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United Nations Children's Fund
UNICEF
SEPN 510, BLOCO A, 2o ANDAR
ASA NORTE
BRASILIA 70750-521
Brazil

Telephone +556130351900
Facsimile +556133490606
Email      brasilia@unicef.org_________________________________________________________________________________________

REQUEST FOR PROPOSAL FOR SERVICES

LRPS-2024-9194047 03 November 2024

UNITED NATIONS CHILDREN'S FUND (UNICEF)

Wishes to invite you to submit a proposal for

XXXXXXXX FAX/LETTER NOT SPECIFIED IN 'PREPARE ITB (ZMRQ)' XXXXXXXX

Acordo de Longo Prazo (LTA) de serviços de telemarketing ativo, receptivo e/ou híbrido, via
troca de mensagens e processamento de dados para cobrança das doações.
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THIS REQUEST FOR PROPOSAL FOR SERVICES HAS BEEN: 

Prepared By:

__________________________________________________          Date: _______________
Fabiani Higino
(To be contacted for additional information, NOT FOR SENDING PROPOSALS)
Email  : fhigino@unicef.org

Approved By:

__________________________________________________          Date: _______________
Gabriel Esber Elias



                            REQUEST FOR PROPOSAL FOR SERVICES FORM

This FORM must be completed, signed and returned to UNICEF.
Proposal must be made in accordance with the instructions contained in this Request for Proposal for
Services (RFPS).

TERMS AND CONDITIONS OF CONTRACT
Any Contract resulting from this RFPS shall contain UNICEF General Terms and Conditions for
Institutional and Corporate Contracts and any other Specific Terms and Conditions detailed in this
RFPS.

INFORMATION
Any request for information regarding this RFPS must be forwarded by email to the person who
prepared this document, with specific reference to the RFPS number.

The Undersigned, having read the Terms and Conditions of RFPS No. LRPS-2024-9194047 set out in
the attached document, hereby offers to execute the services specified in this document.

Currency of Proposal: _______________________________

Validity of Proposal: _______________________________

Please indicate which of the following Early Payment Discount Terms are offered by you:

10 Days 3.0%_______ 15 Days 2.5%_______ 20 Days 2.0%_______ 30 Days Net_______
Other_______

Declaration
The undersigned, being a duly authorized representative of the Company, represents and declares
that:

1. The Company and its Management1 have not been found guilty pursuant YES NO
 to a final judgment or a final administrative decision of any of the following:

a. fraud

b. corruption

c. conduct related to a criminal organisation

d. money laundering or terrorist financing

e. terrorist offences or offences linked to
terrorist activities

f.  sexual exploitation and abuse;

g. child labour, forced labour, human trafficking;

h. irregularity (non-compliance with any legal or regulatory requirement
applicable to the Company or its Management).

_______________________________
1 #Management# means any person having powers of representation, decision-making or control over the Organization. This may include, for example, executive management and all other persons

holding downstream managerial authority, anyone on the board of directors, and controlling shareholders.
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2. The Company and its Management have not been found guilty
pursuant to a final judgment or a final administrative decision of grave
professional misconduct.

3. The Company and its Management are not: bankrupt, subject to
insolvency or winding-up procedures, subject to the administration of
assets by a liquidator or a court, in an arrangement with creditors, subject
to a legal suspension of business activities, or in any analogous situation
arising from a similar procedure provided for under applicable national
law.

4. The Company and its Management have not been the subject of a final
judgment or a final administrative decision finding them in breach of their
obligations relating to the payment of taxes or social security contributions.

5. The Company and its Management have not been the subject of a final
judgment or a final administrative decision which found they created an
entity in a different jurisdiction with the intent to circumvent fiscal, social
or any other legal obligations in the jurisdiction of its registered office,
central administration, or principal place of business  (creating a shell
company).

6. The Company and its Management have not been the subject of a final
judgment or a final administrative decision which found the Company
was created with the intent referred to in point (5) (being a shell company).
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The UNICEF reserves the right to disqualify the Company suspend or terminate any contract or
other arrangement between  the UNICEF and the Company, with immediate effect and without
liability, in the event of any misrepresentation made by the Company in this Declaration.

It is the responsibility of the Company to immediately inform the UNICEF of any changes in the
situations declared.

This Declaration is in addition to, and does not replace or cancel, or operate as a waiver of, any
terms of contractual arrangements between the UNICEF and the Company.

Signature: ___________________________________________

Date: ___________________________________________

Name and Title: ___________________________________________

Name of the Company: ___________________________________________

UNGM #: ____________________________________________

Postal Address: ____________________________________________

Email: ____________________________________________
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___________________________________________________________________________________________

Item Service Description Quantity Unit Unit Price Price
___________________________________________________________________________________________

10 LTA para serviço de telemarketing       

O Termo de Referência encontra-se ao final deste documento, identificado como ANEXO C.

LTA para serviço de telemarketing ativo                 1  PC
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SPECIAL NOTES

PART I - PURPOSE OF THIS REQUEST FOR PROPOSALS FOR SERVICES

1. Background

1.1 UNICEF promotes the rights and wellbeing of every child, in everything we do. Together with
our partners, we work in 190 countries and territories to translate that commitment into practical
action, focusing special effort on reaching the most vulnerable and excluded children, to the
benefit of all children, everywhere.

2. Solicitation; Long Term Arrangement

2.1 The purpose of this Request for Proposals for Services ("RFPS") is to invite proposals for "
Acordo de Longo Prazo (LTA) de serviços de telemarketing ativo, receptivo e/ou híbrido, via
troca de mensagens e processamento de dados para cobrança das doações" as fully detailed in
the Terms of Reference/StatemenT.

2.2  UNICEF wishes to enter into (a) non-exclusive Long Term Arrangement(s) for Services
(LTA-S) for the procurement of the services detailed in the RFPS and required from time to time
during the term of the LTA-S.  It will be a provision of such LTA-S(s), that UNICEF will not be
committed to purchase any minimum quantity of these services.  UNICEF shall not be liable for
any cost in the event that no purchases are made under any resulting LTA-S.

2.3  Purchases will be made against contracts to be issued by UNICEF in accordance with the
terms and conditions of any resulting LTA-S(s).  Actual quantities to be purchased will vary from
contract to contract.

2.4 Other United Nations Agencies, Funds and Programmes shall be entitled to place contracts
under the prices and terms of the LTA-S. Contracts placed by other United Nations entities
constitute a contractual agreement between the supplier and the ordering United Nations entity.
UNICEF will not be a contractual party to these contracts and has therefore no obligations or
liabilities for contracts not issued by UNICEF.

2.5 This RFPS document is comprised of the following:

- This document and its Annexes:

   > Annex A: the UNICEF General Terms and Conditions of Contract (Services);

   > Annex B: the Non-disclosure Agreement;

   > Annex C: the full Terms of Reference/Statement of Work.

  > Annex D: Lista de Preços

2.6 This RFPS is an invitation to treat and shall not be construed as an offer capable of being
accepted or as creating any contractual, other legal or restitutionary rights.  No binding contract,
including a process contract or other understanding or arrangement, will exist between the
Proposer and UNICEF and nothing in or in connection with this RFPS shall give rise to any
liability on the part of UNICEF unless and until an LTA-S and linked contract is signed by
UNICEF and the successful Proposer.
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3. Term

3.1 The proposed LTA-S shall be valid for an initial period of 24 months, with a possible renewal
for an additional period of 12 months.

PART II - PROPOSAL SUBMISSION PROCESS

1. Proposal Submission Schedule

1.1 Acknowledgement of receipt of RFPS.

IMPORTANT: PROPOSALS ARE NOT TO BE SENT TO THE INDIVIDUAL STATED ABOVE -
ANY PROPOSALS SENT TO THE ABOVE NAMED INDIVIDUAL WILL BE DISQUALIFIED.

1.2 Questions from Proposers.  Proposers are required to submit any questions in respect of
this RFPS through UNGM only.

IMPORTANT:  PROPOSALS ARE NOT TO BE SENT TO THE INDIVIDUAL STATED ABOVE -
ANY PROPOSALS SENT TO THE ABOVE NAMED INDIVIDUAL WILL BE DISQUALIFIED.

Proposers are required to keep all questions as clear and concise as possible.

Proposers are also expected to immediately notify UNICEF in writing of any ambiguities, errors,
omissions, discrepancies, inconsistencies or other faults in any part of the RFPS, providing full
details. Proposers will not benefit from such ambiguities, errors, omissions, discrepancies,
inconsistencies or other faults.

UNICEF will compile the questions received. UNICEF may, at its discretion, at once copy any
anonymized question and its reply to all other invited Proposers and/or post these on the
UNICEF website and/or respond to the question at a bid conference. After any such bid
conference, a Questions and Answers document may be prepared and posted on the UNICEF
website.

1.3 Amendments to RFPS Documents.  At any time prior to the Submission Deadline, UNICEF
may, for any reason, whether at its own initiative or in response to a clarification requested by a
prospective Proposer, modify the RFPS documents by amendment. If the RFPS was available
publicly online, amendments will also be posted publicly online. Further, all prospective
Proposers that have received the RFPS documents directly from UNICEF will be notified in
writing of all amendments to the RFPS documents. In order to afford prospective Proposers
reasonable time in which to take the amendment into account in preparing their Proposals,
UNICEF may, at its sole discretion, extend the Submission Deadline.

1.4 Submission Deadline. The deadline for submission of proposals is informed in UNGM.

Any proposals received by UNICEF after the Submission Deadline will be rejected.

1.5 Proposal Opening.  Due to the nature of this RFPS, there will be no public opening of
proposals.

2. Language

2.1 The Proposal prepared by the Proposer and all correspondence and documents relating to
the Proposal exchanged by the Proposer and UNICEF, will be written in Portuguese. Supporting
documents and printed literature furnished by the Proposer may be in another language
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provided that they are accompanied by an appropriate translation in English. When interpreting
the Proposal, the translated version of these supporting documents and printed literature will
prevail over the original version of these documents. The sole responsibility for translation,
including the accuracy of the translation, will rest with the Proposer.

3. Validity of proposals; Modification and Clarifications; Withdrawal

3.1 Validity Period.  Proposers must indicate the validity period of their Proposal. Proposals
should be valid for a period of not less than one hundred and twenty (120) days after the
Submission Deadline. A Proposal valid for a shorter period of time shall not be further
considered. UNICEF may request the Proposer to extend the validity period.  The Proposal of
Proposers who decline to extend the validity of their Proposal shall become disqualified as no
longer valid.

3.2 Other Changes.  All changes to a Proposal must be received by UNICEF prior to the
Submission Deadline. The Proposer must clearly indicate that the revised Proposal is a
modification and supersedes the earlier version of the Proposal, or state the changes from the
original Proposal.

3.3 Withdrawal of Proposal.  A Proposal may be withdrawn by the Proposer on e-mailed, faxed
or written request received by UNICEF from the Proposer prior to Submission Deadline.
Negligence on the part of the Proposer confers no right for the withdrawal of the Proposal after it
has been opened.

3.4 Clarifications Requested by UNICEF.  During the evaluation of Proposals, UNICEF may, in
its sole discretion, seek clarifications from any Proposer in order for UNICEF to fully understand
the Proposer's Proposal and assist in the examination, evaluation and comparison of Proposals.
UNICEF may seek such clarifications through written communications or may request an
interview with any Proposer.  During this clarification process, no change in the price or
substance of the Proposal will be sought, offered or permitted, except as required in order to
allow for correction of arithmetical errors discovered by UNICEF.

3.5 References. UNICEF reserves the right to contact any or all references supplied by the
Proposer(s) and to seek references from other sources as UNICEF deems appropriate.

4. Eligibility; Proposer  Information

4.1 Proposer. The term "Proposer" refers to those companies that submit a proposal pursuant to
this RFPS and "Proposal" refers to all the documents provided by the Proposer in its response
to this RFPS.  A Proposer will only be eligible for consideration if it complies with the
representations set out in Part V of this RFPS, including the representations on ethical
standards, including conflicts of interest.

4.2 Joint Venture, Consortium or Association.

(a) If the Proposer is a group of legal entities that will form or have formed a joint venture,
consortium or association at the time of the submission of the Proposal, each such legal entity
will confirm in their joint Proposal that:

- they have  designated one party to act as a lead entity, duly vested with authority to legally
bind the members of the joint venture jointly and severally, and this will be evidenced by a Joint
Venture Agreement among the legal entities, which will be submitted along with the Proposal;
and

- if they are awarded the LTA-S, the designated lead entity will enter into the LTA-S with
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UNICEF, who will be acting for and on behalf of all the member entities comprising the joint
venture.

(b) After the Proposal has been submitted to UNICEF, the lead entity identified to represent the
joint venture will not be altered without the prior written consent of UNICEF.

(c) If a joint venture's Proposal is the Proposal selected for award, UNICEF will award the LTA-S
to the joint venture, in the name of its designated lead entity.  The lead entity will sign the LTA-S
for and on behalf of all other member entities.

4.3 Proposals from Government Organizations.  The eligibility of Proposers that are wholly or
partly owned by the Government will be subject to UNICEF's further evaluation and review of
various factors such as being registered as an independent entity, the extent of Government
ownership/share, receipt of subsidies, mandate, access to information in relation to these RFPS
documents, and others that may lead to undue advantage against other Proposers, and the
eventual rejection of the Proposal.

4.4 Proposals from organizations where the sole proprietor is a former or retired UNICEF/UN
staff member.  Any organization, whose sole proprietor is a former or retired staff member of
UNICEF (or any other United Nations organization), which submits a Proposal must disclose this
previous United Nations employment at the time of submission.  Any such Proposal will be
treated as though the Proposal came from an individual for the purposes of UNICEF's standard
conditions on contracting former and retired members of staff.

5. Preparation of Offer

5.1 Proposers are responsible to inform themselves in preparing their Proposal. In this regard,
the Proposers will ensure that they:

- Examine all terms, requirements and formal submission instructions (e.g. regarding form and
timing of submission, marking of envelopes, no price information in technical proposal etc.)
included in the RFPS documents (including the Instructions to Proposers section);

- Review the RFPS to ensure that they have a complete copy of all documents;

- Review the standard UNICEF Contractual Provisions and the UNICEF General Terms and
Conditions of Contract (Services) for the supply of services publicly available on the UNICEF
Supply website: https://www.unicef.org/supply/resources/procurement-policies;

- Review the UNICEF policies publicly available on the UNICEF Supply website:
https://www.unicef.org/supply/resources/procurement-policies. In particular, Proposers should
familiarize themselves with the obligations imposed on suppliers and their personnel and
sub-contractors under the UNICEF Policy Prohibiting and Combatting Fraud and Corruption and
the UNICEF Policy on Conduct Promoting the Protection and Safeguarding of Children;

-Attend any bid conference if it is mandatory under this RFPS;

-Fully inform and satisfy themselves as to requirements of any relevant authorities and laws that
apply, or may in the future apply, to the supply of the services.

Proposers acknowledge that UNICEF, its directors, employees and agents make no
representations or warranties (express or implied) as to the accuracy or completeness of this
RFPS or any other information provided to the Proposers.

5.2 Failure to meet all requirements and instructions in the RFPS documents or to provide all
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requested information will be at the Proposer's own risk, and may result in rejection of the
Proposer's Proposal.

5.3 The Proposal must be organized to follow the format of this RFPS. Each Proposer must
respond to the stated requests or requirements, and indicate that the Proposer understands and
confirms acceptance of UNICEF's stated requirements. The Proposer should identify any
substantive assumption made in preparing its offer. The deferral of a response to a question or
issue to any contract negotiation stage is not acceptable. Any item not specifically addressed in
the Proposal will be deemed as accepted by the Proposer.  Incomplete or inadequate
responses, lack of response or misrepresentation in responding to any questions will affect the
evaluation of the Proposal.

5.4 All references to descriptive materials should be included in the appropriate Proposal
paragraph, though the material/documents themselves may be provided as annexes to the
Proposal. The Proposer must also provide sufficient information in the Proposal to address each
area of the evaluation criteria as presented in this document to allow a fair assessment of all of
the Proposers and their Proposals.  It is for UNICEF to determine, in its sole discretion, whether
information provided is sufficient.

5.5 The completed and signed Request for Proposal for Services Form must be submitted
together with the Proposal.  The Request for Proposal for Services Form must be signed by a
duly authorized representative of the Organization/Company.

5.6 Proposals must be clearly marked with the RFPS number.

5.7 If answer sheets are provided by UNICEF then these must be completed by the Proposer.

5.8 Technical Proposal: The Technical Proposal should address the criteria and requirements
outlined in this RFPS, paying particular attention to its Terms of Reference/Statement of Work
and its evaluation criteria. It is important to note that UNICEF actively welcomes innovative
proposals and original solutions to the stated service need.  NO PRICE INFORMATION
SHOULD BE CONTAINED IN THE TECHNICAL PROPOSAL.

5.9 Price Proposal:  The Price Proposal should be prepared in accordance with the
requirements contained in the Terms of Reference/Statement of Work for this RFPS.

5.10 Each Proposer acknowledges that its participation in any stage of the solicitation process
for this RFPS is at its own risk and cost.  The Proposer is responsible for, and UNICEF is not
responsible for, the costs of preparing its Proposal or response to this RFPS, attendance at any
pre-submission conference, site visit, meetings or oral presentations, regardless of the conduct
or outcome of the solicitation process.

6. Proposal Documents; Confidentiality

6.1 This RFPS, together with all Proposal documents provided by the Proposer to UNICEF, will
be considered the property of UNICEF and Proposals will not be returned to the Proposers.

6.2 Information contained in the Proposal documents, which the Proposer considers to be its
confidential information, should be clearly marked "confidential", next to the relevant part of the
text, and UNICEF will treat such information accordingly.

6.3 All information and documents provided to the Proposers by UNICEF ("RFPS Materials")
shall be treated as confidential by the Proposers. If the Proposer declines to respond to this
RFPS, or, if the Proposal is rejected or unsuccessful, the Proposer will promptly return all such
RFPS Materials to UNICEF, or destroy or delete all such RFPS Materials.  The Proposer shall
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not use the RFPS Materials for any purpose other than the purpose of preparing a Proposal and
shall not disclose the RFPS Materials to any third party, except:  (a) with the prior written
consent of UNICEF; (b) where the third party is assisting the Proposer in preparing the
Proposal, provided the Proposer has previously ensured that party's adherence to this duty of
confidentiality; (c) if the relevant RFPS Materials are at the time of this RFPS lawfully in the
possession of the Proposer through a party other than UNICEF; (d) if required by law, and
provided that the Proposer has previously informed UNICEF in writing of its obligation to
disclose the RFPS Materials; or (e) if the RFPS Materials are generally and publicly available
other than as a result of breach of confidence by the person receiving the RFPS Materials.

7. Multiple proposals and proposals from related organizations

7.1 Proposers shall not submit more than one Proposal as part of this RFPS process.

7.2 If the Proposer is a group of legal entities that will form or have formed a joint venture,
consortium or association at the time of the submission of the Proposal then neither the lead
entity nor the member entities of the joint venture may submit another Proposal, either in its own
capacity or as a lead entity or a member entity for another joint venture submitting another
Proposal.

