
 
 

Terms of Reference 

 

1. Statement of Purpose & Objectives 

 
The purpose of the present RFQ is to select a F2F agency to support UNHCR Mexico in the recruitment of 
quality new monthly donors through F2F fundraising in Guadalajara. 
 
UNHCR offers the following expected parameters to be considered when preparing your proposal: 
 

o Achieve a minimum of 300 new monthly donors in the first six months. 
o UNHCR expects to achieve the following minimal cumulative Return on Investment (ROI):  

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

o To achieve these ROI figures, a combination of the following must be met: 
 Average monthly donation must be at least $250 per month; 
 Consider 12, 24, 36  months attrition rates  
 Financial proposal will be evaluated on the basis of the cost per donor 
 Produce 60% credit cards and 40% debit cards 
 Average age as follows: Credit cards (25 years) Debit cards (40 years) 
 Conduct F2F fundraising campaigns at street, events, businesses, and targeted 

public sites (shopping malls, airports, malls) to solicit monthly donations. 
 Execute the strategies and proposal to recruit individual donors in the form of 

regular monthly givers. 
 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 three (3) months. 
 

2.  Other Services, required for the performance of the key requirement 

 
The F2F Agencies are expected to provide the following services based on the above mentioned 
conditions: 
 
Recruitment of Staff 

• Plans and coordinates the recruitment of highly competent staff to effectively 
perform the activities as required under the UNHCR F2F program. 

 
Staff Administration 

• Provision of, including but not limited to, employment contract, insurance 
coverage, remuneration, retirement benefits, and other benefits to staff members 
who have  been recruited  to  support  the F2F program.  F2F Agencies must ensure 
employee benefits and compensation arrangements comply with the local 
legislation in Mexico. 



 
 

• Monitors the attendance, performance and conduct of staff who are involved in 
the UNHCR F2F fundraising services. 

 
Logistics Arrangement that Supports the F2F Operation 

• Plans and applies for locations for all F2F teams; agency needs to respect NGO´s national 
calendar established among the Mexican F2F market. 

• Work together with UNHCR to obtain venues. 
• The F2F Agencies agrees not to provide services to recruit donors for parties 

other than UNHCR if the recruitment site is obtained by virtue of a UNHCR 
partnership; 

• Manage the flow of resources including but not limited to pitch cards, leaflets, 
donation forms, banners and uniforms to support the F2F fundraising services; 

• Provides marketing materials including but not limited to identification badges, 
tablets, pitch cards and presentation materials for the F2F fundraising services; 

• Obtain all permits, licenses and/or consents required under its articles of 
association and prevailing laws and regulations to perform its business activities, 
and to execute and deliver these services. 

 
Control and Submission of Donation Forms and backend process 

• Use electronic devices to capture donation, ensure that all is set up correctly and 
coordinate the backend process with UNHCR. 

 
Training 

• Provides induction training to all newly recruited F2F fundraisers; 
• Provides regular training for all fundraisers; 
• Provides special training for team leaders; 

 
Motivation 

• Plans, develops and maintains motivation schemes as deemed appropriate; 
• Prepares and submits proposal for motivation schemes to UNHCR for 

consideration and approval; 
• All incentive for motivation schemes should be covered in your financial 

proposal (price “all inclusive”). 
 
Performance Assessment 

• Conduct daily performance assessments of fundraisers by team leaders; 
• Conduct daily and weekly performance assessments of team leaders by 

operation manager(s); 
• Conducts regular on-site supervision by operation manager(s). 

 
Monitoring Staff Conduct 

• Ensures that no F2F program staff engages in any misleading or deceptive 
conduct; 

• Ensures that apart from completing the donation forms, no F2F program staff 
accepts any form of donations including but not limited to cash and gifts; 



 
 

• Ensures that no F2F program staff commits any act which may compromise the 
image and interests of UNHCR; 

• Ensures that all staff members comply with applicable laws and regulations 
whilst carrying out activities in relation to UNHCR's F2F fundraising services. 

 
Analysis and Reporting 

• Prepares and submits monthly location plans for all F2F teams; it’s important that for 
certain locations a calendar agreement between Mexico principal NGOs exists. 

• Prepares and submits weekly and detailed monthly and quarterly reports of F2F results; 
• Provide reports to measure key performance indicators (KPls) including but  not 

limited to average sign up rate, average monthly donation, age distribution of 
donors, payment method to monitor overall, team, fundraiser performances 
and location differences; 

• Provides reports to analyze the performance of testing strategies and 
introduction of new measures; 

• Arrange continuous and monthly face to face meetings with UNHCR as needed. 
 

3. Customer Responsibilities 

UNHCR is responsible for providing the following: 
• Uniforms, flyers and giveaways 
• Providing information, documents, materials and assistance reasonably 

necessary to enable F2F services to be provided including but not limited to: 
Education and training as reasonably required by the F2F Agencies; and 
Materials for the F2F Agencies to develop marketing collaterals (e.g. folders 
with UNHCR logos and artwork or any other material). 
 

4. Company Qualifications 

 
It is considered essential for the agency to comply with the following requirements to participate in this 
RFQ:  

• At least 2 fundraising experience in the business or the number of similar and 
successfully completed projects of F2F fundraising services or donor acquisition; 

• Any relevant experience working with UNHCR, other UN Agencies and NGOs should be 
included; 

• Total number of existing clients, please provide a list. 
 

5. Performance Evaluation 

UNHCR expects to monitor the performance of the selected supplier(s) on a regular basis. 
 
KPI’s will be: 

- Number of donors recruited per month compared to target 
- Attrition rates 
- Average monthly donation   
- Expected age of new donors  
- ROI  



 
 

- Cost per donor  
- Number and gravity of complaints received about conduct of the fundraisers 
- Performance by channel (street, venue) and by location 

 
Please note that budget allocation cannot be revealed by UNHCR at this point of time, but will be disclosed 
to the successful F2F Agency. 
 

6. Criteria Evaluation 

The criteria will be the following and need to send all necessary documents or reports to justify each 
point: 

 70% Technical Proposal: 
 30%: Detailed general plan to achieve (administrative and on field) the forecast of 

minimum 300 new pledges donors from September to December 2018. Cities, 
locations, productivity, recruitment, etc. 

 5 %: Prove at least 2 years of experience in face to face or direct sales or/and trade 
marketing. 

 15% Presence and experience in the Mexican market, (present at least two recent 
result reports of other organizations that show experience in face to face pledge 
acquisition in Mexico or in other country. If not, present results in direct sales or/and 
direct marketing managing a high amount of people (seller, promoters, etc.) 

 20%: Share the internal structure of the agency in terms of human resources 
procedures.  

 

 30% Financial Proposal for the project – cost per donor 
 

7. REMARKS 

 Consider the Payment Terms Policies of UNHCR - 30 days after the duty to make payments to 
the vendor. 

 All donations one – off, bimestrial, trimestral, annual less than $200 pesos and donors under 
25 years should not being charged to UNHCR.  

 The winning agency needs to sign the general UNHCR code of conduct. 
 


