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1 Introduction

1.1 Introduction to UNHCR

The U.N. General Assembly established the Office of the United Nations High Commissioner for
Refugees (UNHCR) in 1950 to provide protection and assistance to refugees. Today, UNHCR
is one of the world's principal humanitarian agencies. It has more than 10,000 staff helping 60
million people in 130 countries. For more information, please see http://www.unhcr.org/.

1.2 Proposal Background

The purpose of this Request for Proposal (RFP) is to establish a Contract with a Service Provider
to deliver the following services around new or specialized information technologies:

e Advisory
e Architectural
e Development

The technology areas of current or recent interest are the following:

o Data science

¢ Cloud technologies

¢ Blockchain and distributed ledger technology
¢ Atrtificial intelligence

However, new and compelling technologies arise continuously. The objective of this RFP is to
establish a service agreement with a technology partner who can provide the above services in
the technologies mentioned, but who — most importantly — demonstrates a commitment to
technology leadership and quick adoption and mastery of new technologies.

The initial period of this MSA will be for three years, extendable for two additional one-year
periods (i.e., 3+1+1). This RFP invites potential bidders to submit a proposal for ICT Project
Support resources and services which will meet UNHCR'’s initial objectives.

It is strongly recommended that this document be read thoroughly. Failure to observe the
procedures laid out in this document and the cover letter may result in disqualification from the
evaluation process.

1.3 Objectives

1.3.1 Organizational Context

The Division of Information Systems and Telecommunications (DIST) provides Information and
Communication Technology (ICT) services, playing a vital role in supporting UNHCR’s mission.

DIST is responsible for maintaining, evolving and supporting UNHCR's ICT systems, as well as
developing the organization’s strategic ICT direction. DIST provides ICT services and support
to meet the needs of all Divisions, Bureaux and Field Offices within the organization while
ensuring that necessary governance mechanisms are in place and standards are adopted and
observed.
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Given the vast range of needs arising from our global Operations, UNHCR ICT is often called
upon to provide quick responses and provide advisory services for any number of technologies,
including some of the latest and most in-demand technologies on the market.

Although UNHCR has entered into an enterprise-wide Application Development, Support and
Maintenance frame agreement with a large off-shore company, that relationship is primarily
focused on providing relatively large teams for levels 2 and 3 technical support, as well as
development and testing services for well-established technologies, such as Oracle PeopleSoft
or Microsoft .Net.

Following from the above:

A challenge for DIST has been finding senior staff with experience in some of the
newest and most in-demand technologies, such as for example: artificial intelligence,
data science, cloud technologies and blockchain and distributed ledger technologies.
The typical roles needed in these areas are:

- IT Architects or IT Strategists

- Data Scientists

- Developers

- Business Analysts (with background in the specific technologies listed)

Ideally, these roles can be aligned with and supported by teams of developers,
preferably in a tiered on-shore, near-shore and off-shore structure.

1.3.2 Operational Context

UNHCR's primary purpose is to safeguard the rights and well-being of refugees (also known as
Persons of Concern, or PoC). UNHCR’s Strategic Directions are aligned with this overarching
objective.

On an ongoing basis, UNHCR invests in ICT projects that are designed to support the
organization’s Strategic Directions. The current project portfolio is estimated to include between
$10M - $20M in ICT-based solutions annually. Some of the key ICT solution areas where DIST
is contributing to and/or supporting UNHCR include the following:

a) Solutions for Persons of Concern (PoC), aka Refugee Systems
b) Reliable Connectivity

c) Collaboration Tools and Techniques

d) Internal & External Knowledge Sharing

e) Solutions for Efficient Processes

f) Data Privacy and ICT Security

The Service Provider may be requested to provide, in a timely manner,
specialized advisory, architectural/engineering or development resources
across any or all the above categories of ICT projects.
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Familiarity with any of the above application environments will be a plus for any provider.
Further, the Service Provider will be expected to closely adhere to the principles and processes
of UNHCR’s Project Management Life Cycle (PMLC), under the guidance of the UNHCR-
provided project managers and under the overall supervision of the Portfolio Management Office
(PMO). Similarly, the Service Provider will be expected to work in harmony with UNHCR’s
Solution Engineering Section to understand and align with the technical prerogatives of the
organization insofar as possible for the technologies considered for a specific project.

1.3.3 RFP Objectives

This Request for Proposal is intended to give potential Service Providers the necessary
information to enable them to submit proposals in the required format and timescale that best
meet UNHCR'’s objectives.

In addition, it describes how such proposals will be evaluated and sets out the way in which any
necessary communications between potential providers and UNHCR should be handled.
UNHCR is not seeking a compilation of standard materials and marketing collateral; relevance
and quality, rather than quantity, should be considered while proposals are being assembled.

The Bidder is requested to provide proof of capacity in each of the technical areas

described in Section 3, below, as well as a “rate card” for their proposed daily rate

pricing per resource, differentiated by on-site/on-shore, near-shore and off-shore
rates, where applicable.
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2 Current UNHCR ICT Environment

2.1 UNHCR Landscape

UNHCR staff work in 130 countries around the world, from major capitals to remote and often
dangerous locations. About 7% of staff are based at the Geneva, Switzerland headquarters.
DIST, as a Division, its Business Relationship Management Service and its Solutions
Engineering Section and its Customer Support Service are headquartered in the Geneva. The
only Service of DIST headquartered outside Geneva, is the Amman-based ICT Operations.

