[bookmark: general-purpose-of-the-services]1. General Purpose of the Services
Tbilisi Mall intends to engage a professional marketing outsourcing agency to provide strategic, creative, digital, PR, social media, content, design, campaign planning, tenant communication, and reporting services.
The Agency shall act as an outsourced marketing partner of Tbilisi Mall and support the development, planning, execution, optimization, and reporting of all agreed marketing and communication activities.
The services shall include annual strategic planning, monthly marketing and communication services, campaign planning and execution support, social media and digital advertising management, creative development, design, copywriting, tenant coordination, PR support, influencer coordination, event communication support, reporting, and advisory services.

[bookmark: annual-communication-and-brand-strategy]2. Annual Communication and Brand Strategy
[bookmark: annual-communication-strategy]2.1. Annual Communication Strategy
The Agency shall develop a general annual communication strategy for Tbilisi Mall.
The annual communication strategy shall include, at minimum:
· Strategic communication objectives;
· Target audience segmentation;
· Brand positioning recommendations;
· Key communication pillars;
· Seasonal and annual campaign calendar;
· Suggested communication channels;
· Content direction by audience and category;
· Digital communication approach;
· PR and media communication approach;
· Tenant communication approach;
· Suggested KPIs and measurement methodology.
Deliverable: 1 PDF presentation for the annual strategy.
Deadline: Within 4 weeks from the commencement date of the agreement.
[bookmark: half-year-strategic-update]2.2. Half-Year Strategic Update
The Agency shall prepare a half-year update of the annual communication strategy, reviewing performance, market changes, campaign results, content effectiveness, and recommendations for the second half of the year.
Deliverable: 1 PDF presentation.
Deadline: No later than July 20 of the relevant year.
[bookmark: brand-positioning-and-messaging-platform]2.3. Brand Positioning and Messaging Platform
The Agency shall develop and maintain Tbilisi Mall’s brand positioning and messaging platform.
This shall include:
· Brand positioning statement;
· Brand communication pillars;
· Key messages for different target audiences;
· Tone of voice guidelines;
· Georgian, English, and Russian communication adaptation principles;
· Category-based messaging, including fashion, beauty, kids, entertainment, dining, lifestyle, home, value shopping, events, and tenant promotions.
The Agency shall ensure that all communication materials are aligned with the approved brand positioning and tone of voice.

[bookmark: X947bca24057b5f270b4f5fefb6d6c0975ee2050]3. Campaign Planning and Creative Development
[bookmark: Xd0affb902bd2fe61a96ee03ac09274b4589125d]3.1. Campaign Communication, PR and Activity Plan
The Agency shall develop communication, PR, creative, digital, and activity plans for campaigns based on Tbilisi Mall’s brief and approved budget.
The Agency shall prepare at least 5 campaign plans per year.
Each campaign plan shall include, at minimum:
· Campaign objective;
· Target audience;
· Creative concept;
· Key message;
· Mood board;
· Visual direction;
· Suggested activities;
· PR approach;
· Digital media approach;
· Social media content direction;
· Tenant involvement plan, if applicable;
· Influencer or creator recommendation, if applicable;
· Budget structure;
· Timeline and action plan;
· KPIs and reporting format.
Deliverable: 1 PDF presentation per campaign.
Minimum quantity: At least 5 campaigns per year.
Deadline: Each campaign shall be presented at least 2 months in advance, depending on campaign complexity.
[bookmark: creative-concepts]3.2. Creative Concepts
The Agency shall develop creative concepts in line with the approved communication strategy.
Each major campaign shall include a creative concept covering:
· Campaign idea;
· Campaign name or headline direction;
· Key visual direction;
· Key message;
· Copy direction;
· Visual style;
· Suggested content formats;
· Adaptation approach for digital, social media, in-mall, OOH, print, and PR channels.
The creative concept shall be included in each campaign PDF presentation and presented at least 2 months in advance, depending on campaign complexity.

