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TERMS OF REFERENCE 
Consulting Firm to perform re-engineering of three selected public services

Background
Country background 
The Government of Moldova is determined to fundamentally change the way how public services are provided in Moldova through a variety of interventions for modernization of service delivery, which combat corruption, foster a customer care culture, enhance access, as well as increases efficiency in the Moldovan public administration.
Therefore, one of the main objectives of the Administration Reform Strategy 2016-2020 and Government’s working program for years 2016-2018 is the modernization of public services. 
Moldova has made considerable progress both in terms of public administration reform, exceeding indicators average of countries in Europe and Central Asia and countries with middle and low income, as well as the size of Government modernization that uses information and communication technology (ICT), the Government of creating a world-class ICT infrastructure that allows the development and supply of electronic services to the highest quality standards.
Current situation in the sector 
Even though some progress has been made over the last decade, citizens still view corruption as a significant problem. While business process and e‑governance reform efforts have somewhat improved business services, such measures have not yet been applied to administrative services.  
Businesses and citizens continue to face many constraints in the interaction with the state, one of the most important of which is corruption perceived by 40 percent of companies as a major impediment to business (according to the World Bank, EBRD Business Environment and Enterprise Performance Survey 2013). Institutional reforms aimed at reducing corruption are also at the forefront of the EU’s requirements for Moldova’s progress.  The most important challenges ahead are strengthening the rule of law, reforms in public administration, including professionalism and anti-corruption efforts and improving competitiveness and the business environment. 
Although the Government has launched the reform of public services in 2014-2016 and has committed to digitize and provide online access to all public services by 2020, re-engineering and process optimization remains a problem that prevents achieving this. 
Also, there is room for rationalization to over 580 existing public services by withdrawing from use the obsolete services. 
To meet these challenges, the Government, in accordance with the Public Administration Reform (PAR) Strategy for the years 2016-2020 (especially the component "Modernization of Public Services") plans a major transformation exercise (qualitative and quantitative) of administrative public services, provided by central public administration authorities through: a) removing outdated public services or merging several services in one; b) increasing access to local public services through various channels; c) reducing the number of documents required for public services, and the delivery time; e) ensuring a high level of satisfaction with the quality of government service delivery.
The Government of Moldova has requested the assistance of the World Bank for a PAR operation, planned for 2017 - 2021 (Modernization of Government Services Project – MGSP). Major results of the operation include better quality, accessibility, and increased efficiency of selected governmental administrative services through the following components:
1. Public Service Modernization
The key activities under this component focus on re-engineering a group of government to citizen and government to business administrative services, piloting of one-stop-shops for public service delivery in selected locations and explore the possibility of rolling out at national level; increased awareness of citizens on public services and availability of e-services.
2. Digital Platform and Services
The main objective of this component is to digitize selected re-engineered government services; complete and strengthen a common infrastructure and mechanisms for rapid deployment of ICT-enabled public services; introduce government wide IT Management and Cyber Security standards and procedures. It will finance the acquisition of additional shared computing infrastructure elements, digitization of services needed to deliver Government services electronically and development of IT Management and Cyber Security standards and procedures as well as learning management system to mainstream them within the government. 
3. Implementation of a Service Delivery Model  
The objective of this Component is to ensure that the institutional capabilities of key government agencies are aligned with and support the new model of public services delivery. Technical assistance will be provided to all institutions responsible for the delivery of public services re-engineered and digitized under MGSP, as well as partner entities participating in Unified Public Services centers (CUPS) pilots. The Component will also address the capabilities of structural units in the government responsible for public services modernization reform management and coordination. 

