Spinach Pies 

 Mini beef burgers  

 Tramezzini with prosciutto di Parma, parmesan and rocket 
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 Caesar’s salad with grilled chicken  

 Salad with pasta 

 Tuna salad 

 Peking duck rolls 

 Finger sandwiches with smoked salmon and cream cheese 

 Spring rolls 

 Mini croissants with chicken  

 Italian Pizza: Mozzarella and tomato  

 Vegan Pizza: Artichoke, closed cup mushroom, red onion and black olives, with tomato, vegan 

mozzarella alternative  

 Margherita Pizza: Buffalo mozzarella or other cheese, tomato,  

 Special Pizza: Ham, bacon, green pepper, mushrooms, mozzarella or other cheese and tomato. 

 Mini cheese-burger 

 Mini mushroom burger 

 Mini Bacon cheeseburger 

 Mini BBQ 

 Fried Potatoes 

 Onion Rings  

 Club sandwich  

 Savoury and dessert crepes 

 Canapés with salmon// cheese and prosciutto 

 Risotto with chicken 

 Risotto Milanese 

 Risotto with mushrooms 

 Oven baked baby potatoes  

 Beef burger without the bread 

 Meat balls 

 Cheese balls 

 Pumpkin balls 

 Chicken fillet with curry sauce  

 Tartelettes with baked tomato cherries and cheese 

 Tabbouleh 

 Plateau of cold cuts 

 Plateau of cheeses  

 Tortilla wraps with tuna fish and salad 

 Fish filet  

 Veal/beef filet 

 Salmon fillet  

 

 

2.1.3 Related additional catering services requirements 

 

In order to ensure variety over the duration of the contract, upon request, the contractor shall be able to 

replace at least one of the options with a new menu. This must be agreed in advance with UNHCR. The new 
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menu must be offered at the same price of the replaced menu. The contractor must be able to provide food 

that meets the requirements of people with specific food intolerances or allergies including lactose-

intolerance, celiac disease and nut allergies upon request of UNHCR. When ordered, such foods must be 

provided on the separate plates labelled accordingly. All other foods should be labelled with signs indicating 

that they contain dairy or nuts if that should be the case.  

 

Since some meetings may not break timely for meal, the contractor must ensure that satisfactory 

arrangements are in place to keep hot dishes warm until the meal interval.  

 

3. Waiting/ serving staff services 

 

A number of UNHCR events are undertaken without requiring waiters, while for some meetings waiters may 

be required. UNHCR will notify the contractor in advance in case there is no need for serving staff. 

 

At instances, two waiters/service staff may be required of meetings run simultaneously or in different areas 

of the office premises. 

  

On the busy days – two or more meetings, or larger events – the serving staff will work as a team to ensure 

the smooth provision of food and beverage for the ongoing meetings. They will assist the guests in the 

breakout areas during the coffee and lunch breaks, ensuring the cleanliness and order of the breakout area, 

the operation of the equipment and the availability of the cutlery and crockery at all times. During the 

aforementioned breaks one of the catering staff will replace the empty bottles of water and collect the dirty 

cups in the meeting rooms, whilst the other staff serves the breakout areas. 

 

It is to be noted that some meetings may be half-day only, in which case there may be a requirement for 

catering staff despite the fact that no lunch has been ordered, to  prepare the coffee breaks, clean up, etc. 

Full-day meetings may finish from 17:00-19:00. 

 

4.  Supply and Delivery  

 

 The contractor shall cover all transport costs for all food, serving line supplies and all related services 

such as serving staff and including delivery to and collection from the place of performance of the 

contract.  

 Coffee breaks: Serving Staff (when required) shall be in attendance at the latest 30 minutes before the 

meeting starts.  

 Meal: Delivery shall be performed at the latest 30 minutes before the meal. When hot items are included 

in the menu, the supplier should ensure that the right temperature is maintained.   

 Please note that the duration of installation’s setup may vary depending on the number of participants 

and type of event. Please state different timings in your technical proposal.  

 Delivery will be mainly performed to UNHCR premises in Athens (either Michalakopoulou street or 

Tagiapiera street in Neo Psychiko). Exceptional deliveries may be requested at other venues at UNHCR’s 

discretion within Attica region. 

 When no disposable equipment is available, removal of equipment and materials from all events shall be 

performed in the same day at the end of the event by the supplier.  

 As an indication please note that UNHCR events usually take place from 08.00 until 19.00 the latest. The 
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surface used to place food and drinks should be left clean and tidy upon completion of catering services. 

 

5.  Service Quality/Quality Control 

 

The awarded contract service provider is expected to provide high quality services in an efficient manner. 

UN workshops and meetings are critical events for UNHCR partners and stakeholders, thus expecting to 

have high quality. 

 

The awarded service provider’s performance shall be gauged using the h i g h  q u a l i t y  service standards, 

thus expecting that the services will be regularly monitored and evaluated throughout the duration of the 

contract.  

 

Spot checks may take place without prior notification to assess food quality and the food supply chain, from 

delivery to consumption. Bidders acknowledge this additional constraint and commit to ease and support 

such spot check visits. 

The selected firm shall ensure that the quality and presentation of its catering is consistent with that 

presented at the tasting session, required as part of this bid (see relevant section ‘Technical evaluation 

Criteria’).  

 

Feedback from event participants on the quality of the catering services is frequently sought by the meeting 

organizers and will be communicated to the contractor. 

 

The contractor shall provide trained catering service staff to set up food-service areas with the food and 

beverages provided, replenish supplies and clear up the food-service areas. 

