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TERMS OF REFERENCE
Design, Development, Deployment, and Handover of a
Multichannel AI-Enabled Hotline Support System
for Automated Public Inquiry Handling, Referral, and Risk Education (Awareness)

	End-user of the system
	Lebanon Mine Action Center (LMAC)

	Users of the hotline
	General public in Lebanon, in particular Lebanese living in or around conflict-affected areas

	Contracting and facilitating organization
	HAMAP Humanitaire — Lebanon Country Programme (Project BRIDGE - SPF)

	Document status
	Draft v4.0 — 25th April 2026 — For final procurement review and publication

	Purpose
	The purpose of this assignment is to design, build, test, deploy, and support the handover of a multichannel hotline support system that extends the reach and responsiveness of the LMAC hotline through controlled digital messaging and, subject to feasibility, structured or automated voice functionalities.

	Channel(s)
	At least one digital messaging channel, such as WhatsApp, social media messaging, web chat, or another agreed channel. 
A voice component may also be included subject to feasibility, cost, Arabic-language performance, and LMAC/HAMAP approval. This may take the form of structured voice-message intake for officer callback and/or automated voice response.

	Languages
	· Arabic (primary language – understanding Lebanese Arabic and answering in formal Arabic)
· English
· French (optional)

	 Financial offer
	The total fees of the Consultant(s) should include all fees (both remotely and in-situ), such as transport, flights, housing / per diem, tools, licenses, and post-launch support. 
Costs to be divided per phase as per the scope of works (part 5.), and according to channels. Costs must distinguish

	Contract type
	Fixed-price deliverable-based contract

	Expected duration
	Approximately 12–16 weeks from contract signature, plus post-launch support period
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[bookmark: _Toc228021481]Terminology
	Term
	Full contractual name
	Simple / commonly used name
	Definition

	Core System
	Multichannel AI-Enabled Hotline Support System
	Hotline support system / AI hotline system
	The shared system architecture that includes the approved knowledge base, decision logic, fallback and escalation rules, interaction database, reporting dashboard, case export functions, and administration interface. The core system is designed to support one or more user-facing channels.

	Option A
	Digital Messaging Channel
	AI chatbot
	A controlled digital channel through which users interact with the system in writing, for example through WhatsApp, social media messaging, web chat, or another agreed platform. It shall use approved content, structured interaction flows, and defined fallback rules.

	Option B
	AI Voice Component
	Voice component / AI voice option
	A complementary phone-based component that may be added to the digital messaging channel, subject to feasibility, cost, Arabic-language performance, sustainability, and LMAC/HAMAP approval. Option B includes two possible sub-options: B1 and B2.

	Sub-option B1
	Structured Voice-Message Intake
	AI-assisted voicemail / guided voicemail
	A simpler voice component allowing callers to leave a guided recorded message when no human operator is available. The system shall support transcription or summary, categorization, prioritization, logging, and assignment for LMAC officer callback.

	Sub-option B2
	Automated Voice Response
	AI voice assistant
	A more advanced voice component allowing callers to interact orally with a controlled automated voice system. The system may understand spoken input and provide oral responses, but only within approved content boundaries, fallback rules, and escalation pathways.

	Fallback / escalation pathway
	Fallback and Human Follow-Up Pathway
	Human referral / callback
	The process by which urgent, sensitive, unclear, out-of-scope, or unresolved enquiries are directed to a hotline number, human operator, or officer callback process.

	Interaction database
	Structured Interaction and Case Log
	Case log / reporting database
	The structured record of relevant interactions, including enquiry type, language, urgency flag, contact details if provided, referral route, follow-up status, and other agreed fields.

	Admin interface
	Low-Code / No-Code Administration Interface
	Back-office interface / admin dashboard
	The interface enabling designated LMAC staff to update approved content, referral information, hotline numbers, service messages, and review/export case data without vendor intervention.