Under MGSP, the Government undertakes a multilayered reform that focuses on key administrative central government public services to reduce time and burden for citizens and businesses and improve service delivery quality, transparency and efficiency by using innovative solutions and ICT. Its key pillars are: i) modernization of the public services so that they are more accessible to any citizen and business; ii) service provision standardization, simplification through business process re-engineering and digitization, with a focus on on-line services; iii) citizen feedback and performance monitoring on service delivery for on-going improvement.
The overall objective of the project is to further strengthen citizen-centric public service delivery in Moldova. 
The project will aim to achieve improvements in access, efficiency and delivery quality of selected administrative services through re-engineering and achieve, among other things, a target of 20% reduction of service delivery time. 
Objective of the assignment 
The consultant is expected to perform, together with the selected service providers, e-Government Center, State Chancellery and other stakeholders the reengineering of 3 selected services in the first batch from a total of at least 21 services from the stage of as-is mapping, to-be mapping, all the way to piloting of the new model of service delivery and evaluating efficiency gains. 
The pre-selected public services that will be subject of the re-engineering under this assignment are:
1. Issuance of Driving License (new DL ID I model, compulsory starting from March 1, 2018), provided by State-owned Enterprise Register
2. Issuance of unemployment allowance, provided by the National Employment Agency
3. Determining the Disability and Work Capacity, provided by National Council for Determining Disability and Labor Capacity
[bookmark: _Toc445124916][bookmark: _Toc445125243][bookmark: _Toc460217640]Scope of work 
General scope of work
· Mapping and analysis of the current situation of the three public services selected for re‑engineering;
· Designing new effective and efficient delivery processes of the three public services following existing re-engineering Methodology; the recommended approach should also take into account the ICT component of the project; and the legal changes that will be needed to implement the new processes
· Assisting service providers in piloting the new design and rolling out the re-engineered public services; 
· Coordinating with other components of the MGSP project as required (e.g. shared platforms, HR etc.);
· Consultation with service providers, customers and stakeholders as appropriate during the phases of the assignment
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Specific work
Inception phase 
During the inception phase, the Contractor will adjust the work plan developed as part of the technical offer, to illustrate capability to achieve expected results within available timeframe and budget.
Activities below to be undertaken during the Implementation Phase are not exhaustive and do not prevent the Consulting Firm to propose additional activities to be implemented to achieve the project's purpose and expected results. During the Inception Phase, planned activities must be updated and put in appropriate chronological order, considering the results of this phase.
During the Inception Phase the Consulting Firm should:
1. Ensure the mobilization of key experts,
2. Establish contacts with main stakeholder and have the kick-off meeting,
3. Undertake a preliminary assessment of the actual situation, 
4. Adjust the project implementation frame in line with the findings,
5. Prepare the inception report in line with the required format and present it in the first meeting of the Steering Committee.
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Implementation phase 
The main activities, deliverables and results of the project during this phase will consist of:

Result 1: Working team is set up and trained on the re-engineering of public services
Main activities under this phase include:
1. Work with the service owner/provider to identify the relevant employees that will be part of the working team for the re-engineering of the public services;
2. Train the teams on re-engineering by transferring as much as possible know how about the reengineering methodology, main activities and deliverables during the process, the role of involved teams, tools and methods that will  be used etc.; 
3. Present the approach and work plan to the working team as well as inform on the expected inputs from them.
Deliverables of this phase are:
1. List of the employees from the service owner that will be assigned to work with the consultant during the project implementation;
2. Training report and materials on the re-engineering of public services;
3. Post-training survey among training beneficiaries regarding the quality and adequacy of training.

Result 2: The actual situation of the public services under re-engineering mapped per all elements mentioned in the Chapter 5 of the Re-engineering Methodology and any other additional information suggested by the Consulting Firm, contracting authority or service owner/provider
Main activities under this phase include:
1. Map and validate the legal foundation of the services with the respective service owners/providers;
2. Map and validate the existing process of the services with the respective service owners/providers;
3. Map and validate the back office and front office responsibilities including the expertise level of the staff with the respective service owner/provider; 
4. Identify and document maturity level of the services;
5. Identify and map existing ICT solutions and delivery channels of the services; 
6. Identify problems, bottlenecks and quality of the service delivery from the customer’s perception through the most appropriate tools including but not limited to surveys, secret shoppers etc.; 
7. Measure key-baseline parameters as per MGSP Results Framework.
Main deliverables of this phase will be (for each service):
1. List of full legal basis: primary and secondary legislation, administrative requirements, documents and information needed to obtain the services, the identified gaps in the legislation that can prevent efficient service delivery;
2. “AS IS map” developed;
3. Staff expertise level report; 
4. Service Maturity level report;
5. Existing ICT solutions and delivery channels report;
6. Customer perception report;
7. Report on key baseline parameters on service duration.

