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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 people to
restart their lives. Today, UNHCR is one of the world's principal humanitarian Agencies. Its staff of more
than 9,000 personnel is helping more than 55 million people in 125 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.

In 2016, UNHCR Private Sector Partnership (PSP) Mexico tested the face-to-face (F2F) fundraising
program which showed positive results. Since then the office has been running F2F fundraising and this
method has proven to successfully generate monthly donors for UNHCR. As part of the global UNHCR
Strategy, we want to continue our fundraising efforts in Mexico and expand in 2019. The office is now
opening this RFP to recruit agencies to provide F2F Fundraising Services.

UNHCR Private Sector Partnership (PSP) Mexico plans to launch F2F donor acquisition programs in
the following provinces: Mexico City; Merida; Monterrey; Guadalajara; Queretaro and Puebla.

1.2 Statement of Purpose & Objectives

In order to expand its face-to-face (F2F) program whilst ensuring outstanding quality of service, PSP is
seeking to enter into a Frame Agreement (FA) for F2F fundraising services with companies specialized
in such service area, for a period of twenty-four (24) months, with possible extension of twelve (12)
months, subject to satisfactory performance, in order to support PSP Mexico in developing and
managing best practices for F2F acquisition programme and recruiting high quality donors. The donor
care and retention program is managed in- house.

PSP might hire more than one agency to work simultaneously to achieve the objectives, in case of need.
Bidders are requested to submit a proposal based on their maximum and realistic capacity to ease the
decision making process. The performance of the selected agency/agencies will be closely monitored
in order to establish compliance with the proposed capacity, as per agreed KPIs.

The companies will be requested to provide the services from January 2019. The contracting period will
be the following:

Year 1: Jan 2019 — end of December 2019
Year 2: Jan 2020 — end of December 2020
Year 3: Jan 2021 — end of December 2021

Service providers will be requested to keep the proposed fees unchanged for the duration of the
contract.

1.2.1 UNHCR PSP objectives for the 3-year period
UNHCR PSP expects to achieve the following minimal cumulative Return on Investment (ROI):

Year 1: 0.7
Year 2: 1.5
Year 3: 2.3

UNHCR PSP expects to achieve the following newly hired donors
Year 1: 5,600

Year 2: 7,300
Year 3: 9,600
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Vendors are requested to prepare their bids based on their realistic capacity / availability, even
if it is lower or higher than UNHCR objectives. Your proposal is to be based on the maximum
capacity the company can provide.

Please take into consideration the following parameters when preparing your proposal:

e Monthly donations / pledges may be set up by credit card (60%) or debit card (40%)
(Visa/MasterCard/American Express)

e Average age as follows: Credit cards (+25 years) Debit cards (+40 years)

e Average donation MXN 260 (minimum acceptable monthly donation / pledge must be MXN 200
MXN).

e All donations one-off, bimestrial, trimestral, annual and monthly donations less than MXN 200
and donors below 25 years should not be charged to UNHCR.

e Fundraisers cannot accept gifts. No cash gifts can be received by the fundraisers.

e Attrition and successful payment rates are to be estimated and factored into the technical and
financial proposals.

Please consider that UNHCR Mexico has an established “on-boarding multichannel donor
journey” with different materials and emotional communication in order to have commitment
and create a long — term relationship along the first year. Additional UNHCR have a
salesforce database system that provide analysis to the program and different payment
mechanisms to ensure as much as possible monthly collection.

e Any adjustment on the number of target donors to be acquired shall be mutually agreed by both
UNHCR and the F2F Agencies prior to the execution of the contract and subject to revision
every six (6) months.

e UNHCR is opened to invest together in new cities, in this case exclusivity during the first 6™
months needs to be considered.

Pledge or committed giving donors: A potential new donor has been signed up by a F2F
Fundraiser—a donor monthly donation is fulfilled and approved by Evergiving (Waysact) processing
platform.
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2 Requirements

The contractors will need to deliver the below detailed F2F donor acquisition and related services. The
compliance is mandatory with all requirements listed under point 2.1.

2.1 F2F donor acquisition services

e Conduct the face-to-face campaigns at street, events, businesses, and targeted public sites to
solicit monthly donations giving donations.

e Take all reasonable steps to recruit the volume of new monthly donors as agreed with UNHCR
at the specified donation levels.