1. Background
The Lebanon Mine Action Authority (LMAA), through the Lebanon Mine Action Center (LMAC), leads and coordinates mine action in Lebanon, including explosive ordnance risk education (EORE) and public communication. Members of the public contact the LMAC to ask questions, report concerns, seek guidance, or obtain direction on next steps. They currently do so mainly through a phone number / hotline.
The hotline remains an essential service, but current arrangements place the full burden of call handling on LMAC officers who take turns answering calls. The manpower constraints pushed the LMAC to consider automation of the existing phone-based hotline (AI voice component) and/or extend the hotline as another automatized digital-messaging channel with the public (AI chatbot). Routine, repetitive, and low-risk enquiries consume a disproportionate share of officers’ time that could otherwise be directed to more complex cases and coordination functions.
LMAC therefore intends to establish a multichannel and multilingual AI – enabled hotline support system (AI voice assistant and/or chatbot) embedded in its public-facing channels. The service is intended to strengthen the hotline, not replace it. It will provide first-line support through at least one digital messaging channel, guide users to the correct contact or next step, answer common low-risk questions using approved content, deliver simple safety messages where relevant, and generate structured information on inquiry patterns.
In addition, the assignment shall assess the feasibility of adding a voice component. This may take the form of a structured voice-message intake channel, where callers leave guided recorded messages that are analyzed and logged for officer callback, or a more advanced automated voice response channel, where callers interact directly with a controlled voice system.
This assignment is facilitated by HAMAP-Humanitaire under Project BRIDGE (Belgian Federal Public Service / Peacebuilding Unit (S0.1)) and forms part of a broader program of institutional support to LMAC. The assignment is designed with phase-approach, including a pilot, with the intent of demonstrating the model at manageable cost and scale for full implementation and multi-channel expansion.


[bookmark: _Toc228021482]2. Purpose and Objectives
The purpose of this assignment is to design, build, test, deploy, and support a multichannel hotline support system that extends the reach and responsiveness of the LMAC hotline through controlled digital messaging and, subject to feasibility, structured or automated voice functionalities.

The specific objectives are:
1. Provide the public with an accessible, easy-to-use digital channel for contacting and interacting with the LMAC hotline service.
1. Handle common public enquiries using approved, pre-validated responses in Arabic, English, and French (optional).
1. Guide users to the appropriate hotline number, human operator, or follow-up pathway whenever the enquiry requires it.
1. Reduce the volume of repetitive, low-risk questions handled directly by hotline staff.
1. Deliver simple approved safety and risk education messages where relevant to the user’s enquiry.
1. Generate structured management information on enquiry type, volume, language, and routing patterns.
1. Transfer full ownership, operational control, and maintenance capability to LMAC upon handover.
1. Operationalize the solution in Arabic as the primary language through at least one agreed digital messaging channel, while assessing and, if feasible, deploying a complementary structured voice-message intake channel and/or automated voice response channel either within this pilot or as a later phase.

The assignment shall be implemented through a phased approach allowing an informed decision, after the initial assessment and design phases, on whether pilot deployment should proceed digital messaging (AI chatbot) or digital messaging plus an AI voice assistant.



[bookmark: _Toc228021483]3. Critical Design Constraints
The following constraints are non-negotiable and must be reflected in the technical proposal. They are not preferences — they are requirements derived from the public safety nature of the service, the official status of the LMAC hotline, and the operational realities of LMAC as a government entity.
[bookmark: _Toc228021484]3.1. Controlled Content Only — No Open Generative AI
The service must not use open-ended generative AI that responds freely to user input. All responses must be based on a strictly defined, LMAC-approved knowledge base and decision tree. The system must not venture beyond its defined scope under any circumstances. Given that this is an official LMAA/LMAC public safety channel, any unsanctioned response — whether factually incorrect, politically sensitive, culturally inappropriate, or simply off-topic — carries institutional risk for LMAC. Retrieval-based or tightly constrained logic-based architectures are required.
	The service provider must clearly explain in their proposal how the system prevents the system from responding outside its approved knowledge base. Proposals relying on unconstrained large language models without robust guardrails will not be considered.


[bookmark: _Toc228021485]3.2. Mandatory Fallback and Escalation
The system must have a clearly defined and reliable fallback at every point in the conversation flow. Whenever a user enquiry is urgent, unclear, emotionally distressed, potentially sensitive, or outside the system’s defined scope, the service must immediately escalate: directing the user to the hotline number, a human operator, or informing them clearly that they will be contacted by LMAC staff. Fallback must be the default rather than the exception. The system must never leave a user without a clear next step.

[bookmark: _Toc228021486]3.3. Arabic NLP as Primary Language Risk
Arabic is the primary language of the service and the language in which the vast majority of interactions are expected to occur. Arabic must support Lebanese user inputs and deliver outputs in an official, clear Arabic style acceptable for public service communication, with Lebanese phrasing where appropriate. This represents the most significant technical risk in the entire assignment. Many commercial voice AI and chatbot platforms perform poorly on Arabic in general and on Lebanese Arabic in particular. Voice recognition accuracy, natural language understanding, and response generation in Arabic must all be validated by the service provider during the inception phase before the platform selection is confirmed.

	Proposals must include a specific technical explanation of how Arabic NLP quality will be validated and what platform choices have been evaluated for Arabic performance. Vague references to “multilingual support” without Arabic-specific evidence will be treated as insufficient.



The service provider must include at least one team member with demonstrated Arabic NLP technical expertise and at least one team member physically based in Lebanon with native or near-native Arabic language ability. These are mandatory requirements, not desirable attributes.