Result 3: The public services under re-engineering simplified through legal analysis and the new design of the public services developed according to Chapter 6 of the Re-engineering Methodology, and any other additional information suggested by the Consulting Firm, contracting authority or service owner/provider
Main activities under this phase include:
1. Undertake administrative streamlining of the services based on the analysis of the legal foundation mapped in the previous activity;
2. Identify the deficiencies in the business process of the service based on the “as is map” developed in the previous activity;
3. Identify the re-engineering strategies to be applied to each service undergoing the re-engineering;
4. Develop the “to be map” for each service in accordance with the requirements of Chapter 6;
5. Develop Service Standards with customer participation. 
Main deliverables will be:
1. Recommendations for administrative streamlining and improving the service delivery;
2. Business process deficiencies report;
3. Report on the front office – back office responsibilities as per the new model;
4. “To be map” of each selected service developed;
5. Estimated time savings after applying the new model of service delivery;
6.  Service standard charts.
 
Result 4: The new model of the public services approved by the relevant stakeholders
Main activities under this phase include:
1. Identify the relevant stakeholders for the approval of each of the above listed documents;
2. Present the list of the documents to the relevant stakeholders and get their approval. 
Note: The Consulting Firm shall adjust the level of details of the documents that will be presented depending on the stakeholder’s technical background and hierarchy.
The main documents that need approval are the following:
1. Recommendations for administrative streamlining and improving the service;  
2. Re-engineering strategies that will be applied to design the new model of the service;
3. “To be map” of each selected service; 
4. Service Standards charts of the public services under the re-engineering process;
 
Result 5: Appropriate tools, documents, programs, methods and other requirements that are necessary to support the implementation of the new model of the re-engineered public services, developed and approved  
Main activities under this phase include:
1. Develop implementation action plan of the new service model including corresponding stakeholders with necessary investments in phases, timetable and cost estimations; 
2. Draft changes to legal framework, required to support the new service model;
3. Define coherent organizational and decision-making structures for the new service model;
4. Develop functional specification for the IT component of the implementation requirements; 
5. Re-design roles and appropriate job descriptions in accordance with the new processes; 
6. Identify human resources needed to perform the new designed services;
7. Asses the training needs of the employees for the new process;
8. Develop training materials for the new processes for each separate profile;
9. Identify the investments and procurement needs to implement the new public service model;
10. Develop the Change Management document: this involves human and social-related changes and cultural adjustment techniques needed by management to facilitate the implementation of newly designed processes. 
Main deliverables will be:
1. Implementation action plan approved by the main stakeholders;
2. Draft legal framework required to support the new service model;
3. Organizational chart that will support the new service model and human resources needed to perform the new service model;
4. Technical specifications of the ICT components according to ICB - Supply and Installation of Information Systems. Single-Stage World Bank template;
5. Job descriptions for each new and modified workstation;
6. Training assessment needs report;
7. Training materials for the new processes for each separate profile;
8. Investment and procurement needs document;
9. Change Management document.

Result 6: The new model of each of the public services re-engineered is piloted in real-life scenarios and real customers 
Main activities under this phase include:
1. Assist the service provider in all activities involved in piloting the new service model including making appropriate changes to the main deliverables if necessary;
2. Find out the feedback of the end-users; 
3. Identify gaps between the current available human, technical and financial resources and the one estimated for the real implementation;
4. Estimate the time, cost and human resources for implementation of the new public services delivery model;
Main deliverables will be:
1. Piloting report and updated deliverables from previous phases, where appropriate;
2. End users feedback report;
3. Report on gaps of human resources, technical and financial resources for the real implementation of the new model;
4. Post-reengineering survey among beneficiaries, regarding the perception of the reengineering process;
5. Recommendations for improvement of existing reengineering methodology; 
6. Depending on the results of the piloting of the new service model, the consultant will develop/draft the necessary changes in the main deliverables from the previous activities. 
 