Along with the Global Service Centers in Budapest, Copenhagen and Amman, DIST staff
provide support for the rest of UNHCR, including key administrative functions. Around 87%
UNHCR overall staff are based in “field” locations. The span of UNHCR locations is shown in
Figure 1.

UNHCR Global Presence

as0f 15 Sep 2017

Figure 1 — UNHCR Worldwide Locations

UNHCR’s ICT Assets in scope are distributed globally across over 130 countries, and can be
summarized as follows:

+ 16,000+ users, with the large majority located in field operations

* 16,000+ Microsoft Windows Workstations, and additional mobile and personal devices
used by UNHCR users

* 30,000+ networked devices, across LANs in over 550+ field sites

+ 750+ central servers, distributed between corporate data centres and cloud service
providers
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+ 2,000+ field servers distributed across 350+ field sites, of which 600+ containing
confidential data

» 6 critical and 40 less critical corporate applications

* 10+ regional or local critical applications

* 15 Gbps of dedicated Internet bandwidth, distributed across all sites

» 300 Mbps of dedicated VSAT bandwidth for deep field locations

* Low-bandwidth, high-latency connectivity in over 200 field locations

2.2 DIST Organization

The Division of Information Systems and Telecommunications (DIST) provides Information and
Communication Technology (ICT) services, playing a vital role in supporting UNHCR’s mission.

DIST is responsible for the maintenance, evolution and support of UNHCR's ICT systems,
including developing the organization’s strategic ICT direction and supporting the related ICT
project initiatives. DIST provides ICT services and support to meet the needs of all Divisions,
Bureaux and Field Offices within the organization while ensuring that necessary governance
mechanisms are in place and standards are adopted and adhered to.

The DIST organization is comprised of the CIO and Director’s Office, and three primary Service
areas, as shown in Figure 2.

ClO & Director

Sourcing & Supply
Portfolio

Programme & Project
Management

Policy, Risk and

Solution Engineering s

I |

Deputy Director, - Deputy Director, Deputy Director, ICT

] Customer Support - ati Servic
Management Service o Service Operations e

[ Refugee Systems |—{ Globol Service Desk H Security

H Buresux - Site Support [ MNetwork [Telecoms

ERP & REM L+ Cross Functional H Platform

L] End-User Devices

Figure 2 - DIST Organizational Structure

a) CIO & Director’s Office

Led by the Chief Information Officer (CIO) and Director of DIST, this office is
responsible for providing leadership and support in information and communication
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b)

d)

technology for UNHCR worldwide. The CIO is responsible for technology strategy and
planning, performance and results, policy formulation, investment planning and
oversight, project management, architecture and solutions engineering, compliance
and audit coordination, supplier relationship management, and resource
management.

The Director is supported by five sub-functions: (i) Resource Management; (ii)
Sourcing and Supply Management; (iii) Portfolio Management Office (PMO); (iv)
Solution Engineering; and, (v) Policy, Risk and Compliance.

Business Relationship Management Service

Led by the Deputy Director, Business Relationship Management (BRM), this Service
is responsible for partnering with the Divisions and Bureaux who are the beneficiaries
of DIST services to ensure that the services provided by DIST are fit for purpose and
meet the ICT support needs of the organization. The staff members of the BRM
Service focus specifically on building strategic partnerships with the Divisions and
Bureaux which result in enhanced use of ICT to support and improve UNHCR'’s
operations in the Field and in Headquarters.

Customer Support Service

Led by the Deputy Director, Customer Support Service, this Service has overall
responsibility for the provision of quality ICT services to the UNHCR user community.
The service liaises with external Managed Service Provider(s) to ensure an
understanding of the requirements and that service delivery meets the agreed
standards. The Customer Support Service includes the Global Service Desk, specific
Site Support, and other Cross Function activities (i.e., change management, asset
functions and configuration management).

ICT Operations Service

Led by the Deputy Director, ICT Operations, this Service has overall responsibility to
design, deliver and maintain the common ICT Infrastructure which is the foundation of
all services provided globally by DIST. This service covers the underlying Platform as
a Service (PaaS) and Infrastructure as a Service (laaS) offerings provided via external
third parties and UNHCR’s Infrastructure and Communications Managed Services
Providers. Located primarily in Amman, Jordan, the Service manages the operational
(day-to-day) interaction with the various service providers through the service delivery
management process. The Service also provides support to both infrastructure and
applications projects through participation of its staff resources in the various project
teams, in the provisioning of ICT infrastructure in support of the projects, and in the
coordination of all related changes to common ICT infrastructure.
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3 ICT Advanced Technologies Services

3.1 Services to be Provided

UNHCR is seeking the support of a Service Provider to augment our technical capabilities
around new information technologies. This section will provide the detailed requirements by
specifying:

The roles sought,

Capabilities associated with these roles,
Locations of primary interest, and
Technology areas of interest to UNHCR.

