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Terms of Reference for Institutional Contracts 
 
1. Identification 
 
Description of the services: LTA for donor journey implementation Agency 

 
Expected start date:  15 January. 2023 
 
Expected completion date: 14 January. 2026 
 
Reporting to:   UNICEF China Partnerships & Innovation Manager 
 
 
 
2. Background and objectives 

 
Since 2019, there has been a need for UNICEF China Office to enhance our understanding of individual donors’ 
experience, mainly focusing on retention and increasing brand loyalty and UNICEF’s reputation among donors and 
philanthropy market. 
 
UNICEF launched the donor survey program in 2022 to understand donor rationale and what the underlying motivations 
for joining UNICEF’s pledge donor programmes are. We need alternative and more donor-centric retention strategies to 
be created that appeal to the different donors’ segments to improve loyalty. This is not only for the long-term lifetime 
value from each donor, but also to protect and enhance UNICEF’s reputation.  
 
The donor survey project now has been completed and we have successfully segmented donors into categories and gained 
a lot of understanding of our donors’ behaviour. Our next step is to put the new knowledge in donor understanding into 
concrete donor-centric content and interactions, to improve donors’ loyalty and enhance UNICEF’s reputation in the 
form of measures to increase retention rates.  The whole journey from acquisition to retention and telemarketing needs to 
be upgraded to improve the quality of donor base and donor services. 
 
Due to the scale of the donor journey implementation project, UNICEF is seeking to engage external professional advice 
from vendors to implement:  
 

1. Project management service: There will be several smaller projects contained in one large overarching project and 
a therefore it is necessary to have project management skills.  

2. Product design and development service: Create multiple new designs of products and services for donors that 
take into consideration the design and development of both front-desk and back-end platforms and create content 
and interactive innovation, such as gamification.  

3. Video and animation producing service: The project may require videos and animations to create attractive 
content. So, UNICEF needs the ability to produce videos and animations on the platform.  All video /audio/font 
should be cleared with proper copyright to be used and ably communicated to the public. 

4. Data analysis service: Besides all above actions, UNICEF needs the result to be visualized. Therefore, the project 
requires the ability to collect data and analyse for business measurements and improvements. 

5. Research service: Within the scope of this big donor journey implementation project, there might be some small 
projects that require qualitative and quantitative research to find out the most science-based implementation 
solution. 
 
 
 

 
3. Scope of Work 
 

The contractor is required to carry out the tasks listed below as needed by UNICEF. 



Annex I - TOR 

 
 

2 

 
1. Project management service 

- Provide overall project management including a dedicated service team and focal points for contact 
- Provide communication service with all related aspects to ensure the quality of project 
- Provide overall management of the project timeline to ensure the project is delivered on time. 
- Develop a project plan which leverages a diverse set of strategies and channels 
- Provide strategic advice and planning based on the transparent test results; constantly optimize for 

the best and adjust the plan accordingly 
- Monitor and report on all key project milestones. 
- Participate in meetings with UNICEF staff and all related project meetings. 
- Provide necessary evaluation and qualitative report requested by UNICEF about the impact of 

project action. 
 
 

2. Product design and development service 
- Contractor should actively communicate and understand UNICEF’s requests of online and offline 

product/services to provide feasible proposals to match visual and quality expectations. 
- Implement UNICEF agreed proposals including: function module design, user journey design, the 

interface design and animation design for online product.    
- Provide product prototype design, low fidelity prototype model and original design and development 

document.  
- Contractor should involve IT development person in design progress so the design and development 

can be consistent. 
- Support and implement all development process for new online system / platform and offline 

product including physical product design, sample making etc.  
- Provide content writing and creating service needed during all project service. 
- Provide innovative ideas for gamification so that UNICEF’s online product can interact with donors.   

 
 

3. Video and animation producing service 
- Actively communicate and understand UNICEF’s requests on video production, and provide 

detailed proposal, including workplan and timeline of whole process.   
- Contractor should conduct video or animation scripts required by UNICEF. 
- Contractor should produce short video or animations required by UNICEF 
- Provide professional suggestions during all the process of video making required by UNICEF. 
- If needed, organise all supplies including personnel, files and equipment to support on-site shooting. 
- Provide technics to editing all the videos and animations to meet UNICEF requirement. 
 
 

4. Data analysis service  
- Provide all data analysis service requested by UNICEF before, during and after project.  
- Make qualified reports required by UNICEF.  
 

5. Test and research service 
- Provide qualitative and quantitative research for better support all the project design and 

development 
- Provide testing service for all developed projects and provides feedback to ensure all projects have 

no issue before they go live. 
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4. Deliverables and payment schedule 

 

Deliverables: 
- Manage the entire design and development services based on UNICEF’s requirements and needs 
- Implement all the projects services according to mutually agreed schedule. 

 
 
PAYMENT SCHEDULE: 
 
Expected LTA Term: 3-year period: 2-year expected plus 1-years (extended based on actual requirements) 
(Above can be increased depending on requirements) 
 
Final payment schedule will be based on the financial proposal from the successful firm, on the 
understanding that payments will be against deliverables as outlined above. No advance payments will be 
entertained by UNICEF. 