[bookmark: X64305b9f63482eef8877eb2da0fa7f74dac181a]4. Monthly Content Planning and Approval Process
[bookmark: monthly-content-calendar]4.1. Monthly Content Calendar
The Agency shall prepare and submit a monthly content calendar for Tbilisi Mall’s communication channels.
The monthly content calendar shall include:
· Facebook posts;
· Instagram posts;
· Instagram stories;
· Reels and short-form video content;
· Website content, if applicable;
· Newsletter topics;
· Tenant promotions;
· Seasonal content;
· Event-related content;
· Value-driven shopping content;
· PR or media communication, if applicable.
Deadline: The monthly content calendar shall be submitted at least 10 working days before the beginning of each month for approval.
[bookmark: content-lines]4.2. Content Lines
The Agency shall develop and manage content lines relevant to Tbilisi Mall, including but not limited to:
· Fashion and style inspiration;
· Beauty and self-care;
· Kids and family;
· Dining and food court offers;
· Entertainment and leisure;
· New collections and product highlights;
· Tenant promotions;
· Seasonal campaigns;
· Event announcements;
· Shopping guides;
· Value-driven shopping content;
· Gift ideas;
· Lifestyle content;
· Mall navigation and service information.
Examples of value-driven content lines may include:
· “Create a Full Look Under 200 GEL”;
· “Top Beauty Picks Under 50 GEL”;
· “Back-to-Office Essentials Under 300 GEL”;
· “Affordable Home Accessories Under 100 GEL”;
· “Weekend Style Under 250 GEL”.
[bookmark: approval-process]4.3. Approval Process
All final communication materials must be submitted to Tbilisi Mall for approval before publication, distribution, or production.
The Agency shall provide up to two rounds of revisions for each approved deliverable, unless otherwise agreed.
Standard design and copy revisions shall be completed within 2 working days, unless the complexity of the requested changes requires additional time.

[bookmark: design-art-direction-and-copywriting]5. Design, Art Direction and Copywriting
[bookmark: monthly-social-media-designs-and-copies]5.1. Monthly Social Media Designs and Copies
The Agency shall prepare monthly social media post designs and copies.
Minimum quantity: At least 40 social media design/copy materials per month, including posts, stories, reels covers, banners, and adapted formats as required.
The content shall be prepared in Georgian and, where required, adapted into English and/or Russian.
[bookmark: monthly-newsletter]5.2. Monthly Newsletter
The Agency shall prepare a monthly PDF newsletter in Georgian and English.
The newsletter shall summarize relevant news, campaigns, events, tenant updates, promotions, and important communication topics.
Deadline: No later than the 15th day of the following month.
[bookmark: key-visuals-per-campaign]5.3. Key Visuals per Campaign
The Agency shall prepare key visuals for at least 5 communication campaigns per year.
The campaign key visual package shall include:
· Special visual style;
· Typography direction;
· Key message;
· Color and layout direction;
· Campaign adaptation system;
· Supporting design elements such as photo corners, flyers, banners, stickers, and digital templates.
Deadline: Within 10 days after campaign confirmation.
[bookmark: pos-design-development]5.4. POS Design Development
The Agency shall prepare POS designs, including but not limited to:
· Door signs;
· A-stands;
· Indoor banners;
· Promotional signs;
· Directional or informational materials.
Minimum quantity: At least 10 designs per year.
Deadline: At least 2 weeks in advance.
[bookmark: X6ece3d4055267ecf2a9d1c258689bc16ba15f14]5.5. Ad Prints for Magazines and Partner Publications
The Agency shall prepare advertising print layouts for domestic, partner, and other magazines or printed publications.
Minimum quantity: At least 5 designs per year.
Deadline: At least 1 week in advance.
[bookmark: ooh-design]5.6. OOH Design
The Agency shall prepare OOH designs for approved campaigns.
Minimum quantity: At least 5 designs per year for 5 campaigns.
Deadline: At least 1 week in advance.
[bookmark: Xcbb9090a7530f4649cd0d15a9d8b760b001f731]5.7. Existing Signage and Map Design Revisions
The Agency shall support the revision and updating of existing signage and mall maps.
Minimum quantity: At least 2 map/signage revision cycles per year.
Deadline: At least 2 weeks in advance.
[bookmark: promotional-materials-design]5.8. Promotional Materials Design
The Agency shall prepare designs for promotional materials, including gift cards, envelopes, branded materials, and campaign-related items.
Minimum quantity: Gift card and envelope design updates twice per year.
Deadline: At least 3 weeks in advance.
[bookmark: web-and-social-media-visuals]5.9. Web and Social Media Visuals
The Agency shall prepare visual materials for web and social media channels.
For each month, the Agency shall prepare a photo-video content mood board and submit it for approval before shooting or production.
Deadline: Mood board to be submitted 10 days in advance for confirmation.
Minimum monthly quantity: At least 8 photo materials and 4 video materials, unless otherwise agreed.
[bookmark: dtp-design]5.10. DTP Design
The Agency shall prepare DTP design materials, including flyers per campaign, office stationery at least once per year, and other requested materials.
Deadline: At least 2 weeks in advance.