Only some of the technology areas will be listed, as the very nature of new technology is that
successful ones become widely adopted and mainstreamed very quickly.

Therefore, it is not only specific and current strengths in the technical areas listed
today that is of interest to UNHC, but rather the Service Provider’s proven track-
record and indeed strategy to keep at the forefront of information technologies.

The sections below provide detailed requirements for each of the dimensions mentioned above
in the following order:

e Technologies of current interest
e Locations of primary interest
e Type of roles

3.1.1 Technology Areas of Current Interest

As mentioned earlier, UNHCR already has several frame agreements for the provision of
information technology services, primarily aimed at supporting the organization’s applications
portfolio and its technical infrastructure. These frame agreements, which are focused on
mainstream and legacy technologies, are often slow to provide quick, targeted, cost-effective
solutions to business needs best addressed by new or emerging technologies with few
resources available on the open market.

In the last few years, DIST has repeatedly struggled to find experienced technical resources
from our current partners in the following technical areas:

e Data science
¢ Cloud technologies
o Onboarding to cloud
o DevSecOps in the cloud
o Developing cloud-native solutions
¢ Blockchain and distributed ledger technology
¢ Artificial intelligence
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Please note: the technology areas mentioned above are somewhat general. For example,
“cloud technologies” above can refer to very specific cloud services from a specific cloud
provider, or to technical architectures for application ecosystems in the cloud, or to cloud-native
development. The same is applicable to artificial intelligence: it can mean a lot of different things.
These are intentionally left general, as we cannot predict where UNHCR might have needs in
the future. If a bidder has expertise in only specific sectors of a broader technology, this
should be clearly specified in the response.

3.1.2 Locations of Primary Interest

Given the nature of work addressed here, the resources should be available to work on-site in
one of the locations with a concentration of DIST management and senior technical staff.

Geneva, Switzerland, is the most relevant location for the scope of service discussed here. It is
the headquarters of UNHCR and of DIST, the management seat of DIST’s Business Relationship
Management Service, Customer Support Service and Solution Engineering Section.

Copenhagen, Denmark, is also an important location, as important business counter-parts,
especially in the Refugee Systems area, are located there.

The availability of resources on short notice and without significant travel costs is important and
will be prioritized by UNHCR as follows:

1. Geneva, Switzerland
2. Copenhagen, Denmark

In addition to Geneva and Copenhagen, DIST currently has Service Centers in

¢ Amman, Jordan (related to IT Operations, Platform and Network management)
e Budapest, Hungary (related primarily to ERP and Planning/Budgeting)

Should the bidder have significant relevant capabilities in either Amman and Budapest, they
should be specified. The scoring, however, will be based on capabilities in Geneva and
Copenhagen.

Rate differences should be specified, if available, for the following engagement durations:

1. Lessthan 30 days
2. Between 30 to 99 days
3. 100 days and over

In summary, bidders should provide:

¢ Fully inclusive daily rates categorized by:
o Role
o Location (Mandatory: Geneva, Copenhagen. Optional: Budapest, Amman)
o Engagement duration
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e Off-shore rates, if available, especially for development or specialized technical support.
Moreover, capabilities in Valencia, Spain, should be noted, if available.

A clear rate table with the above information should be provided as part of the financial response.

3.1.3 Roles

The following roles are considered most relevant and should be addressed in the responses:

o |IT Strategist

e IT Architect/Solution Engineer

e Data Scientist

e Developer

¢ Business analyst (with background in the specific technologies listed in Sec. 3.1.1)

These profiles should be mapped to the technical areas outlined in Section 3.1.1. Other profiles
may become relevant as technology changes. Ideally, they can be represented by somewhat
generic roles such as architect or developer. However, should new technologies drive specific
role titles, they should not be excluded from consideration or engagement as a result of this
award just because they are unknown at the time of this writing.

The Service Provider should endeavour to align rates where possible to the five categories
above.

It will hopefully be recognized that the spirit of this search is not focused on rigid
standards, traditional IT structures and common controls associated with
mainstream technologies. In issuing this RFP, UNHCR is seeking a technology
partner focused on mastering the newest technologies and leveraging these to
drive business outcome; a partner who is flexible and engages with UNHCR to
help in creative ways, bringing solid technical expertise, to help define and
implement novel, effective systems.

In the sub-sections that follow, the main responsibilities, and primary qualifications for each of
the above roles will be provided as guidelines, with the full recognition that actual experts in
these technical domains may differ somewhat from what is listed here.

3.1.3.1. IT Strategist

Responsibilities:

o Evaluate the state of the organization’s capabilities in one of more IT areas.

e Understand the strategic directions and the operational imperatives of the organization.

o Identify gaps in existing technical capabilities.

e Synthesize current operational or financial data to identify trends and support
recommendations for action.

¢ Solicit and leverage specific technical or operational expertise and synthesize the inputs
into strategic initiatives or programs of work

e Lead the organization in ideation sessions and help crystalize outcomes in strategy
papers.
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Work with DIST management and technical staff, as well as other UNHCR partners to
help define projects or programmes of work to achieve the organization’s strategic goals.
Manage activities directly related to organizational strategies, goals, objectives.
Oversee or perform analysis of various models of financial and operational impacts
associated with new initiatives or programmes of work.

