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International Rescue Committee
Request for Proposal (RFP)
MULTI-CHANNEL CONTENT DELIVERY
	Planned Timetable

	Issue Request for Proposal 
	22nd December 2020

	Intent to bid of Suppliers
	11th January 2021

	Questions from Suppliers due date
	13th January 2021

	Answers to Suppliers questions due date
	15th January 2021

	Bid submission due date
	24th January 2021

	Bid opening date
	25th January 2021

	Bid evaluation date
	25th to 29th January 2021

	Supplier Presentations (via MS Teams)
	1st February 2021

	Select Supplier to Award Business 
	5th February 2021

	Estimated Contract Start Date 
	15th February 2021
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INTRODUCTION

1. The International Rescue committee 

The International Rescue Committee, hereinafter referred to as the IRC, is a non-profit, humanitarian agency that provides relief, rehabilitation, protection, resettlement services, and advocacy for refugees, displaced persons and victims of oppression and violent conflict. 
The IRC responds to the world’s worst humanitarian crises and helps people to survive and rebuild their lives. Founded in 1933 at the request of Albert Einstein, the IRC offers lifesaving care and life-changing assistance to refugees forced to flee from war or disaster. At work today in over 40 countries and 28 U.S. cities, we restore safety, dignity and hope to millions who are uprooted and struggling to endure.
2. Project Background

The COVID-19 pandemic has left many across the world in need of lifesaving and life-sustaining support. Beyond this immediate need for aid, millions of children are out of school and at home. It’s hard to measure the losses for families and individuals when children aren’t in school, with severe learning loss, uncertain futures and generational consequences for children all while parents struggle to balance work with childcare and their own child’s education if they can. School closures compound and deepen educational inequities, with high-resource communities and families more able to fill the learning gap with—for example—access to remote learning options like internet-based activities. 

In recognition of this double emergency facing the world’s most vulnerable children, the IRC has an award with LEGO Foundation, will create and provide distance-learning opportunities via multi-channel content delivery system with a focus on social-emotional learning (SEL).
3. The Purpose of this Request for Proposal (RFP)
International Rescue Committee, is planning to deliver multimedia content through multi-channel content delivery platform across Colombia.  The platform will enable remote users to pull the content using available services on their handsets. A unified messaging and content delivery platform must support a variety of communication and messaging system through drag and drop based workflow and menu design for the following communication channels.
The winning Bidder(s) will enter into a fixed price Master Service Agreement (MSA) for six – up to twelve (6 - 12) months. Bidders shall be domiciled in and shall comply with all Government Regulations to operate in Colombia or country of origin.  Bidders shall be regular tax-payers, and shall furnish a copy of their operating license/certificate of registration valid for the fiscal year 2020. Bidders shall not be under a declaration of ineligibility for corrupt or fraudulent practices.

4. Cost of Bidding

The Bidder shall be responsible for all costs associated with the preparation and submission of its bid, and IRC hereinafter referred to as “the Purchaser”, will in no case be responsible or liable for those costs, regardless of the conduct or outcome of the bidding process. 
THE BIDDING DOCUMENTS: 
5. The Bidding Documents

The Bidder is expected to examine all instructions, forms, terms, and specifications in the bidding documents prepared for the selection of qualified suppliers. Failure to furnish all information required as per the bidding documents or to submit a bid not substantially responsive to the bidding documents in every respect will be at the Bidder’s risk and may result in bid rejection.

	The Bidding documents shall include the following documents:

· The Request for Proposal – RFP (this document)

· Statement of Work (SOW)
· Supplier Information Form
· IRC Way – English
· Colombia Audio – Annex Costing (Potential Volumes)
· Intent to Bid Form


6. Clarification of Bidding Documents

A prospective Bidder with outstanding questions related to this RFP packet of the Bidding Documents may notify at GSC-RFP Submissions GSC-RFPSubmissions@rescue.org . The request for clarification must be received no later than 13th January 2021. The team will respond by e-mail providing clarification on the bid documents on 15th January 2021.
PREPARATION OF BIDS: 
7. Language of Bid

The Bid and all related correspondence and documents exchanged between the Bidders and the Purchaser shall be written in English.  Any printed literature furnished by the Bidder and written in another language shall be accompanied by an English translation of its pertinent passages, in which case, for purposes of interpretation of the bid, the English version shall prevail.