[bookmark: _Toc228021487]3.4. Low-Code / No-Code Sustainability
Following handover, routine content updates, referral pathway changes, and hotline number amendments must be performable by designated LMAC staff without technical support from the vendor. The administrative interface must be genuinely usable by non-IT personnel. Full vendor lock-in is unacceptable. The system architecture, all content, conversation flows, and configuration must be fully documented and transferable.

[bookmark: _Toc228021488]3.5. Ownership, Transfer, and Reuse Rights
LMAC/LMAA shall be the operational owner of the deployed service, including its live configuration, service data, content, administrative access required for operation, and all project-specific configurations necessary to manage the service after handover.
The service provider shall transfer to LMAC, at handover, all project-specific assets necessary for continued operation and administration of the deployed service, including approved content, conversation flows, configurations, knowledge base structure, administrative documentation, user guides, technical documentation, credential records, and exportable service data, subject where applicable to the terms of any third-party platform used.
HAMAP-Humanitaire shall receive, in parallel, a full reusable project package sufficient to understand, replicate, adapt, and re-deploy the solution in other contexts without having to restart the design process from zero. This package shall include all project-specific methodologies, structured content architecture, conversation design logic, prompt or instruction structures where applicable, workflow logic, forms, templates, documentation, and other non-account-bound materials developed under this assignment.
For the avoidance of doubt, the service provider may retain ownership of its pre-existing proprietary tools, generic internal methods, and any third-party platform intellectual property not created specifically for this assignment. However, no such arrangement shall prevent LMAC from operating the deployed service independently within the agreed technical environment, nor prevent HAMAP from reusing the project outputs and developed materials to duplicate or adapt the approach in future projects.
The provider shall not structure the assignment in a manner that creates avoidable dependency through withholding of project-specific configurations, non-transfer of developed materials, or lack of usable documentation.
These ownership principles shall apply not only at handover, but from the implementation phase onward wherever technically feasible.

[bookmark: _Toc228021489]3.6. Predictable and Sustainable Running Costs
Monthly operational costs after handover must be predictable, documented in advance, and manageable within a government entity’s operational budget. The service provider must present a clear breakdown of recurring costs (platform fees, API costs, hosting, etc.) in their financial proposal. Target: below USD 200/month, ideally below USD 50/month for the pilot scope. Solutions with opaque, variable, or potentially escalating running costs will be scored accordingly.

[bookmark: _Toc228021490]3.7. Data Protection and User Privacy
Lebanon does not currently have a comprehensive data protection law equivalent to GDPR. GDPR principles will be applied as the reference standard for this assignment. The service must collect only the minimum information necessary for its defined function. Call and message logs must be protected, access-controlled, and retained only for defined periods. Users must be clearly informed that they are interacting with an automated service. The provider must explain data storage location, access controls, retention periods, and backup arrangements in their proposal.



[bookmark: _Toc228021491]4. Pilot-First Approach and Scalability
This assignment is explicitly scoped to be both a pilot-first and scalable phased approach. The pilot is designed to demonstrate the concept, validate the Arabic NLP approach, and build LMAC’s internal confidence and capability, and - if successful – launch a wider rollout.
For risk-management, budget-control, and technical validation purposes, the assignment is structured so that LMAC and HAMAP may initially contract only the early assessment and design phases. Continuation beyond these initial phases shall depend on the findings of the inception and design work, in particular with regard to Arabic NLP quality, voice-channel feasibility, overall cost, sustainability, and operational fit for purpose.
On the basis of these findings, LMAC and HAMAP will decide to proceed under one of two continuation pathways:
Option A — Digital Messaging Pilot (AI Chatbot): continuation as a controlled hotline support system deployed through one or more agreed digital messaging channels, e.g. WhatsApp, social media messaging, web chat, or another agreed channel, without voice deployment at this stage.
Option B — Digital Messaging plus AI Voice Component: continuation as a controlled digital messaging service combined with a voice component, subject to feasibility, cost, Arabic-language performance, sustainability, operational risk, and LMAC/HAMAP approval.
	Under Option B, the voice component may be implemented at one of two levels:
Sub-option B1 — Structured Voice-Message Intake: a simpler voice component allowing callers to leave guided recorded messages when no human operator is available. The system shall support transcription or summary, categorization, prioritization, logging, and assignment for LMAC officer callback.
Sub-option B2 — Automated Voice Response: a more advanced voice component allowing callers to interact orally with a controlled automated voice system, within strictly approved content boundaries, fallback rules, and escalation pathways.
The service provider shall therefore structure its proposal, methodology, work plan, and financial offer in a manner that supports this phased decision-making approach.
The pilot scope covers:
1. A functional digital messaging (AI chatbot) service on at least one agreed digital channel (WhatsApp and/or other digital messaging channels) and optionally an automated voice channel (voicemail).
1. A defined set of priority use cases identified with LMAC during inception (expected: enquiry routing, simple EORE safety messaging, hotline referral, complaint/concern escalation).
1. Arabic as the primary language, with English and French (optional) as secondary languages.
1. A fully transferred, LMAC-operated system at the end of the contract.
The voice/phone channel — which is the original LMAC hotline medium — is not excluded from this assignment. However, its deployment shall be subject to validation during the initial phases and to an explicit continuation decision by LMAC and HAMAP, either within the same assignment pathway or as a later phase depending on feasibility, budget, and strategic choice.