Develop and maintain systems to monitor, measure and report on the performance of
programs and achievement of strategic goals.

Skills and Experience:

Advanced degree in IT or related discipline.

Proven professional expertise in a technical area.

Extensive ICT experience and established reputation in the field.

Proven experience helping organizations devise and implement IT strategies.

Proven experience leading the implementation of large technical solutions in support of
organizational strategic objectives.

Experience with enterprise-wide and mission critical systems such as ERP (Enterprise
Resource Planning Software), CRM (Customer Relationship Management), Enterprise
Content Management, Enterprise Collaboration Platform, Enterprise Business
Intelligence Platform.

Deep understanding of application integration methodologies.

Experience analysing the interactions between applications in complex portfolios and
designing strategies.

3.1.3.2. IT Architect/Solution Engineer

Responsibilities:

Ensure that business analysts capture and document business needs into functional
requirements.

Work closely with technical leads to ensure non-functional (i.e. technical) specifications
are documented and are in line with technical and budgetary landscapes.

Leverage expertise in state-of-art technologies or processes to apply to current needs.
Review existing strategy and suggest ways for DIST to better align with modern
technology directions.

Translate business requirements and technical specifications into high-level designs for
software development or acquisition, taking into account UNHCR’s technological
direction, information architecture, and security and control requirements.

Ensure that architectural and design documents, including solution options and
recommendations, are documented and presented to the Architecture Review Board for
endorsement.

Ensure that test plans are designed to meet functional and non-functional requirements
and that test results are aligned with business objectives and result in fit-for-purpose
solutions; test automation should be employed where feasible.

Participate in production “go/no go” decisions with respect to certifying that solutions are
production-ready and fit-for-purpose;

Advice on the transition from development/test to production handover phase; ensure the
solution is well documented and understood by the support teams.

Provide business-as-usual third-level support for critical incidents when necessary, such
as during major incidents.

Work with UNHCR solution engineers to ensure their full grasp of the technologies
deployed.
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Help develop and maintain a lifecycle roadmap for the systems, including upgrades,
replacement and retirement of systems and services.

Lead and conduct vendor analysis and set up proof-of-concepts for new technologies or
solutions.

Present recommendations to update technology standards at UNHCR.

Skills and Experience:

Proven professional expertise in a technical area.

Extensive ICT experience.

Proven experience engineering solutions for enterprise-wide mission critical systems
such as ERP (Enterprise Resource Planning Software), CRM (Customer Relationship
Management), Enterprise Content Management, Enterprise Collaboration Platform,
Enterprise Business Intelligence Platform.

Deep understanding of application integration methodologies and practical experience
in analysing the interactions between applications in a complex portfolio and designing
strategies to simplify the integration methods, both internal and external.

Proven ability to develop solution documentation for business and functional
requirements using industry standard and generally accepted modelling methods using
standard tools.

Experience overseeing the development and execution of test plans and test matrices,
project plans and scope and design documents.

Demonstrated experience driving technology solutions from design through
implementation leveraging cross-functional teams comprised of staff, vendors,
outsource partners, and contractors across multiple locations.

Strong teamwork and interpersonal skills, as well as the ability to work as part of a
matrixed team, ensuring good collaboration and results.

Ability to influence, manage, and lead negotiations with internal and external partners
and stakeholders.

Ability to communicate effectively with technical and non-technical audiences, including
the ability to express complex technical and business concepts to all management
levels, peers and the business units;

Understanding of how IT affects an organization and the ability to link it to business
processes.

Excellent analytical and conceptual skills.

Fluent in written and spoken English.

3.1.3.3. Data Scientist

Responsibilities:

Work with stakeholders throughout the organization to identify opportunities for
leveraging company data to drive business solutions.

Envision and create advanced data analysis and presentation systems that leverage
latest technologies and cloud capabilities.

Mine and analyse data from UNHCR databases to drive optimization using state-of-the-
art methods.

Assess the effectiveness and accuracy of new data sources and data gathering
techniques.

Develop custom data models and algorithms to apply to data sets.

Use predictive modelling to increase and optimize processes along organizational
priorities.

Select features, build and optimize classifiers using machine learning techniques.
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Extend UNHCR'’s data with third party sources of information when needed.

Enhance data collection procedures to include information that is relevant for building
analytic systems.

Process, cleanse, and verify the integrity of data used for analysis.

Create automated, efficient anomaly detection systems.

Skills and Experience:

Excellent understanding of machine learning technigues and algorithms, such as k-NN,
Naive Bayes, SVM, Decision Forests.

Experience with common data science toolkits, such as R, Weka, NumPy, MatLab.
Experience with data visualisation tools, such as D3.js, GGplot.

Proficiency in using query languages such as SQL, Hive, Pig as fits requirements.
Experience with NoSQL databases, such as MongoDB, Cassandra, HBase.

Good applied statistics skills, such as distributions, statistical testing, regression.

Good scripting and programming skills.