[bookmark: X2bdf1f9f6d3dc5c829b91d458a447904f43eda2]6. Photo, Video and Short-Form Content Production Support
The Agency shall plan, script, coordinate, and support the production of photo and video content for Tbilisi Mall.
The Agency’s responsibilities shall include:
· Monthly photo/video content mood boards;
· Shooting concepts;
· Scripts and storylines for short videos;
· Shot lists;
· Production planning;
· Coordination with photographers, videographers, models, stylists, and other production participants, if applicable;
· Coordination with tenants for product or store participation;
· Editing direction;
· Adaptation for Facebook, Instagram, Reels, Stories, TikTok-style vertical formats, website, digital screens, and other relevant platforms.
The Agency shall plan and prepare short-form video content, including:
· Reels;
· Stories;
· TikTok-style vertical videos;
· Motion posts;
· Animated assets;
· Campaign teasers;
· Event highlights;
· Product and tenant highlights.
Production costs, including photographers, videographers, models, stylists, equipment rental, paid locations, props, influencers, and other third-party costs, shall be agreed and budgeted separately unless otherwise agreed in writing.

[bookmark: social-media-management]7. Social Media Management
[bookmark: facebook-and-instagram-management]7.1. Facebook and Instagram Management
The Agency shall manage Tbilisi Mall’s Facebook and Instagram communication based on the approved monthly content calendar.
The Agency shall prepare, design, copywrite, schedule, publish, and report on social media content.
Minimum quantity: At least 10 fully prepared, designed, and published posts per month on Facebook and Instagram.
Additionally, at least 30 posts/stories shall be collected, coordinated, or shared from tenants and published or reshared through Tbilisi Mall’s Facebook and Instagram channels, where relevant.
[bookmark: community-management]7.2. Community Management
The Agency shall monitor and manage community engagement across social media channels.
Community management shall include:
· Monitoring comments;
· Monitoring direct messages;
· Monitoring mentions and tags;
· Responding to standard customer inquiries;
· Providing basic information in line with approved communication guidelines;
· Escalating complaints, operational issues, reputational risks, tenant-related issues, and sensitive questions to Tbilisi Mall’s responsible team.
The response language shall be Georgian and, where necessary, English and Russian.
The Agency and Tbilisi Mall shall agree on working hours, response time, escalation rules, and communication templates.
[bookmark: social-media-reporting]7.3. Social Media Reporting
The Agency shall report monthly on social media performance, including:
· Reach;
· Impressions;
· Engagement;
· Engagement rate;
· Follower growth;
· Content performance;
· Best-performing posts;
· Audience insights;
· Recommendations for improvement.

[bookmark: digital-advertising-and-media-planning]8. Digital Advertising and Media Planning
[bookmark: meta-advertising]8.1. Meta Advertising
The Agency shall plan, set up, monitor, optimize, and report on digital advertising through Facebook and Instagram advertising platforms.
For each campaign or monthly plan, the Agency shall define:
· Objective;
· Target audience;
· Budget allocation;
· Placement plan;
· Creative formats;
· Campaign duration;
· KPIs;
· Optimization approach;
· Reporting format.
[bookmark: google-search-campaigns]8.2. Google Search Campaigns
The Agency shall prepare and manage Google Search campaigns where applicable.
This shall include:
· Keyword research;
· Keyword grouping;
· Ad set creation;
· Georgian, English, and Russian language keyword/ad adaptation;
· Campaign optimization;
· Performance reporting.
Google Search campaigns are currently not run by Tbilisi Mall on the website; however, the Agency shall provide recommendations and prepare campaign structures when requested.
[bookmark: additional-digital-channels]8.3. Additional Digital Channels
The Agency shall provide recommendations and support for additional digital advertising channels where relevant, including but not limited to:
· Google Display;
· YouTube;
· TikTok Ads;
· Local digital media;
· Programmatic or banner placements;
· Retargeting campaigns;
· Campaign landing page promotion.
Third-party media budgets shall be approved separately by Tbilisi Mall.
[bookmark: paid-media-plans]8.4. Paid Media Plans
The Agency shall prepare monthly and campaign-based paid media plans.
Each paid media plan shall include:
· Recommended channels;
· Budget split;
· Target audience;
· Estimated reach and results, where possible;
· Campaign objective;
· Creative requirements;
· KPI targets;
· Optimization plan;
· Reporting structure.