7.3 UNICEF reserves the right to reject separate Proposals submitted by two or more Proposers
if the Proposers are related organizations and are found to have any of the following:

(a) they have at least one controlling partner, director or shareholder in common; or

(b) any one of them receive or have received any direct or indirect subsidy from the other(s); or

(c) they have a relationship with each other, that gives one or more Proposers access to
confidential information about, or influence over, the other Proposal(s); or

(d) they are subcontractors to each other's Proposal, or a subcontractor to one Proposal also
submits another Proposal under its name as lead Proposer; or

(e) an expert proposed to be in the team of one Proposer participates in more than one Proposal
received for this solicitation process.

PART III -AWARD/ADJUDICATION OF PROPSALS

1. Award

1.1 Proposal Evaluation Process.  The evaluation is carried out by UNICEF in accordance with
UNICEF's regulations, rules and practices and all determinations are made in UNICEF's sole
discretion.

After opening the Proposals, UNICEF will carry out the following steps in the following order:

First, each Proposal will be evaluated for compliance with the mandatory requirements of this
RFPS.  Proposals deemed not to meet all of the mandatory requirements will be considered
non-compliant and rejected at this stage without further consideration.  Failure to comply with
any of the terms and conditions contained in this RFPS, including, but not limited to, failure to
provide all required information, may result in a Proposal being disqualified from further
consideration.

Second, UNICEF will evaluate the Technical Proposal part for compliance with the technical
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requirements stated in this RFPS on the basis of the Proposal evaluation approach set out
below.

Third, UNICEF will undertake a commercial evaluation of the Price Proposal part of technically
compliant Proposals on the basis of the Proposal evaluation approach set out below.

1.2 Proposal Evaluation Approach.

Weighted scoring evaluation approach

The evaluation criteria will be a split between technical and commercial (price proposal) scores
(a 70/ 30 split).

Proposals submitted in response to this RFPS should include and will be evaluated against the
following:

a) Technical Evaluation

Total Maximum 70 Points

Only Proposals which receive a minimum of 49 points will be considered further.

b) Price Proposal (commercial evaluation)

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.:

Score for price proposal X = (Max. score for price proposal (30 Points) * Price of lowest priced
proposal) / Price of proposal X

Total obtainable Technical and Price points: 100

The Proposer(s) achieving the highest combined technical and price score will (subject to any
negotiations and the various other rights of UNICEF detailed in this RFPS) be awarded the
LTA-S(s).

1.3 Multiple Arrangements.  UNICEF reserves the right to make multiple arrangements for any
service(s) where UNICEF considers it to be in its best interest to do so.

1.4 Negotiation.  UNICEF reserves the right to negotiate with the Proposer(s) that has/have
attained the best rating/ranking, i.e. those providing the overall best value Proposal.

1.5 Award Notification.  UNICEF will only notify the Proposer(s) that has/have been awarded the
LTA-S(s) resulting from this solicitation process; UNICEF may, but is not required to, notify the
other Proposers of the outcome of this solicitation process.

2. General Terms And Conditions Of Contract (Services)

2.1 UNICEF's General Terms and Conditions of Contract (Services) will apply to any LTA-S and
linked contract(s) awarded in connection with this RFPS. By signing the Request for Proposal
for Services Form, each Proposer is deemed to have confirmed its acceptance of the UNICEF
General Terms and Conditions (Services). The Proposer understands that if it proposes any
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amendments or additional terms to the UNICEF General Terms and Conditions (Services),
these must be clearly detailed in the Proposal and may negatively affect the evaluation of the
Proposal.

3. Rights of UNICEF

3.1 UNICEF reserves the following rights:

(a) to accept any Proposal, in whole or in part; to reject any or all Proposals; or to cancel this
solicitation process in its entirety;

(b) to verify any information contained in Proposer's response (and the Proposer will provide
UNICEF with its reasonable cooperation with such verification);

(c) to invalidate any Proposal received from a Proposer that, in UNICEF's sole opinion  has
previously failed to perform satisfactorily or complete contracts on time, or UNICEF believes is
not in a position to perform the LTA-S;

(d) to invalidate any Proposal that, in UNICEF's sole opinion, fails to meet the requirements and
instructions stated in this RFPS;

(e) to suspend negotiations or withdraw an award to a Proposer at any time up until an LTA-S
has been signed with such Proposer.  UNICEF is not required to provide any justification, but will
give notice prior to any such suspension of negotiations or withdrawal of award.

3.2 UNICEF is not liable to any Proposer for any costs, expense or loss incurred or suffered by
such Proposer in connection with this RFPS or solicitation process, including, but not limited to,
any costs, expense or loss incurred as result of UNICEF exercising any of its rights in paragraph
3.1 above.

PART IV - REQUIREMENTS

1. Price and Payment

1.1 Price.  The fee for the services and deliverables will be treated as inclusive of all costs,
expenses, charges or fees that the Proposer may incur in connection with the performance of
the work. The Proposer is invited to offer any unconditional discounts or cumulative volume
discounts (i.e. discounts that increase as the cumulative order value increases throughout the
validity of the LTA-S).  Further, the Proposer may offer early payment discounts, i.e. payment
within a specific period of time faster than UNICEF's standard payment terms of 30 days.

Notwithstanding any agreed discounts, prices offered by bidders, shall constitute maximum
ceiling prices and shall remain fixed for the duration of the LTA-S.

1.2 Payment Terms.  Invoices may be issued to UNICEF only after the services (or components
of the services) have been provided and the deliverables (or installments of the deliverables)
have been delivered (a) in accordance with the contract (as issued in accordance with the
provisions of the LTA-S) and (b) to UNICEF's satisfaction.  The standard terms of payment are
net 30 days, after receipt of invoice.  Payment will be effected by bank transfer in the currency of
the contract.

The Proposer will suggest a payment schedule for each contract (as issued in accordance with
the provisions of the LTA-S) that is linked to clear milestones and/or deliverables identified in the
Terms of Reference/Statement of Work.
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1.3 Currency.

(a) The currency of the Proposal shall be in Brazil Reais (BRL). UNICEF will reject any
proposals submitted in another currency.

(b) If the above paragraph (a) explicitly permits two or more specified currencies for the
Proposals, then for evaluation purposes only, offers submitted in a currency other than US
Dollars will be converted into US Dollars using the United Nations rate of exchange in effect on
the submission deadline date.

1.4 Taxes.  Article II, Section 7, of the Convention on the Privileges and Immunities provides,
inter alia, that the United Nations, including UNICEF as a subsidiary organ, is exempt from all
direct taxes, except charges for public utility services, and is exempt from customs restrictions,
duties, and charges of a similar nature in respect of articles imported or exported for its official
use. All prices/rates quoted in the Proposal must be net of any direct taxes and any other taxes
and duties, unless otherwise specified in the RFPS documents.

2. Implementation

2.1 No Reliance.  Except as expressly set out in the RFPS documents, UNICEF will have no
obligation to provide any assistance to the contractor and UNICEF makes no representations as
to the availability of any facilities, equipment, materials, systems or licenses which may be
helpful or useful for the performance of the work.  If the Proposer requires any facilities,
equipment, materials, systems or licenses in order to do the work, this must be explicitly detailed
in its Proposal.

2.2 Sub-contractors.  Proposers must identify in their Proposal, any products which may be
offered by themselves, but originate from another supplier and/or country. Further, Proposers
must identify in their proposal any planned subcontracting of services.  All subcontracting
arrangements will be reviewed by UNICEF as part of its evaluation of the Proposal.

2.3 Experts.  If so required in the Terms of Reference/Statement of Work each key expert profile
requested in the Terms of Reference/Statement of Work must sign an exclusivity and availability
statement. The purpose of Exclusivity and Availability Statement is as follows:

(a) The key experts proposed in the Proposal must not be part of any other Proposer's Proposal
being submitted for this RFPS process. They must therefore engage themselves exclusively to
the Proposer.

(b) Each key expert must also undertake to be available, able and willing to work for all the
period foreseen for his/her input during the implementation of the LTA-S as indicated in the
Terms of Reference/Statement of Work and the Proposal.

Having selected a Proposal partly on the basis of an evaluation of the key experts presented in
the Proposal, UNICEF expects the LTA-S and related contracts to be executed by these specific
experts. UNICEF will only consider substitutions because of the incapacity of a key expert for
health reasons or due to force majeure or other circumstances which may justify a replacement
and which would not have any effect on the selection of the Proposal. The desire of a Proposer
to use an expert on another project or a change of mind on the part of an expert about the
LTA-S and related contracts will not be accepted as a reason for substitution of any of the key
experts.

2.4 Joint Ventures.  The description of the organization of the joint
venture/consortium/association must clearly define the expected role of each of the entities in
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the joint venture in delivering the requirements of this RFPS, both in the Proposal and the Joint
Venture Agreement.  All entities that comprise the joint venture will be subject to the eligibility
and qualification assessment by UNICEF.

Where a joint venture is presenting its track record and experience in a similar undertaking as
those required in this RFPS, it should present such information in the following manner:

(i) Those that were undertaken together by the joint venture; and

(ii) Those that were undertaken by the individual entities of the joint venture expected to be
involved in the performance of the services defined in this RFPS.

Previous contracts completed by individual experts working privately but who are permanently or
were temporarily associated with any of the member firms cannot be claimed as the experience
of the joint venture or those of its members, but should only be claimed by the individual experts
themselves in their presentation of their individual credentials.

3. Liquidated Damages

3.1 Liquidated damages. Any LTA-S(s) awarded in connection with this RFPS will include the
following clause on liquidated damages:

"In addition to, and without prejudice to any of the other rights and remedies of UNICEF
including, but not limited to, those set out in the UNICEF General Terms and Conditions of
Contract (Services), if the Contractor fails to provide the Services or the Deliverables in
accordance with the time schedule set out in the relevant Contract for Services, or if UNICEF
determines that the Services or Deliverables do not conform to the requirements of this LTA-S
and the relevant Contract for Services, UNICEF may claim liquidated damages from the
Contractor and, at UNICEF's option, the Contractor will pay such liquidated damages to UNICEF
or UNICEF will deduct such liquidated damages from the Contractor's invoice(s). Such
liquidated damages will be calculated as follows: one half of one per cent (0.5%) of the Contract
Fee for the delayed Services and Deliverables for each day of delay, or in the case of a Fee
calculated on a time-based rate, one half of one per cent (0.5%) of the time-based rate for all the
Contractor Personnel required to provide the relevant Services or Deliverables, until
performance of conforming Services or delivery of conforming Deliverables, up to a maximum of
ten per cent (10%) of the value of the relevant Contract for Services.  The payment or deduction
of such liquidated damages will not relieve the Contractor from any of its other obligations or
liabilities pursuant to this LTA-S and the relevant Contract for Services."

PART V - PROPOSER REPRESENTATIONS

1. Price - Most Favoured Customer

1.1 The Proposer confirms that the fees, rates and charges and related pricing terms with
respect to the services specified in the Proposal are the most favourable pricing terms available
to any customer of the Proposer (or any of the Proposer's affiliates).

1.2 If at any time during the term of the LTA-S resulting from the Proposal, any other customer
of the Proposer (or of any of the Proposer's affiliates) obtains more favourable pricing terms than
those provided to UNICEF, the Proposer will retroactively adjust the fees, rates and charges and
related pricing terms under the LTA-S to conform to the more favourable terms and the
Proposer will promptly pay UNICEF any amounts owing to UNICEF as a result of such
retroactive fee adjustment.
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2. General Representations

By submitting its Proposal in response to this RFPS, the Proposer confirms to UNICEF as at the
Submission Deadline:

2.1 The Proposer has (a) the full authority and power to submit the Proposal and to enter into
any resulting LTA-S and linked contract(s), and (b) all rights, licenses, authority and resources
necessary, as applicable, to develop, source and supply the services and to perform its other
obligations under any resulting LTA-S and linked contract(s).  The Proposer has not and will not
enter into any agreement or arrangement that restrains or restricts any person's rights to use,
sell, dispose of or otherwise deal with any service, deliverable or outcome that may be acquired
under any resulting contract (as issued in accordance with the provisions of the LTA-S).

2.2 All of the information it has provided to UNICEF concerning the services and the Proposer is
true, correct, accurate and not misleading.

2.3 The Proposer is financially solvent and is able to supply the services to UNICEF in
accordance with the requirements described in this RFPS.

2.4 The use or supply of the services does not and will not infringe any patent, design,
trade-name or trade-mark.

2.5 The development and supply of the services has complied, does comply, and will comply
with all applicable laws, rules and regulations.

2.6 The Proposer will fulfill its commitments with the fullest regard to the interests of UNICEF
and will refrain from any action which may adversely affect UNICEF or the United Nations.

2.7 It has the personnel, experience, qualifications, facilities, financial resources and all other
skills and resources to perform its obligations under any resulting LTA-S and linked contract(s).

2.8 The Proposer agrees to be bound by the decisions of UNICEF, including but not limited to,
decisions as to whether the Proposer's Proposal meets the requirements and instructions stated
in this RFPS and the results of the evaluation process.

3. Ethical Standards

UNICEF requires that all Proposers observe the highest standard of ethics during the entire
solicitation process, as well as the duration of any LTA-S that may be awarded as a result of this
solicitation process.  UNICEF also actively promotes the adoption by its suppliers of robust
policies for the protection and safeguarding of children and the prevention and prohibition of
sexual exploitation and sexual abuse.

By submitting its Proposal in response to this RFPS, the Proposer makes the following
representations and warranties to UNICEF as at the Submission Deadline:

3.1 In respect of all aspects of the solicitation process the Proposer has disclosed to UNICEF
any situation that may constitute an actual or potential conflict of interest or could reasonably be
perceived as a conflict of interest.  In particular, the Proposer has disclosed to UNICEF if it or
any of its affiliates is, or has been in the past, engaged by UNICEF to provide services for the
preparation of the design, specifications, cost analysis/estimation, and other documents to be
used for the procurement of the services requested under this RFPS; or if it or any of its affiliates
has been involved in the preparation and/or design of the programme/project related to the
services requested under this RFPS.
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3.2 The Proposer has not unduly obtained, or attempted to unduly obtain, any confidential
information in connection with the solicitation process and any LTA-S and linked contract(s) that
may be awarded as a result of this solicitation process.

3.3 No official of UNICEF or of any United Nations System organisation has received from or on
behalf of the Proposer, or will be offered by or on behalf of the Proposer, any direct or indirect
benefit in connection with this RFPS including the award of the LTA-S and linked contract(s) to
the Proposer.  Such direct or indirect benefit includes, but is not limited to, any gifts, favours or
hospitality.

3.4 The following requirements with regard to former UNICEF officials have been complied with
and will be complied with:

(a) During the one (1) year period after an official has separated from UNICEF, the Proposer
may not make a direct or indirect offer of employment to that former UNICEF official if that
former UNICEF official was, during the three years prior to separating from UNICEF, involved in
any aspect of a UNICEF procurement process in which the Proposer has participated.

(b) During the two (2) year period after an official has separated from UNICEF, that former
official may not, directly or indirectly on behalf of the Proposer, communicate with UNICEF, or
present to UNICEF, about any matters that were within such former official's responsibilities
while at UNICEF.

3.5 Neither the Proposer nor any of its affiliates, or personnel or directors, is subject to any
sanction or temporary suspension imposed by any United Nations System organisation or other
international inter-governmental organisation.  The Proposer will immediately disclose to
UNICEF if it or any of its affiliates, or personnel or directors, becomes subject to any such
sanction or temporary suspension during the term of the LTA-S. If the Proposer or any of its
affiliates, or personnel or directors becomes subject to any such sanction or temporary
suspension during the term of the LTA-S, UNICEF will be entitled to suspend the LTA-S and
linked contract(s) for a period of time up to thirty (30) days or terminate the LTA-S and linked
contract(s), at its sole choice, with immediate effect upon delivery of a written notice of
suspension or termination, as the case may be, to the Proposer.  If UNICEF choses to suspend
the LTA-S and linked contract(s) it will be entitled to terminate the LTA-S and linked contract(s)
at the end of the thirty (30) days' suspension at UNICEF's sole choice.

3.6 The Proposer will (a) observe the highest standard of ethics; (b) use its best efforts to protect
UNICEF against fraud, in the solicitation process and in the performance of any resulting LTA-S
and linked contract(s); and (c) comply with the applicable provisions of UNICEF's Policy
Prohibiting and Combatting Fraud and Corruption which can be accessed on the UNICEF
website at https://www.unicef.org/supply/resources/procurement-policies.  In particular, the
Proposer will not engage, and will ensure that its personnel, agents and sub-contractors do not
engage, in any corrupt, fraudulent, coercive, collusive or obstructive conduct as such terms are
defined in UNICEF's Policy Prohibiting and Combatting Fraud and Corruption.

3.7 The Proposer will comply with all laws, ordinances, rules and regulations bearing upon its
participation in this solicitation and the UN Supplier Code of Conduct (available at the United
Nations Global Marketplace website - www.ungm.org).

3.8 Neither the Proposer nor any of its affiliates, is engaged, directly or indirectly, (a) in any
practice inconsistent with the rights set forth in the Convention on the Rights of the Child,
including Article 32, or the International Labour Organisation's Convention Concerning the
Prohibition and Immediate Action for the Elimination of the Worst Forms of Child Labour, No.
182 (1999); or (b) in the manufacture, sale, distribution, or use of anti-personnel mines or
components utilised in the manufacture of anti-personnel mines.
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3.9 The Proposer has taken and will take all appropriate measures to prevent sexual exploitation
or abuse of anyone by its personnel including its employees or any persons engaged by the
Proposer to perform any services in the Proposer's participation in this solicitation.  For these
purposes, sexual activity with any person less than eighteen years of age, regardless of any
laws relating to consent, will constitute the sexual exploitation and abuse of such person.  The
Proposer has taken and will take all appropriate measures to prohibit its personnel including its
employees or other persons engaged by the Proposer, from exchanging any money, goods,
services, or other things of value, for sexual favours or activities or from engaging in any sexual
activities that are exploitive or degrading to any person.

3.10 The Proposer confirms that it has read UNICEF's Policy on Conduct Promoting the
Protection and Safeguarding of Children. The Proposer will ensure that its Personnel
understand the notification requirements expected of them and will establish and maintain
appropriate measures to promote compliance with such requirements. The Proposer will further
cooperate with UNICEF's implementation of this Policy.

3.11 The Proposer will inform UNICEF as soon as it becomes aware of any incident or report
that is inconsistent with the undertakings and confirmations provided in this Article 3.

3.12 Each of the provisions in this Article 3 of Part V constitutes an essential condition of
participation in this solicitation process. In the event of a breach of any of these provisions,
UNICEF is entitled to disqualify the Proposer from this solicitation process and/or any other
solicitation process, and to terminate any LTA-S and linked contract(s) that may have been
awarded as a result of this solicitation process, immediately upon notice to the Proposer, without
any liability for termination charges or any liability of any kind. In addition, the Proposer may be
precluded from doing business with UNICEF and any other entity of the United Nations System
in the future.