 
 

5. Qualification requirements 
 

- Contractor should have strong experience of project management, project innovation, customized 
design, content writing and data analysis/management    

- When certain tasks go beyond contractor’s business scope, contractor should have the ability to seek and 
work with other third-party company to ensure the project result.   

- Contractor should have experience of ground-breaking, effective work. 
- Experience of working with not-for-profit organization. 
- Contractor should ensure the confidentiality and security of the data, documents, designed products and 

materials not share with any other party for any other purpose. 
- Outstanding security record. The contractor undertakes that all the data, documents, designed products 

and materials used in the project will be secure and that it takes all measures to ensure that all is 
secured and protected. 

- Vendor should have certain capability to carry on multiple small projects at the same time.  Both on 
project management and project implementation. 

 
 

 
6. Evaluation criteria 

 
The evaluation procedure will focus on both technical and financial suitability. The weights of 70% 
and 30% shall be applied for technical and financial compliance respectively. 
Only firms scoring at least 70% of the maximum score during technical evaluation will be considered for 
financial evaluation. 

 
Technical Evaluation Criteria 

 
1. Overall response - 10 points 

1.1 Completeness of response — 5 points 
1.2 Overall concord between RFP requirements and proposal — 5 points 
 

2. Proposed Methodology and approach — 10 points 

http://www.baidu.com/link?url=E0cNjZyqbmtK3wfyykuyLpkh1yyC26fZSKjhY32F_K27GVkOtCOGBh8nhn8kmiXwQwcrJDG2uoCkoBPa_8W3Afw1U4xqsbpu14q36XgcjtW
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2.1 Relevance and quality of proposed methodology — 5 points 
2.2 Project timelines and workplan — 5 points 

 
3. Experience and qualifications of firm and key personnel — 50 points 

3.1. Company profile (establishment, facilities, personnel, financial capacity — 5 points 
3.2 Experience in similar projects, i. e. project and product design / project management / content 
creating / video making / data analysis and research — 40 points 
3.3. Relevance of qualifications & expertise of proposed team of consultants — 5 points 

 
Total technical: 70 points 

 
Evaluation should be done by the 5 aspects mentioned in scope of work.  Because 5 aspects are very different and covers a 
broad service range, it might happen that all 5 scopes cannot be implemented by only one contractor.  In order to ensure 
the project could be implemented, during the bidding process, the contractor with the highest scores will be the primary 
LTA holder who has the strongest ability to implement all or most of the 5 aspects in the scope of work.   It is also 
expected to have one or two secondary LTA holders if the primary LTA holders doesn’t have the ability or capacity to 
implement all 5 aspects through the whole project duration.   Secondary LTA holders should also have a strong ability in 
some of the 5 aspects, so that qualified works can be delivered.  
 
7. Content of technical proposal 
Structure of the Technical Proposal 
 
The Technical Proposal should include but not limited to the following:  

• Corporate Profile highlighting the bidder’s qualifications and experience in implementing the assignment, please 
include details of specific experience with similar assignments in the past five years. 

• Detailed understanding of UNICEF’s requirements for this assignment and bidders value proposition 
• Detailed Methodology/approach to project demonstrating how you meet or exceed UNICEF requirements for 

this assignment  
• Proposed timeline and milestones 
• Project dependences and assumptions 
• Bidders are requested to back up their submissions by providing:  

o Three case studies containing the following information:  
 Name of Client 
 Title of the Project 
 Year and duration of the project 
 Scope of the Projects/Requirements 
 Proposed Solutions and Outcome – include visuals, web-links, etc.  
 Team members on each of the project and their specific roles 
 Project timelines (start and end date year, and any other information necessary) 
 Reference /Contact person details 

• Details of the Proposed Team for the assignment including the following information: 
o Title/Designation of each team member on the project  
o Educational qualifications and professional experiences  
o Previous experience in working on similar project and assignment – List all similar projects they worked 

on and their roles on those projects. 
• Project implementation and work plan showing the detailed sequence and timeline for each activity and days 

necessary for each proposed team member  
• Quality assurance mechanism and risk mitigation measures put in place 
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*Continue separately as necessary 
 

 
8. Award Criteria 

Further to para 6 above, the following methodology will be used for evaluation of price proposals and contract 
award. Only price proposals of the technically responsive Offerors will be opened and evaluated. 
The price should be broken down for each component of the proposed work. The total amount of points 
allocated for the price component is 30. The maximum number of points will be allotted to the lowest price 
proposal that is opened and compared among those invited firms/institutions which obtain the threshold points 
in the evaluation of the technical component. All other price proposals will receive points in inverse proportion to 
the lowest price; e.g.: 
 
    30 * Price of lowest priced proposal 
Score for price proposal X =     -------------------------------------------------- 
       Price of proposal X 
  
All prices/rates quoted must be exclusive of all taxes as UNICEF is a tax-exempt organization.  
 
The proposal obtaining the overall highest score after adding the scores for the technical and financial proposals is 
the proposal that offers best value for money. 
 
UNICEF will award the contract to the vendor whose response is of high quality, clear and meets the project 
goals. The price/cost of each of the technically compliant proposals shall be considered only upon evaluation of 
the above technical criteria. 
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