[bookmark: website-seo-and-digital-content-support]9. Website, SEO and Digital Content Support
The Agency shall support the preparation of website content and digital communication materials when requested.
This may include:
· Website banners;
· Campaign landing page copy;
· News and event texts;
· Tenant promotion texts;
· SEO-friendly descriptions;
· Store or category communication content;
· Website campaign visuals;
· Newsletter-to-website content adaptation.
The Agency shall ensure that website and digital content is consistent with the approved brand tone of voice and campaign direction.

[bookmark: pr-and-media-relations]10. PR and Media Relations
The Agency shall support Tbilisi Mall’s public relations and media communication activities.
The PR scope may include:
· PR strategy recommendations;
· Press releases;
· Media announcements;
· Media invitation texts;
· Event-related PR materials;
· Campaign PR texts;
· Coordination with media representatives;
· Suggested media list;
· Media coverage monitoring;
· Post-campaign PR reporting.
The Agency shall prepare PR materials for selected campaigns, events, tenant-related announcements, seasonal activations, and major mall communication topics.
Media placement costs, paid PR placements, and third-party media costs shall be approved and budgeted separately unless otherwise agreed.

[bookmark: influencer-and-creator-marketing]11. Influencer and Creator Marketing
The Agency shall propose and coordinate influencer and creator collaborations for relevant campaigns.
This shall include:
· Influencer/creator shortlist;
· Relevance and audience analysis;
· Collaboration concept;
· Deliverables list;
· Posting schedule;
· Content approval process;
· Coordination of content publication;
· Performance reporting.
Influencer fees, creator fees, product costs, event participation costs, and paid collaboration costs shall be approved and budgeted separately by Tbilisi Mall unless otherwise agreed.

[bookmark: event-communication-support]12. Event Communication Support
The Agency shall support the communication and marketing promotion of Tbilisi Mall events.
This may include:
· Event concept support;
· Event naming;
· Event communication plan;
· Visual identity for the event;
· Social media promotion plan;
· PR support;
· Influencer support, if applicable;
· In-mall communication materials;
· Digital advertising plan;
· Event coverage plan;
· Post-event reporting.
Production, technical execution, entertainment, performers, decoration, equipment, and other event implementation costs shall be approved and budgeted separately unless otherwise agreed.

[bookmark: tenant-communication-and-coordination]13. Tenant Communication and Coordination
The Agency shall support communication with Tbilisi Mall tenants for marketing purposes.
The Agency shall coordinate with tenants to collect:
· Promotions;
· Discounts;
· New collections;
· Product information;
· Store updates;
· Event participation details;
· Visual materials;
· Campaign participation information.
The Agency shall prepare tenant communication templates and guidelines to ensure consistent quality of submitted materials.
The Agency shall support the integration of tenant content into Tbilisi Mall’s social media, newsletter, website, campaign materials, and in-mall communication channels where relevant.

[bookmark: X40f7cadf0427c29d2266263d533e97e43a4c540]14. In-Mall Communication, Wayfinding and Tenant Visibility
The Agency shall support the development and improvement of in-mall communication materials, tenant visibility, wayfinding, and signage communication.
This may include:
· Tenant logo placement guidelines;
· In-mall communication standards;
· Wayfinding and directional signage recommendations;
· Mall map updates;
· Category communication;
· Visual consistency across common areas;
· Communication formats for tourists and visitors;
· Guidance on avoiding excessive advertising-style banners and stickers in common areas.
The objective is to ensure that Tbilisi Mall is clearly perceived by visitors and tourists as a shopping mall with a wide variety of retail, dining, entertainment, and service options, and not only as a single anchor tenant destination.
Where tenant logo visibility is provided in common areas, the Agency shall recommend a clean, premium, and understandable visual system, including 3D-style logo visibility where appropriate.