Result 7: Roll out of the new model into production at the organizational level per the Action Plan approved in the previous phase
The main activity at this stage of the assignment will be assisting the service provider in rolling out the new model at the organizational level. At the end of the project the Consulting Firm is expected to organize a public presentation of the new model of the public services. The presentation will be delivered with the participation of government high-level officials, international donors present in Moldova and representatives from interest groups from civil society and business associations.
Main activities will be:
1. Hold a public presentation of the new model of the public services;
2. Assist the service provider in the implementation of the approved Action Plan;
3. Develop a service maintenance plan; 
Main deliverables will be:
1. Report on the public presentation of the new model of the public services;
2. Report on service maintenance and service provider support activities.

Schedule and language of deliverables
	Deliverable
	Language
	Date of submission[footnoteRef:2] [2:  From contract effectiveness date] 


	R1: Working team is set up and trained on the re-engineering of public services

	Adjusted implementation plan
	RO / EN
	2 weeks

	List of the employees from the service owner that will be assigned to work with the consultant during the project implementation
	RO
	2 weeks

	Training report and materials on the re-engineering of public services
	RO
	2 weeks

	Post-training survey among training beneficiaries regarding the quality and adequacy of training
	RO
	2 weeks

	R2: Actual situation of the public services mapped

	List of full legal basis needed to obtain the service
	RO
	3 weeks

	“AS IS map” developed for each service
	RO / EN
	6 weeks

	Service Maturity level report
	RO
	6 weeks

	Staff expertise level report
	RO
	7 weeks

	Existing ICT solutions and delivery channels report
	RO
	7 weeks

	Customer perception report
	RO
	8 weeks

	Key-baseline parameter report
	RO
	8 weeks

	R3: Public services simplified through legal analysis and the new design developed

	Recommendations for administrative streamlining and improving the service delivery
	RO
	12 weeks

	Business process deficiencies report
	RO
	12 weeks

	Report on the front office – back office responsibilities as per the new model
	RO
	12 weeks

	“To be map” developed for each service 
	RO / EN
	16 weeks

	 Service standard charts
	RO
	16 weeks

	R5: Tools, documents, programs, methods and other requirements for the implementation of the new model of the re-engineered public services developed and approved

	Implementation Action Plan, approved by the Steering Committee
	RO
	18 weeks

	Draft legal framework required to support the new service model
	RO
	18 weeks

	Organizational chart that will support the new service model and human resources needed to perform the new service model
	RO
	18 weeks

	Technical specifications of the ICT components according to ICB- Supply and Installation of Information Systems. Single-Stage World Bank template
	RO / EN
	20 weeks

	Job descriptions for each new and modified workstation
	RO
	20 weeks

	Training assessment needs report
	RO
	20 weeks

	Training materials for the new processes for each separate profile
	RO
	20 weeks

	Investment and procurement needs report
	RO
	20 weeks

	Change Management document
	RO
	20 weeks

	R6: New model of public services piloted in real-life scenarios and with real customers

	Updated deliverables from previous phases, where appropriate
	RO / EN (as appropriate)
	32 weeks

	End users feedback report
	RO
	32 weeks

	Report on gaps of human resources, technical and financial resources for the real implementation of the new model
	RO
	32 weeks

	Post-reengineering survey among beneficiaries, regarding the perception of the reengineering process
	RO
	32 weeks

	Recommendations for improvement of existing reengineering methodology
	RO or EN
	32 weeks

	R7: Roll out of the new model into production at organizational level

	Report on the public presentation of the new model of the public services
	RO
	36 weeks

	Report on service maintenance and service provider support activities
	RO
	36 weeks



