
 

 

 
TERMS OF REFERENCE 

Constituent Relationship Management (CRM) Review Consultant 

________________________________________________________________________ 

 
IDLO has used the CiviCRM system since 2016 to manage contacts and as a mailings platform. 
Mailings include newsletters, invitations, event reminders and other updates. We currently have 
more than 10,000 active contacts in our CiviCRM database, and our global network continues to 
grow. The database comprises interested individuals who have subscribed via our website to 
receive updates from IDLO, as well as partners and stakeholders proactively added to the 
database by us.  
 
Our CiviCRM is integrated with our website. Contacts are the basic building block of our CiviCRM. 
These contacts are spread across the world and represent diverse stakeholder groups and 
thematic or geographic interests. CiviCRM was also designed to allows us to represent 
connections between contacts by creating relationships. For example, it enables us to track 
relationships between individuals and organizations. 
 
However, various issues have arisen with the CiviCRM related to its functionality, ease-of-use and 
integration. We are now using MailChimp as a back-up.  
 
The purpose of this consultancy is to review our CiviCRM system and determine whether it should 
be retained and upgraded or replaced with a new system. With the recommended option, the 
consultant should advise on the required specifications, training and technology support, and 
inform IDLO of expected technical set-up and recurring staffing needs and costs.   
 
The digital/web specialist should also conduct an inventory of IDLO’s contacts, including those in 
the CiviCRM database and held separately (i.e. files and other databases), and suggest ways to 
better match audiences with institutional relationship-management objectives. This should 
involve auditing and consolidating contacts (as many are inactive/out of date) as well as groups, 
and tags structure and taxonomy, using the existing CiviCRM tags as a starting point. 
 
The successful consultant will be provided with IDLO’s User Guide to CiviCRM and other relevant 
documentation, and briefed on current usage of CiviCRM and the technical aspects of IDLO’s ICT 
systems. S/he will be required to work remotely, with visits to the IDLO Rome office proposed 
only if the consultant is based in or near Rome.   
 
Under the supervision of the Chief of Partnerships and Governance, the consultant will deliver the 
following, within mutually agreed deadlines: 
 

▪ Review of IDLO’s existing CiviCRM 
o Desk review of documentation for CiviCRM functionality and overall system design 
o Consult IDLO staff to understand issues with CiviCRM encompassing functionality, ease-

of-use and integration 
o Consult IDLO’s ICT team and other staff to understand relevant current and planned ICT 

projects with a view to assess the potential for integration   
o Document all issues with the CiviCRM system, including its mailing platform, and 

determine the gaps in terms of desired capability from a technical and user perspective  
o Clearly define what would be fit-for-purpose for IDLO 



   

2 
 

o Based on the review, determine whether the CiviCRM system could be upgraded to 
overcome current issues and meet the organization’s needs. 
 

▪ Inventory and advice on contact strategy 
o Conduct an inventory of IDLO’s contacts, noting that not all contacts are currently 

contained in the CiviCRM database.  
o Analyze current engagement enabled by our existing system to identify gaps and 

opportunities. 
o Advise on restructuring or rebuilding contacts list to better fit organization’s relationship-

management goals 

 

▪ Compare Civi with other solutions on the market and recommend the best way forward 
o Based on the two stages above, undertake a review of available CRM systems and their 

features, and recommend potentially better tools. 
o Recommend technical solutions and present them to IDLO staff for discussion 
o Based on consultations, draft comprehensive technical specifications for the preferred 

solution as well as the projected staffing needs to introduce and maintain a new system, 
including migration. 

 
Please submit your CV and an expression of interest, including an outline of how you would 
approach this consultancy with a timeframe, noting the review should be completed by mid-
December 2021. A rate will be negotiated with the successful consultant. Please email your CV 
and expression of interest to jmarks@idlo.int. 
 

IDEAL CANDIDATE PROFILE 

Education 

▪ Graduate degree in web development, computer science or related field. 

Work experience and technical skills 

▪ Strong knowledge of, and proven technical expertise in, CRM systems and web applications, 
including their design and use, and current knowledge of CRM solutions available on the 
market. 

▪ Previous experience conducting needs assessments for CRM solutions and/or reviews of CRM 
systems. 

▪ Working knowledge of Drupal. 

▪ At least seven years working in the ICT field.  

Languages 

▪ Ability to work and write in English is required. 

Behavioural competencies 

▪ Good interpersonal and cross-cultural communication skills. 

▪ Ability to work under pressure with tight deadlines, flexibility and an entrepreneurial spirit. 

▪ Ability to respond to queries and provide feedback in a timely manner. 

▪ Strong sense of ethics, integrity, respect of diversity, and commitment to IDLO’s mandate. 

▪ Proven ability to see through tasks set and deliver results. 
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