8. Documents Comprising the Bid 
The submitted bid shall include the following information.  Failure to provide all requested information or to comply with the specified formats may disqualify the Bidder from consideration.
	Submission
· Profile of the company
· Proposed Budget and timeline
· Proposed cloud-based platform
· Certification of direct Business Solution Provider or Partner of Facebook/WhatsApp

Company registration

· A Certificate of Business Registration or Trading License in Colombia or country of origin
· Bank reference of company account
· Three (3) References from current or past clients with similar contract services (at least in the last one year)

Pitch presentation

· Vendor/Platform presentation (virtual)


9. Bid Prices.
The Bidder shall clearly indicate the unit price of the goods it proposes to supply.  All unit prices shall be clearly indicated in the space provided in the price schedule, and all unit prices quoted in the RFP response shall be agreed to be in effect for a minimum of twelve (12) months beginning on the date when the contract is executed, with the exception of products or services which are subject to significant and unavoidable market forces which prevent this, in which case the Bidder shall describe and justify the driver(s) of potential price fluctuation during the first twelve (12) months of the agreement. The Bidder shall sign the price schedule and shall stamp the price schedule with the Bidding Company’s seal where feasible.

10. Bid Currencies

All financial rates and amounts entered in the Bid Form and Price Schedule and used in documents, correspondence, or operations pertaining to this tender shall be expressed in American Dollars (USD).
11. Bid Security
For the Purpose of this Tender Process, Bid Security or Bond is not applicable.
12. Period of Validity of Bids

Bids shall remain valid for 90 working days after the date of bid opening prescribed by the Purchaser.  A bid valid for a shorter period may be rejected by the Purchaser as non-responsive.

In exceptional circumstances, the Purchaser may request the Bidders to extend the period of validity. The request and the responses thereto shall be made in writing by letter or e-mail. A bidder agreeing to the request will not be required nor permitted to modify his bid.
13. Format and Signing

The original bid shall be signed by the Bidder or by a person or persons authorized to bind the Bidder to the contract.  Financial proposal pages of the bid shall be initialed by the person or persons signing the bid and stamped with the Bidder’s company seal.

Interlineations, erasures, annotations, or overwriting shall be valid only if they are initialed by the person or persons signing the bid.

Please note: A single bidder may not bid on the same tender via more than one company under his or her ownership. In addition, bidders having close relationships with other bidders (members of the same family, subsidiary, or daughter companies, etc.) may not bid on the same tender. This type of action, or any other action judged by the Purchaser to constitute collusive behavior, will lead to the bidder(s) being automatically eliminated from this tender and disqualified from participating in future IRC tenders. On the other hand, one bidder may submit more than one offer in response to the same tender only if the offers demonstrate clear differences in specifications, quality, lead time, and other characteristic of the goods and services offered.
SUBMISSION OF BIDS

14. Submission:
Bidder shall submit bids via email to GSC-RFP Submissions GSC-RFPSubmissions@rescue.org by 24th January 2021. 
Format

The proposal shall consist of a profile of the company in a PDF presentation alongside a proposed scope of services. Budget to be shared in this proposal must be in Excel/PDF format. Vendor will need to also provide all documents requested including financial documents and references.
Proposal should be divided into 2 sections:

· Technical Proposal

· Financial Proposal
The Technical Proposal should contain (not limited to) the following sections:

· Executive Summary

· Introduction & Background of the Vendor
· Solution/Technical Details

· Relevant past experience with NGOs/INGOs  projects  - list of similar project delivered. 

· Company profile including overview of organization, certificate of registration, NTN certificate, complete list of previous projects, etc.

· References from previous at least three clients that should include actual name(s), current phone number(s), and email address

The financial proposal should be submitted by using the financial proposal template of the Vendor.

15. Modification and Withdrawal of Bids

The Bidder may modify or withdraw its Bid after submission, provided that written notice of the modification, including substitution or withdrawal of the Bids, is received by the Purchaser prior to the deadline prescribed for submission of Bids.

The Bidder’s modification or withdrawal notice shall be prepared, sealed, marked, and dispatched. No Bid may be modified after the deadline for submission of bids.

BID OPENING AND EVALUATION
16. Preliminary Examination

The Purchaser will examine the bids to determine whether they are complete, whether any computational errors have been made, whether required sureties have been furnished, whether the documents have been properly signed and whether bids are generally in order.

17. Evaluation and Comparison of Bids

Bids determined to be substantially responsive as per section 8 above will be considered evaluated by the IRC Procurement Committee, with the below scoring criteria.
	EVALUATION CRITERIA
	Description
	Weight (%)

	Technical Competence
	a) Technical Experience
· Number of Content Delivery Projects or Unified Messaging Projects delivered. 