2.1.1 Collect donation

e Take all reasonable steps to ensure that the donors complete and sign the donor forms via
Evergiving (Waysact) with all the necessary and accurate information as agreed by UNHCR.
Through Evergiving, an online fundraising platform specifically designed for face-to-face
fundraising, we are able to sign donors, process their first gift on our charity partner’s designated
payment gateway and, using PCI complaint processes, can transmit that data to our clients
within 1 business day of acquisition.

e Ensure that all donors recruited are aware of, and agree to, the long-term nature of the
commitment to provide ongoing financial support for UNHCR.

e Process and submit the completed data entry of donor forms via Evergiving on each Working
Day, and assure that all files containing donor data fulfilled are encrypted and sent to UNHCRina
daily basis for incorporation into UNHCRs donor database. In case, the data entry is not by
Evergiving and it is completed manually the Contractor must send the files containing donor
data twice per week (Mondays and Thursdays).

e Deal with complaints and revert to UNHCR on the action taken, in case of any complaints made
to UNHCR concerning the Face-to-Face Campaign.

2.1.2 Deployment

Contractor(s) will be required to deploy at the request of UNHCR team(s) of suitable competent persons
with relevant expertise to perform the face-to-face donor acquisition services. Contractor(s) will be
required to mobilize sufficient numbers of operation support staff to provide the services:

e Plans and coordinates the acquisition of highly competent staff to effectively perform the
activities as required under the UNHCR face-to-face programme

e Monitors the attendance, performance and conduct of staff involved in the UNHCR face-to-face
programme
Plans and applies for locations for all face-to-face teams
Prepares and submits face-to-face operation proposals to UNHCR for consideration and
approval

e Prepares and submits applications to obtain approval and all relevant permits from all concerned
parties

e Agrees to comply with NGO’s calendar and agreements at all times

e Has continuous communication with UNHCR F2F Coordinator to coordinate street locations

e Coordinates, produces and manages the flow of resources including but not limited to pitch
cards, leaflets, donation forms, banners, fundraising booth and uniforms to support the face-to-
face programme at the predefined locations

e Provides identification badges and presentation materials for the face-to-face program staff

e The contractor agrees all sites will be obtained in kind

e If a acquisition site is obtained by virtue of a UNHCR corporate partnership/negotiation, the
contractor agrees not to provide a Face-to-Face Campaign to recruit donors for other clients
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e Ensures each donation form should carry a unique serial number and should be strictly
controlled by the Contractor

e Ensures that donation forms are accurately completed and signed by the donors

e Induction training to all newly recruited face-to-face programme staff

e Provides regular training for all fundraisers

e Provides special training for team leaders

e Plans, develops and maintains motivation schemes as deemed appropriate

e Prepares and submits proposal for motivation schemes to UNHCR for consideration and
approval

e Allincentives for motivation schemes should be covered in the financial proposal

e Conducts daily performance assessments of fundraisers

e Conducts regular on-site supervision

e Ensures that no face-to-face programme staff engages in any misleading or deceptive conduct

e Ensures that apart from completing the donation forms no face-to-face programme staff accept

any form of donations, including but not limited to cash and gift

e Ensures that no face-to-face programme staff commits any act which may compromise the
image and interests of UNHCR

e Ensures that all staff members comply with applicable laws and regulations whilst carrying out
activities in relation to UNHCR’s face-to-face programme

¢ Arranges continuous and monthly/weekly face-to-face meetings or calls with UNHCR.

2.1.3 Reporting

e Prepares and submits monthly and weekly location plans for all face-to-face teams

¢ Informs UNHCR any change of location as early as possible

e Prepares and submits weekly and monthly reports of donor acquisition results, including key
metrics; average gift value, daily pledge rate, and other relevant information per location as
deemed appropriate and agreed upon between UNHCR and the vendor

e Provides reports to analyse the performance of testing strategies and introduction of new
measures

e Provides verbal reports of any misconduct or complaint received in regard to staff engaged in
UNHCR’s face-to-face activities as soon as practicable and written reports with actions taken
and/or proposed remedy to UNHCR immediately

2.1.4 Management of frontliners

e The agency takes full responsibility for the management of its personnel (frontliners) hired in
terms of recruitment, deployment, training and motivation

e The frontliners will be in contractual relationship only with the agency

e There will be no reporting line between UNHCR and the frontliners

e There will be no no employer-employee relationship between UNHCR and the frontliners

2.2 Additional services

UNHCR PSP would like to know whether your company can provide graphic design services and
develop face-to-face materials.