The service provider must design the pilot architecture in a way that is inherently scalable — meaning that adding the voice channel, expanding to additional inquiry categories, or extending the solution to other country contexts in a future phase can be done without rebuilding the system from scratch.

[bookmark: _Toc228021492]5. Scope of Work
For the purpose of this ToR, the scope of work has been divided into 6 phases as below. Unless otherwise agreed in the contract, Phases 1 and 2 shall constitute the initial mandatory scope of the assignment. These phases are intended to validate needs, Arabic NLP performance, platform suitability, implementation feasibility, and the comparative merits of a digital messaging (AI chatbot) versus adding an AI voice assistant. 
Continuation beyond Phase 2 shall be subject to explicit written approval by both LMAC and HAMAP. Following review of the outputs of Phases 1 and 2, LMAC and HAMAP will approve continuation under either of:
· Option A — Digital messaging (AI Chatbot)
· Option B — Digital messaging plus AI Voice assistant Component (either voice-intake only, or voice response)
Unless and until such written approval is given, the service provider shall not assume automatic progression to subsequent implementation phases.

Financial offer must be divided as per the following phases:

[bookmark: _Toc228021493]5.1. Inception and Needs Assessment (Weeks 1–2)
1. Kickoff meeting with LMAC focal points and HAMAP.
1. Review of existing hotline arrangements, call scripts, referral pathways, approved EORE content, and FAQ materials.
1. Structured workshops with LMAC hotline staff to identify the top call categories, current bottlenecks, escalation triggers, and vocabulary requirements (including formal vs. informal Arabic terminology).
1. Validation of Arabic NLP platform options against the Lebanese Arabic language requirements.
1. Assessment and scoping of the voice/phone channel as an optional extension.
1. Confirmation of priority use cases, channel selection, languages, service hours, and approval workflows.
1. Submission of an inception note covering methodology, work plan, assumptions, Arabic NLP validation findings, platform recommendation, and voice channel scoping.
1. The inception note shall also include an initial comparative assessment of the two possible continuation pathways: digital messaging (AI chatbot) versus adding an AI voice assistant.

[bookmark: _Toc228021494]5.2. Functional and Technical Design (Weeks 3–5)
1. Design digital messaging channel (AI chatbot) as a controlled digital hotline support channel, not a free-form conversational tool.
1. Define clear user journeys for each confirmed use case: enquiry routing, safety information provision, complaint/concern escalation, hotline referral, and unavailability handling.
1. Define service boundaries: what the chatbot answers directly, what it refers, and when it escalates immediately.
1. Design the fallback architecture: every conversation path must have a defined fallback.
1. Propose and justify the technical platform selection, demonstrating Arabic language performance.
1. Design the administrative interface for low-code/no-code content management by LMAC staff.
1. Propose data flows, storage architecture, and data protection implementation.
1. Present and obtain LMAC/HAMAP approval of the design before build begins.
The Phase 2 outputs shall include a clear recommendation from the service provider on the preferred continuation pathway, comparing at minimum: technical feasibility, Arabic NLP quality, voice-channel readiness, cost implications, implementation timeline, operational sustainability, and residual risks. These outputs shall serve as the basis for the continuation-decision by LMAC and HAMAP.

[bookmark: _Toc228021495]5.3. Content Development and Conversation Scripting (Weeks 4–6)
1. Develop the structured knowledge base in Arabic, English, and French, aligned with approved LMAC content and messaging.
1. Script all conversation flows including greetings, enquiry identification, response delivery, fallback messages, referral messages, and service unavailability messages.
1. Ensure tone is appropriate for a formal public safety service.
1. All public-facing content must be reviewed and approved by designated LMAC staff before integration.
1. Ensure language switching is clear, consistent, and reliable across all interaction paths.