· Working with development sector

· Type Partnership with Facebook, and WhatsApp 

· IVR Projects Delivered  

· SMS Solution 

· Dedicated Account Manager 

b) Geographical/Global Presence

· Supplier can distribute and operate in countries and regions outlined in the statement of work and is also able to provide technical support 24/7
	35%

	Timeline
	Supplier is able to meet timeline requirements by the IRC team
	10%

	Financial
	Cost Structure meets IRC’s budget requirements and supplier is able to provider IRC the best value for services rendered.
	35%

	Industry Experience
	Refers to Bidders ability to demonstrate relevant experience and knowledge of the services required, overall fit, and experience working with INGOs.
	20%

	Total
	100%


18. Evaluation Criteria

The IRC reserves the right to accept or reject any or all bids and to accept the bid deemed to be in the best interest of the IRC and is not bound to accept the lowest price bid submitted. The responses shall be evaluated by a committee of no less than five IRC staff members.

19. Contacting the Purchaser
Subject to Clause 6, no Bidder shall contact the Purchaser on any matter relating to its bid, from the time of the bid opening to the time the Contract is awarded or the selected qualified supplier is announced. 
20. Notification of Award
Prior to the expiration of the period of bid validity, the Purchaser shall notify the successful bidder in writing or where necessary by telephone that his or her bid has been accepted and, selected for Master Purchase Agreement for the specific goods and/or services.  At this stage IRC may also choose to negotiate with the selected bidder to finalize the offer.
CONTRACTING
21. Contract award and notification

The Purchaser shall award the Contract to the notified successful Bidder(s) whose bid has been determined to be substantially responsive and has been determined to be the best evaluated bid considering price and performance factors, provided further that the Bidder is determined to be qualified to enter into a Master Service Agreement and perform its obligations satisfactorily.

22. Service or consultant agreements 

For service or consultant agreements time and material awards are not authorized unless it is the only suitable award and a ceiling is established. 

23. Disclaimer

The Purchaser reserves the right to alter the dates of the timetable.

The Purchaser does not bind itself to accept the lowest or any proposal.
ETHICAL OPERATING STANDARDS
24. Compliance to the IRC Way

The IRC Way: Standards for Professional Conduct (“The IRC Way”), the IRC’s code of conduct, which can be found at: https://www.rescue.org/page/our-code-conduct and IRC’s combating Trafficking in Persons Policy, which can be found at: https://rescue.app.box.com/s/h6dv915b72o1rnapxg3vczbqxjtboyel. The IRC Way provides three (3) core values - Integrity, Service, and Accountability – and twenty-two (22) specific undertakings.

The IRC Way provides, inter alia, that IRC does “not engage in theft, corrupt practices, nepotism, bribery, or trade in illicit substances.” IRC’s procurement systems and policies are designed to maximize transparency and minimize the risk of corruption in IRC’s operations.

IRC requests that a supplier 

(i) informs IRC upon becoming aware that the integrity of IRC’s business has been compromised during the RFP process, and 

(ii) Reports such events through IRC’s confidential hotline, Ethics point, which can be accessed at www.ethicspoint.com or via toll–free (866) 654–6461 in the U.S., or collect (503) 352–8177 outside the U.S.

25. Bidder Non Collusion Statement

IRC prohibits collusion and will disqualify all bids where collusion is detected. Collusion happens when related parties submit separate bids for the same tender. Collusion includes situations where:
a) Members of the same family submit separate bids for the same tender

b) Separate companies owned by the same person submit separate bids for the same tender

c) Employees of a bidding company submitting separate bids through companies they own for the same tender

d) Partners in a bidder submitting separate bids under their own names/ companies they own for the same tender

It is collusion for a person to be involved in more than companies/ businesses submitting a bid to the same tender. Collusion will lead to IRC disqualifying the involved Individuals or companies from that tender as well as disqualify them from submitting bids for future tenders. In addition, IRC may share information relating to this collusion with other international aid organizations operating in the region leading to loss of business opportunities for the colluders.
Appendix: Statement of Work

STATEMENT OF WORK (“SOW”) – Request for Proposal (“RFP”)

International Rescue Committee is planning to deliver multimedia content through multi-channel content delivery platform across Colombia.  The platform will enable remote users to pull the content using available services on their handsets. A unified messaging and content delivery platform must support a variety of communication and messaging system through drag and drop based workflow and menu design for the following communication channels.
1. Term

a. The proposed term of this agreement shall commence on February, 2021 and end on August, 2021.