These can consist of (but are not limited to): banners, desk, roll-up, gazebo, flag, beret, lanyard, vest, t-
shirt, pen, badge, organizer, backpack, pin, document holder, sticker, greeting card, poster, k-way,
umbrella, ad hoc frontliners magnetic card, forms, pitch cards, print IDs, stands, collection clips and
sign-up forms.

Please list materials your company could be able to provide and confirm the approx. production and
delivery time.

No financial quotation should be included at this stage. Provision of F2F materials will not be
the part of the evaluation.
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3 Customer Responsibilities

UNHCR is responsible for providing the following:

e Uniforms, flyers and giveaways.

e Providing information, documents, materials and assistance reasonably necessary to enable
F2F services.

e Training as reasonably required by the F2F Agencies.

e Materials for the F2F Agencies to develop marketing collaterals (e.g. folders with UNHCR logos
and artwork or any other material).

e Providing any F2F KPI needed in order to improve the program.

e Designated project manager at UNHCR, the agency can contact and work with.
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4 Content of the technical offer

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

The technical proposal cannot contain any fees or pricing information. Failure to comply with
this requirement will result in disqualification.

4.1 Company qualifications

During the technical evaluation, in this section, the panel will score your company’s (1) general liability,
(2) F2F fundraising experience in the non-profit sector, (3) fundraising experience in the private sector,
and (4) the presence in the country based on the evidence provided in your technical offer:

e Adescription of your company with evidence of your company’s capacity to perform the services
required, including:
o Company profile,
o Registration certificate
o Last audit reports

o Year founded?

¢ F2F fundraising experience in the non-profit sector.

o Direct marketing experience in the private sector.

e Please specify the locations (regions or states) that your company can provide F2F donor
acquisition services in Mexico. UNHCR is interested specially in Mexico City, Queretaro,
Monterrey, Mérida, Guadalajara and Puebla.

4.2 Proposed services

During the technical evaluation, in this section, the panel will score (1) the comprehensiveness of the
proposal; (2) your company's compliance regarding the required services listed under point 2; (3)
feedback received from clients and (4) the number of similar project:

e The comprehensiveness of the proposal, whether the proposal follows the structure of this ToR
and provide a clear picture on requirements listed under section 2 and 4.

e Compliance with the services listed under section 2 and the strategy to hire quality, long-term
committed donors

e You are requested to provide two (2) references that UNHCR PSP will contact from your clients’
list for background check.

e Number of similar F2F donor acquisition projects currently underway and/or successfully
completed (in total).

4.3 Project staff

e Please indicate the composition of the team, in particular the core management team that will
be accountable of the campaign

e Describe the structure of the agency and the team assigned to UNHCR.

e Describe their experience and expertise in face to face sector of the assigned personnel.

e Please submit their CV to establish compliance with the criteria.

1 UNHCR handles all bidding documents strictly confidential during the tendering process. Please refer to UNHCR General
Conditions of Contracts, clause 13.
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4.4 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).

4.5 Applicable General Conditions

Please indicate your acknowledgement of the UNHCR General Conditions of Contract for the Provision
of Services (Annex D).

4.6 Applicable Special Data Protection Conditions

Please indicate your acknowledgement of the UNHCR Special Data Protection Conditions (Annex E).
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5 Content of the financial offer

Please use only Annex B to provide a price proposal. No other format will be accepted. Failure to submit
the completed Annex B will result in disqualification. Please fill out the number of donors you realistically
offer as described in your technical offer:

e Please fill in ONLY the cells highlighted in yellow. Do not amend the content of the other cells.
UNHCR may at its own discretion disqualify financial offers received with amendments to the
cells of the template.

e Please do not leave cells blank as your offer will be considered incomplete and disqualified from
further evaluation. In case no pricing is needed for the specific area, please mark 0 (zero)

e Please provide cost breakdown on sheet 2.