3.1.3.4. Developer

The reason this role is included here is to improve overall agility and enable the Service Provider
to provide an integrated approach in cases for which this is considered cost-effective.

Responsibilities:

Critically read requirements and user-story documentation and work with business
analysts to ensure correct understanding where ambiguities exist.

Develop, test and implement new software.

Clearly and regularly communicate with management and technical support colleagues.
Design and update configurations and documentation.

Test, maintain and recommend software improvements to ensure strong functionality and
optimization.

Independently install, customize and integrate commercial software packages.

Facilitate root cause analysis of system issues.

Work with experienced team members to conduct root cause analysis of issues, review
new and existing code and/or perform unit testing.

Identify ideas to improve system performance and impact availability.

Resolve complex technical design issues.

Development of technical specifications and plans.

Analyze user requirements and convert requirements to design documents.

Make good technical decisions that provide solutions to business challenges.

Provide comprehensive support to internal customers; achieve resolution to outstanding
problems or issues.

Compile timely, comprehensive and accurate documentation and or reports as
requested.

Possess up-to-date knowledge of technological developments in the industry.
Communicate effectively and professionally in all forms of communication with internal
and external customers.

Possess strong problem solving and decision-making skills while using good judgment.
Multi-task and change from one task to another without loss of efficiency or composure.

Skills and Experience:

Expertise in current computer software development.
Ability to use one or more development languages.
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Experience with Agile development methodologies.
Strong communication skills.

Ability to work in a team.

Eye for detail and identifying problems.

An understanding of business.

Analytical and commercial experience.

3.1.3.5. Business Analyst

Responsibilities:

Interview subject-matter experts and be able to identify requirements.

Understand the technology being used to develop the required capabilities and be able
to guide the business to answer all points critical to the development process.
Understand the technologies being used sufficiently well to help the business understand
and evaluate potential changes to current processes.

Organize requirements per process area in increasing level of detalil.

Write clear and complete user-stories which developers can use to develop a system.
Be available for interviews or workshops with solution engineers, developers and test
leads to provide additional information about requirements.

Assist the solution engineers in ensuring that test strategy is meaningful and complete.
Critically analyze change requirements and be able to assist the solution engineers and
lead developers in arriving at the simplest, most cost-effective ways to incorporate
required changes.

Understanding of data types, data models and familiarity with data analysis concepts.

Skills and Experience:

Familiarity with new technologies and their capabilities.

Experience project lifecycle management methodologies.

Experience with Agile and Waterfall development methodologies.

Strong communication skills.

Keen sense of essential capabilities and ability to drive process/systems simplification.
Excellent interpersonal skills and ability to work well in a team.

Eye for detail and identifying problems.

An understanding of typical business processes in a particular area (e.g. finance).
Analytical and commercial experience.

3.2 Estimates on Level of Effort

It is always very difficult to calculate level of effort likely to be required within the matrix of roles,
locations, current known projects and projects likely to arise. Nonetheless, we attempted to
estimate the level of engagement likely to occur as a result of this RFP in order to attempt to set
a level of expectation.

It cannot be overemphasized that this is a mere estimate and, as it is based on several
unknowns, represents no guarantee that this level of engagement will materialize.

The estimate was based on known upcoming projects, the kinds of roles these are likely to
engage and the location where these are most likely to be needed given UNHCR'’s current
organizational landscape. A small percentage was allocated to additional projects which are not
in the planning today.
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In a peak year, meaning a year during which all major projects currently in planning are being
undertaken concurrently, the number of days estimated per role and per location are as shown

below:

Profile Est. Days per Locations
Geneva Copenhagen
IT Strategist 75 25
Architect/Soln Engineer 282 94
Data Scientist 77 77
Developer 360 120
Business Analyst 247 133
Total 1,041 449

In a low year, it is possible that these requirements decrease to 50% or less.

Not wanting to prejudice responses, we do not provide any financial figures, but based on these
numbers and their daily rates, each bidder can easily calculate the potential financial outcomes.
We anticipate that approximately 60% of the roles will be filled by senior consultants and 40%

by junior consultants.
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4 Instructions for Bidders — Technical Proposal

Bidders who are interested in providing the services described herein are requested to submit
Proposals (with the associated commercial terms, see Section 5) covering the areas described
below.

The Technical Proposals will be evaluated in two main areas:

- Company Assessment (Section 4.1)
- Service Delivery Assessment (Section 4.2)

For all materials described in Section 4, the format should be either presentations or text
documents, including relevant tables or diagrams; other materials such as videos should be
referenced via links, with credentials included, as required.

Please reply using the same section headings giving precise answers to the following questions.

4.1 Company Assessment
The Company assessment will be based on the following four categories:

Company profile

Showcased projects

Innovation and technology leadership
Customer references

PN R

Details on requested materials are provided in the sections below.

4.1.1 Company Profile

This is intended to demonstrate the stability and track record of the company, along the usual
categories. Bidders are asked to submit the following materials:

e Financial stability: company background and summary financial statements -
Operating Statement and Balance Sheet — for the last 3 years.

e Commercial experience: a description of the types of clients [anonymously, if required]
classified by industry, revenue or other relevant metrics.