[bookmark: X7497fd7370d04edddc9e8c830c6a9120271a5fd]15. Crisis Communication and Reputation Management
The Agency shall provide basic crisis communication and reputation management support.
This may include:
· Preparation of holding statements;
· Response recommendations;
· Social media response guidance;
· Escalation procedure;
· Communication advice for operational incidents;
· Support in case of customer complaints or reputational issues;
· Coordination with Tbilisi Mall’s responsible team before publishing any sensitive response.
The Agency shall not publish crisis-related statements without prior approval from Tbilisi Mall.

[bookmark: reporting-and-analytics]16. Reporting and Analytics
[bookmark: monthly-performance-reporting]16.1. Monthly Performance Reporting
The Agency shall prepare overall monthly performance reports in English.
Deadline: No later than the 10th day of the following month.
The monthly report shall include:
· Summary of completed works;
· Social media performance;
· Digital advertising performance;
· Campaign performance, if applicable;
· Content performance analysis;
· PR/media performance, if applicable;
· Influencer performance, if applicable;
· Tenant content performance, if applicable;
· KPI progress;
· Key learnings;
· Recommendations for the next month.
[bookmark: annual-performance-report]16.2. Annual Performance Report
The Agency shall prepare an annual performance report summarizing the year’s marketing activities, campaign performance, media results, social media growth, PR activity, key learnings, and recommendations for the following year.
[bookmark: campaign-reports]16.3. Campaign Reports
For each major campaign, the Agency shall prepare a post-campaign report, including:
· Campaign overview;
· Implemented activities;
· Budget summary, where applicable;
· Media performance;
· Social media performance;
· PR/influencer results, if applicable;
· KPI results;
· Learnings and recommendations.

[bookmark: agency-dedicated-team]17. Agency Dedicated Team
The Agency shall provide a dedicated team for Tbilisi Mall.
[bookmark: account-manager]17.1. Account Manager
The Agency shall assign a dedicated Account Manager.
The Account Manager shall:
· Be present at Tbilisi Mall office at least twice per week;
· Attend weekly team meetings;
· Collect, discuss, and summarize ongoing tasks;
· Coordinate daily communication between Tbilisi Mall and the Agency;
· Follow up on deadlines;
· Share monthly reports;
· Ensure that approved tasks are properly delivered.
[bookmark: account-executive-senior-account-lead]17.2. Account Executive / Senior Account Lead
The Account Executive or Senior Account Lead shall supervise the Account Manager and the Agency team.
Responsibilities shall include:
· Direction and supervision of the Agency team;
· Quality control;
· Strategic support;
· Management of complex or high-priority tasks;
· Attendance at Tbilisi Mall team meetings at least quarterly and as requested.
[bookmark: graphic-designer]17.3. Graphic Designer
The Graphic Designer shall manage the creation of social media designs, newsletters, campaign visuals, POS materials, OOH materials, DTP layouts, and other design assets as required.
[bookmark: copywriter]17.4. Copywriter
The Copywriter shall prepare monthly social media copies, newsletter texts, campaign copies, PR texts, official letters, announcements, captions, scripts, and other written materials as required.
Minimum quantity: At least 10 social media post copies per month and 2 PDF newsletter copies, plus other requested texts as needed.
[bookmark: art-director]17.5. Art Director
The Art Director shall provide visual direction, supervise the graphic designer, and create visual styles for at least 5 campaigns per year.
[bookmark: social-media-manager]17.6. Social Media Manager
The Social Media Manager shall manage posting, scheduling, social media communication, monthly reporting, and campaign reporting.
[bookmark: digital-advertising-specialist]17.7. Digital Advertising Specialist
The Digital Advertising Specialist shall manage digital advertising on a monthly and campaign basis.
Responsibilities shall include:
· KPI planning;
· Campaign setup;
· Audience targeting;
· Budget monitoring;
· Optimization;
· Performance reporting;
· Recommendations for improvement.
[bookmark: pr-influencer-content-support]17.8. PR / Influencer / Content Support
The Agency shall ensure that PR, influencer coordination, and content production support are provided by qualified team members when required by the approved monthly or campaign plan.