4. Audit

4.1 From time to time, UNICEF may conduct audits or investigations relating to any aspect of an
LTA-S and/or linked contract awarded in relation to this RFPS, including but not limited to the
award of the LTA-S and/or linked contract and the Proposer's compliance with the provisions of
Article 3 above.  The Proposer will provide its full and timely cooperation with any such audits or
investigations, including (but not limited to) making its personnel and any relevant data and
documentation available for the purposes of such audits or investigations, at reasonable times
and on reasonable conditions, and granting UNICEF and those undertaking such audits or
investigations access to the Proposer's premises at reasonable times and on reasonable
conditions in connection with making its personnel and any relevant data and documentation
available.  The Proposer will require its sub-contractors and its agents to provide reasonable
cooperation with any audits or investigations carried out by UNICEF.
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1. MARKING AND RETURNING PROPOSALS

1.1 Proposals shall be submitted in the manner specified earlier
in this solicitation document. Detailed submission guidance at
paragraphs 1.7, 1.8 and/or 1.9 should then be followed
accordingly.

1.2 The Bid Form/Request for Proposal for Services Form
must be signed, and submitted together with the Proposal. The
Bid Form/Request for Proposal for Services Form should be
signed by the duly authorized representative of the submitting
company.

1.3 Proposals must be clearly marked with the RFP(S) number
and the name of the company submitting the Proposal.

1.4 Proposers should note that Proposals received in the
following manner will be invalidated:

a)  with incorrect (as applicable) postal address, email address
or fax number;
b)  received after the stipulated closing time and date;
c)  failure to quote in the currency(ies) stated in the RFP(S);
d)  in a different form than prescribed in the RFP(S).

1.5  Technical Proposal: The Technical Proposal should
address the criteria and requirements outlined in this RFP(S),
paying particular attention to its schedules/Terms of
Reference/Statement of Work and its evaluation criteria. It is
important to note that UNICEF actively welcomes innovative
proposals and original solutions to the stated service/goods
need.

NO PRICE INFORMATION SHOULD BE CONTAINED IN
THE TECHNICAL PROPOSAL.

1.6  Price Proposal:  The Price Proposal should be prepared in
accordance with the requirements contained in the
schedules/Terms of Reference/Statement of Work for this
RFP(S).

1.7 Sealed Proposals (as applicable)

1.7.1 See paragraph 1.1 above concerning applicability of this
paragraph.

1.7.2 The Proposal must be sent for the attention of unit/team
and address as specified in this RFP/RFPS. Proposals not sent
in this manner will be disqualified.

1.7.3 They must be clearly marked as follows:

*  Outer sealed envelope:
Name of company
[RFP(S) NO.]
[NAME OF UNIT & UNICEF OFFICE ADDRESS]

*  Inner sealed envelope - Technical Proposal (1 original and 2
copies): Name of company, RFP(S) number - technical
proposal

*  Inner sealed envelope - Price Proposal (1 original and 2
copies): Name of company, RFP(S) number - price proposal

No price information should be provided in the Technical
Proposal.

Proposals received in any other manner will be invalidated.

1.7.4 In case of any discrepancy between an original and a
copy, the original will prevail.

1.7.5 Any delays encountered in the mail delivery will be at the
risk of the Proposer.

1.8 Faxed Proposals (as applicable)

1.8.1 See paragraph 1.1 above concerning applicability of this
paragraph.

1.8.2 Faxed Proposals must be returned to the ONLY
ACCEPTABLE FAX NUMBER for Proposals as specified in
this RFP(S) Document.  Proposers should note that Proposals
received at any other fax number will be invalidated.

No price information should be provided in the Technical
Proposal.

1.9 E-mailed Proposals (as applicable)

1.9.1 See paragraph 1.1 above concerning applicability of this
paragraph.

1.9.2 All e-mailed Proposals must be submitted to the ONLY
ACCEPTABLE E-MAIL ADDRESS as specified in this
solicitation document. No other recipient should be "Cc" or
"Bcc" in the e-mail submission. Proposals not sent in this
manner will be disqualified.

1.9.3 All Proposals submitted by e-mail must be submitted as
email attachments. The Technical Proposal and Price Proposal
must be sent as separate attachments and clearly indicated as
such in the file name (e.g. Company ABC Technical Proposal,
Company ABC Price Proposal). Email links (e.g. to documents
to be downloaded from cloud based folders) are not acceptable
unless otherwise specifically requested. Proposals submitted as
a link or through a link will be invalidated.

2. OPENING OF PROPOSALS

2.1 Proposals received prior to the stated closing time and date
will be kept unopened. UNICEF will open Proposals when the
specified time has arrived and no Proposal received thereafter
will be considered.

2.2 UNICEF will accept no responsibility for the premature
opening of a Proposal which is not properly addressed or
identified.

2.3 In cases when a Public Opening is held, the invited
proposers, or their authorized representative, may attend the
public Proposal opening at the time, date and location specified
in the RFP(S) documents.

3.  UNGM REGISTRATION

3.1 UNICEF is part of the United Nations Global
Marketplace(UNGM). Accordingly, all proposers are
encouraged to become a UNICEF vendor by creating a vendor
profile in the UNGM website: www.ungm.org

4. AWARD NOTIFICATION
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4.1 UNICEF reserves the right to make a public notification of
the outcome on an RFP(S) advising product/service, awarded
supplier and total value of award.
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GENERAL TERMS AND CONDITIONS OF CONTRACT (Services)

Definitions and UNICEF Supply Website

1.1 In these General Terms and Conditions (Services), the following terms have the following meaning:

"Affiliates" means, with respect to the Contractor, any of its corporate affiliates or associates, including parent

entities, subsidiaries, and other entities in which it owns a substantial interest.

"Confidential Information" means information or data that is designated as confidential at the time of exchange

between the Parties or promptly identified as confidential in writing when furnished in intangible form or

disclosed orally, and includes information, the confidential or proprietary nature of which, is or should be

reasonably apparent from the inherent nature, quality or characteristics of such information.

"Contract" means the services contract that incorporates these General Terms and Conditions of Contract

(Services). It includes contracts for services issued by UNICEF, whether or not they are issued under a

long-term arrangement or similar contract.

"Contractor" means the contractor named in the Contract.

"Deliverables" means the work product and other output of the Services required to be delivered by Contractor

as part of the Services, as specified in the relevant section of the Contract.

"Disabling Code" means any virus, back door, timer or other limiting routine, instruction or design, or other

malicious, illicit or similar unrequested code that may have the consequence (whether by design or

unintentionally) of disrupting, disabling, harming, circumventing security controls or otherwise impeding in any

manner the normal operation or performance of (i) any software or service or (ii) any UNICEF information

system or network.

"End User" means, in the event that the Services or Deliverables involve the use of any information systems,

any and all UNICEF employees, consultants and other personnel and any other external users collaborating with

UNICEF, in each case, authorized by UNICEF to access and use the Services and/or Deliverables.

"Fee" is defined in Article 3.1.

"Host Government" means a Government with which UNICEF has a programme of development cooperation,

and includes a Government of a country in which UNICEF provides humanitarian assistance.

Contractor’s "Key Personnel" are: (i) Personnel identified in the proposal as key individuals (as a minimum,

partners, managers, senior auditors) to be assigned for participation in the performance of the Contract; (ii)

Personnel whose resumes were submitted with the proposal; and (iii) individuals who are designated as key

personnel by agreement of the Contractor and UNICEF during negotiations.

"Parties" means the Contractor and UNICEF together and a "Party" means each of the Contractor and UNICEF.

Contractor’s "Personnel" means the Contractor’s officials, employees, agents, individual sub-contractors and

other representatives.

"Security Incident" means, with respect to any information system, service or network used in the delivery of

the Services or Deliverables, one or more events that (a) indicates that the security of such information system,

service, or network may have been breached or compromised and (b) that such breach or compromise could

very likely compromise the security of UNICEF’s Confidential Information or weaken or impair UNICEF’s

operations. Security Incident includes any actual, threatened or reasonably suspected unauthorized access to,

disclosure of, use of or acquisition of UNICEF Data that compromises the security, confidentiality, or integrity

of the UNICEF Data, or the ability of UNICEF or End Users to access the UNICEF Data.

"Services" means the services specified in the relevant section of the Contract.

"UNICEF Data" means any and all information or data in digital form or processed or held in digital form that

(a) are provided to the Contractor by, or on behalf of, UNICEF and/or End Users under the Contract or through

UNICEF’s and/or End Users’ use of the Services or in connection with the Services, or (b) are collected by the

Contractor in the performance of the Contract.

"UNICEF Supply Website" means UNICEF’s public access webpage available at

http://www.unicef.org/supply/index_procurement_policies.html, as may be updated from time to time.

1.2    These General Terms and Conditions of Contract, UNICEF’s Policy Prohibiting and Combatting Fraud

and Corruption, the UNICEF’s Policy on Conduct Promoting the Protection and Safeguarding of Children, the

UN Supplier Code of Conduct and UNICEF’s Information Disclosure Policy referred to in the Contract, as well

as other policies applicable to the Contractor, are publicly available on the UNICEF Supply Website. The

Contractor represents that it has reviewed all such policies as of the effective date of the Contract.

2.    Provision of Services and Deliverables; Contractor’s Personnel; Sub-Contractors

Provision of Services and Deliverables

2.1    The Contractor will provide the Services and deliver the Deliverables in accordance with the scope of

work set out in the Contract, including, but not limited to, the time for delivery of the Services and Deliverables,

and to UNICEF’s satisfaction. Except as expressly provided in the Contract, the Contractor will be responsible

at its sole cost for providing all the necessary personnel, equipment, material and supplies and for making all

arrangements necessary for the performance and completion of the Services and delivery of the Deliverables

under the Contract.

2.2    The Contractor acknowledges that, other than as expressly set out in the Contract, UNICEF will have no

obligation to provide any assistance to the Contractor and UNICEF makes no representations as to the

availability of any facilities, equipment, materials, systems or licenses which may be helpful or useful for the

fulfillment by the Contractor of its obligations under the Contract. If UNICEF provides access to and use of

UNICEF premises, facilities or systems (whether on site or remotely) to the Contractor for the purposes of the

Contract, the Contractor will ensure that its Personnel or sub-contractors will, at all times (a) use such access

exclusively for the specific purpose for which the access has been granted and (b) comply with UNICEF’s

security and other regulations and instructions for such access and use, including, but not limited to, UNICEF’s

information security policies. The Contractor will ensure that only those of its Personnel that have been

authorized by the Contractor, and approved by UNICEF, have access to UNICEF’s premises, facilities or

systems.

2.3    The Contractor will use its best efforts to accommodate reasonable requests for changes (if any) to the

scope of work of the Services or time for provision of the Services or delivery of the Deliverables. If UNICEF

requests any material change to the scope of work or time for delivery, UNICEF and the Contractor will

negotiate any necessary changes to the Contract, including as to the Fee and the time schedule under the

Contract. Any such agreed changes will become effective only when they are set out in a written amendment to

the Contract signed by both UNICEF and the Contractor. Should the Parties fail to agree on any such changes

within thirty (30) days, UNICEF will have the option to terminate the Contract without penalty notwithstanding

any other provision of the Contract.

2.4    The Contractor will neither seek nor accept instructions from any entity other than UNICEF (or entities

authorized by UNICEF to give instructions to the Contractor) in connection with the provision of the Services

or development and delivery of the Deliverables.

2.5    Title to any equipment and supplies which may be provided to the Contractor by UNICEF, will remain

with UNICEF. Such equipment and supplies will be returned to UNICEF at the conclusion of the Contract or

when no longer needed by the Contractor in the same condition as when they were provided to the Contractor,

subject to normal wear and tear. The Contractor will pay UNICEF the value of any loss of, damage to, or

degradation of, the equipment and supplies beyond normal wear and tear.

Non-conforming Services and Consequences of Delay

2.6    If the Contractor determines it will be unable to provide the Services or deliver the Deliverables by the

date stipulated in the Contract, the Contractor will (i) immediately consult with UNICEF to determine the most

expeditious means for delivery of the Services and/or Deliverables; and (ii) take necessary action to expedite

delivery of the Services and/or Deliverables, at the Contractor’s cost (unless the delay is due to force majeure as

defined in Article 6.8 below), if reasonably so requested by UNICEF.

2.7    The Contractor acknowledges that UNICEF may monitor the Contractor’s performance under the Contract

and may at any time evaluate the quality of the Services provided and the Deliverables to determine whether or

not the Services and Deliverables conform to the Contract. The Contractor agrees to provide its full cooperation

with such performance monitoring and evaluation, at no additional cost or expense to UNICEF, and will

provide relevant information as reasonably requested by UNICEF, including, but not limited to, the date of

receipt of the Contract, detailed status updates, costs to be charged and payments made by UNICEF or pending.

Neither the evaluation of the Services and Deliverables, nor failure to undertake any such evaluation, will

relieve the Contractor of any of its warranty or other obligations under the Contract.

2.8    If the Services or Deliverables provided by the Contractor do not conform to the requirements of the

Contract or are delivered late or incomplete, without prejudice to any of its other rights and remedies, UNICEF

can, at its option:
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(a)    by written notice, require the Contractor, at the Contractor’s expense, to remedy its performance, including

any deficiencies in the Deliverables, to UNICEF’s satisfaction within thirty (30) days after receipt of UNICEF’s

notice (or within such shorter period as UNICEF may determine, in its sole discretion, is necessary as specified

in the notice);

(b)    require the Contractor to refund all payments (if any) made by UNICEF in respect of such

non-conforming or incomplete performance;

(c)     procure all or part of the Services and/or Deliverables from other sources, and require the Contractor to

pay UNICEF for any additional cost beyond the balance of the Fee for such Services and Deliverables;

(d)    give written notice to terminate the Contract for breach, in accordance with Article 6.1 below, if the

Contractor fails to remedy the breach within the cure period specified in Article 6.1 or if the breach is not

capable of remedy;

(e)    require the Contractor to pay liquidated damages as set out in the Contract.

2.9    Further to Article 11.5 below, the Contractor expressly acknowledges that if UNICEF takes delivery of

Services or Deliverables that have been delivered late or otherwise not in full compliance with the requirements

of the Contract, this does not constitute a waiver of UNICEF’s rights in respect of such late or non-compliant

performance.

Contractor’s Personnel and Sub-Contractors

2.10    The following provisions apply with regard to the Contractor’s Personnel:

(a)    The provisions of Article 7 (Ethical Standards) will apply to the Contractor’s Personnel as expressly stated

in Article 7.

(b)    The Contractor will be responsible for the professional and technical competence of the Personnel it

assigns to perform work under the Contract and will select professionally qualified, reliable and competent

individuals who will be able to effectively perform the obligations under the Contract and who, while doing so,

will respect the local laws and customs and conform to a high standard of moral and ethical conduct.

(c)    The qualifications of any Personnel whom the Contractor may assign or may propose to assign to perform

any obligations under the Contract will be substantially the same as, or better than, the qualifications of any

personnel originally proposed by the Contractor.

(d)    At any time during the term of the Contract, UNICEF can make a written request that the Contractor

replace one or more of the assigned Personnel. UNICEF will not be required to give an explanation or

justification for this request. Within seven (7) working days of receiving UNICEF’s request for replacement the

Contractor must replace the Personnel in question with Personnel acceptable to UNICEF. This provision also

extends to Personnel of the Contractor who have "account manager" or "relationship manager" type functions.

(e)    If one or more of Contractor’s Key Personnel become unavailable, for any reason, for work under the

Contract, the Contractor will (i) notify the UNICEF contracting authority at least fourteen (14) days in advance;

and (ii) obtain the UNICEF contracting authority’s approval prior to making any substitution of Key Personnel.

In notifying the UNICEF contracting authority, the Contractor will provide an explanation of the circumstances

necessitating the proposed replacement(s) and submit justification and qualification of replacement Personnel in

sufficient detail to permit evaluation of the impact on the engagement.

(f)    The approval of UNICEF of any Personnel assigned by the Contractor (including any replacement

Personnel) will not relieve the Contractor of any of its obligations under the Contract. The Contractor’s

Personnel, including individual sub-contractors, will not be considered in any respect as being the employees or

agents of UNICEF.

(g)    All expenses of the withdrawal or replacement of the Contractor’s Personnel will, in all cases, be borne

exclusively by the Contractor.

2.11    The Contractor will obtain the prior written approval and clearance of UNICEF for all institutional

sub-contractors it proposes to use in connection with the Contract. The approval of UNICEF of a sub-contractor

will not relieve the Contractor of any of its obligations under the Contract. The terms of any sub-contract will

be subject to, and will be construed in a manner that is fully in accordance with, all of the terms and conditions

of the Contract.

2.12    The Contractor confirms that it has read UNICEF’s Policy on Conduct Promoting the Protection and

Safeguarding of Children. The Contractor will ensure that its Personnel understand the notification

requirements expected of them and will establish and maintain appropriate measures to promote compliance

with such requirements. The Contractor will further cooperate with UNICEF’s implementation of this policy.

2.13    The Contractor will supervise its Personnel and sub-contractors and will be fully responsible and liable

for all Services performed by its Personnel and sub-contractors and for their compliance with the terms and

conditions of the Contract.

2.14    The Contractor will comply with all applicable international standards and national labor laws, rules and

regulations relating to the employment of national and international staff in connection with the Services,

including, but not limited to, laws, rules and regulations associated with the payment of the employer’s portions

of income tax, insurance, social security, health insurance, worker’s compensation, retirement funds, severance

or other similar payments. Without limiting the provisions of this Article 2 or Article 4 below, the Contractor

will be fully responsible and liable for, and UNICEF will not be liable for (a) all payments due to its Personnel

and sub-contractors for their services in relation to the performance of the Contract; (b) any action, omission,

negligence or misconduct of the Contractor, its Personnel and sub-contractors; (c) any insurance coverage

which may be necessary or desirable for the purpose of the Contract; (d) the safety and security of the

Contractor’s Personnel and sub-contractors’ personnel; or (e) any costs, expenses, or claims associated with any

illness, injury, death or disability of the Contractor’s Personnel and sub-contractors’ personnel, it being

understood that UNICEF will have no liability or responsibilitywith regard to any of the events referred to in

this Article 2.14.

3.    Fee; Invoicing; Tax Exemption; Payment Terms

3.1    The fee for the Services is the amount in the currency specified in the fee section of the Contract (the

"Fee"), it being understood that such amount is specified in United States dollars unless otherwise expressly

provided for in the fee section of the Contract.  Unless expressly stated otherwise in the Contract, the Fee is

inclusive of all costs, expenses, charges or fees that the Contractor may incur in connection with the

performance of its obligations under the Contract; provided that, without prejudice to or limiting the provisions

of Article 3.3 below, all duties and other taxes imposed by any authority or entity must be separately identified.