4.1.2 Showcased Projects

This is intended to demonstrate the bidder’s ability to successfully deliver on projects, such as
would be relevant to the UNHCR'’s requirements as stated in this RFP.

The bidder is asked to provide documentation on two projects which exhibit your capabilities in
at least two distinct technology areas of those mentioned in Section 3.1.1.:

e Data science
¢ Cloud technologies
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e Blockchain or distributed ledger technologies
o Artificial Intelligence

in a clear and concise description, free of unnecessary or irrelevant marketing collateral, but
limited as much as possible to the following:

The specific roles provided by the Service Provider's own resources.
The precise objective(s) of the project.

The implemented technical solution at a high-level.

The measured impact of the implemented solution.

PwpbpE

Innovative engagement aspects should be focused on new or advanced technologies, but can
also display innovative aspects in other areas, such as business-model, partnerships, funding
strategy etc.

Should more than two projects be submitted, only the first two will be read/considered. It is
acceptable to submit one project encompassing multiple technologies, if the
technologies covered are clearly identified in the presentation.

4.1.3 Innovation and Technology Leadership

This section should help UNHCR understand the bidder’s organizational strategy to maintain
technical leadership.

The following topics are encouraged:

¢ Internal organization along technologies or market sectors

Description of relevant recruitment practices

Descriptions of relevant practices for the development of human capital

Centres of Excellence or similar units focused on new technologies

Innovation strategy and culture - organizational approach to new technologies:
discovery, incubation, growth.

e Relevant partnerships

¢ Investments focused on technology leadership

e Relevant internal methodologies

¢ Relevant internal certifications or skill-validation programs

Relevance, simplicity and brevity are appreciated.

4.1.4 Customer References

Please provide TWO reference customers for whom you have delivered services relevant
to this RFP and whom UNHCR may contact. To be clear, this means two references total, and
not two per technology area mentioned.

If applicable, please highlight international organizations and/or UN organizations for which
you have delivered these resources and services.

The following details should be included for each reference customer:

1. The type of project: objective and scope.
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2. The number of person-days provided by the bidder.
3. The brief outcome of the project.

Please provide current contact information for each reference contact. UNHCR reserves the right
to contact these references without prior notification to the bidder.

4.2 Service Delivery Assessment

The Service assessment is based on capabilities meeting the requirements/profiles described in
Section 3.1.3. Services pertaining to this RFP as well as other outsourcing services and
consultancy capabilities are to be described. The proposal must describe the flexibility of the
service offerings and how they could be tailored to UNHCR'’s specific needs.

4.2.1 Global Reach

This contract is for resources primarily at UNHCR Headquarters in Geneva and Copenhagen.
As mentioned, Budapest and Amman are of secondary importance.

The Bidder will be fully responsible for timely obtaining visa/permit applications. The proposed
personnel shall be eligible to work in the specific location. UNHCR may provide invite letter in
order to facilitate the issuance of a visa/permit if so requested. Please indicate in your technical
proposal if you are not bidding to the optional/secondary locations.

4.2.2 Staffing/Resource Requirements
Delivery Capacity

Please give specific details on your expertise and capability to deliver each of the services listed
in Section 3.1.3:

IT Strategist

IT Architect/Solution Engineer

Data Scientist

Developer

Business Analyst (with background in the specific technologies listed)

PO oY

A table should be provided to show the number of resources per role, who are available directly,
in other words, without incurring travel and DSA (Daily Subsistence Allowance) costs, in Geneva
and Copenhagen.

If the bidder has no offices in one of the above locations, a plan should be provided to describe
how resources could be made available in the location. The length of the expected advance
notification (in days) should be included.

Please note: Estimate of travel and expense costs should NOT be provided here, but
should be included in the commercial evaluation. (See point 2 in Section 5.2.2 below.)

Tiered Development Capabilities

It has been our experience that an effective and cost-efficient way to develop IT systems is by
providing a tiered set of services, whereby a small number of on-shore or near-shore developers
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lead and oversee a larger group of off-shore developers.
Please describe this capability if it exists, including the following details:

¢ Typical ratios of on-shore to off-shore developers assigned to project teams
¢ Any additional roles (such as PMs) required on-shore to implement this model
¢ Particular methodologies employed by such teams, if available.

Please note: Rates should NOT be provided as part of the technical response, but should
be included in the commercial evaluation. (See Section 5.2.2, point 1.b.)

Resource Evaluation

Please provide CVs (resumes) of at least three (3) individuals you would propose for each of
roles specified: IT Strategist, IT Architect/Solution Engineer, Data Scientist, Developer, Business
Analyst.

Please only include potential staff that are, or will be, currently available to UNHCR; do not
include staff who are not currently employed by you, even if there are expectations that they
might be in the future.

4.2.3 Unigueness

Please indicate what distinguishes your company and/or your approach from other Bidders, and
how this would benefit UNHCR. This is your opportunity to highlight qualities that are not covered
in the other sections.

Familiarity with one or multiple UNHCR systems should be highlighted, and a brief description of
the type of service provided by the bidder to UNHCR, around a particular system or technology,
should be included.