e Please detail your clawback methods or any monetary refund system in place on Sheet 3.

e Please detail the cumulative ROI on sheet 4.

e The financial offer is to be presented in single currency.

e The Financial Offer must cover all the services to be provided (price "all-inclusive™).

o Please do not use currency and % signs in the cells, only indicate the amount.

e Prices confirmed in the tabulation are to be remained unchanged for the duration of the contract.

e The financial ranking will be based on the CPA (cost per acquisition, i.e. donor recruitment cost).
Monetary discount i.e. clawback will be considered during the evaluation.

e Please note that the attrition must be filled in cumulatively.
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6 Evaluation

6.1 Technical evaluation

The Technical offer will be evaluated using inter alia the following criteria and percentage distribution
separately for donor development and for donor acquisition services: 70% from the total score (on a 100
points scale, i.e. max 70 points obtainable for the technical offer). Please find below the detailed scoring
breakdown:

Points obtainable

1. Company Qualifications (25) | ¢  General Liability/ Capacity of the Company (5)

e F2F donor acquisition experience in the non-profit sector (5)2

e Direct marketing experience in the private sector (5)3

o The list of regions where the service provision is done in Mexico
(10)*

2. Proposed services (40) e Comprehensiveness of presented proposal (5)

e Compliance with the services listed under section 2 and the
proposed strategy to hire quality, long-term committed donors
(20)

o References received from clients (existing or previous), 2
references provided (5)

e Number of similar F2F donor acquisition projects currently
underway and/or successfully completed in total (10)°

3. Project Staff (5) e Experience of core people who will work on UNHCR project.
(Including experience with similar projects) (5)®
Total: Maximum Total Score 70

The minimum passing scores of the evaluation is 35 out of 70 for each services; if a bid does not meet
these minimums it will be deemed technically non-compliant and will not proceed to the financial
evaluation.

6.2 Financial evaluation

The max score allocated to the financial components is 30% (of the total scores), i.e. max 30 points.
The financial proposal is to be submitted ONLY by filling in Annex B. No other format will be accepted.

The maximum number of points (30) will be allotted to the lowest price offer (cost per donor) that is
opened and compared among those invited firms. All other price offers will receive points in inverse
proportion to the lowest price; e.g., [total Price Component] x [MXN lowest] / [MXN other] = points for
other supplier’s Price Component.

2 The scores will be allocated for the number of years™ of experience in the non-profit sector, providing F2F
fundraising donor acquisition services, based on the evidence provided.

3 The scores will be allocated for the number of years™ of experience in direct marketing in the private sector,
based on the evidence provided

4 The scores will be allocated based on the number of regions/areas where company provides services, regarding
Mexico City, Queretaro, Monterrey, Mérida, Guadalajara and Puebla.

5 The scores will be allocated based on the number of F2F donor acquisition projects currently underway and/or
successfully completed in total

6 The scores will be allocated based on the average years of experience of the dedicated team members in F2F
donor acquisition.
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Please make sure to fill in sheet number 3 “clawback” if there is any. Please be noted that clawback
system is highly preferred to be offered by Contractor(s) in order to ensure the provision of high quality
and efficient services. Please indicate any kind of monetary refund system you have in place.

Please also be noted that UNHCR only pays for donors who have successfully transferred their first
payments, and this payment system shall remain unchanged in the future.

Please note that your financial proposal cannot be amended or changed after the submission of the bid.
The financial offer will be the part of the frame agreement with the winner agencies, thus it will be
considered as your agency’s price list for the duration of the contract. For this reason we ask you to
make sure that appropriate fees are confirmed.
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7 Key Performance Indicators

UNHCR PSP expects to monitor the performance of the selected supplier on_a monthly basis
according to the following KPIs:

Average monthly donation

Average donors per month

Age of donors

% of credit cards

% of debit cards

% of conversion rate or 1st fulfilment

Attrition rates

ROI

Cost per donor

Live time value forecast

Number of gravity and complaints received about conduct of the fundraisers
Performance by channel (street, private sites) and by location
Proposals should be all inclusive

Delivery times

Quality of product and services provided
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