It is understood and agreed that the Contractor will not request any change to the Fee after the Services or

Deliverables have been provided and that the Fee cannot be changed except by written agreement between the

Parties before the relevant Service or Deliverable is provided. UNICEF will not agree to changes to the Fee for

modifications or interpretations of the scope of work if those modifications or interpretations of the scope of

work have already been initiated by the Contractor. UNICEF will not be liable to pay for any work conducted

or materials provided by the Contractor that are outside the scope of work or were not authorized in advance by

UNICEF.

3.2    The Contractor will issue invoices to UNICEF only after the Contractor has provided the Services (or

components of the Services) and delivered the Deliverables (or installments of the Deliverables) in accordance

with the Contract and to UNICEF’s satisfaction. The Contractor will issue (a) one (1) invoice in respect of the

payment being sought, in the currency specified in the Contract and in English, indicating the Contract

identification number listed on the front page of the Contract; and (b) provide a clear and specific description of

the Services provided and Deliverables delivered, as well as supporting documentation for reimbursable

expenses if any, in sufficient detail to permit UNICEF to verify the amounts stated in the invoice.

3.3    The Contractor authorizes UNICEF to deduct from the Contractor’s invoices any amount representing

direct taxes (except charges for utilities services) and customs restrictions, duties and charges of a similar nature

in respect of articles imported or exported for UNICEF’s official use in accordance with the exemption from tax

in Article II, Section 7 of the Convention of the Privileges and Immunities of the United Nations, 1946. In the

event any governmental authority refuses to recognize this exemption from taxes, restrictions, duties or charges,

the Contractor will immediately consult with UNICEF to determine a mutually acceptable procedure. The

Contractor will provide full cooperation to UNICEF with regard to securing UNICEF’s exemption from, or

refund of amounts paid as, value-added taxes or taxes of a similar nature.

3.4    UNICEF will notify the Contractor of any dispute or discrepancy in the content or form of any invoice.

With respect to disputes regarding only a portion of such invoice, UNICEF will pay the Contractor the amount

of the undisputed portion in accordance with Article 3.5 below. UNICEF and the Contractor will consult in

good faith to promptly resolve any dispute with respect to any invoice. Upon resolution of such dispute, any

amounts that have not been charged in accordance with the Contract will be deducted from the invoice(s) in

which they appear and UNICEF will pay any agreed remaining items in the invoice(s) in accordance with

Article 3.5 within thirty (30) days after the final resolution of such dispute.

3.5    UNICEF will pay the uncontested amount of the Contractor’s invoice within thirty (30) days of receiving

both the invoice and the required supporting documents, as referred to in Article 3.2 above.  The amount paid

will reflect any discount(s) shown under the payment terms of the Contract. The Contractor will not be entitled

to interest on any late payment or any sums payable under the Contract nor any accrued interest on payments

ANNEX A

GENERAL TERMS AND CONDITIONS

_____________________________________________________________

Page  23 of 28 



withheld by UNICEF in connection with a dispute. Payment will not relieve the Contractor of its obligations

under the Contract and will not be deemed to be acceptance by UNICEF of, or waiver of any of UNICEF’s

rights with regard to, the Contractor’s performance.

3.6    Each invoice will confirm the Contractor’s bank account details provided to UNICEF as part of the

Contractor’s registration process with UNICEF. All payments due to the Contractor under the Contract will be

made by electronic funds transfer to that bank account. It is the Contractor’s responsibility to ensure that the

bank details supplied by it to UNICEF are up-to-date and accurate and notify UNICEF in writing by an

authorized representative of the Contractor of any changes in bank details together with supporting

documentation satisfactory to UNICEF.

3.7    The Contractor acknowledges and agrees that UNICEF may withhold payment in respect of any invoice

if, in UNICEF’s opinion, the Contractor has not performed in accordance with the terms and conditions of the

Contract, or if the Contractor has not provided sufficient documentation in support of the invoice.

3.8    UNICEF will have the right to set off, against any amount or amounts due and payable by UNICEF to the

Contractor under the Contract, any payment, indebtedness or other claim (including, without limitation, any

overpayment made by UNICEF to the Contractor) owing by the Contractor to UNICEF under the Contract or

under any other contract or agreement between the Parties.  UNICEF will not be required to give the Contractor

prior notice before exercising this right of set-off (such notice being waived by the Contractor). UNICEF will

promptly notify the Contractor after it has exercised such right of set-off, explaining the reasons for such

set-off, provided, however, that the failure to give such notification will not affect the validity of such set-off.

3.9    Each of the invoices paid by UNICEF may be subject to a post-payment audit by UNICEF’s external and

internal auditors or by other authorised agents of UNICEF, at any time during the term of the Contract and for

three (3) years after the Contract terminates. UNICEF will be entitled to a refund from the Contractor of

amounts such audit or audits determine were not in accordance with the Contract regardless of the reasons for

such payments (including but not limited to the actions or inactions of UNICEF staff and other personnel).

4.     Representations and Warranties; Indemnification; Insurance

Representations and Warranties

4.1    The Contractor represents and warrants that as of the effective date and throughout the term of the

Contract: (a) the Contractor has the full authority and power to enter into the Contract and to perform its

obligations under the Contract and the Contract is a legal, valid and binding obligation, enforceable against it in

accordance with its terms; (b) all of the information it has previously provided to UNICEF, or that it provides to

UNICEF during the term of the Contract, concerning the Contractor and the provision of the Services and the

delivering of the Deliverables is true, correct, accurate and not misleading; (c) it is financially solvent and is

able to provide the Services to UNICEF in accordance with the terms and conditions of the Contract; (d) it has,

and will maintain throughout the term of the Contract, all rights, licenses, authority and resources necessary, as

applicable, to provide the Services and deliver the Deliverables to UNICEF’s satisfaction and to perform its

obligations under the Contract; (e) the work product is and will be original to the Contractor and does not and

will not infringe any copyright, trademark, patent or other proprietary right of any third party; and (f) except as

otherwise expressly stated in the Contract, it has not and will not enter into any agreement or arrangement that

restrains or restricts any person’s  rights to use, sell, dispose of or otherwise deal with any Deliverable or other

work resulting from the Services. The Contractor will fulfill its commitments  with the fullest regard to the

interests of UNICEF and will refrain from any action which may adversely affect UNICEF or the United

Nations.

4.2    The Contractor further represents and warrants, as of the effective date and throughout the term of the

Contract, that it and its Personnel and sub-contractors will perform the Contract and provide the Services and

Deliverables (a) in a professional and workmanlike manner; (b) with reasonable care and skill and in

accordance with the highest professional standards accorded to professionals providing the same or

substantially similar services in a same industry; (c) with priority equal to that given to the same or similar

services for the Contractor’s other clients; and (d) in accordance with all laws, ordinances, rules, and regulations

bearing upon the performance of its obligations under the Contract and the provision of the Services and

Deliverables.

4.3    The representations and warranties made by the Contractor in Articles 4.1 and 4.2 above are made to and

are for the benefit of (a) each entity (if any) that makes a direct financial contribution to UNICEF to procure the

Services and Deliverables; and (b) each Government or other entity (if any) that receives the direct benefit of

the Services and Deliverables.

Indemnification

4.4    The Contractor will indemnify, hold and save harmless and defend, at its own expense, UNICEF, its

officials, employees, consultants and agents, each entity that makes a direct financial contribution to UNICEF to

procure the Services and Deliverables and each Government or other entity that receives the direct benefit of the

Services and Deliverables, from and against all suits, claims, demands, losses and liability of any nature or kind,

including their costs and expenses, by any third party and arising out of the acts or omissions of the Contractor

or its Personnel or sub-contractors in the performance of the Contract. This provision will extend to but not be

limited to (a) claims and liability in the nature of workers’ compensation, (b) product liability, and (c) any

actions or claims pertaining to the alleged infringement of a copyright or other intellectual property rights or

licenses, patent, design, trade-name or trade-mark arising in connection with the Deliverables or other liability

arising out of the use of patented inventions or devices, copyrighted material or other intellectual property

provided or licensed to UNICEF under the terms of the Contract or used by the Contractor, its Personnel or

sub-contractors in the performance of the Contract.

4.5    UNICEF will report any such suits, proceedings, claims, demands, losses or liability to the Contractor

within a reasonable period of time after having received actual notice. The Contractor will have sole control of

the defence, settlement and compromise of any such suit, proceeding, claim or demand, except with respect to

the assertion or defence of the privileges and immunities of UNICEF or any matter relating to UNICEF’s

privileges and immunities (including matters relating to UNICEF’s relations with Host Governments), which as

between the Contractor and UNICEF only UNICEF itself (or relevant Governmental entities) will assert and

maintain. UNICEF will have the right, at its own expense, to be represented in any such suit, proceeding, claim

or demand by independent counsel of its own choosing.

Insurance

4.6    The Contractor will comply with the following insurance requirements:

(a)    The Contractor will have and maintain in effect with reputable insurers and in sufficient amounts,

insurance  against all of the Contractor’s risks under the Contract (including, but not limited to, the risk of

claims arising out of or related to the Contractor’s performance of the Contract), including the following:

(i)    Insurance against all risks in respect of its property and any equipment used for the performance of the

Contract;

(ii)    General liability insurance against all risks in respect of the Contract and claims arising out of the Contract

in an adequate amount to cover all claims arising from or in connection with the Contractor’s performance

under the Contract;

(iii)    All appropriate workers’ compensation and employer’s liability insurance, or its equivalent, with respect

to its Personnel and sub-contractors to cover claims for death, bodily injury or damage to property arising from

the performance of the Contract; and

(iv)    Such other insurance as may be agreed upon in writing between UNICEF and the Contractor.

(b)    The Contractor will maintain the insurance coverage referred to in Article 4.6(a) above during the term of

the Contract and for a period after the Contract terminates extending to the end of any applicable limitations

period with regard to claims against which the insurance is obtained.

(c)    The Contractor will be responsible to fund all amounts within any policy deductible or retention.

(d)    Except with regard to the insurance referred to in paragraph (a)(iii) above, the insurance policies for the

Contractor’s insurance required under this Article 4.6 will (i) name UNICEF as an additional insured; (ii)

include a waiver by the insurer of any subrogation rights against UNICEF; and (iii) provide that UNICEF will

receive thirty (30) days’ written notice from the insurer prior to any cancellation or change of coverage.

(e)    The Contractor will, upon request, provide UNICEF with satisfactory evidence of the insurance required

under this Article 4.6.

(f)    Compliance with the insurance requirements of the Contract will not limit the Contractor’s liability either

under the Contract or otherwise.

Liability

4.7    The Contractor will pay UNICEF promptly for all loss, destruction or damage to UNICEF’s property

caused by the Contractor’s Personnel or sub-contractors in the performance of the Contract.

5.    Intellectual Property and Other Proprietary Rights; Data Protection; Confidentiality

Intellectual Property and Other Proprietary Rights
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5.1    Unless otherwise expressly provided for in the Contract:

(a) Subject to paragraph (b) of this Article 5.1, UNICEF will be entitled to all intellectual property and other

proprietary rights including but not limited to patents, copyrights and trademarks, with regard to products,

processes, inventions, ideas, know-how, documents, data and other materials ("Contract Materials") that (i) the

Contractor develops for UNICEF under the Contract and which bear a direct relation to the Contract or (ii) are

produced, prepared or collected in consequence of, or during the course of, the performance of the Contract.

The term "Contract Materials" includes, but is not limited to, all maps, drawings, photographs, plans, reports,

recommendations, estimates, documents developed or received by, and all other data compiled by or received

by, the Contractor under the Contract. The Contractor acknowledges and agrees that Contract Materials

constitute works made for hire for UNICEF. Contract Materials will be treated as UNICEF’s Confidential

Information and will be delivered only to authorized UNICEF officials on expiry or termination of the Contract.

(b)    UNICEF will not be entitled to, and will not claim any ownership interest in, any intellectual property or

other proprietary rights of the Contractor that pre-existed the performance by the Contractor of its obligations

under the Contract, or that the Contractor may develop or acquire, or may have developed or acquired,

independently of the performance of its obligations under the Contract. The Contractor grants to UNICEF a

perpetual, non-exclusive, royalty-free license to use such intellectual property or other proprietary rights solely

for the purposes of and in accordance with the requirements of the Contract.

(c)    At UNICEF’s request, the Contractor will take all necessary steps, execute all necessary documents and

generally assist in securing such proprietary rights and transferring them (or, in the case, intellectual property

referred to in paragraph (b) above, licensing) them to UNICEF in compliance with the requirements of the

applicable law and of the Contract.

Confidentiality

5.2    Confidential Information that is considered proprietary by either Party or that is delivered or disclosed by

one Party ("Discloser") to the other Party ("Recipient") during the course of performance of the Contract or in

connection with the subject matter of the Contract will be held in confidence by the Recipient. The Recipient

will use the same care and discretion to avoid disclosure of the Discloser’s Confidential Information as the

Recipient uses for its own Confidential Information and will use the Discloser’s Confidential Information solely

for the purpose for which it was disclosed to the Recipient. The Recipient will not disclose the Discloser’s

Confidential Information to any other party:

(a)    except to those of its Affiliates, employees, officials, representatives, agents and sub-contractors who have

a need to know such Confidential Information for purposes of performing obligations under the Contract; or

(b)     unless the Confidential Information (i) is obtained by the Recipient from a third party without restriction;

(ii) is disclosed by the Discloser to a third party without any obligation of confidentiality; (iii) is known by the

Recipient prior to disclosure by the Discloser; or (iv) at any time is developed by the Recipient completely

independently of any disclosures under the Contract.

5.3    If the Contractor receives a request for disclosure of UNICEF’s Confidential Information pursuant to any

judicial or law enforcement process, before any such disclosure is made, the Contractor (a) will give UNICEF

sufficient notice of such request in order to allow UNICEF to have a reasonable opportunity to secure the

intervention of the relevant national government to establish protective measures or take such other action as

may be appropriate and (b) will so advise the relevant authority that requested disclosure. UNICEF may

disclose the Contractor’s Confidential Information to the extent required pursuant to resolutions or regulations

of its governing bodies.

5.4    The Contractor may not communicate at any time to any other person, Government or authority external

to UNICEF, any information known to it by reason of its association with UNICEF that has not been made

public, except with the prior written authorization of UNICEF; nor will the Contractor at any time use such

information to private advantage.

Data Protection and Security

5.5    The Parties agree that, as between them, all UNICEF Data, together with all rights (including intellectual

property and proprietary rights), title and interest to such UNICEF Data, will be the exclusive property of

UNICEF, and the Contractor has a limited, nonexclusive license to access and use the UNICEF Data as

provided in the Contract solely for the purpose of performing its obligations under the Contract. Except for the

foregoing license, the Contractor will have no other rights, whether express or implied, in or to any UNICEF

Data or its content.

5.6    The Contractor confirms that it has a data protection policy in place that meets all applicable data

protection standards and legal requirements and that it will apply such policy in the collection, storage, use,

processing, retention and destruction of UNICEF Data. The Contractor will comply with any guidance or

conditions on access and disclosure notified by UNICEF to Contractor in respect of UNICEF Data.

5.7    The Contractor will use its reasonable efforts to ensure the logical segregation of UNICEF Data from

other information to the fullest extent possible. The Contractor will use safeguards and controls (such as

administrative, technical, physical, procedural and security infrastructures, facilities, tools, technologies,

practices and other protective measures) that are necessary and sufficient to meet the Contractor’s

confidentiality obligations in this Article 5 as they apply to UNICEF Data. At UNICEF’s request, the

Contractor will provide UNICEF with copies of the applicable policies and a description of the safeguards and

controls that the Contractor uses to fulfil its obligations under this Article 5.7; provided that any such policies

and description provided by the Contractor will be treated as the Contractor’s Confidential Information under

the Contract. UNICEF may assess the effectiveness of these safeguards, controls and protective measures and,

at UNICEF’s request, the Contractor will provide its full cooperation with any such assessment at no additional

cost or expense to UNICEF. The Contractor will not, and will ensure that its Personnel will not, transfer, copy,

remove or store UNICEF Data from a UNICEF location, network or system without the prior written approval

of an authorized official of UNICEF.

5.8     Except as otherwise expressly stated in the Contract or with UNICEF’s express prior written consent, the

Contractor will not install any application or other software on any UNICEF device, network or system. The

Contractor represents and warrants to UNICEF that the Services and Deliverables provided under the Contract

will not contain any Disabling Code, and that UNICEF will not otherwise receive from the Contractor any

Disabling Code in the performance of the Contract. Without prejudice to UNICEF’s other rights and remedies,

if a Disabling Code is identified, the Contractor, at its sole cost and expense, will take all steps necessary to: (a)

restore and/or reconstruct any and all UNICEF Data lost by UNICEF and/or End Users as a result of Disabling

Code; (b) furnish to UNICEF a corrected version of the Services without the presence of Disabling Codes; and

(c) as needed, re-implement the Services.

5.9    In the event of any Security Incident, the Contractor will, as soon as possible following the Contractor’s

discovery of such Security Incident and at its sole cost and expense: (a) notify UNICEF of such Security

Incident and of the Contractor’s proposed remedial actions; (b) implement any and all necessary damage

mitigation and remedial actions; and (c) as relevant, restore UNICEF’s and, as directed by UNICEF, End Users’

access to the Services. The Contractor will keep UNICEF reasonably informed of the progress of the

Contractor’s implementation of such damage mitigation and remedial actions. The Contractor, at its sole cost

and expense, will cooperate fully with UNICEF’s investigation of, remediation of, and/or response to any

Security Incident. If the Contractor fails to resolve, to UNICEF’s reasonable satisfaction, any such Security

Incident, UNICEF can terminate the Contract with immediateeffect.

Service Providers and Sub-Contractors

5.10    The Contractor will impose the same requirements relating to data protection and non-disclosure of

Confidential Information, as are imposed upon the Contractor itself by this Article 5 of the Contract, on its

service providers, subcontractors and other third parties and will remain responsible for compliance with such

requirements by its service providers, subcontractors and other third parties.

End of Contract

5.11    Upon the expiry or earlier termination of the Contract, the Contractor will:

(a)    return to UNICEF all of UNICEF’s Confidential Information, including, but not limited to, UNICEF Data,

or, at UNICEF’s option, destroy all copies of such information held by the Contractor or its sub-contractors and

confirm such destruction to UNICEF in writing;  and

(b)    will transfer to UNICEF all intellectual and other proprietary information in accordance with Article

5.1(a).