[bookmark: _Toc228021496]5.4. Build, Configuration, and Integration (Weeks 6–9)
1. Configure the approved service on the agreed channel(s), in accordance with the continuation pathway formally approved by LMAC and HAMAP following the initial phases. This shall consist of either: Option B1 or Option B2, as formally approved.
1. Integrate knowledge base, conversation flows, fallback logic, and escalation rules.
1. Set up call/message logging, basic analytics (enquiry categories, language usage, referral rates, fallback triggers), and a related administrative dashboard.
1. Configure a structured case logging and export function for all relevant interactions, in particular enquiries that are escalated, referred, flagged as urgent, or otherwise require follow-up by LMAC staff. At minimum, the system shall allow export in Excel- and CSV-compatible format of the following fields, where available and applicable: date and time of interaction, language, enquiry category, urgency flag, free-text interaction summary, user contact details if provided, escalation or referral destination, and follow-up / resolution status. The system shall allow LMAC-designated staff to review, filter, and export these records without vendor intervention. 
1. Ensure hotline numbers, referral messages, and service availability messages are updatable by LMAC staff without vendor involvement.

[bookmark: _Toc228021497]5.5. Testing and Pilot (Weeks 10–11)
1. Internal testing by the service provider against all defined use cases and edge cases.
1. Arabic language quality review by a native Arabic speaker independent of the build team.
1. User acceptance testing with LMAC staff simulating real-user scenarios.
1. Limited live pilot with real users under LMAC supervision.
1. Any unsafe, inaccurate or unauthorized system output identified during testing or pilot operations shall be treated as an incident and managed in accordance with an agreed incident management procedure (notification to LMAC and HAMAP, suspension, root-cause analysis, corrective action, and recording in an incident log).
1. Documentation of issues identified, corrections made, and outstanding risks.
1. LMAC sign-off on the validated service before public launch.

[bookmark: _Toc228021498]5.6. Training, Handover, and Post-Launch Support (Week 12+)
1. Training sessions for designated LMAC staff on content updates, monitoring, escalation handling, and basic troubleshooting.
1. Delivery of training package: user guide (non-technical, in Arabic and English), system documentation, troubleshooting checklist, and administrator reference guide.
1. Full handover of all accounts, credentials, licenses, and administrative access to LMAC.
1. Post-launch support for a minimum of 60 days: bug fixing, content updates, performance monitoring, and one structured review session at 30 days.

[bookmark: _Toc228021499]5.7 Ad-hoc advisory needs:
· Applicants are invited to submit along with their offers a cost for ad-hoc advisory needs on AI: a unit cost per day, to cover potential separate needs of LMAC and/or HAMAP on AI integration on their overall operations beyond the hotline system.



[bookmark: _Toc228021500]6. Deliverables
All deliverables under this assignment shall be submitted to both LMAC and HAMAP Humanitaire. Where relevant, deliverables shall be distinguished between: (i) live operational materials and access intended for LMAC as service owner, and (ii) reusable project materials, documentation, and structured outputs to be provided to both LMAC and HAMAP.
	No.
	Deliverable
	Description
	Phases

	1
	Inception note
	Validated understanding of assignment; Arabic NLP platform validation findings; voice channel scoping; confirmed methodology, work plan, use cases, and channel assumptions; and an initial comparative assessment of the two possible continuation pathways: Option A and Option B, including B1/B2 feasibility.
	Phase 1

	2
	Service design document
	User journeys, conversation flows, fallback architecture, scope boundaries, escalation rules, platform justification, data flow, and administrative interface design. The document shall also include a reasoned recommendation on continuation pathway selection — Option A and Option B1/B2 — based on feasibility, cost, sustainability, and risk. Approved by LMAC before any build begins.
	Phase 2

	3
	Content and conversation package
	Approved multilingual knowledge base (AR/EN/FR), conversation scripts, fallback and referral messages, and safety messaging. Validated by LMAC.
	Phase 3

	4
	Prototype / demo
	Working prototype for LMAC review and approval before full configuration.
	Phase 4

	5
	Production-ready digital messaging service or production-ready hotline support service on agreed channel(s)
	Fully configured and deployed service on agreed channel(s), with all approved content integrated.
	Phase 4

	6
	Admin interface and analytics dashboard
	Management interface for content updates, monitoring, reporting, and structured case review/export. Accessible to non-technical LMAC staff. The interface shall include access to structured interaction logs and export functions for relevant cases, including escalated, urgent, referred, or follow-up enquiries
	Phase 4

	7
	Testing report
	Results of internal, language, user acceptance, and pilot testing; corrective actions taken; LMAC sign-off.
	Phase 5

	8
	Training package and handover
	Training materials (AR/EN), user guide, technical documentation, troubleshooting checklist, full credential and administrative transfer to LMAC for the live service, and delivery to both LMAC and HAMAP of the full reusable project package, including structured content, conversation logic, workflow documentation, templates, and other project-specific materials developed under the assignment.
	Phase 6

	9
	Post-launch support and final report
	Minimum 60-day support period; 30-day review session; summary of service delivered, issues resolved, handover status, and implementation recommendations and lessons learned for scale-up.
	Phase 6

	10
	Ad-hoc advisory needs on AI beyond hotline ToR
	Ad-hoc request as per short ToR, email request, or meeting agenda
	Ad-hoc


Deliverables 1 and 2 shall constitute the core decision-support package for the initial mandatory scope. Continuation beyond these deliverables shall be subject to written approval by LMAC and HAMAP in accordance with the governance provisions of this ToR.