 

It is essential that all staff involved in the delivery of the catering services perform at all times in an 

appropriate manner and provide the highest level of customer service.  

 

All on-site personnel should have a working knowledge of spoken English.  

 

In the event that UNHCR is not satisfied with the performance of a member of the catering service staff or 

on-site personnel the selected firm will be obliged to provide a suitable replacement. 

 

All service staff should wear uniforms during the delivery of the catering services. The uniforms should be 

clean and similar to each other. The provision and cleaning of the uniforms and any other clothes used for 

the catering service remains under the responsibility of the contractor. 

 

The bidder should ensure that: 

  internal quality control, corporate standards and workflow related to, catering services 

arrangements are in place;  

 a quality representative is designated who will act as a focal point of UNHCR for all the above 

mentioned services; 

The Bidder should be able to provide/reconfirm event time, coffee/lunch break time, confirmation 

number, time limit and cost (if applicable) required for cancellation, penalties for changes, contact 

addresses/phone numbers within three (3) hours upon the order receipt. 
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6.  Reporting Requirements 

The Successful bidder shall provide upon completion of the event, monthly and quarterly management 

reports (in excel format) to UNHCR including the following information: 

 

 Reports reflecting the total charges, volume, number and category of the transactions made; 

 The total volume and number of services provided; 

 Breakdown of services and service costs per person, per day, per various services (e.g. 

lunch/person, or if price is determined per person, inclusive of all requested services, it also should 

be reflected) 

 Cancellation fee, if applicable 

 

 

7. Special Requirements and Conditions 

 

All communication between UNHCR and the bidder shall be exclusively in English and in writing. 

 

 UNHCR reserves the right not to proceed with the bidder’s offer, if better fares than those quoted 

are found by UNHCR in the respective offer.  

 The Bidder will be required to create a corporate email address for UNHCR such as unhcr@XXX.com 

where UNHCR should submit to the Contractor. 

 

The contractor shall appoint a contract manager to be responsible for the management of the Framework 

Contract on its behalf and to act as a contact point for all contractual issues, orders, and invoicing. The 

Contract Manager should have experience working in a similar role and should possess a very good level of 

spoken English. 

 

 

Note: 24/7 support is not needed; however, support over extended working hours is required. The Bidder 

shall be able to provide extended service hours to assist conference/event requests, perhaps after 1700 

hours. Also, the bidders should be informed that last minute changes may occur.  

 

 

2.1.8 8. Payment Terms 

 

UNHCR does not do advance payment; therefore, no upfront payment shall be allowed. The Awarded Bidder 

shall invoice full services to UNHCR upon completion of the booking. 

Once the event is concluded, UNHCR shall, on the fulfillment of the delivery term, unless otherwise is 

provided in the Contractor Purchase Orders on the fulfillment of the delivery term, will pay the invoice 

upon 30 days of receipt of the contractor’s invoice for the services and copies of any other documentation 

specified in the Contract. 

Payment will be made in accordance to the General Conditions for the Purchase of Services and in EUR. 
Payments shall only be initiated upon confirmation of satisfactory delivery of services by UNHCR and 
verification of invoices. 
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2.1.9. Cancellation policy requirements: 

The cancellation policy should be clear and must be stated in the technical offer. Additionally, fees related 

cancellations shall be mentioned in the financial offer.  

 

3.1 Health and hygiene, safety 

 

The contractor shall ensure throughout the duration of the Framework Contract that all necessary health and 

hygiene certificates and/or licenses are held and all applicable statutory regulations and standards are 

enforced and upheld. The contractor shall ensure that the transfer of the meals to UNHCR premises abides 

with the Greek and EU Law about hygiene of food production and transfer (Law 852/04 and 853/04, and 

Code for Drinks and Food and every other similar law). 

 

The contractor must ensure its compliance with all current and changing legislation concerning all aspects of 

Health, Safety and Hygiene at work with particular reference to the relevant Food Safety Acts. In specific, the 

company should be acquainted with and implement the national and the EU regulation on the security and 

hygiene of foodstuffs available through the following links: 

http://ec.europa.eu/food/safety/general_food_law_en 

 

http://ec.europa.eu/food/safety/biosafety/food_hygiene/legislation_en 

 

 

The selected firm shall comply with all relevant internal house rules including fire safety and protection 

regulations at the UNHCR premises and in particular with the following regarding keeping food warm: ‘in 

order to keep food warm gas burners and burning paste may be used’. However, the flame should at no time 

be left unsupervised and in the event of an emergency should be easily extinguishable. The contractor shall 

ensure that on-site personnel are equipped with a CO2 fire extinguisher (5kg) and are able to deploy it in the 

event of an emergency. The use of fan ovens, roasting or baking equipment and/or any other equipment 

which gives out large amounts of smoke or steam is not permitted, in order to avoid the activation of any fire 

alarms or sprinkler systems in the building.  

 

3.2 Recycling (desirable-not mandatory) 

 

It is desirable (but not mandatory) to follow the below recycling guidelines:  

 minimal packaging, 

 minimal environmental hazards, 

 maximum energy efficiency, 

 maximum usage of recycling material, 

 Where beverages are supplied (i.e. water, soft drinks, juices etc.) the bottles provided should be 

reusable / recyclable.  

 

 

 

http://ec.europa.eu/food/safety/general_food_law_en
http://ec.europa.eu/food/safety/biosafety/food_hygiene/legislation_en