6.    Termination;  Force Majeure

Termination by Either Party for Material Breach

6.1    If one Party is in material breach of any of its obligations under the Contract, the other Party can give it

written notice that within thirty (30) days of receiving such notice the breach must be remedied (if such breach

is capable of remedy). If the breaching Party does not remedy the breach within the thirty (30) days’ period or if

the breach is not capable of remedy, the non-breaching Party can terminate the Contract. The termination will

be effective thirty (30) days after the non-breaching Party gives the breaching Party written notice of

termination. The initiation of conciliation or arbitral proceedings in accordance with Article 9 (Privileges and

Immunities; Settlement of Disputes) below will not be grounds for termination of the Contract.
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Additional Termination Rights of UNICEF

6.2    In addition to the termination rights under Article 6.1 above, UNICEF can terminate the Contract with

immediate effect upon delivery of a written notice of termination, without any liability for termination charges

or any other liability of any kind:

(a)     in the circumstances described in, and in accordance with, Article 7 (Ethical Standards); or

(b)    if the Contractor  breaches any of the provisions of Articles 5.2-5.11 (Confidentiality; Data Protection and

Security); or

(c)    if the Contractor (i) is adjudged bankrupt, or is liquidated, or becomes insolvent, or applies for a

moratorium or stay on any payment or repayment obligations, or applies to be declared insolvent, (ii) is granted

a moratorium or a stay, or is declared insolvent , (iii) makes an assignment for the benefit of one or more of its

creditors, (iv) has a receiver appointed on account of the insolvency of the Contractor, (v) offers a settlement in

lieu of bankruptcy or receivership or (vi) has become, in UNICEF’s reasonable judgment, subject to a

materially adverse change in its financial condition that threatens to substantially affect the ability of the

Contractor to perform any of its obligations under the Contract.

6.3    In addition to the termination rights under Article 6.1 and Article 6.2 above, UNICEF can terminate the

Contract at any time by providing written notice to the Contractor in any case in which UNICEF’s mandate

applicable to the performance of the Contract or UNICEF’s funding applicable to the Contract is curtailed or

terminated, whether in whole or in part. UNICEF can also terminate the Contract on sixty (60) day’s written

notice to the Contractor without having to provide any justification.

6.4    As soon as it receives a notice of termination from UNICEF, the Contractor will take immediate steps to

bring the performance of any obligations under the Contract to a close in a prompt and orderly manner, and in

doing so, reduce expenses to a minimum, and will not undertake any further or additional commitments as of

and following the date it receives the termination notice. In addition, the Contractor will take any other action

that may be necessary, or that UNICEF may direct in writing, in order to minimise losses or protect and

preserve any property, whether tangible or intangible, related to the Contract that is in the possession of the

Contractor and in which UNICEF has or may be reasonably expected to acquire an interest.

6.5    If the Contract is terminated by either Party, the Contractor will immediately deliver to UNICEF any

finished work which has not been delivered and accepted prior to the receipt of a notice of termination, together

with any data, materials or work-in-process related specifically to the Contract.  If UNICEF obtains the

assistance of another party to continue the Services or complete any unfinished work, the Contractor will

provide its reasonable cooperation to UNICEF and such party in the orderly migration of Services and transfer

of any Contract-related data, materials and work-in-process.  The Contractor will at the same time return to

UNICEF all of UNICEF’s Confidential Information and will transfer to UNICEF all intellectual and other

proprietary information in accordance with Article 5.

6.6    If the Contract is terminated by either Party no payment will be due from UNICEF to the Contractor

except for Services and Deliverables provided to UNICEF’s satisfaction in accordance with the Contract, but

only if such Services and Deliverables were required or requested before the Contractor’s receipt of the notice

of termination or, in the case of termination by the Contractor, the effective date of such termination.  The

Contractor will have no claim for any further payment beyond payments in accordance with this Article 6.6, but

will remain liable to UNICEF for all loss or damages which may be suffered by UNICEF by reason of the

Contractor’s default (including but not limited to cost of the purchase and delivery of replacement or substitute

Services or Deliverables).

6.7    The termination rights in this Article 6 are in addition to all other rights and remedies of UNICEF under

the Contract.

Force Majeure

6.8    If one Party is rendered permanently unable, wholly, or in part, by reason of force majeure to perform its

obligations under the Contract, the other Party may terminate the Contract on the same terms and conditions as

are provided for in Article 6.1 above, except that the period of notice will be seven (7) days instead of thirty

(30) days.  "Force majeure" means any unforeseeable and irresistible events arising from causes beyond the

control of the Parties, including acts of nature, any act of war (whether declared or not), invasion, revolution,

insurrection, terrorism or other acts of a similar nature or force.  "Force majeure" does not include (a) any event

which is caused by the negligence or intentional action of a Party; (b) any event which a diligent party could

reasonably have been expected to take into account and plan for at the time the Contract was entered into; (c)

the insufficiency of funds, inability to make any payment required under the Contract, or any economic

conditions, including but not limited to inflation, price escalations, or labour availability; or (d) any event

resulting from harsh conditions or logistical challenges for the Contractor (including civil unrest) associated

with locations at which UNICEF is operating or is about to operate or is withdrawing from, or any event

resulting from UNICEF’s humanitarian, emergency, or similar response operations.

7.    Ethical Standards

7.1    Without limiting the generality of Article 2 above, the Contractor will be responsible for the professional

and technical competence of its Personnel including its employees and will select, for work under the Contract,

reliable individuals who will perform effectively in the implementation of the Contract, respect the local laws

and customs, and conform to a high standard of moral and ethical conduct.

7.2    (a)    The Contractor represents and warrants that no official of UNICEF or of any United Nations System

organisation has received from or on behalf of the Contractor, or will be offered by or on behalf of the

Contractor, any direct or indirect benefit in connection with the Contract, including the award of the Contract to

the Contractor. Such direct or indirect benefit includes, but is not limited to, any gifts, favours or hospitality.

(b)    The Contractor represents and warrants that the following requirements with regard to former UNICEF

officials have been complied with and will be complied with:

(i)    During the one (1) year period after an official has separated from UNICEF, the Contractor may not make

a direct or indirect offer of employment to that former UNICEF official if that former UNICEF official was,

during the three years prior to separating from UNICEF, involved in any aspect of a UNICEF procurement

process in which the Contractor has participated.

(ii)    During the two (2) year period after an official has separated from UNICEF, that former official may not,

directly or indirectly on behalf of the Contractor, communicate with UNICEF, or present to UNICEF, about any

matters that were within such former official’s responsibilities while at UNICEF.

(c)    The Contractor further represents that, in respect of all aspects of the Contract (including the award of the

Contract by UNICEF to the Contractor and the selection and awarding of sub-contracts by the Contractor), it

has disclosed to UNICEF any situation that may constitute an actual or potential conflict of interest or could

reasonably be perceived as a conflict of interest.

7.3    The Contractor further represents and warrants that neither it nor any of its Affiliates, or Personnel or

directors, is subject to any sanction or temporary suspension imposed by any United Nations System

organisation or other international inter-governmental organisation.  The Contractor will immediately disclose

to UNICEF if it or any of its Affiliates or Personnel or directors, becomes subject to any such sanction or

temporary suspension during the term of the Contract.

7.4    The Contractor will (a) observe the highest standard of ethics; (b) use its best efforts to protect UNICEF

against fraud, in the performance of the Contract; and (c) comply with the applicable provisions of UNICEF’s

Policy Prohibiting and Combatting Fraud and Corruption.  In particular, the Contractor will not engage, and will

ensure that its Personnel, agents and sub-contractors do not engage, in any corrupt, fraudulent, coercive,

collusive or obstructive conduct as such terms are defined in UNICEF’s Policy Prohibiting and Combatting

Fraud and Corruption.

7.5    The Contractor will, during the term of the Contract, comply with (a) all laws, ordinances, rules and

regulations bearing upon the performance of its obligations under the Contract and (b) the standards of conduct

required under the UN Supplier Code of Conduct (available at the United Nations Global Marketplace website -

www.ungm.org).

7.6    The Contractor further represents and warrants that neither it nor any of its Affiliates is engaged, directly

or indirectly, (a) in any practice inconsistent with the rights set out in the Convention on the Rights of the Child,

including Article 32, or the International Labour Organisation’s Convention Concerning the Prohibition and

Immediate Action for the Elimination of the Worst Forms of Child Labour, No. 182 (1999); or (b) in the

manufacture, sale, distribution, or use of anti-personnel mines or components utilised in the manufacture of

anti-personnel mines.

7.7    The Contractor represents and warrants that it has taken and will take all appropriate measures to prevent

sexual exploitation or abuse of anyone by its Personnel including its employees or any persons engaged by the

Contractor to perform any services under the Contract. For these purposes, sexual activity with any person less

than eighteen years of age, regardless of any laws relating to consent, will constitute the sexual exploitation and

abuse of such person. In addition, the Contractor represents and warrants that it has taken and will take all

appropriate measures to prohibit its Personnel including its employees or other persons engaged by the

Contractor, from exchanging any money, goods, services, or other things of value, for sexual favours or

activities or from engaging in any sexual activities that are exploitive or degrading to any person. This provision

constitutes an essential term of the Contract and any breach of this representation and warranty will entitle
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UNICEF to terminate the Contract immediately upon notice to the Contractor, without any liability for

termination charges or any other liability of any kind.

7.8    The Contractor will inform UNICEF as soon as it becomes aware of any incident or report that is

inconsistent with the undertakings and confirmations provided in this Article 7.

7.9    The Contractor acknowledges and agrees that each of the provisions in this Article 7 constitutes an

essential term of the Contract.

(a)    UNICEF will be entitled, in its sole discretion and at its sole choice,  to suspend or terminate the Contract

and any other contract between UNICEF and the Contractor with immediate effect upon written notice to the

Contractor if: (i) UNICEF becomes aware of any incident or report that is inconsistent with, or the Contractor

breaches any of, the undertakings and confirmations provided in this Article 7 or the equivalent provisions of

any contract between UNICEF and the Contractor or any of the Contractor’s Affiliates, or (ii) the Contractor or

any of its Affiliates, or Personnel or directors becomes subject to any sanction or temporary suspension

described in Article 7.3 during the term of the Contract.

(b)    In the case of suspension, if the Contractor takes appropriate action to address the relevant incident or

breach to UNICEF’s satisfaction within the period stipulated in the notice of suspension, UNICEF may lift the

suspension by written notice to the Contractor and the Contract and all other affected contracts will resume in

accordance with their terms. If, however, UNICEF is not satisfied that the matters are being adequately

addressed by the Contractor, UNICEF may at any time, exercise its right to terminate the Contract and any

other contract between UNICEF and the Contractor.

(c)    Any suspension or termination under this Article 7 will be without any liability for termination or other

charges or any other liability of any kind.

8.    Full Cooperation with Audits And Investigations

8.1    From time to time, UNICEF may conduct inspections, post-payment audits or investigations relating to

any aspect of the Contract including but not limited to the award of the Contract, the way in which the Contract

operates or operated, and the Parties’ performance of the Contract generally and including but not limited to the

Contractor’s compliance with the provisions of Article 7 above. The Contractor will provide its full and timely

cooperation with any such inspections, post-payment audits or investigations, including (but not limited to)

making its Personnel and any relevant data and documentation available for the purposes of such inspections,

post-payment audits or investigations, at reasonable times and on reasonable conditions, and granting UNICEF

and those undertaking such inspections, post-payment audits or investigations access to the Contractor’s

premises at reasonable times and on reasonable conditions in connection with making its Personnel and any

relevant data and documentation available. The Contractor will require its sub-contractors and its agents,

including, but not limited to, the Contractor’s attorneys, accountants or other advisers, to provide reasonable

cooperation with any inspections, post-payment audits or investigations carried out by UNICEF.

9.    Privileges and Immunities; Settlement of Disputes

9.1    Nothing in or related to the Contract will be deemed a waiver, express or implied, deliberate or

inadvertent, of any of the privileges and immunities of the United Nations, including UNICEF and its

subsidiary organs, under the Convention on the Privileges and Immunities of the United Nations, 1946, or

otherwise.

9.2    The terms of the Contract will be interpreted and applied without application of any system of national or

sub-national law.

9.3    The Parties will use their best efforts to settle amicably any dispute, controversy or claim arising out of, or

relating to the Contract. Where the Parties wish to seek such an amicable settlement through conciliation, the

conciliation will take place in accordance with the UNCITRAL Conciliation Rules then in force, or according to

such other procedure as may be agreed between the Parties. Any dispute, controversy or claim between the

Parties arising out of the Contract which is not resolved within ninety (90) days after one Party receives a

request from the other Party for amicable settlement can be referred by either Party to arbitration. The

arbitration will take place in accordance with the UNCITRAL Arbitration Rules then in force. The venue of the

arbitration will be New York, NY, USA.  The decisions of the arbitral tribunal will be based on general

principles of international commercial law. The arbitral tribunal will have no authority to award punitive

damages. In addition, the arbitral tribunal will have no authority to award interest in excess of the London

Inter-Bank Offered Rate (LIBOR) then prevailing and any such interest will be simple interest only. The Parties

will be bound by any arbitration award rendered as a result of such arbitration as the final adjudication of any

such controversy, claim or dispute.

10.    Notices

10.1    Any notice, request or consent required or permitted to be given or made pursuant to the Contract will be

in writing, and addressed to the persons listed in the Contract for the delivery of notices, requests or consents.

Notices, requests or consents will be delivered in person, by registered mail, or by confirmed email

transmission. Notices, requests or consents will be deemed received upon delivery (if delivered in person), upon

signature of receipt (if delivered by registered mail) or twenty-four (24) hours after confirmation of receipt is

sent from the addressee’s email address (if delivered by confirmed email transmission).

10.2    Any notice, document or receipt issued in connection with the Contract must be consistent with the terms

and conditions of the Contract and, in case of any ambiguity, discrepancy or inconsistency, the terms and

conditions of the Contract will prevail.

10.3    All documents that comprise the Contract, and all documents, notices and receipts issued or provided

pursuant to or in connection with the Contract, will be deemed to include, and will be interpreted and applied

consistently with, the provisions of Article 9 (Privileges and Immunities; Settlement of Disputes).

11.    Other Provisions

11.1    The Contractor acknowledges UNICEF’s commitment to transparency as outlined in UNICEF’s

Information Disclosure Policy and confirms that it consents to UNICEF’s public disclosure of the terms of the

Contract should UNICEF so determine and by whatever means UNICEF determines.

11.2    The failure of one Party to object to or take affirmative action with respect to any conduct of the other

Party which is in violation of the terms of the Contract will not constitute and will not be construed to be a

waiver of the violation or breach, or of any future violation, breach or wrongful conduct.

11.3    The Contractor will be considered as having the legal status of an independent contractor as regards

UNICEF. Nothing contained in the Contract will be construed as making the Parties principal and agent or joint

venturers.

11.4    The Contractor will not, without the prior written consent of UNICEF, assign, transfer, pledge or make

other disposition of the Contract, or of any part of the Contract, or of any of the Contractor’s rights or

obligations under the Contract.

11.5    No grant of time to the Contractor to cure a default under the Contract, nor any delay or failure by

UNICEF to exercise any other right or remedy available to UNICEF under the Contract, will be deemed to

prejudice any rights or remedies available to UNICEF under the Contract or constitute a waiver of any rights or

remedies available to UNICEF under the Contract.

11.6    The Contractor will not seek or file any lien, attachment or other encumbrance against any monies due or

to become due under the Contract, and will not permit any other person to do so. It will immediately remove or

obtain the removal of any lien, attachment or other encumbrance that is secured against any monies due or to

become due under the Contract.

11.7    The Contractor will not advertise or otherwise make public for purposes of commercial advantage or

goodwill that it has a contractual relationship with UNICEF or the United Nations. Except as regards references

to the name of UNICEF for the purposes of annual reports or communication between the Parties and between

the Contractor and its Personnel and sub-contractors, the Contractor will not, in any manner whatsoever use the

name, emblem or official seal of UNICEF or the United Nations, or any abbreviation of the name of the United

Nations, in connection with its business or otherwise without the prior written permission of UNICEF.

11.8    The Contract may be translated into languages other than English. The translated version of the Contract

is for convenience only, and the English language version will govern in all circumstances.

11.9    No modification or change in the Contract, and no waiver of any of its provisions, nor any additional

contractual relationship of any kind with the Contractor will be valid and enforceable against UNICEF unless

set out in a written amendment to the Contract signed by an authorised official of UNICEF.

11.10    The provisions of Articles 2.14. 3.8, 3.9, 4, 5, 7, 8, 9, 11.1, 11.2 and 11.7 will survive provision of the

Services and delivery of the Deliverables and the expiry or earlier termination of the Contract.
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Contract: 9194047

Access to Data - Confidentiality Obligations

Dear [_________]

In order to facilitate the provision of the services to the United Nations Children#s Fund (#UNICEF#) by your

organization,   (#[Contractor]# or #you#), under the contract identified in the Annex to this letter (the

#Contract#), you have requested to have access to and to use certain non-public, proprietary data specified in

the Annex (collectively, #Government Data#) belonging to the government identified in the Annex (the #Host

Government#).

This letter is to confirm that UNICEF is willing to accept your request and facilitate your access to, and

permission to use, the Government Data on the conditions set out below in this letter. All capitalized terms used

but not defined in this letter have the meaning assigned to them in the Annex to this letter or in the Contract.

The terms contained in this letter are in addition to, and not in replacement of, the terms of the Contract. This

letter and the Contract will be construed and interpreted as complementary of one another.

1. Government Ownership. You accept and acknowledge that the Government Data is proprietary to

the Host Government and that you will not claim any ownership or any other rights in the Government Data.

2. Confidential Information. For the purposes of the Contract, the Government Data is deemed to be

UNICEF#s Confidential Information (as defined in the Contract) and all of the provisions of Article 5 of the

UNICEF General Terms and Conditions of Contract (Services) in the Contract apply to your access and use of

the Government Data. You will take the Additional Security Measures described in the Annex to this letter.

3. Access.  Your access and use is limited to the Government Data and no other data is being made

available to you under this letter. UNICEF will make this Government Data available to you through the Access

Modality described in the Annex to this letter. To the extent that such access is provided through access

credentials (such as password protected means), you agree to treat all such access credentials as Confidential

Information and to take all reasonable precautions to prevent unauthorized or accidental disclosure of such

access credentials. You will not share such access credentials with any person except your Authorized Users.

4. Permitted Purpose Only.  You will only use the Government Data for the Permitted Purpose

specified in the Annex to this letter and no other purpose. You will not use the Government Data, and you will

ensure that your Authorized Users do not use the Government Data, for any other purposes, including (but not

limited to) developing analyses, publications, product or service offerings to third parties, without the express

prior written consent of the Government and UNICEF.

5. Authorized Users.  Access to the Government Data under this letter is limited to only your

Personnel that are listed as an Authorized User in the Annex. You will be responsible for the compliance by

your Authorized Users with the conditions on access set out in this letter.  If you wish to amend the list of

Authorized Users, you must obtain UNICEF#s prior written consent before doing so and UNICEF will update

the Annex to this letter and share the updated Annex with you for confirmation.

6. No Sub-license.  The permission granted under this letter is limited to your organization only and

does not extend to your Sub-Contractors or Affiliates. You may not assign or sub-license the permission

granted to you under this letter. If you wish to share any Government Data with any Sub-Contractor or

Affiliates, you need to obtain the prior written approval and clearance from UNICEF.  Only those of your

Sub-Contractors or Affiliates that sign a separate non-disclosure agreement with UNICEF can receive access to

the Government Data.