[bookmark: _Toc228021501]7. Minimum Functional Requirements
	Area
	Minimum requirement

	AI architecture
	Controlled content only — no open generative AI. All responses are based on approved knowledge base and decision tree logic.

	Primary language
	Arabic as the primary language, supporting Lebanese user inputs and providing outputs in clear, official Arabic suitable for public service communication. Voice recognition and NLP quality validated for Arabic before platform selection is confirmed.

	Languages
	Arabic, English, and French (optional). Clear language selection and in-session switching.

	Channel(s)
	At a minimum one digital messaging channel (AI Chatbot) - Option A
AI voice component (option B1 and B2) at least scoped and priced

	Fallback
	Mandatory fallback at every conversation path. Immediate referral to hotline or human agent for urgent, sensitive, unclear, or out-of-scope enquiries.

	Unavailability handling
	Clear user messaging when hotline is busy or unavailable, with defined next steps.

	Content control
	All public-facing responses pre-approved by LMAC. No autonomous generation of safety or risk information.

	Admin interface
	Non-technical staff can update hotline numbers, referral messages, FAQs, and service availability messages without vendor involvement.

	Reporting
	Basic analytics: enquiry volume, categories, language breakdown, referral rates, fallback triggers. Exportable for LMAC reporting.

	Case logging and export
	The system must generate structured logs for relevant interactions, especially escalated, urgent, referred, or follow-up cases. Export in Excel- and CSV-compatible format must be available to LMAC staff and include, at minimum where applicable: date/time, language, enquiry category, urgency flag, free-text summary, contact details if provided, escalation/referral destination, and follow-up / resolution status.

	Autonomy rate
	Target: ≥75% of enquiries handled without escalation to a human operator.

	Data protection
	GDPR principles applied. Minimum data collection. Message logs access-controlled. Retention periods defined. Users informed of automated nature of service.

	Ownership
	Full system, data, and content ownership transferred to LMAC on handover. No vendor dependency or lock-in.

	Running costs
	Monthly operational costs documented and predictable. Target: below USD 200/month; ideally below USD 50/month for pilot scope.

	Scalability
	Architecture must support future addition of voice channel and expansion to additional use cases or country contexts without full rebuild.





[bookmark: _Toc228021502]8. Governance, Roles, and Coordination
[bookmark: _Toc228021503]8.1. Institutional Roles and decision-making
	Entity
	Role in this assignment

	LMAC
	End-user of the system and operational owner of the service: 
· Provides content approval, focal points for coordination and testing, final sign-off on public-facing content, and final acceptance of the service.
· Receives operational ownership of the live service environment at handover.

	HAMAP Humanitaire
	Contracting and facilitating organization: 
· Manages the procurement process, contract administration, and financial oversight under Project BRIDGE. 
· Provides technical advisory support and coordination between LMAC and the service provider. 
· Receives a full copy of all project-specific deliverables, documentation, and developed materials created under this assignment, with rights of reuse for future duplication or adaptation in other contexts.

	Service provider
	Responsible for assessment, design, build, testing, deployment, training, documentation, handover, and post-launch support in accordance with this ToR.