2. General requirements. 

· The service provider/Vendor should have global presence and able to operate/distribute in Asia, Africa, Middle East, and South America
· The vendor must ensure service quality and Information Security measures.

· The vendor should have experience in providing Communication Platform globally

· The vendor should have a single cloud-based platform covering major channels e.g. SMS, WhatsApp, IVR, and Facebook

· The service provider should be a direct Business Solution Provider or Partner of Facebook/WhatsApp

· The vendor should be able to provide 24/7 support as IRC intends to procure the Services for regions with different Time Zones.

The platform must have: 

Analytics 

· The solution should be able to provide reporting and analytics of the communication govern over chatbots.

· The solution should be able to provide the following details against analytics

· Content fetched 

· Top rated content 

· Number of total sessions

· Number of total messages

· Number of sessions per each chatbot

· Number of inbound messages per session

· Number of outbound messages per session. 

· Average session duration

· The system should also be able to provide detailed reporting of each message exchange between IRC and End users (preferably with an option to export in Excel or CSV format)

· Provide consolidated analytics for survey results (SMS, WhatsApp, Web and Facebook).

· Must support multiple language, English, Spanish, Arabic, Dari, Urdu, French etc. 

WhatsApp and Facebook,

· The chatbot building platform should be cloud based with easy to use interface which is accessible anywhere from the world to make operations and maintenance hassle free.

· The chatbot building tool should be GUI based with Drag and drop, code-free interface which enables people without coding knowledge to build chatbots.

· The solution should enable IRC to design, build, test and deploy AI or keyword-based chatbots. The solution should have NLP (Natural Language Processing) engine to understand end-user’s  intent  and therefore provides conversational experience 

· The solution should support multiple integration which will enable IRC to create chatbots over multiple channels like WhatsApp, Facebook, Viber and Live Chat.

· The solution should allow IRC to create multiple chatbots at a time.

· Must have template design and submission module to register new template for dissemination of Document, Video and Audio Contents

· Must have a storage solution to store the documents and multimedia files and provide link for template message. 

· The platform must verify the WhatsApp number before adding it to the contact database. 

· Support multi-language content/text

· Must have scheduling option to schedule outgoing template messages. 

· Chatbot to response user queries and forward complex queries through email to IRC staff.  

· Must have an option to conduct surveys/data collection over WhatsApp, Facebook, Viber, or Web. 

SMS 

· Get masking approved and white list the masking from all service provider in implementing the country. 

· Must support maximum length of SMS. 

· Must support Unicode format – multiple language, English, Spanish, Arabic, Dari, Urdu, French etc. 

· Option to subscribe SMS Service by sending subscribe SMS. 

· Provide hardware level delivery report for all SMS campaign. 

· Must have scheduling option to schedule SMS for the week. 

· Must support multiple address book. 

· Provide block and inactive numbers report. 

· Provide top-up vs consumption report. 

· Must support two way SMS to conduct feedback and survey. 

· Analyze survey response and provide analytics through dashboard as well as Excel/CSV files 

· Must support SMS pull option (enable users to pull messages through menu driven approach or subscribe SMS)

IVR 

· Dedicated local phone number, where user can call and listen to the audio stories

· Workflow based call flow design and menu design 

· Must support level 3 menus. 

· Support missed call – initiate outgoing call and connect the users with menu option. 

· Multiple retries for outgoing calls/campaigns 

· Reporting – successful and unsuccessful calls

· Duration of the call received or dialed

· Main menu and sub menu based reporting. 

· Must support audio based survey
· Should have missed call option.
3. Messages Details 

Please follow and provide cost information based on Colombia Audio Initiative - Annex Costing

4. Project Supervision

The Vendor will coordinate and consult Khurasan Ali Shah/Technical Advisor – Education Technology the customization and implementation of the platform. Firm will be responsible to inform through formal communication “Email” about the development. The firm will also provide the development plan to the project supervisor at least a week earlier of the development. 

5. Training

Vendor selected will arrange training to IRC staff on the use and management of the platform and also provide support during the implementation period. The vendor should identify and provide dedicated account manager to response and resolve issues related to platform and technical support. 

6. Deliverables
The firm will be responsible for the following deliverables:

	Deliverable
	Timeline (From Go-Live)

	Top level analytical Module 
	2 Weeks

	WhatsApp Channel 
	

	Facebook Channel 
	

	IVR Module
	

	SMS Module
	

	Training 
	1 Week


� EMBED MSPhotoEd.3  ���








1
9 | Page

[image: image2.png]


_1210529117.bin