7. Compelled Disclosure. In accordance with Article 5.3 of the UNICEF General Terms and

Conditions of Contract (Services), if you receive a request for disclosure of Government Data under any judicial

or law enforcement process, before you make the requested disclosure, you will give UNICEF sufficient notice

of the request in order to allow UNICEF to have a reasonable opportunity to take protective measures or take

such other action as may be appropriate and will notify the relevant authority of this.

8. Data Protection Standards. In accordance with Article 5.6 of the UNICEF General Terms and

Conditions of Contract (Services), you confirm that you have a data protection policy in place that meets all

applicable data protection standards and legal requirements and that you will apply such policy in the storage,

use, processing, retention and destruction of the Government Data.

9. Segregation of Data.  In accordance with Article 5.7 of the UNICEF General Terms and Conditions

of Contract (Services), you will use reasonable efforts to ensure the logical segregation of the Government Data

from other information to the fullest extent possible. You will also use safeguards and controls (such as

administrative, technical, physical, procedural and security infrastructures, facilities, tools, technologies,

practices and other protective measures) that are necessary and sufficient to meet your confidentiality

obligations as they apply to the Government Data.

10. Security Incident.  In accordance with Article 5.9 of the UNICEF General Terms and Conditions of

Contract (Services), you will immediately notify UNICEF if there is any actual, suspected or threatened

unauthorized or accidental disclosure of the Government Data or other Security Incident affecting the

Government Data and you will implement any all necessary damage mitigation and remedial actions.

11. Access Period; Termination.  The access and permission given to you under this letter is limited to

the Access Period.  UNICEF may, but is not obliged to, agree to extend the Access Period upon your request.  If

you or any of your Authorized Users breaches any of the conditions set out in this letter, UNICEF may

terminate your access to the Government Data and withdraw its permission for you to use the Government Data

with immediate effect. UNICEF may also terminate the Contract in accordance with Article 6.2(b) of the

UNICEF General Terms and Conditions of Contract (Services).

12. Return / Destruction of Data.  When the Access Period ends, unless otherwise agreed with UNICEF

and the Host Government, you will return to UNICEF all the Government Data, or, at UNICEF#s option,

destroy all copies of the Government Data held by any Authorized Users and confirm such destruction to

UNICEF in writing.

13. Survival of Obligations.  Your obligations under this letter will survive the expiry of the Access

Period or termination of the access and permission granted under this letter.

Nothing in or related to this letter will be treated as a waiver of the privileges and immunities of the United

Nations and its subsidiary organs, including UNICEF.

Please confirm your agreement with the conditions set out in this letter, on behalf of your organization, by

signing, dating, and returning to us the enclosed copy of this letter.  As soon as we receive the copy of this letter

countersigned by you, we will facilitate the access to the Government Data described in this letter and your

Access Period will begin.

We look forward to working with you for the fulfillment of the Contract.

Yours sincerely,

[________]

[Name]

[Title]

CONFIRMED AND AGREED ON BEHALF OF :

_______________________________  Date: ____________

Name:

Title:
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ANEXO C - TERMO DE REFERÊNCIA 
 
 
CONTEXTO E FINALIDADE 
 
O Setor de Mobilização de Recursos do UNICEF, em sua missão de captar recursos para projetos apoiados 
pela instituição, planeja desenvolver atividades de telemarketing (ativo, receptivo e híbrido), além de 
contato via e-mail, SMS, WhatsApp e outros aplicativos. Estas ações visam estabelecer um 
relacionamento de pós-venda com doadores, adquirir novos doadores mensais, reativar doadores 
inativos, realizar upgrade de valor e converter doadores pontuais em mensais, entre outras atividades 
pertinentes. 
 
Para a realização de tais serviços, o UNICEF pretende garantir o envio seguro dos dados para 
processamento das doações, seguindo as regras da LGPD e as normas de Segurança de Dados da Indústria 
de Cartões de Pagamento (PCI-DSS). Toda coleta de dados de cartão de crédito deve ser realizada por 
uma empresa parceira comprovadamente PCI-DSS compliant, de acordo com os critérios estabelecidos 
neste documento. 
 
Com isso, o UNICEF convida empresas a participar de uma licitação para selecionar fornecedores que 
estabelecerão um Acordo de Longo Prazo (LTA) para serviços de vendas, pós-venda e atendimento ao 
cliente, utilizando mecanismos multicanal e novas tecnologias para atrair e maximizar contribuições de 
doadores, atualizar dados, e converter doadores pontuais em mensais. A utilização do LTA dependerá das 
necessidades do UNICEF, podendo ser ativado conforme a demanda, com a emissão de contratos 
específicos baseados nos termos do LTA. 
 

ATRIBUIÇÃO DO TRABALHO 

Desenvolver campanhas de telemarketing (ativo e receptivo) e contato por mensagens (WhatsApp, e-mail 
e SMS) para adquirir novos doadores mensais e pontuais, fidelizar e realizar pós-venda de doadores, 
reativar doadores inativos, fazer upgrade de valor e converter doadores pontuais em mensais. As 
atividades poderão ser realizadas por um único prestador de serviço ou divididas entre vários, 
dependendo dos objetivos e particularidades de cada campanha. Caso o licitante ofereça soluções 
omnichannel para campanhas de fundraising, é desejável que essas sejam incluídas na proposta, com 
detalhamentos e valores correspondentes. 
 
Abaixo a descrição das principais campanhas a serem trabalhadas pelo(s) fornecedor(es) de 
telemarketing: 
 

Campanha Descrição Referências 

Aumento de valor de 
doação para doadores 
ativos (UPGRADE) 

Contato a ser realizado com 
doadores ativos com o objetivo de 
aumentar o valor mensal de doação. 
A base mensal de doadores será 
disponibilizada pelo UNICEF e fluxos 
de contato serão definidos em 
parceria entre a empresa selecionada 
e o UNICEF. 
 

• Ticket médio 
• NPS 
• Tempo médio de atendimento 
• Best time to call 
• Taxas de contato efetivo 
• Taxa de sucesso sobre contatos efetivos 

 Sucesso/dia 

 Sucesso/operador 



 

 Horário de atendimento: segunda às sextas-
feiras das 8h30 às 20h30. 
Opção de atendimento aos sábados deve ser 
considerada para a proposta. 

Atualização de dados 
de doadores ativos e 
reversão de 
cancelamento 
(SAVING):  
 

Contato a ser realizado com 
doadores que se tornaram 
inadimplentes após um determinado 
período. Atualização de dados 
cadastrais e financeiros com o 
objetivo de recuperar a doação 
pendente e retroativas. A base 
semanal e mensal de doadores será 
disponibilizada pelo UNICEF, e fluxos 
de contato serão definidos em 
parceria entre a empresa selecionada 
e o UNICEF. 

• Ticket médio 
• NPS 
• Tempo médio de atendimento 
• Best time to call 
• Taxas de contato efetivo 
• Taxa de sucesso sobre contatos efetivos 
• Sucesso/dia 
• Sucesso/operador 

Horário de atendimento: segunda às sextas-
feiras das 8h30 às 20h30 
Opção de atendimento aos sábados deve ser 
considerada para a proposta. 

Relacionamento e pós-
venda para doadores 
ativos (SAC RECEPTIVO 
e Reversão de 
Cancelamento) 

Aperfeiçoar o relacionamento com o 
doador, retenção de cancelamentos 
inbound, prestar informações, 
atualizar dados, tirar dúvidas etc.   

 Taxa de reversão de cancelamentos 

 Taxa de cancelamento 

 Ticket médio 

 NPS 

 Tempo médio de espera 

 Tempo médio de atendimento 

 Taxa de abandono 

 Callback 

 Retenção na URA (caso usemos URA no 
receptivo) 

 First call resolution 

 Nível de serviço (live answer) 

 Nivel de satisfação 

Horário de atendimento: segunda às sextas-
feiras das 8h30 às 20h30 
Opção de atendimento aos sábados deve ser 
considerada para a proposta. 

Relacionamento e pós-
venda para doadores 
ativos (WELCOME) 

Aperfeiçoar o relacionamento com 
novos doadores, prestar 
informações, atualizar dados, tirar 
dúvidas etc.  
 

• Doações confirmadas/dia 
• Doações confirmadas/ operador 

Horário de atendimento: segunda às sextas-
feiras das 8h30 às 20h30 
Opção de atendimento aos sábados deve ser 
considerada para a proposta. 

Doação Extra de 
doadores regulares 
 

Estrutura de telemarketing ativo para 
captação de uma doação única extra 
de doadores regulares ativos em 
nosso banco de dados. 

• Ticket médio 
• NPS 
• Tempo médio de atendimento 
• Best time to call 
• Taxas de contato efetivo 
• Taxa de sucesso sobre contatos efetivos 



 

 Sucesso/dia 

 Sucesso/operador 

Horário de atendimento: segunda às sextas-
feiras das 8h30 às 20h30 
Opção de atendimento aos sábados deve ser 
considerada para a proposta. 

Relacionamento digital 
e pós-venda para 
doadores ativos 
(WHATSAPP, SMS, E-
MAIL E LIVECHAT. PA 
hibrida: digital/ ativa/ 
receptiva) 

Aperfeiçoar o relacionamento com o 
doador, reverter cancelamentos, 
prestar informações, atualizar dados, 
tirar dúvidas etc., via WhatsApp, 
SMS, E-mail e LiveChat, seguindo a 
ordem de prioridade definida pelo 
UNICEF. As posições de atendimento 
digital devem estar aptas para 
atendimento receptivo e ativo. A 
plataforma de atendimento digital 
(omnicanal) pode ser externa, a 
depender dos requisitos necessários. 
As máquinas das PAs de atendimento 
digital devem ter recursos de 
gravação de áudio e webcams 
disponíveis. Dados de cartão de 
crédito (CHD), devem ser 
obrigatoriamente capturados com o 
auxílio de URAs, sem a intervenção 
humana, ou a gravação de áudio. Os 
dados capturados devem ser 
armazenados de forma segura pelo 
parceiro, que deverá apresentar a 
certificação de compliance com o 
padrão PCI-DSS. 

 Taxa de reversão de cancelamentos 

 Taxa de cancelamento 

 Ticket médio 

 NPS 

 Tempo médio de espera 

 Tempo médio de atendimento 

 Taxa de abandono 

 Callback 

 Retenção na URA (caso usemos URA no 
receptivo) 

 First call resolution 

 Nível de serviço (live answer) 

 Nivel de satisfação 

Horário de atendimento: segunda às sextas-
feiras das 8h30 às 20h30 
Opção de atendimento aos sábados, deve 
ser considerada para a proposta. 

 
DRTV 100% aquisição   

Atendimento humano por telefone 
receptivo de chamadas através de 
números 0800 divulgados em ações 
de aquisição de novos doadores; 
Os telefones são divulgados em 
campanhas de TV abertas e/ou 
fechadas assim como nas mídias 
sociais; 
Também são divulgados no Site do 
Unicef e em ações de comunicações 
específicas para prospects;  
Todas as chamadas que passarem 
pelo canal e não forem atendidas 
deverão automaticamente ser 
direcionadas para um mailing do 

Horário de atendimento: segunda às sextas-
feiras das 11h às 23h. E sábados e domingos 
das 10h às 22h 
 



 

ativo no 1o momento de vale da 
operação receptiva, ou seja, a 
operação deverá ser híbrida e a 
distribuição de mailings automática; 
O operador deverá retornar 
imediatamente todas as quedas de 
ligação através do uso de uma função 
(retorno agora) que será acionado de 
forma manual e individual, pois, 
neste caso, espera-se que o mesmo 
operador continue o atendimento; 
As chamadas recebidas fora do 
horário de atendimento devem ser 
capturadas para contato ativo no 1o 
instante de funcionamento da 
operação (desde que não haja filas 
no receptivo); 
O atendimento deverá capturar 
dados cadastrais e financeiros para 
cobrança da doação. Há dados que 
serão capturados pelo operador e 
outros pela URA. Dados financeiros 
de cartão de crédito (CHD), devem 
ser obrigatoriamente capturados 
com o auxílio de URAs, sem a 
intervenção humana, ou a gravação 
de áudio. Os dados capturados 
devem ser armazenados de forma 
segura pelo parceiro, que deverá 
apresentar a certificação de 
compliance com o padrão PCI-DSS. 
Atendimento receptivo de segunda-
feira a segunda-feira, incluindo 
feriados. 

ATIVO - aquisição, one 
off (doadores pontuais 
para doadores 
mensais) e resgate de 
mailings 

A estrutura de telemarketing ativo 
(ou híbrido) atenderá a diferentes 
campanhas de aquisição ou captação 
de doações de segmentos específicos 
sejam eles já doadores ou novos 
doadores. Campanhas: 
 
Carrinho Abandonado: são leads de 
pessoas que acessaram o Site do 
Unicef e não concluíram a doação. 
Este lead será gerado 
automaticamente pelo Site e enviado 

Horário de atendimento: segunda às sextas-
feiras das 9h às 18h. 
 



 

para o fornecedor para que entre no 
mailing de ativo; 
 
Reativação: doadores inativos que 
completaram a régua de CRM, mas 
não responderam às ações; 
 
One Off: doadores que fizeram 
doação únicas e serão abordados 
para torná-las recorrentes; 
 
Resgate: leads que entraram pelo 
receptivo e não são doadores; após 
um período de descanso são 
abordados novamente sobre novos 
projetos do Unicef; 
 
Pilotos: após fase de setup, a 
estrutura deve permitir a realização 
de pilotos, ou seja, a realização de 
ações em mailings específicos devem 
ser configuráveis para garantir a 
implantação de testes no máximo em 
48h.; 
 
XSell: campanhas com bases 
negociadas com empresas que 
compartilham seus leads para 
pedidos de doação pelo Unicef. 

WhatsApp e Live Chat - 
aquisição, upgrade, 
one off (doadores 
pontuais para 
doadores mensais) e 
resgate de mailings. 
ATIVO - aquisição, 
upgrade, one off 
(doadores pontuais 
para doadores 
mensais) e resgate de 
mailings. 

A estrutura de atendimento deverá 
contar com campanhas simultâneas 
por telefone e WhatsApp. 
A equipe poderá gerar campanhas 
pelo WhatsApp ou Live Chat que 
serão atendidas pela equipe que fará 
também o contato por telefone para 
garantir que a confirmação da 
doação seja gravada.  
Número de WhatsApp para aquisição 
poderá ser utilizado em campanhas 
específicas.  

Horário de atendimento: segunda às sextas-
feiras das 11h às 23h. E sabados e domingos 
das 10h às 22h 

 
1. As formas de pagamento das doações a serem trabalhadas são: cartão de crédito, débito em conta 

bancária, boleto, pix, débito em conta de energia e toda nova forma de pagamento que possa ser 
desenvolvida pelo UNICEF, utilizando-se critérios de atendimento acordados com o UNICEF. 

2. Fluxos de cobranças com concessionárias elétricas e telefônicas poderão ser inseridas futuramente 
nas campanhas, como parte do escopo do fornecedor a ser contratado. Os horários de atendimento 



 

acima são referências para as propostas. Esses horários podem ser mudados de acordo com a 
necessidade das campanhas e serão acordados entre contratado e contratante; 

3. As metas de quantidade, ticket médio, contato efetivo, nível de serviço, TMA, TME, qualidade e todos 
os demais indicadores das campanhas acima são referências. A cada início de campanha, os 
indicadores de performance (KPIs) e dimensionamento de PAs, serão estabelecidos entre 
contratante e contratado, assim como o dimensionamento necessário para cada campanha. O 
prestador de serviço deverá tomar todas as medidas cabíveis para entregar os resultados 
estabelecidos entre as partes, antes do início da operação; 

4. Para campanhas de captação ativa, o contratado deverá estar apto a fornecer amplas bases de dados 
qualificadas e com origem legal, de acordo com as regras da LGPD, que contenha pessoas físicas em 
todo o Brasil; 

5. Para campanhas ativas, o contratado deve contar com equipe ou profissional que analise os mailings 
trabalhados e preste suporte na segmentação, assim como aplicação e recomendações das melhores 
práticas de mercado sobre as regras de discagem, renitências, BTC, spin e indicadores específicos 
deste serviço, junto ao UNICEF, com o objetivo de aumentar a efetividade das campanhas; 

6. O contratado deverá usar todos os esforços cabíveis para assegurar que todos os dados coletados 
estejam completos e precisos, incluindo informações financeiras, endereço, e-mail e telefone celular, 
assim como propor ações de enriquecimento e limpeza de dados, quando for necessário; 

7. O UNICEF poderá criar pilotos, testes para outras campanhas diversas utilizando os serviços do 
fornecedor. Nesse caso, o escopo da campanha, objetivo, metas e prazos serão estabelecidas entre 
o contratado e o UNICEF; 

8. O contratado deve ter planejamento e estar preparado com toda infraestrura de equipamento e 
conexão de internet para os operadores poderem trabalhar no modelo Home Office (em caso de 
necessidade extrema ou em acordo com o contratante) e/ou em ambiente físico presencial; 

9. Para as campanhas onde há coleta, processamento e transferência de dados de cartão de crédito, o 
uso de IVR (Interactive Voice Response)/URA (Unidade de Resposta Audível) é obrigatório, assim 
como o certificado AOC PCI-DSS conforme especificação abaixo: 
 
AOC (Attestation of Compliance) é um documento que certifica a conformidade de uma empresa 
com os requisitos de um padrão específico, com o PCI DSS (Payment Card Industry Data Security 
Standard). Esse documento é usado para demonstrar que a empresa atende às normas de segurança 
necessárias para proteger informações sensíveis, como dados de cartão de crédito. 
 
O fornecedor deverá apresentar um AOC com os seguintes requisitos: 

 Seja versão v4 

 Tenha sido emitido nos últimos 12 meses 

 Seja assinado por um Executivo Sênior 

 Seja válido para os serviços específicos que serão prestados pelo fornecedor. 
 
  Os serviços somente poderão ser iniciados após validação dos processos ou do respectivo 
certificado PCI-DSS pela equipe global de ICT (Information and Communications Technology) e de 
PFP (Private Fundraising and Partnerships) do UNICEF. O LTA será estabelecido somente com as 
empresas que passarem pela validação mencionada. 

 
1. Recursos Humanos: 

 



 

2. O contratado deverá recrutar, treinar e gerir os contratos com operadores para executar a campanha 
via telefone ou para digitação de mensagens e interação via WhatsApp, email, SMS, Chat e outros 
aplicativos de mensagem.  