[bookmark: _Toc228021504]8.2. Approval, Validation and Coordination Process
The service provider shall report to the designated HAMAP focal point for contractual and administrative matters and shall coordinate directly with LMAC-designated focal points for technical, content, testing, and operational matters.
LMAC shall designate, at minimum: one content focal point, one technical focal point, and one functional owner for post-handover operation. One person may perform more than one of these roles.
No public-facing content, referral logic, escalation rule, or live service configuration affecting user interactions shall go live without explicit written approval from LMAC.
All formal deliverables shall be submitted simultaneously to both HAMAP and LMAC.
Continuation beyond the initial mandatory phases, and the choice of channel(s) continuation (option A, B1/B2), shall require explicit joint written approval by LMAC and HAMAP on the basis of the relevant deliverables.
Deliverables validation shall follow the following process:
· LMAC shall validate the technical and functional adequacy of the deliverable, including content, service logic, testing results, and operational fitness for purpose. 
· HAMAP shall confirm contractual compliance of the deliverable and authorize payment in accordance with the contract.
· No milestone payment shall be released unless the corresponding deliverable has been validated by LMAC and accepted by HAMAP.
The following approval rules shall apply:
· LMAC approval is required for public-facing content, referral pathways, escalation rules, service boundaries, testing acceptance, launch readiness, and final service acceptance.
· HAMAP approval is required for procurement, contractual administration, payment processing, and any formal contract modification.
· Joint approval by LMAC and HAMAP is required for any major change affecting scope, budget, timeline, platform choice, channel selection, or other material aspects of the assignment.
The service provider shall provide progress updates to both HAMAP and LMAC at least once every two weeks and shall immediately flag any dependency, delay, Arabic NLP performance issue, or other scope or delivery risk, together with proposed mitigation measures.
[bookmark: _Toc228021505]8.3. Platform configuration, Transfer-readiness and Anti-Dependency Requirements
From the start of implementation, the solution shall be configured, wherever technically feasible, in a manner that enables full operational transfer to LMAC at handover and avoids unnecessary dependency on the service provider.
Wherever technically feasible, live service accounts, phone numbers, platform workspaces, administrative environments, and related digital assets shall be configured under, or made fully transferable to, LMAC-designated ownership or control. This includes, as applicable, chatbot platform administration, WhatsApp Business assets, hosting or domain administration, analytics dashboards, API environments, and other configuration spaces required for operation of the service.
Where immediate configuration under LMAC-controlled environments is not technically feasible at project start, the service provider shall identify such exceptions in the inception note, justify them, and propose a temporary arrangement that still ensures full visibility, proper documentation, and transfer without service disruption, loss of data, or avoidable reconfiguration costs.
The service provider shall not structure the solution in a manner that creates avoidable dependency through exclusive control of accounts, credentials, configurations, platform environments, or undocumented implementation choices.
All credentials, account recovery information, access procedures, configuration records, workflow documentation, and project-specific technical materials shall be documented and kept up to date throughout implementation, not only at final handover.

[bookmark: _Toc228021506]9. Indicative Timeline
The assignment is expected to run approximately 12–16 weeks from contract signature, followed by a post-launch support period of minimum 60 days. The timeline is indicative and will be confirmed in the inception note.
	Phase
	Indicative period
	Main outputs

	Inception and needs assessment
	Weeks 1–2
	Kickoff; document review; LMAC workshops; Arabic NLP validation; voice channel scoping; use case confirmation; inception note.

	Functional and technical design
	Weeks 3–5
	User journeys; conversation flows; fallback architecture; platform selection; admin interface design; data protection plan. LMAC approval required.

	Content development
	Weeks 4–6
	Multilingual knowledge base; conversation scripts; fallback and referral messages; safety messaging. LMAC validation required.

	Build and configuration
	Weeks 6–9
	Configured chatbot service; integrated content; admin dashboard; analytics setup.

	Testing and pilot
	Weeks 10–11
	Internal testing; Arabic language quality review; user acceptance testing; limited live pilot; corrections; LMAC sign-off.

	Deployment and training
	Week 12
	Public launch; training delivery; documentation; full credential handover.

	Post-launch support
	60 days minimum
	Bug fixing; content updates; 30-day review session; final report.


[bookmark: _Toc228021507]10. Budget
Budget to be bided by applicants shall include consultant(s) fees remotely and in-situ, inclusive of all fees, transport, flights, housing / per diem, tools, licenses, and post-launch support. 

Costs should be divided per phase as per the scope of works (part 5.).

Financial proposals shall be structured in a manner consistent with the phased decision-making logic of this ToR. At minimum, applicants shall provide:
1. a price for the initial mandatory phases
2. a price for continuation under Option A — Digital messaging pilot (AI Chatbot)
In addition, applicants are encouraged to submit offers for:
3. a price for continuation under Option B1 — Digital Messaging plus Structured Voice-Message Intake;
4. a price for continuation under Option B2 — Digital Messaging plus Automated Voice Response.
	
Finally, financial proposals must clearly distinguish between:
1. One-off design, build, and deployment costs.
1. Estimation of recurring monthly operational costs after handover (platform fees, hosting, API usage, etc.).

Phases 3–6 shall be priced at proposal stage but shall be activated only upon joint written approval by LMAC and HAMAP, through the contractual mechanism defined by HAMAP.
Applicants may, in addition, present alternative cost scenarios or variants, provided that the minimum requirements above are respected.

