
 

TERMS OF REFERENCE 

Communication and creative services 

 

Background 

Following the onset of the conflict in Ukraine, Moldova has experienced an influx of refugees 
entering the country. While only around a third of those entering the country are remaining 
in Moldova, most of them are looking for clear and consistent information about assistance 
in Moldova, their rights and obligations, onward movement opportunities, among other 
topics. Reports show that ‘communication and information’ is one of the top five needs of 
displaced people in Moldova 
 
Humanitarian actors must ensure that communities are meaningfully and continuously 
involved in decisions that directly impact their lives, hence, to have in place an Accountability 
to affected People (AAP) strategy. To promote an effective communication with people 
fleeing from Ukraine, is part of such commitment.  
 
UNHCR is working on the development of a communications with communities’ strategy to 
ensure that refugees are informed about their right to international protection, how to access 
asylum and temporary protection, their rights and obligations, as well as information 
regarding their integration into the society and the services available in the country. UNHCR 
works in close coordination with refugees, national and international organizations, the 
government, and other actors to ensure accessible, transparent, and effective 
communication to refugees, and consequently promote inform decision-making.  
 
Communication with communities (CwC), one of three communication divisions in UNHCR, is 
the responsible for the exchange with the refugee population, to ensure their information 
needs are addressed, and that they have an active participation in the decision that impact 
their lives; consequently, responsible for the development and implementation of the 
strategy mentioned above.  
 
 
Scope of work 

UNHCR’s CwC must consider communication and information as a human right, and in 

consequence ensures an age, gender, and diversity approach. Everyone should access 

information in their preferred and trusted communications channels; in a language and idiom 

that is understood, with simple and clear messaging; addressing vulnerabilities and cultural 

sensitivities; among others. Hence UNHCR strategy involves a great diversity of online and 

offline communication tools, that are carefully tailored to the needs of the refugees. In many 

occasions, the messages are developed in collaboration with the communities itself. 

UNHCR is looking for a vendor that can support the development and implementation of the 

CwC strategy in Moldova, through the provision of communication and creative services such 

as: creative direction and concept development, graphic and digital design, audiovisual 



 

production (animation and live action), audio production, and web development. A company 

that can support through the year, in the development and establishment of communication 

line and identity, the creation of a whole communication’s campaign specific to a topic, the 

realization of individual communication products or editing over existing products. UNHCR in 

Moldova provide information mainly in English, Russian, Romanian and Ukrainian 

The communication services required are extremely broad, because while the final products 

respond to UNHCR guidelines and operational needs, they also respond to the needs of 

refugees of different ages, nationalities, cultures, gender, and the changing context. 

Therefore, the services will be contracted by type, by the hour.  

For the services considered in the contract UNHCR will communicate the requirements for a 

specific product, set of products or campaign. The bidder will have to stipulate, according to 

the contract, the hours dedicated by type of service to each of the requirements and 

communicate them to UNHCR, who will review and confirm in return.  

 

Technical requirements 

• Submit a description of the company and qualifications, including a company 

presentation, profile of key people, company capacity and compilation of various 

projects (reel, book or presentation) with reference to your work. It is important that 

the reference to previous work shows a diversity of communication skills, such as 

graphic and digital design, audio and video production. 

UNHCR mail and systems have a maximum capacity of 20 MB, therefore, delivery can 

be done through file transfer services (WeTransfer, Dropbox, Smash or similar), the 

use of links to websites or shared folders.  

 

• Demonstrate their technical capacity by outlining the services offered and the scope 

of the services, for: 

o Creative development, creative and art direction: generation of ideas and creative solutions, 

conceptualization of campaigns, definition of communication lines and visual proposal 

(KeyVisuals), brand development and identity roll-out strategy. UNHCR is looking for someone 

that can join the process of developing its communication with communities’ strategy, hence 

is important that the company has capacity to engage in creative meetings in English.  

o Content development: Writing, editing, proof reading, for content generation. Most 

products are delivered in Romanian, Russian, and Ukrainian; but revision and clearance of the 

messages are in English. When needed, the translations will be provided by UNHCR.  

o Graphic design for pre-press and digital (web and social media): design, adaptation and 

development of graphics and illustrations, infographics, logos, posters, leaflets, brochures, 

visibility and promotional materials, publications, graphics, packaging, stationery, social 

media cards, among others.  



 

o Web design and web development: design and development of websites, microsites and 

mobile applications. Updating or improving existing sites. Digital solutions. 

o Audiovisual production: 2D animations, 3D animations, GIFs, motion graphics, filming (live 

action), editing, photography, among others. The above with the aim of creating promotional 

videos for TV and social networks, institutional videos, video blogs and tutorials. Subtitling in 

multiple languages (translations provided by UNHCR). 

o Audio production, including voice-over: sound design and voice-over for videos and 

animations, radio spots, radio soap operas, podcasts, among others. Languages required:  

 

• Delivery of scenarios, for each of the following scenarios the bidder must describe in 

detail the type of services (profiles) involved, the products to be delivered (reference 

to existing examples might be included), the estimated time it will take to produce the 

products, and the number of hours for each profile/service needed to complete the 

requests. 

There is no need to deliver a concept or the final product, only to work the scenarios. 

  

o Scenario 1: Infographic in Ukrainian, infographic design on what is UNHCR for letter size 

printing and its adaptation for social networks. Reference to the expected end product: 

https://www.pictoline.com/timeline/2022/01/26/13hrs53min15sec). UNHCR will provide 

the content. 

o Scenario 2: Animated video (people-text in motion graphics) with a duration of 90 seconds. 

Voice-over, sound design and subtitling in Romanian, Russian and Ukrainian. The company 

will have to develop the whole piece, including the script based on a brief delivered by 

UNHCR.  

 

• Language requirements: UNHCR will communicate with the selected vendor in English, 

however, the resulting products will be produced mainly in Romanian, Russian and 

Ukrainian. While must translations will be given by UNHCR. The vendor should be 

familiarized with such languages and should be able to provide voice-over and 

subtitling in Romanian, Russian and Ukrainian. 

Due to the nature of UNHCR’s work other languages might be required in the future.  

 

 

• Confirmation of the capacity to respond to emergency requests. Due to the nature of 

UNHCR's work, some products are needed with urgency. We are looking for a vendor 

with the capacity to produce basic products within 24 hours, and audiovisual services 

(animation or motion graphics for 30 secs) within 48-100 hours. In both cases UNHCR 

will provide approved final texts. The pieces can be done over pre-approved 

templates.  

https://www.pictoline.com/timeline/2022/01/26/13hrs53min15sec


 

 

Requests for emergencies and/or urgencies must be requested in writing and will be dealt 

with as far as possible based on the services described in Annex B and depending on the 

difficulty of the request. The agency will respond within 12 to 24 hours for graphic requests 

and 48 to 100 hours for basic audiovisual services.  

All files must be delivered ready for publication and/or printing, as well as the original 

(editable) of any graphic design or production material in the respective format requested: 

JPG, PNG, TIF, BMP, PSD, GIF, RAW, MP4, MOV.  

In the case of web services, accounts with administrative rights will be assigned to designated 

UNHCR staff, and all relevant access and passwords will be provided. No need to consider the 

procurement of cloud space servers or similar.  