3. O contratado deverá assegurar todos os procedimentos e garantia de qualidade para minimizar o 
risco de fraude e outros comportamentos inadequados pelos operadores; 

4. O perfil dos operadores contratados para a operação deverá ser de profissionais experientes em 
telemarketing ou campanhas de interação via mensagens digitais, que tenham tato e linguagem 
adequada para conversar com pessoas acima de 30 anos, que é o público-alvo. O contratado tem a 
responsabilidade de contratar e monitorar a equipe com o objetivo de garantir a qualidade do 
contato e a boa imagem do UNICEF diante de seus doadores. O perfil dos operadores e processo 
seletivo serão acordados entre contratante e contratado antes do início da operação; 

5. A força de trabalho deve ser gerenciada para evitar rotatividade de funcionários que comprometa o 
bom desempenho e crescimento das campanhas, assim como o controle de absenteísmo detalhado 
para garantir a entrega das horas de trabalho contatadas;  

6. A operação deve possibilitar monitoria diária. O UNICEF se reserva o direito de alocar um supervisor 
em período integral no local da operação, conforme julgar necessário. Também se dispõe a colaborar 
com um instrutor para o treinamento inicial da equipe. O acesso às gravações dos áudios e telas deve 
ser disponibilizado por acesso remoto (exceto a funcionalidade de baixar arquivos). O acesso deverá 
ocorrer através da instalação de VPN em um servidor do Unicef; 

7. Treinamentos de reciclagem, de sistema, operacionais e motivacionais deverão ser realizados 
prioritariamente pelo contratado. Eventualmente o UNICEF desenvolverá treinamentos de conteúdo 
(Institucional) e de engajamento. 

8. Em caso de queixas apresentadas ao UNICEF sobre a campanha, o contratado irá lidar com a queixa 
e reportar para o UNICEF sobre as medidas tomadas. Periodicamente o UNICEF dará feedbacks, fará 
análises de qualidade (calibragem de escutas) e solicitará ajustes em campanhas (scripts, abordagens 
e conteúdo). O contratado deverá se adequar às mudanças propostas. 

9. O contratado deverá tomar todas as medidas legais cabíveis para garantir que nenhuma relação 
trabalhista possa ser estabelecida direta ou indiretamente entre os operadores ou demais 
participantes da campanha e o UNICEF. Toda e qualquer responsabilidade trabalhista e fiscal são de 
responsabilidade única e exclusiva da empresa contratada, não cabendo ao UNICEF, sob qualquer 
hipótese, responsabilidade solidária advinda de relação trabalhista e devidos recolhimentos fiscais 
de obrigação da contratada. 
 

2. Sistemas 

 
1. Desenvolvimento de sistema customizado: Para alcançar os objetivos citados, será preciso que a 

empresa desenvolva duas ou mais campanhas simultâneas. Isso implica na necessidade de 
importação de base de dados, validação de dados financeiros, cruzamentos de mailings, integração 
ao gateway de pagamento do UNICEF e implantação de regras de negócios específicas, que serão 
acordadas entre as partes; 

2. O contratado deve assegurar e preparar sistema operacional que permita o monitoramento e 
avaliação de forma online, com acesso livre ao UNICEF às gravações e performance por operador. 
Contudo, não deverá ser permitido o download de gravações que contenham dados pessoais ou de 
cartão de crédito, de acordo com as diretrizes de compliance PCI-DSS; 

3. Os sistemas da contratada devem permitir integrações com outras plataformas de gestão de base de 
dados, como Donor Perfect Online e/ou Salesforce, e plataformas omnichanel para gestão do 



 

atendimento digital. Também é importante considerar os regulamentos do PCI Compliance em seus 
processos; 

4. A operação deve ter sistemas preparados para receber e enviar dados de doadores e toda informação 
necessária para que se cumpram os objetivos das campanhas, de forma segura; 

5. O contratado deve contar com um sistema de discagem inteligente e profissionais para 
planejamento, dimensionamento, controle e monitoramento diário de sua efetividade. O discador 
deve buscar as melhores taxas de efetividade de acordo com cada campanha; 

6. Para as campanhas receptivas, o contratado deve entregar sistemas que permitam efetividade no 
atendimento, flexibilidade para alternar campanhas e cumprir o nível de serviço estabelecido na 
meta acordada entre as partes. Além de garantir que todos os dados de chamadas sejam capturados, 
ainda que não sejam atendidos, para ações proativas pelo ativo ou WhatsApp; 

7. Para campanhas de troca de mensagens e/ou omnichannel, o contratado deverá fazer a gestão dos 
fluxos para que o atendimento seja o mais efetivo possível e liberar acesso ao UNICEF para monitoria 
das conversas e indicadores da campanha; 

8. Todos os desenvolvimentos (de aplicativos, sistemas, relatórios, integrações) necessários para o 
funcionamento da operação deverão estar discriminados na proposta; 

9. O contratado deverá estar preparado e ser flexível para receber os sistemas já utilizados pelo UNICEF, 
integrar e adaptar à operação conforme acordado entre as partes. Todo o custo referente a 
integrações relativas à operação deverá ser discriminado na proposta; 

10. Na proposta deve contar o custo/hora de desenvolvimento de sistemas, aplicativos e qualquer de 
desenvolvimento necessário para integrações e inovações para o bom funcionamento da operação 
e atualização de sistema de transação de dados e backoffice. 

 
3. Integrações Necessárias 

 
1. A contratada deverá indicar em sua proposta técnica se possui capacidade técnica para realizar a 

integração de seu IVR (Interactive Voice Response)/URA (Unidade de Resposta Audível) ao gateway 
de pagamentos do UNICEF (Vindi), via API (a documentação técnica de integração pode ser 
encontrada nesse endereço web: https://vindi.com.br/recursos/api-de-pagamento/). A confirmação 
dessa capacidade técnica por parte do proponente para realizar essas integrações é de natureza 
auto declaratória e obrigatória. 
Na proposta técnica a empresa deverá obrigatoriamente informar o prazo estimado mínimo para 
concluir esta integração via API, bem como os custos dessa integração devem obrigatoriamente ser 
apresentados de forma destacada na proposta financeira. 

2. A contratada deverá indicar em sua proposta técnica se possui capacidade técnica para realizar a 
integração de seus sistemas ao CRM do UNICEF, via API. A confirmação dessa capacidade técnica 
por parte do proponente para realizar essas integrações é de natureza auto declaratória e 
obrigatória.  Atualmente o UNICEF utiliza como CRM a plataforma Donor Perfect Online e ao longo 
de 2025 o UNICEF irá migrar seu CRM para a plataforma Salesforce. A documentação técnica de 
integração com o Donor Perfect Online pode ser encontrada nesses endereços web: 
https://www.softerware.com/doclib/dp/manuals/dpo_sup_manual_xml_api_documentation.pdf e 
https://www.donorperfect.com/factsheets/api-access-feature/). Já a documentação técnica de 
integração com o Salesforce pode ser encontrada nesse endereço web: 
https://developer.salesforce.com/docs/apis). Ficará a critério do UNICEF optar por não realizar a 
integração com o Donor Perfect Online, mas a integração com o Salesforce, a ser realizada ao longo 
de 2025, é obrigatória. Caso o UNICEF opte por não realizar a integração com o Donor Perfect Online, 



 

a troca de arquivos com dados pessoais de doadores entre a contratada e o UNICEF deverá ser 
realizada de forma segura, conforme os seguintes parâmetros:  

a. UNICEF disponibilizará servidor SFTP próprio para a troca destes arquivos; 
b. O acesso ao servidor SFTP do UNICEF deverá ocorrer apenas por pessoas autorizadas pelo 

UNICEF para tal ação, utilizando credenciais de acesso individual não compartilhável, 
utilizando mecanismo de autenticação adicional de dois fatores, e seguindo orientações e 
protocolos definidos pela área de ICT do UNICEF; 

c. Os arquivos somente poderão ser compartilhados após terem sido criptografados, de forma 
a atender os requisitos mínimos de segurança do UNICEF. As orientações pertinentes serão 
fornecidas pela área de ICT do UNICEF. 

Na proposta técnica a empresa deverá obrigatoriamente informar o prazo estimado mínimo para 
concluir tanto a integração via API com o Donor Perfect Online, quanto com o Salesforce, bem como 
os custos dessas integrações devem obrigatoriamente ser apresentados de forma destacada na 
proposta financeira. 

 
4. Tecnologia e Conectividade: 

 
1. O contratado deve se conectar com os fornecedores de canal do UNICEF, ou seja, nomear os 

diferentes fornecedores e o canal relevante, por exemplo, com a plataforma digital PSP, o banco, a 
solução IVR (Interactive Voice Response)- URA (Unidade de Resposta Audível) do UNICEF para 
Telemarketing; 

2. A instalação e/ou configuração de conexões do tipo VPN (ou outras) aos servidores do call center, 
equipamentos (PC, headsets etc.) e conexão à internet (modems) devem ser incluídos e garantidos 
para garantir a qualidade e segurança. 

3. O desenvolvimento de aplicativos e/ou integração de sistemas do UNICEF e/ou parceiros do UNICEF 
com o call center deve ser assumido pelo contratado, como integração com plataformas de 
pagamento e software de gestão de doadores; 

4. Garantir a confiabilidade total do sistema, incluindo: 

 Estabelecer simplicidade e velocidade de processos; 

 Uma capacidade robusta para processar transações de alto volume, em servidor próprio; 

 Uma forte prestação de serviços em relação aos tempos de inatividade/tempos de resposta; 

 Um processo e procedimento de recuperação de desastres completo e robusto (documentado);. 

 Transferência de chamadas da operação de aquisição para o atendimento ao doador e vice-versa 
devem ser configuradas. 

5. O contratado deve seguir as melhores práticas do setor e/ou UNICEF ou seus fornecedores de canal 
ou requisitos/diretrizes de segurança do fornecedor para garantir a segurança de CHD ou dados 
pessoais armazenados, processados e/ou transmitidos pelo contratado. O contratado não deve 
armazenar dados de cartão de crédito em nenhuma hipótese, se isso for necessário, durante o 
processo de desenvolvimento da URA, os dados devem ser deletados assim que passados para o 
UNICEF. 

6. Mensagem de espera randômica com monitoramento de tempo de espera: gravações devem ser 
contempladas para o caso de mudanças de horário de funcionamento ou necessidades específicas 
de liberação de equipe. 

 
5. Relatórios (online) e monitoria: 



 

 
O contratado deverá emitir relatórios gerenciais de produtividade, consolidados através dos resultados 
obtidos diariamente e mensalmente. Os relatórios de acompanhamento devem ter acesso online. 
Os relatórios devem ser entregues no modelo estabelecido pelo UNICEF, separados por código de 
campanha, com resultados em quantidade de doadores e valores, além de métricas da ação: quantidade 
de registros disponibilizados, registros trabalhados, tentativas por registro, contato efetivo, por registro, 
quantidade de ligações efetuadas, ligações efetivas e tentativas, impedimentos de ligação e contato, 
contatos efetivos, recusas com motivos, conversão, etc.  
 
Ao término de cada mês, deve ser enviado um relatório consolidado para cada campanha. Eventuais 
mudanças/ajustes em relatoria deverão ser implementadas pelo contratado com apresentação clara de 
prazo de execução. 
 

6. Informação adicional 

 
1. Para toda a gestão de telemarketing, o UNICEF capacitará os operadores de forma constante e 

sustentável e apoiará na elaboração dos roteiros correspondentes a cada campanha. 
2. O UNICEF definirá indicadores mínimos para cada gestão de campanha, que medirão o 

desempenho do provedor, sempre com base nos resultados. Além disso, serão realizadas reuniões 
periódicas para avaliação de avanços, necessidades e resultados, e será solicitada a implementação 
de medidas que visem à melhoria da qualidade e dos resultados. O UNICEF implementará 
advertências/penalizações (escritas e financeiras) em caso de erros na gestão ou envio ao UNICEF 
de informações sobre doações falsas ou inconsistentes. 

3. O contratado deve estar pronto para iniciar a gestão imediatamente após o término do processo 
de contratação. 
 

7. Ética 

 
O UNICEF é uma organização sem fins lucrativos de Cooperação Internacional, que entre seus objetivos 
busca promover práticas empresariais socialmente responsáveis. O contratado deve cumprir os marcos 
legais trabalhistas do país, bem como as normas éticas relacionadas ao trabalho infantil. O contratado 
deve operar de acordo com as Políticas de Compras do UNICEF e o Código de Conduta de Fornecedores 
das Nações Unidas. 
 

8. Confidencialidade das Informações 

 
1. O contratado deve aderir às políticas do UNICEF que regem o tratamento de dados: 

 Política de Proteção de Dados Pessoais do UNICEF 

 Política de Segurança da Informação 

 Procedimento do UNICEF sobre violação de dados pessoais 

 Princípios Orientadores da UNICEF sobre Dados de Titulares de Cartões (UNICEF's Guiding 
Principles on Cardholder Data). Documento que será compartilhado pelo UNICEF, para consulta, 
durante processo de licitação. 

2. Garantir a confidencialidade dos dados dos doadores e que estes não sejam usados ou divulgados 
para fins não autorizados pelo UNICEF de acordo com o regulamento de proteção de dados. 



 

3. Garantir que possui uma política de proteção de dados que atenda a todos os padrões de proteção 
de dados e requisitos legais aplicáveis e que aplicará tal política na coleta, armazenamento, uso, 
processamento, retenção e destruição de Dados do UNICEF. 

4. O contratado imporá os mesmos requisitos relativos à proteção de dados e não divulgação de Dados 
do UNICEF, que são impostos à própria empresa de telemarketing pelo UNICEF, aos seus prestadores 
de serviços, subcontratados e outros terceiros e permanecerá responsável pelo cumprimento de tais 
requisitos de seus prestadores de serviços, subcontratados e outros terceiros. 

5. Os documentos, operações, processos, tecnologia e demais dados inerentes à atividade dos 
contratos e aos quais o contratado possa ter acesso direto ou indireto, são de propriedade exclusiva 
do UNICEF. 

6. Qualquer informação recebida ou gerada durante a execução do serviço é confidencial e reservada, 
pelo que não pode ser divulgada a terceiros. 

7. O contratado será responsável pelo uso adequado das informações financeiras dos doadores. 
Portanto, caso ocorra algum tipo de irregularidade, o contratado será responsável. Com base no 
exposto, o contratado se compromete a manter estrita confidencialidade quanto às informações 
básicas dos doadores e ao banco de dados geral do UNICEF, aos quais poderá ter acesso na 
elaboração do Contrato. 

8. O contratado deve garantir que os computadores não permitam a gravação de informações em 
dispositivos externos, como CDs, DVDs, pendrives entre outros. Os computadores devem estar 
adequadamente protegidos contra vírus e outros riscos à segurança do computador. 

9. Proibir o uso de celular, celular com câmera ou qualquer outro dispositivo de gravação e 
armazenamento externo. O uso de caneta, papel, pertences pessoais é vetado dentro do ambiente 
onde as PAs serão alocadas. 

 
9. Acordo de Nível de Serviço (SLA): 

 
1. O contratado deve respeitar 99% de precisão do relatório com 1% de margem de erro. 
2. O contratado fará o acompanhamento com revisão em 1x24 horas e se compromete a mitigar o 

mesmo erro ocorrendo novamente no futuro. Mensalmente, o relatório de precisão dos relatórios 
será apresentado pelo UNICEF para ser revisado e discutido com o contratado. 

3. Tempestividade dos relatórios: 100% de cumprimento do cronograma definido na etapa de 
planejamento. 

4. O contratado deve ser capaz de implementar uma operação de home office em menos de 24 horas, 
se necessário como parte da estratégia de Continuidade de Negócios. 

5. Todas as informações críticas (bancos de dados, aplicativos e informações confidenciais) devem ter 
backup diário. 

6. O percentual de falhas do sistema deve ser: Máximo 0,2% do tempo de operação. 
7. O cronograma de treinamento acordado deve ser 100% cumprido. 
8. Em relação ao gerenciamento de incidentes e objetivo de serviço, o contratado fornecerá ou 

designará um funcionário experiente que responderá por e-mail ou telefone com base em diferentes 
incidentes classificados dentro dos seguintes critérios: urgente, normal e baixa prioridade. 

9.  O contratado deve ter notificação de incidentes de segurança e o plano de resposta a incidentes em 
vigor e esteja preparado para responder imediatamente a uma violação do sistema. Certificar-se de 
que o plano aborda o seguinte, no mínimo: 

 Funções, responsabilidades e estratégias de comunicação e contato em caso de compromisso, 
incluindo notificação das marcas de pagamento, no mínimo; 



 

 Procedimentos específicos de resposta a incidentes; 

 Procedimentos de recuperação e continuidade de negócios; 

 Processos de backup de dados; 

 Análise de requisitos legais para reportar compromissos; 

 Cobertura e respostas de todos os componentes críticos do sistema; 

 Referência ou inclusão de procedimentos de resposta a incidentes das marcas de pagamento. 

10. O contrato deve comunicar imediatamente situações identificadas de possíveis fraudes, falha de 
sistemas, troca de equipe (desde o operador até a liderança), mudança de espaço físico ainda que seja no 
mesmo andar e mesmo prédio. Todas as mudanças de espaço físico devem ocorrer fora do horário de 
operação. 
11. Quaisquer incidentes de segurança ou violações de dados que afetem clientes ou dados do UNICEF 
devem obrigatoriamente e imediatamente ser relatados oficialmente, por e-mail, aos contatos que a 
contratada possui contato com o UNICEF. 
 

9. Processamento e Segurança de dados 

 
1. O contratado deverá ter estrutura, sistema e equipe para realizar trocas de arquivos de cobrança e 

ou alterações de doações com o UNICEF e diretamente com as companhias de energia conveniadas 
e com o UNICEF, e/ou seus parceiros/portais de pagamento, conforme acordado entre as partes. 
Esse processo se dará sob supervisão do UNICEF, de acordo com as regras de segurança e 
confidencialidade de dados estabelecida entre as partes e de acordo com a legislação nacional 

2. Os dados confidenciais dos doadores devem ser armazenados criptografados na base de dados 
hospedada no Contratado. Durante o atendimento, o operador deve visualizar parcialmente os 
dados de pagamento. Ao final do atendimento esses dados são novamente criptografados. A 
transferência de dados entre UNICEF e o prestador de serviços deve-se dar em ambiente seguro; 

3. O contratado deverá assegurar todos os procedimentos/garantia de qualidade para minimizar o risco 
de fraude, ou vazamento de informações e dados sensíveis. Os dados confidenciais dos doadores 
permanecem propriedade exclusiva do UNICEF e o contratado deve assegurar que irá tratar tais 
dados confidenciais com todas as medidas de segurança exigidas pela LGPD e disponibilizar tais 
dados ao UNICEF em até 72 horas sempre que solicitado; 

4. Todo contato efetivo deve ser gravado e armazenado no contratado e enviadas ao UNICEF de forma 
segura. O UNICEF deve ter acesso às gravações sempre que solicitado. Espera-se acesso online ao 
sistema degGravação de áudio e telas mediante instalação de VPN do lado do Unicef sem 
necessidade de baixar os arquivos. 

5. Não deverá ocorrer a troca de dados de cartão de crédito (CHD) entre UNICEF e o prestador de 
serviços. 

 
10. Telefonia 

 
1. O contratado deverá contratar e arcar com os custos de telefonia e repassar os mesmos 

descriminados ao Unicef para pagamento, mensalmente. Todos os esforços para economia e melhor 
relação custo-benefício de telefonia devem ser feitos pelo contratado.  

2. Para as operaçõesde DRTV é pré-requisito que haja TV com acesso aos canais abertos e fechados 
(especificados no plano de mídia); detalhar necessidade de assinatura mensal de um plano. 