[bookmark: _Toc228021508]11. Required Qualifications of the Service Provider
[bookmark: _Toc228021509]11.1. Mandatory Requirements
1. Proven experience designing and deploying chatbot or AI-assisted digital public information services.
1. Demonstrated technical expertise in Arabic NLP — the proposal must include evidence of Arabic-language deployments or validated Arabic NLP performance.
1. At least one team member physically based in Lebanon with native or near-native Arabic language ability (content, testing, and LMAC coordination).
1. At least one team member with technical Arabic NLP expertise.
1. Experience with low-code/no-code administrative tools and knowledge transfer to non-technical users.
1. Ability to work in Arabic and English. French is an asset.
[bookmark: _Toc228021510]11.2. Strongly Desirable
1. Experience in public safety communication, humanitarian communication, government hotline services, or comparable contexts.
1. Experience deploying multilingual services in Lebanon or the broader Arab region.
1. Familiarity with WhatsApp Business API; social media and web chat platform integration.
1. Experience with data protection implementation in contexts without a national data protection framework.
1. Prior work with UN agencies, INGOs, or government entities in Lebanon.

[bookmark: _Toc228021511]12. Proposal Submission Requirements
Interested service providers shall submit:
1. Technical proposal: 
62. Understanding of the assignment
62. Proposed service model and architecture 
62. Arabic NLP approach and platform justification
62. Work plan with milestones, including continuation-decision between channel options (A, B1/B2).
62. Team composition with roles and CVs
62. Details on support and confirmation of handover arrangements, including provision of a reusable project package to HAMAP, clearly distinguishing between live service access for LMAC and reusable non-account-bound outputs for both LMAC and HAMAP.
1. Financial proposal: 
63. Full cost breakdown distinguishing one-off and recurring costs and divided by phases
63. Including separate pricing for: (i) the initial mandatory phases, (ii) digital messaging (AI chatbot), and optionally (iii) AI Voice component (continuation option B1/B2).
1. Arabic NLP evidence: 
64. Specific documentation of Arabic language performance on the proposed platform
64. Evidence from comparable deployments if available.
1. Company profile and registration documents.
1. At least two references for comparable assignments, with contact details.
1. Examples of similar work: links, screenshots, or brief case descriptions.



[bookmark: _Toc228021512]13. Evaluation Criteria
	Criterion
	Weight
	Key evaluation questions

	Understanding of assignment and suitability of approach
	20%
	Does the proposal demonstrate a clear understanding of the LMAC hotline context, including the controlled-content requirement, low-IT maintenance needs, and the phased decision-making logic of the assignment?

	Arabic NLP capability and evidence
	25%
	Is there specific, credible evidence of Arabic language (ideally Lebanese Arabic) performance on the proposed platform? Does the proposal demonstrate a realistic and evidence-based approach to deciding whether voice deployment is advisable at pilot stage?

	Quality and practicality of the service design
	20%
	Are the conversation flows, fallback architecture, and escalation logic fit for purpose? Is the administrative interface genuinely usable by non-technical LMAC staff? Does the proposal include a practical and user-friendly approach to structured case logging, follow-up management, and export for non-technical LMAC staff? Does it present a coherent design logic under both possible continuation pathways?

	Team qualifications and relevant experience
	20%
	Does the team possess the relevant experience in comparable public service or humanitarian communication contexts?

	Handover, training, and sustainability
	15%
	Is the handover plan credible? Will LMAC staff genuinely be able to operate and update the system independently after handover?



[bookmark: _Toc228021513]14. Service Standards and Success Criteria
The following criteria will be used to assess successful delivery at contract completion:
1. At least 65% of enquiries are handled without escalation to a human operator during the pilot phase.
1. Arabic language quality assessed as clear, accurate, and natural by LMAC Arabic-speaking staff.
1. All conversation paths have a functioning fallback with no dead ends.
1. LMAC-designated staff able to perform routine content updates independently within 30 days of handover.
1. Recurring monthly operational costs documented and within the agreed ceiling.
1. Full system ownership, credentials, and documentation transferred to LMAC.
1. LMAC-designated staff are able to access, filter, and export structured case records for relevant interactions without vendor support.
1. No public-facing content has been deployed without LMAC prior approval.



[bookmark: _Toc228021514]15. Data Protection, Privacy, and Security
The provider shall design and operate the service in full compliance with GDPR principles, applied as the reference standard given the absence of equivalent Lebanese national legislation.

The proposal shall clearly address:
1. What information is collected during interactions and why.
1. Where data is stored and under what jurisdiction.
1. Who has access to message logs and administrative data, and how access is controlled.
1. How long is data retained and how it is deleted.
1. How users are informed that they are interacting with an automated service.
1. Backup, recovery, and service continuity arrangements.
1. Incident management procedure for unsafe, inaccurate or unauthorized system outputs or behaviors, including immediate notification to LMAC and temporary suspension to protect users and institutional credibility.
1. How the service can be updated safely when hotline numbers, referral pathways, or approved content change.
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