Any direct experience with UNHCR systems/technologies should be clearly mentioned.
The following should be clearly listed in a table:

¢ UNHCR projects to which your organization contributed

e Types of roles engaged on each project
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5 Instructions for Bidders — Commercial Proposal

5.1 Manner of submission

The manner of submission of the commercial proposal is outlined in the covering letter to this
RFP.

5.2 Sales Engagement Process
The Proposal must outline the sales engagement process, including the following elements.

5.2.1 Contractual Terms

The Bidder is expected to accept UNHCR’s standard “Terms & Conditions for the Provision of
Services” as provided as an Annex to this RFP.

5.2.2 Fee Structure and Price

Please note the following in preparation of your Bid:

1. The Service Provider is expected to provide the cost structure for each of the dedicated
profiles specified in Section 3.1.3, to include:

a. Fully inclusive daily rates (“rate card”) for each role in each of the specified on-
site locations (Geneva, Copenhagen).

b. Optionally, fully inclusive daily rates (“rate card”) for each role provisioned near-
shore or off-shore.

c. Differentiating (if applicable) between engagements for periods of less than 30
days, between 30 to 99 days, and 100 days and over.

d. Differentiating (if applicable) between junior-level (>5 and <10 years’ experience)
and senior-level resources (more than 10 years’ experience).

2. If the bidder has no offices in Geneva or Copenhagen, a plan should be provided to
describe how resources could be made available to the location. Estimated round-trip
travel costs should be included for each mission, including expected origin and
destination. (The Daily Subsistence Allowance provided by UNHCR will be the same as
for UNHCR'’s traveling to that location. See Section 6.10 below.)

3. The bidder should specify whether fixed-price contracts are a possibility or not. There is
no requirement at this point to describe the process by which fixed-price contracts are
estimated,; all is required is a clear statement whether the fixed-price structure can be
considered for future projects, instead of the standard daily-rate structure.

4. Specify the currency used. For comparison purposes, all amounts will be converted into
US dollars using the prevailing UN rates of exchange.

5. The Proposal must outline the proposed Contract process including the typical terms
under which resources are deployed.

Please note that the cost of the different components of the proposal is an important and
influential factor of the bid and will be weighted accordingly. The specific costs should be set
forth in the Commercial Proposal.
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Please fill out the table provided as an Annex to this RFP and include the Excel spreadsheet in
soft copy as part of the commercial proposal — DO NOT include this information in the technical

proposal.
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6 Additional information

6.1 Evaluation of Proposals

The process and deadlines for the RFP evaluation is outlined in the cover letter that
accompanied this document. Please refer to and follow strictly the instructions in that letter.
Failure to do so may result in your submission being eliminated or disqualified.

Your proposal will be evaluated from a technical and price perspective. Proposals that do not
comply with the submission guidelines or which clearly do not meet the minimum technical
requirements may be eliminated and not fully evaluated.

After the initial evaluation of materials provided, up to three (3) finalists will be identified and may
be invited to give a face-to-face presentation of the submission to the evaluation panel. This
presentation can be on-site in Geneva or via videoconference link.

6.2 Term of Contract

UNHCR anticipates entering into a Contract with one or more Service Providers for three years,
extendable for two additional one-year periods (i.e., 3+1+1). Benchmarking could be done after
2.5 years to validate the competitiveness of the scorecards.

Re-tendering can be expected at the end of the third year of the contract or prior to end of a
renewal term of the contract. The successful Bidder(s) should not assume that the contract will
be renewed without retendering.

6.3 UNHCR General Conditions for the Provision of Services

UNHCR’s General Conditions for the Provision of Services are included as an Annex to this
RFP. By submitting a response to this RFP, you are indicating your agreement with those
conditions.

Any Contract signed as a result of this RFP will be subject to the UNHCR General Conditions
for the Provision of Services and any individual, consultant, or sub-contractor provided will also
be bound to these General Conditions. These individuals will be expected to sign a declaration
stating that their employer has made them aware of these General Conditions and any other
specific clauses in the contract — in particular, the “declaration of confidentiality” clause.

6.4 UNHCR Vendor Registration Form

UNHCR’s Vendor Registration Form is included as an Annex to this RFP. If your company is not
already registered as a supplier to UNHCR please ensure that you complete this form and
include it as part of the submission.

If your company completed the Vendor Registration Form before January 2010, you are
requested to resubmit a completed form to show that you are aware of the revised General
Conditions for the Provision of Services and accept them.

6.5 UN Supplier Code of Conduct

The UN Supplier Code of Conduct is attached as an Annex to this RFP. Any partner and their
employees engaged with UNHCR will be expected to abide by this Code of Conduct.
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6.6 Performance

Work is to be performed to the satisfaction of UNHCR. Performance and payment will be based
on monthly management reports and approved individual time reports. There will be an
implementation task for the Service Provider and UNHCR to jointly determine the methodology
of the methods of measurement, the calculation of performance, and the preparation of regular
reports.

UNHCR may require monthly performance reviews to include measurement satisfaction as well
as service delivery. Bidders are invited to describe their approach to such reviews with particular
reference to resolution of persistent problems, analysis of trends and plans for continuous
service improvement.