 

 
11. Disposições Gerais 

 
1. Esse Acordo de Longo de Prazo (LTA) se refere à contratação de prestação de serviços para 

campanhas com objetivos diversos. Caso os serviços prestados pela empresa não se encaixem em 
alguns dos requisitos específicos listados acima, os mesmos podem ser desconsiderados das 
propostas técnicas e financeiras; 

2. É mandatório que os custos sejam enviados da forma mais detalhada possível e com separação entre 
Operação/RH, Sistemas e Processamento de dados; 

3. O UNICEF reserva-se o direito de não contratar os serviços acima caso entenda que seus preços 
estejam incompatíveis com os preços praticados no mercado, ou se as características técnicas da 
proposta não se mostrarem suficientes para a ação. 

 
12. Perguntas e Respostas: 

 
1. Qual a quantidade de dias de treinamento inicial?  

O treinamento do produto UNICEF leva até 1 semana.  
 

2. Estamos entendendo que toda regra de negócio da doação deve ser desenvolvida no CRM da 
Contratada, está correto entendimento?  
Não, a regra de negócio é desenvolvida no Unicef e encaminhada para a contratada, conforme 
estratégia de cada campanha.  
 

3. As ações dos mailings serão enviadas via arquivo de carga sendo assim o UNICEF irá enviar o 
arquivo de mailing já informando qual ação deverá ser realizada, sendo assim a lógica da régua 
de doação fica no sistema do UNICEF a Contratada somente será responsável pelos 
acionamentos. está correto o nosso entendimento?  
Sim. Mas em algumas operações de aquisição, o mailing é gerado a partir de leads gerados na 
própria campanha.  
 

4. Para o receptivo terá URA? Se sim, como será o fluxo? Qual o volume de chamadas e o tempo 
médio de navegação? 
A estratégia de URA será detalhada a partir da contratação. Enviar com a proposta um exemplo 
de integração de URA com sistemas de pagamento PCI.  
 

5. Qual seria o fluxo do Chatbot com seus autosserviços e integrações para fazer além do Gateway 
de pagamento?  
O chatbot seria um adicional, com estratégia e fluxos definidos em conjunto após a contratação. 
Enviar proposta e valores estimados de set up e manutenção mensal.  
 

6. As regras de negócios do CRM da Contratada deverão ter diferença entre as campanhas? 
Exemplo a campanha ativa tem determinadas regras, as campanhas do 0800 terão outras?  
Sim, serão diferentes e estão especificadas no TOR, item atribuição do trabalho.  
 



 

7. Para propormos preço por comissionamento de operadores por produtividade, se faz necessário 
que o UNICEF envie a produtividade histórica por operador para cada tipo de campanha.  
A proposta deve ser baseada em resultados de outros clientes e da experiência da agência no 
mercado. Campanhas serão definidas em uma próxima etapa, neste momento a prioridade é o 
modelo proposto 
 

8. Para propor modelo de precificação variável por aquisição de doador, precisamos das seguintes 
informações históricas: Qual o % alcance do mailing?  
A proposta deve ser baseada em resultados de outros clientes e da experiência da agência no 
mercado.  
  

9. Podem detalhar melhor o racional de faturamento para os preços para serviço de 
processamento de doações?  
Não podemos fornecer informações adicionais além do que já consta no documento TOR.  

 
10. Qual o volume mensal histórico de processamento de doações, incluindo análises, relatoria, 

interações com parceiros externos e todos os itens necessários para a efetividade das 
cobranças?  
Não podemos fornecer informações adicionais além do que já consta no documento TOR.  

 
11. Qual o ticket médio por doação?  

R$ 45,00 mensais.  
 

12. Quais as volumetrias históricas de chamadas receptivas, ativas e via WhatsApp, bem como o 
TMA de cada uma, para realização assertiva do dimensionamento. Para campanha de aquisição, 
receptivo DRTV, uma média de 2 mil chamadas mensais.  
Para campanhas de retenção: por volta de 280.000 registros no ano, ou seja, 23.300 por mês e 
RECEPTIVO: 13.200 anual, cerca de 1.100 mês. E-mail e WhatsApp para campanhas de retenção: 
3000 a 3500 mensagens por mês  
 

13. Para as campanhas abaixo, favor informar quais indicadores devemos adotar para 
dimensionamento das campanhas de Upgrade e Saving e Doação extra:  
A proposta deve ser baseada em resultados de outros clientes e da experiência da agência no 
mercado, por campanha.  
 

14. Na campanha "Relacionamento e pós-venda para doadores ativos (SAC RECEPTIVO e Reversão 
de Cancelamento)", o atendimento de reversão de cancelamento ocorrerá de forma receptiva, 
ou haverá o contato ativo com uma listagem de cancelamentos?  
A reversão de cancelamento é feita no receptivo e, posteriormente é feito um segundo contato 
para reativar o doador ativamente.  
 

15. Qual formato de atendimento da campanha "Relacionamento e pósvenda para doadores ativos 
(Welcome)", será ativa, receptiva ou digital? 
Ativa e digital.  
 



 

16. Para os atendimento Receptivos, vocês possuem histórico intradia e intra hora de volume e 
TMA? Caso sim, poderiam nos encaminhar, por gentileza?  
Não podemos fornecer informações adicionais além daquelas que já constam no documento 
TOR.  
 

17. Qual o volume mensal de chamadas?  
Para campanha de aquisição, receptivo DRTV, uma média de 2 mil chamadas mensais. Para 
campanhas de retenção: por volta de 280.000 registros no ano, ou seja, 23.300 por mês e 
RECEPTIVO: 13.200 anual, cerca de 1.100 mês. E-mail e WhatsApp para campanhas de retenção: 
3000 a 3500 mensagens por mês. 

 
18. Será necessário desenvolver a URA de atendimento?  

Sim, enviar proposta separada. Caso sim, podem nos encaminhar a árvore da URA para 
medirmos os esforços necessários? Hoje nós não temos uma URA implantada, portanto não 
temos a informação sobre a árvore. Enviar baseada em resultados de outros clientes e da 
experiência da agência no mercado, por campanha.  

 
19. Haverá necessidades de integração entre os sistemas do Unicef com os sistemas da contratada? 

Podem compartilhar as documentações de API´s para medirmos os esforços. Dependendo da 
campanha sim.  

 
20. Há a necessidade de gravação de tela dos atendimentos?  

É desejável, mas não obrigatória. Se sim, qual a porcentagem dos contatos deve ser gravada e 
qual o período de armazenamento das gravações? Sim, de acordo com a regulamentação do 
setor.  

 

METODOLOGIA E PROPOSTA TÉCNICA 
 
Os licitantes deverão apresentar na proposta técnica o escopo e a metodologia do serviço a ser 
contratado conforme atribuições do serviço descritos neste documento. 
 
A proposta técnica deve minimizar a repetição do que está declarado no Termo de Referência e deve 
enfatizar as contribuições e as formas de implementação que o proponente espera utilizar, tendo em 
conta as informações contidas nesse Termo de Referência.  
 
A proposta técnica deve conter o cronograma de execução dos serviços, a metodologia, métodos, 
equipe planejada para execução dos serviços, etc. 
 
Dados de custo não podem ser incluídos dentro da proposta técnica. 
 

PRODUTOS E PROPOSTA FINANCEIRA  

 
A proposta financeira deve ser apresentada apenas através das planilha orçamentária (ANEXO D) anexa a 
esse processo.  
 



 

Custos adicionais, como e-mails, chats, WhatsApp, SMS, telefonia, etc., que não contemplam na planilha 
ANEXO D, podem ser enviados em documento separado. 
 
 
Deve ser considerado nos preços dos produtos acima solicitados todo e qualquer custo inerente ao 
desenvolvimento e execução dos serviços/produtos (tais como viagens, subcontratação de serviços, 
despesas administrativas, etc). Não será aceito nenhum custo adicional para execução do mesmo.  
 

VIGÊNCIA E CRONOGRAMA DE TRABALHO 

Vigência: 24 meses a partir da assinatura do Acordo de Longo Prazo (LTA), com a opção de renovação por 
mais 12 meses.   
 
Estimativa de Início: 01/02/2025 
Estimativa de Término: 01/02/2027 

 
QUALIFICAÇÃO OU CONHECIMENTO ESPECIALIZADO / EXPERIÊNCIA NECESSÁRIA 
 
1 - O contratado deve ser legalmente autorizado para operar e ter uma licença para realizar as tarefas 
exigidas no país; 
 
2 - O contratado deve estar estabelecido no país por mais de 3 (três) anos e ter experiência em venda 
direta, recrutamento e gestão de operadores, bem como gestão de dados e processamento/faturamento 
de doações. Os devidos comprovantes de capacidade técnica e/ou contratos de trabalho devem ser 
enviados em anexo à proposta; 
 
3 - Desejável experiência ou conhecimento em captação de recursos via Telemarketing;  
 
4 - O contratado deve ser legalmente autorizado para operar e seguir rigorosamente o código da ABT; 
 
5 - O contratado deverá contar com profissionais qualificados com mínimo de 03 (três) anos de 
experiência em: 

 Venda direta via telemarketing; 

 Recrutamento de operadores; e 

 Gestão de dados e processamento/faturamento de doações por conta de luz e/ou telefone 
 

6 - Será considerado como um diferencial prestadores de serviço que demonstrem abertura para 
pagamento de serviço ativo por aquisição de doador, ao invés de um custo fixo por ponto de atendimento 
(PA). No caso de apresentação de custo no modelo custo fixo por PA, considerar que o valor de telefonia 
será reembolsado pelo UNICEF;  
 
7 - Não poderão participar deste processo empresas em processo de falência, recuperação judicial, 
extrajudicial, insolvência, ou sob outra forma de concurso de credores, em dissolução ou em liquidação. 
 
8 - MANDATÓRIO fornecer juntamente com a proposta a documentação abaixo:  

 Ato constitutivo, Estatuto ou Contrato Social; reconhecido pela junta comercial e com a 
comprovação da diretoria em exercício; 

 Os demonstrativos financeiros de dois anos mais recentes para o exercício financeiro completo; 



 

 Relatório da última auditoria realizada; 
 Cartão CNPJ; 
 Currículos dos gestores de operação. 

 

CRITÉRIOS DAS PROPOSTAS TÉCNICAS E FINANCEIRAS  
 
A avaliação será dividida em duas etapas. A primeira consistirá na confirmação de que a empresa cumpre 
os requisitos de PCI Compliance, sendo obrigatória a apresentação do certificado de PCI Compliance, 
conforme exigido a seguir: 

 Seja versão v4 

 Tenha sido emitido nos últimos 12 meses 

 Seja assinado por um Executivo Sênior 

 Seja válido para os serviços específicos que serão prestados pelo fornecedor. 

 
Somente as empresas que cumprirem com a exigência de PCI mencionada acima serão consideradas para 
a segunda etapa da avaliação técnica. Portanto, a não apresentação do documento ou o envio em 
desacordo com o exigido acarretará na desclassificação da proponente. 
 
A segunda etapa consiste na avaliação cumulativa dos fatores técnica e preço, com pesos de 70 e 30, 
respectivamente. 
 
Proposta Técnica: 70 pontos 
 
As empresas deverão obter no mínimo 49 pontos na etapa de avaliação técnica para poderem avançar no 
processo licitatório. Apenas as empresas que atenderem a esse requisito terão suas propostas comerciais 
abertas e avaliadas. 
 

Critério de avaliação Subcritérios Pontuação máxima ou mínima 

Experiência comprovada 

de pelo menos 03 anos no 

setor de vendas e 

atendimento ao cliente. 

Apresentação de 

atestados de 

Capacidade técnica ou 

certificados de 

realização de trabalhos 

na área de vendas e 

atendimento ao 

cliente, nos últimos 03 

anos 

15 pontos – 10 ou mais anos de experiência 

10 pontos – Entre 8 e 9 anos de experiência 

8 pontos – Entre 6 e 7 anos de experiência 

6 Pontos – Entre 4 e 5 anos de experiência 

0 pontos – Menos de 3 anos de experiência  



 

Qualidade da equipe e 

qualificação técnica dos 

profissionais 

disponibilizados para a 

realização do trabalho.  

Currículo dos gestores 

da equipe separado 

por especialidades 

necessárias e 

dedicados à realização 

do trabalho 

15 pontos – Excelente evidência da capacidade para atender e 

superar os requisitos 

12 pontos – Boa evidência da capacidade para atender e 

superar os requisitos 

10 pontos – Evidência satisfatória da capacidade para atender 

os requisitos 

7 pontos – Evidência marginalmente aceitável / fraca da 

capacidade para atender os requisitos  

3 pontos – Insuficiente: nenhuma evidencia que demonstre 

capacidade para atender aos requisitos  

0 pontos – Nenhuma informação submetida ou inaceitável 

conforme os requisitos 

Clareza e qualidade geral 

da Proposta Técnica: os 

elementos apresentados 

estão claros e na 

sequência das atividades e 

o planejamento é lógico, 

realista, eficiente, 

prevendo a entrega dos 

produtos pontualmente. 

Proposta técnica 

detalhada 

40 pontos – Excelente evidência da capacidade para atender e 

superar os requisitos 

30 pontos – Boa evidência da capacidade para atender e 

superar os requisitos 

20 pontos – Evidência satisfatória da capacidade para atender 

os requisitos 

10 pontos – Evidência marginalmente aceitável / fraca da 

capacidade para atender os requisitos  

5 pontos – Insuficiente: nenhuma evidencia que demonstre 

capacidade para atender aos requisitos  

0 pontos – Nenhuma informação submetida ou inaceitável 

conforme os requisitos 

 
 
A proposta técnica que não alcançar pelo menos 49 pontos (49/70), será excluída automaticamente do processo. 
 
Apenas as propostas que cumprirem em totalidade os requisitos técnicos mínimos propostos terão suas propostas 
comerciais avaliadas.  

 
Proposta Financeira - 30 pontos 
 

A proposta financeira deve abranger os serviços a serem prestados, em nível detalhado, e deve conter os preços dos 

seguintes produtos/serviços, conforme descrito no tópico PRODUTOS. 
 

Os preços a serem apresentados pelas proponentes deverão ser preços brutos, ou seja, incluir todos os custos (tais 
como impostos, taxas etc.). 
 
Os fornecedores devem considerar nos preços dos produtos/serviços acima solicitados todo e qualquer custo 
inerente ao desenvolvimento e execução dos serviços/produtos (tais como viagens, subcontratação de serviços 
etc.). 
 
Em caso de solicitação, por parte do UNICEF, de serviços/produtos adicionais, que não estejam previstos e 
estabelecidos no Acordo de Longo Prazo (LTA), ou cujo dimensionamento mínimo acordado neste Instrumento seja 
extrapolado, as Partes deverão negociar previamente um planejamento operacional para as atividades adicionais, 
antes de sua execução, ficando a critério do UNICEF a possibilidade de aditar o Acordo de Longo Prazo (LTA 
estabelecido, a fim de que sejam adicionados os novos serviços/produtos que venham a ser necessários. 

 



 

Para calcular a pontuação financeira, a seguinte fórmula será usada: 

 

NF = 30 x MP / PA 

Onde: 

NF = Nota Financeira 

MP = Proposta com menor preço total 

PA = Proposta sob Avaliação 

 

A proposta do fornecedor que apresentar o menor preço total deverá possuir nota financeira de 30 pontos. 

 
Classificação Final 
 
O Resultado Final (RF) é a combinação de análise técnica e de preços com o objetivo de estabelecer a 
grade de classificação final e o licitante vencedor. 
O Resultado Final (RF) será a soma da Nota Técnica (peso 70%) com a Nota Financeira (peso 30%), ou seja: 
RF = NT + NF 
 
As 3 empresas que atingirem as pontuações finais mais altas (RF) serão selecionadas para estabelecer um 
Acordo de Longo Prazo (LTA) com o UNICEF.  
 
Empate 
 
Em caso de empate, o Licitante que obtiver a maior pontuação no item Clareza e Qualidade Geral da 
Proposta Técnica será considerado melhor classificado. 
 
Persistindo o empate, o licitante que obtiver a maior pontuação no item qualidade da equipe e 
qualificação técnica dos profissionais disponibilizados para a realização do trabalho. 
 

CONSIDERAÇÕES ESPECIAIS 
 

Com base nas informações deste Termo de Referência, os proponentes deverão elaborar suas propostas 
de serviço, com espaço para proporem abordagens, metodologias, propostas quantitativas etc. 
 
O UNICEF poderá realizar uma sessão pública on-line (através das ferramentas Microsoft Teams ou Zoom) 
para esclarecimento de eventuais dúvidas sobre o referido processo de licitação. Maiores detalhes acerca 
desta sessão serão divulgados no site do UNICEF Brasil: https://www.unicef.org/brazil/oportunidade-
para-fornecedores.  
 
Para a avaliação da qualificação e experiência da empresa: 
 
Apresentação de documentos, tais como: certificados de capacidade técnica e declarações que certificam 
a conclusão de projeto similar ou serviço de consultoria prestados no passado. O documento deve conter 
informações suficientes que permitam a análise adequada das experiências e também conter informações 
sobre o emissor com contato de referência. 
 
Para a avaliação da qualificação e experiência da equipe técnica: 
 



 

Experiências e Qualificações: A experiência de trabalho deve ser comprovada por currículo, informando 
os locais de trabalho e seus contatos, a função desempenhada, o período de conclusão, etc. Para o 
currículo deve ser anexado outros documentos atestando a experiência profissional, tais como 
informações sobre livros ou artigos publicados, detalhadas informações sobre o escopo dos serviços 
executados, contratos assinados, relatórios ou estudos realizados, etc. Quanto às qualificações 
informadas, as mesmas deverão ser evidenciadas através de devida documentação (certificado, 
declaração, etc). 
 
Nota: O UNICEF reserva-se o direito de solicitar esclarecimentos aos proponentes sobre qualquer 
informação apresentada na proposta. 
 
As propostas serão avaliadas por uma equipe do UNICEF para verificação os méritos em dois quesitos: 
técnico e de valor do serviço. 
 
As propostas devem, imprescindível e unicamente, ser enviadas pelo site UNGM. Não serão 
aceitas propostas enviadas por meio físico nem por e-mail. A documentação deverá ser 
composta de 1 arquivo para a proposta comercial/preço e 1 arquivo para a proposta técnica. Os 
demais documentos de apoio e comprovações técnicas deverão estar anexadas à proposta 
técnica. 
 
As propostas técnica e financeira devem ser enviadas em arquivos separados. Deverá ser também 
encaminhado o REQUEST FOR PROPOSAL FOR SERVICES FORM, constante nas páginas 3, 4 e 5 deste 
documento, devidamente assinado. Caso o REQUEST FOR PROPOSAL FOR SERVICES FORM não seja 
enviado e assinado junto com as propostas separadas (proposta técnica e comercial separadamente), sua 
empresa SERÁ DESCLASSIFICADA POR NÃO ATENDER OS TERMOS E CONDIÇÕES do UNICEF. 