Reports
[bookmark: _Toc424207129][bookmark: _Toc460217666]Reporting requirements
Progress reports must be prepared monthly during the period of implementation of the tasks. They must be provided along with the corresponding invoice, the financial report and an expenditure verification report. There must be a final report, a final invoice and the financial report accompanied by an expenditure verification report at the end of the period of implementation of the tasks. The draft final report must be submitted at least one month before the end of the period of implementation of the tasks. Note that these progress and final reports are additional to any deliverables required in the Terms of Reference.
Each report must consist of a narrative section and a financial section. The financial section must contain details of the time inputs of the experts, incidental expenditure and expenditure verification. 
To summarize, in addition to any documents, reports and output specified under the duties and responsibilities above, the Consulting Firm shall provide the following reports:

	Name of 
	Content
	Time of submission

	Inception Report
	Analysis of existing situation and work plan for the project
	No later than 1 month after the start of implementation

	Monthly Progress Report
	Brief description of progress (technical and financial) including problems encountered and planned work for the next month.
	No later than 2 weeks after the end of each month implementation period.

	Piloting report 
	Brief description of support activities performed during piloting of the new model of service delivery
	No later than 2 weeks after the end of piloting phase.

	Draft Final Report
	Brief description of achievements including problems encountered and recommendations.
	No later than 1 month before the end of the implementation period. 

	Final Report
	Brief description of achievements including problems encountered and recommendations.
	Within 2 weeks of receiving comments on the draft final report. 



[bookmark: _Toc424207130][bookmark: _Toc460217667]Submission & approval of reports
Three (3) hard copies of all reports (including each an electronic copy) referred to above must be submitted to the Contracting Authority. The reports (including annexes) must be written in English. Translation in Romanian will be done on request for the narrative part of the reports except annexes.  
No report or document shall be distributed to third parties prior to the approval by the Contracting Authority. The Consulting Firm shall pay attention to the confidentiality of data. Reports, as well as press statements etc., made by the Consulting Firm will make clear that any opinions expressed therein remain those of the Consulting Firm and do not represent the opinion of the Contracting Authority or the World Bank.

Roles, responsibilities and target groups
The Contracting Authority is the e-Government Center.
The main stakeholders are: e-Government Center, State Chancellery, Center for Reform Implementations and selected public service providers.
The target beneficiaries are citizens and businesses which benefit from public administrative services in Moldova, as well as the ministries and governmental agencies that are providers of these services. 

Responsible body and project management
The e-Government Center will be responsible for all administrative and procedural aspects of the tendering process, contract and financial management, including payment of project activities.
A Project Manager will be appointed by the eGC, who will coordinate and decide on all issues related to the technical elements of this Contract (mainly the deliverables as outlined in these Terms of Reference). The Project Manager will be responsible for the issuance of the administrative notice for the start of the implementation of the contract and other duties having an administrative nature, with the formal authorization of the Executive Director of the e-Government Center.
The responsibility for approving progress and final reports, minutes, addenda to the Contract and any other requests related to the Contract lies with the Contracting Authority. Prior approval of draft reports must be obtained from the selected service provider.
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It will be necessary to ensure strong coordination among all components of the MGPS project’s partners and other stakeholders, mainly State Chancellery, e-Government Center, Center for Reform Implementations, service providers. Therefore, a Project Steering Committee (PSC) will be established.
A Steering Committee (SC), under the chairmanship of e-Government Center, will be established by the State Chancellery, with clear functions, duties, and memberships, to monitor the implementation of the project activities. The SC will supervise the project at the highest level, assess progress in implementation and provide recommendations and decisions on strategic issues. The list of SC members will be established in the inception period. The Steering Committee will meet every month. Ad-hoc PSC meetings should be held whenever necessary.
The main functions of the SC are to:
· assess Project progress and guide it strategically;
· assess the performance of the Consulting Firm;
· approve crucial documents that will come up during the implementation of the project such as:  to be maps etc.
· jointly discuss any critical points or bottlenecks for further activities;
· propose and discuss remedy actions to be taken to tackle problems;
· issue recommendations affecting timing, cost or contents;
· comment and/or discuss the Consulting Firm’s reports.
The SC will review project progress every month and at key junctures to give guidance, as needed.
The Contracting Authority will ensure the proper functioning of the SC, including: 
· Planning, administration and follow-up of all SC meetings ensuring that all agreed action points taken by the SC are met per agreed deadlines; 
· Ensuring that agenda, summary reports and other meeting materials are available to the SC members at least 1 working week before scheduled meetings;
· Writing and distributing the minutes of the meetings (the Consulting Firm must keep them in a file as Project documentation). 
The Contracting Authority together with the Consulting Firm will monitor the attainment of the agreed performance indicators and submit to the Steering Committee, before each meeting, written reports specifying the progress in achieving the agreed targets and the reasons for any delays in obtaining the planned results or implementing the planned activities. 
Monitoring & evaluation
Monitoring will be performed on several layers and an ad-interim evaluation, as well as final evaluation will be ensured by the Steering Committee, led by the e-Government Center. 
The contractor is to include the MGSP Result Framework that will be provided by the Contracting Authority in their working plan. This Result Framework will be the basis for all project activities and will be confirmed during the Inception Phase. Attention will be paid to this Result Framework during the progress of the project and updated as required and always ready for examination by any external monitoring of the project that may arise.