The Service Provider will ensure that it and its personnel shall perform the Services with the
necessary care and diligence, and in accordance with the highest professional standards. The
Service Provider will be required to acknowledge and agree that it is entrusted with and has
access to confidential and valuable information and data of UNHCR and that, with respect to
such information, its will be held to the standard of care of a fiduciary. The services will be
performed within the time limits established under the agreement. Where required by UNHCR
with respect to particular deliverables, time will be of the essence and the parties will agree to
liquidate damages for delay in performance.

UNHCR will have the right to review all work and services performed by the Services Provider.
In the event of improper performance, UNHCR will have the right to require remedy by re-
performance or other corrective measures. If such remedial measures are not promptly
performed or if they fail to remedy the improper performance, UNHCR will have the right to
engage third party entities, at the cost and expense of the Service Provider, to perform corrective
measures.

6.7 Security Procedures

Non-UNHCR employees may have direct access to sensitive UNHCR information resources.
The Bidder shall describe their programs, policies and procedures for ensuring the integrity and
confidentiality of UNHCR information resources.

These policies and practices should include, but not be limited to, the following: managing OS
access rights, managing passwords, Bidder procedures for their employee’s departure, Bidder
internal confidentiality agreements with their employees, security policies and practices related
to remote management. Please provide a copy of the relevant portions of your Information
Security Policy, Procedures, or Standards.

It is also a UNHCR requirement that all Service Provider employees engaged in work with
UNHCR sign a Non-Disclosure Agreement and the UN’s Supplier Code of Conduct prior to
commencement of any assignment.

UNHCR stores and processes large amounts of sensitive data about vulnerable individuals and
takes very seriously its obligation to protect such data from unauthorized and improper access,
use, or dissemination The Service Provider will adhere to UNHCR’s Policy on the Protection of
Personal Data of Persons of Concern to UNHCR. In addition, as a UN agency and considering
its status under international law, UNHCR will not enter into any contract that could jeopardize
its position or infringe its privileges and immunities or compromise its rights to deny access to
its data to any unauthorized individuals
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- If the Service Provider will store POC personal data, it should be a requirement that
the UNHCR Special Conditions for Cloud Computing are made part of the final
agreement.

- If the Service Provider will be involved in processing POC personal data (even if
stored on UNHCR controlled environments), then it should be a requirement that
the UNHCR Special Data Protection Conditions are made part of the final
agreement.

6.8 Invoices

The selected Service Provider should submit monthly invoices covering the portion of the work
that the Service Provider completed during the previous calendar month. Authorized time reports
should be submitted with the invoices.

6.9 Payment Terms/Price Policy

6.9.1 Payment Terms

Fees under the Contract will be payable within 30 days of receipt by UNHCR of an invoice issued
by the Service Provider, together with a certification by UNHCR that the work covered by the
invoiced has been satisfactorily completed and any other documents (including timesheets, time
accounting records and acceptance certificates certified by authorized UNHCR personnel)
required by UNHCR.

UNHCR may withhold payment if, in the reasonable opinion of UNHCR, the Service Provider
has not performed its obligations in accordance with the terms of the Contract. UNHCR and the
Service Provider will consult in good faith to promptly resolve outstanding issues with respect to
a disputed invoice. If UNHCR disputes an invoice, UNHCR will notify the Service Provider
accordingly. Upon resolution of a dispute regarding an invoice, UNHCR will pay the relevant
amount (if any) within 30 days from the date of resolution.

UNHCR will have the right, without prior notice to the MSP (any such notice being waived), upon
any amount becoming due and payable hereunder to the Service Provider, to set-off any
payment, indebtedness or other claim (including any overpayment made by UNHCR or any
claim for loss or damage to UNHCR property) owing by the Service Provider to UNHCR
hereunder or under any other agreement between the Parties. UNHCR will promptly notify the
Service Provider of such set-off and the reasons therefore, provided, however, that the failure
to give such notice will not affect the validity of such set-off.

The Service Provider will not be entitled to interest on any late payment or on any sums payable
under the Contract, nor to any accrued interest on payments withhold by UNHCR that are
subject to a dispute.

6.9.2 Service Level linked Payments

Itis the intent of UNHCR to structure pro-rated payments based upon achievement of the agreed
SLAs. It is also the intent of UNHCR that such prorated payments should decrease with
consecutive months of non-attainment of SLAs.

6.10 Travel and Missions

It is possible that in completing the tasks specified that the consultants engaged under the terms
of this Contract will need to travel to other locations (e.g. other UNHCR duty stations) in addition
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to being located in Geneva, Copenhagen, Budapest or Amman (as applicable). In this case,
UNHCR will arrange and cover the costs of any such travel. The contractor will be entitled to the
same DSA (Daily Subsistence Allowance) as UNHCR staff traveling to the same location. The
Service Provider will be responsible for any travel authorizations (visas) and vaccinations as
may be necessary. However, UNHCR will assist to the best of its ability in acquiring visas and
medical clearance.

Any travel requirements will be clearly defined before the terms of the SOW are agreed to
ensure that the staff provided for the engagement are available and eligible to travel.
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