[bookmark: language-requirements]18. Language Requirements
All communication materials shall be prepared in Georgian and, where required, adapted into English.
Translations must be contextually and culturally adapted, not mechanically translated.
The Agency shall ensure that spelling, grammar, tone, and brand consistency are maintained across all languages.

[bookmark: competitive-and-market-monitoring]19. Competitive and Market Monitoring
The Agency shall monitor local and regional shopping mall, retail, lifestyle, entertainment, fashion, beauty, dining, and consumer communication trends.
The Agency shall provide recommendations to Tbilisi Mall on a quarterly basis or as part of strategic updates.
This may include:
· Competitor communication examples;
· Retail marketing trends;
· Social media trends;
· Seasonal content opportunities;
· Digital advertising trends;
· Consumer behavior insights;
· Recommendations for Tbilisi Mall communication improvement.

[bookmark: asset-management-and-file-delivery]20. Asset Management and File Delivery
The Agency shall maintain an organized archive of approved creative materials, visuals, videos, campaign files, templates, reports, and working files created for Tbilisi Mall.
Upon request, the Agency shall provide:
· Final approved files;
· Editable design files;
· Copy documents;
· Campaign presentations;
· Reports;
· Photo and video assets;
· Source files where applicable.
All final creative materials, editable design files, copy, concepts, campaign materials, and produced assets created under the agreement shall become the property of Tbilisi Mall upon payment, unless otherwise agreed in writing.

[bookmark: kpis-and-performance-measurement]21. KPIs and Performance Measurement
The Agency shall define measurable KPIs for monthly communication and individual campaigns.
KPIs may include:
· Reach;
· Impressions;
· Engagement;
· Engagement rate;
· Follower growth;
· Website traffic;
· Click-through rate;
· Cost per result;
· Video views;
· Story interactions;
· Campaign participation;
· Tenant participation;
· PR coverage;
· Influencer performance;
· Event attendance, where measurable;
· Newsletter performance;
· Lead or inquiry generation, where applicable.
The Agency shall monitor KPI progress and provide recommendations for improvement.

[bookmark: service-level-and-deadlines]22. Service Level and Deadlines
The Agency shall comply with agreed deadlines and submit all deliverables in a timely manner.
Standard deadlines include:
· Annual strategy: within 4 weeks from contract commencement;
· Half-year update: no later than July 20;
· Monthly content calendar: at least 10 working days before the start of each month;
· Campaign presentation: at least 2 months in advance, depending on complexity;
· Key visual after campaign confirmation: within 10 days;
· POS designs: at least 2 weeks in advance;
· Magazine/print ads: at least 1 week in advance;
· OOH designs: at least 1 week in advance;
· Map/signage revisions: at least 2 weeks in advance;
· Promo material designs: at least 3 weeks in advance;
· DTP materials: at least 2 weeks in advance;
· Monthly report: no later than the 10th day of the following month;
· Monthly newsletter: no later than the 15th day of the following month.
Urgent tasks may be requested separately and shall be handled based on mutual agreement and capacity.

[bookmark: exclusions-and-separately-budgeted-costs]23. Exclusions and Separately Budgeted Costs
Unless otherwise agreed in writing, the following costs shall not be included in the Agency’s monthly service fee and shall be budgeted separately:
· Paid media budgets;
· Influencer fees;
· Media placement costs;
· Printing costs;
· Production costs;
· Photography and videography costs;
· Models, stylists, actors, presenters, and performers;
· Event production costs;
· Decoration and technical equipment;
· Paid locations;
· Props and materials;
· Software, subscriptions, or third-party tools required specifically for Tbilisi Mall;
· Any other third-party costs approved by Tbilisi Mall.
All third-party costs must be approved by Tbilisi Mall in advance.

24. Tender Evaluation Criteria
For tender evaluation purposes, Tbilisi Mall may assess participating agencies based on the following criteria:
· Experience in retail, shopping mall, lifestyle, fashion, entertainment, or consumer brand marketing;
· Strategic approach;
· Creative portfolio;
· Quality of proposed team;
· Social media and digital advertising experience;
· PR and influencer marketing experience;
· Reporting and analytics methodology;
· Experience working with multiple tenants or partners;
· Production coordination capability;
· Proposed monthly fee;
· Understanding of Tbilisi Mall’s brand and business objectives;
· Response time and account management quality;
· Ability to deliver in Georgian, English.