Data, Local Services, Personnel, and Facilities to be Provided by the Contracting Authority and/or other parties
The operational base for the project will be in Chisinau, however travel is foreseen for short-term inputs at regional or branches of the beneficiaries in and outside of Chisinau.
The Contracting Authority will provide support and information materials like: main Stakeholders list and contacts, Re-engineering Methodology, MGSP Results Framework, any other reports and/or documents developed under other MGSP components that might be relevant to the assignment. No facilities will be provided by the Contracting Authority.
The Service Owner/Provider will appoint a Working Team through an internal Ordinance and ensure working space, Internet access, as well as any other necessary means, support and information materials required by the Consulting Firm’s staff to implement the assignment
The Consulting Firm will ensure that adequate working conditions (work space/office premises for the experts, office equipment, computers, communication facilities, etc.) and services are provided to the Consulting Firm's staff during the lifetime of the project, including copies of legislation and other relevant documents.
The Consulting Firm must ensure that experts are adequately supported and equipped and that there is sufficient administrative, secretarial and interpreting provision to enable experts to concentrate on their primary responsibilities. It must also transfer funds as necessary to support their work under the contract and to ensure that its employees are paid regularly and in a timely fashion. 
The Contractor will ensure that the experts are adequately supported and equipped with computers (including printers, scanner, mobile phones, and other instruments, as required).
The Consulting Firm will be responsible for day-to-day management of the project in collaboration with the beneficiaries and mobilization of all experts. The Consulting Firm shall cover all costs associated with:
· the training on the re-engineering of public services of the Working Team appointed by the Service Owner/Provider;
· translation and deliverables production (including printing) and delivering to the Contracting Authority;
· international travel and travel for short-term inputs at regional or branches of the beneficiaries in and outside of Chisinau; Per diem allowances.
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Timing 
The intended commencement date is October 2017 and the period of implementation of the contract will be 9 (nine) months from this date. 
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Qualification Requirements 
The Consultant shall have extensive international experience in the field of public administration / public services reform and shall clearly explain its previous experiences and capacity to undertake this assignment. Other qualifications include:
· [bookmark: _GoBack]At least five (5) years of experience in service delivery management in the public or private sector;
· Demonstrated experience in at least two (2) assignments of comparable size and scope in the last five (5) years in the form of written evidence;
· Experience in advising governments or assisting in implementing public services reforms in minimum two other countries; 
· Demonstrated knowledge of public service reform at international level and existence of a framework for applying international best practices.
· Relevant international experience in front office service delivery reform design, costing, implementation and monitoring to improve the quality of service delivery by the central government, local government or other relevant organizations;
· Proven experience in conducting in-depth analyses of public service delivery from an institutional perspective in various countries;
· Institutional and legal expertise with public services reform;
· Financial expertise and capability to conduct economic and financial analyses on public services delivery.
The Consultant shall provide relevant references to confirm the experience and qualifications. 

[bookmark: _Toc460217656]Key experts
Key experts have a crucial role in implementing the contract. All experts must be independent and free from conflicts of interest in the responsibilities they take on.
These terms of reference contain the required key experts’ profiles. The tenderer shall submit CVs and Statements of Exclusivity and Availability for the following key experts:
· Key Expert 1: Team leader / Operations and institutional expert
· Key Expert 2: Business analyst
· Key Expert 3: Senior legal expert
· Other experts (Senior and junior)

Key expert 1: Team Leader / Operations and Institutional Expert
The Team Leader is responsible for the day-to-day liaison with the Contracting Authority; s/he must ensure the internal coordination and guidance of all experts of the project and coordination of the project with external counterparts.
The Team Leader must also ensure availability of suitable experts in accordance with the Project Work Plan.  
The Team Leader shall oversee that all reporting obligations are fulfilled in a timely manner to a high-quality standard. 
Qualifications and skills
· Master Degree in law or business management or any other relevant area for the project;
· Ten (10) years of professional experience in institutional development and/or change management experience is required out of which preferably 5 (five), but not less than 3 (three) years of professional experience in regulatory reform;
· Experience as team leader in at least 3 (three) projects of comparable size concerning organizational change/set up of public sector institutions in an EU Member State, candidate and/or potential candidate country;
· Demonstrated practical experience in re-engineering of public services;
· Team building capacity;
· Ability to cope with difficult environments, where institutions of government must take decisions and implement the proposed reforms;
· Build strong relationship focusing on impact and results and respond positively to feedback 
· International experience;
· Fluency in English, both written and spoken (min 2 points in the scale from 1 to 5 where 1 is excellent and 5 is basic);
· Computer literate.

Key expert 2: Business Analyst
The Business Analyst expert is responsible for all process analysis-related tasks included in this project.
Qualifications and skills
· University degree or equivalent in computer science, in law or business management or any other relevant area for the project;
· Ten (10) years of professional experience years as a business analyst expert is required;
· Preferably five (5) years of professional experience but not less than three (3) years of experience in business process analysis, with special reference to public service delivery and/or public institution management is required;
· At least 3 years of experience in drafting functional specifications for IT systems, knowledge of UML;
· Fluency in English, both written and spoken (min 2 points in the scale from 1 to 5 where 1 is excellent and 5 is basic), knowledge of the Romanian language is desirable;
· Computer literate.

Key expert 3: Legal Expert
The Legal Expert is responsible for all legal-related tasks included in this project.
Qualifications and skills
· University degree or equivalent in Law; 
· Not less than ten (10) years as a legal expert is required;
· Preferably five (5) years of professional experience but not less than three (3) years of experience in legal drafting and conducting full Regulatory Impact Assessment, with special reference to public service delivery and/or public institution management is required;
· Fluency in Romanian, both written and spoken (min 2 points in the scale from 1 to 5 where 1 is excellent and 5 is basic), knowledge of English language will be a strong asset;
· Computer literate.

[bookmark: _Toc460217657]Non-key experts 
CVs for non-key experts should not be submitted in the tender but the tenderer must demonstrate in their offer that they have access to experts with the required profiles. 
The Consulting Firm must select and hire other experts (e.g. IT staff, for analysis of existing systems and providing IT consultancy) as required according to the profiles identified in the Organization & Methodology. It must clearly indicate the experts’ profile and tasks assigned so that the applicable daily fee rate in the budget breakdown is clear. 
Fields of specialization required for the experts are indicatively as below:
· Institutional reform
· Human resource development and training, including curricula development
· Public information and civil society engagement
· Service delivery channels: face-to-face, online, mobile
· Financing and auditing
The profiles of the non-key experts for this contract are as follows:
· Fluency in both written and spoken English;
· For Senior experts, a proven experience of not less than 5 (five) years is required in the areas relevant to their assignment; 
· For Junior experts, a proven experience of not less than 3 (three) years is required in the areas relevant to their assignment; 
Proven specific professional experience in at least one relevant project to their assignment.


12

