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Terms of Reference 
Training and coaching of public servants and IT specialists in Agile Product Delivery

I. 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. 
From 2006 to 2013, Moldova modernized its civil service legislation and administrative processes under the Central Public Administration Reform (CPAR), supported by the World Bank's administered CPAR Multi-Donor Trust Fund. 
In July 2016, the Government of Moldova approved the Public Administration Reform Strategy for 2016-2020[footnoteRef:2], that kept the modernization of public services delivery process among its main objectives.  [2:  http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=366209] 

To achieve the stated objectives, the Government requested the World Bank’s assistance for a PAR operation, that became effective in June 2018, called Modernization of Government Services Project (hereafter MGSP or the Project).
The design of the project takes into account the Government of Moldova’s vision, stated in the Public Administration Reform Strategy 2016-2020 and makes extensive use of institutional and technological achievements of Governance e-Transformation Project (GeT) implemented by the Government of Moldova and World Bank in the period between November 2011- December 2016. 
In 2021, the new Executive issued its governing Programme “Establishing Good Times for Moldova”[footnoteRef:3] and set modernization of at least 100 administrative services and access of 100% of active population to electronic public services as some if its objectives. The Government Action Plan 2021 – 2022[footnoteRef:4] through its envisaged actions reconfirms the determination of the Government to modernize the administrative service delivery system by improving access to public services through various channels, their efficiency, reduction of unnecessary administrative burdens and cost of services for both beneficiaries and service providers, ensuring a stable level of quality of administrative services.  [3: https://www.gov.md/sites/default/files/document/attachments/programul_de_activitate_al_guvernului_moldova_vremurilor_bune.pdf ]  [4:  https://www.gov.md/sites/default/files/document/attachments/pag_2021-2022_ro.pdf ] 

MGSP continues to play a very important role in achieving the high level objectives set up by the Government. The project aims to improve access, efficiency and quality of delivery of selected administrative services through the following components:

1. Administrative 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 rolling out at national level; increasing public awareness on and advocacy for administrative services, with a particular highlight on 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. The component finances the procurement of additional shared computing infrastructure elements, digitization of services needed to deliver Government services electronically, as well as the development of a learning management system to mainstream the new digital infrastructure and the modernized services within the government.

3. Service Delivery Model Implementation
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. 

4. Project Management
This component supports the Project Implementation Unit (PIU), based in the e-Governance Agency (eGA) and ensures the activity the core e-Governance Agency team.

Current situation:
There is a clear understanding of the need for a more agile approach to software development in the public sector that will result in quicker time to market for information systems that are better suited for the mission than traditional waterfall approaches. To respond to this challenge, the E-Governance Agency seeks to hire highly qualified training services for capacity building in the public sector as one of crucial factor in advancing in the implementation of the digital transformation agenda. 

The training is addressed to teams involved in service reengineering and digitalization from e‑Governance Agency (eGA), Agency for Public Services (APS) and National House of Social Insurance (NHSI).

II. OBJECTIVE 
[bookmark: _Hlk93158844]The general purpose of this assignment is to develop the capacity of selected institutions to efficiently implement digital transformation programs and projects. Specifically, the activities envisaged hereto are aimed to help implementation of e-services for business registration, civil status events registration and granting social benefits to citizens.
The main objectives of the assignment are to:
a) deliver trainings for representatives of selected Moldovan public institutions in Agile delivery practice as a more people-centric approach to defining, building, and releasing a continuous flow of products and services that bring value to customers and users 
b) provide agile coaching to organizations, teams, and individuals to help them adopt agile delivery practices and methods while embedding agile values and mindsets.
The goal of the agile coach is to foster more effective, transparent, and cohesive teams, for better outcomes, solutions, and products/services for customers.

[bookmark: _Toc364953026]The knowledge of participants shall be assessed by the Consultant at the end of the training courses to ensure the adequate commitment of attendees and encourage further independent development of their competence towards getting professional certifications.

III. SCOPE OF WORK 
To scope of work is to complete the following tasks:
Task 1. Deliver trainings in Agile delivery practices
This task should include at least trainings covering the following modules:
· Getting started with Agile. The module shall provide basic Agile skills and competences to align the baseline knowledge and understanding of all participants.
· Agile product development and product ownership. The module will focus on aspects related to the development of software products using Agile and the role of product owner in this process.
· Implementing Agile practices in government organizations. The module shall focus on frameworks and practices that are aimed at large organizations, specifically government institutions (e.g. SAFe[footnoteRef:5] for government) and tackle aspects such as accommodating medium-term roadmaps, governance models, cross-team dependencies, full software lifecycle etc.) [5:  SAFe – Scaled Agile Framework.] 

· Servant leadership. The module aims to better equip participants to support agile teams and serve them in a way that allows them to perform their tasks in a self-organized way to best implement the product vision according to the principles and business goals of the organizations.
Task 2. Facilitate a series of workshops to tailor the existing Agile frameworks to the necessities of the participating institutions
Activities under this task are aimed to help participants use the knowledge and skills learned in the trainings under Task 1 to adapt existing frameworks they have learned about to the specific context of digitalizing services related to business registration, civil status events registration and granting social benefits to citizens. This should be an interactive and inclusive module that will tackle at least the following aspects:
· Co-create an Agile framework for digitalization of services best suited for this scope and context.
· Identify the list of roles and responsibilities and their distribution within and across participating organizations (eGA, APS, NHSI, commercial IT companies).
· Tailor Azure DevOps to the defined Agile framework and identified roles and responsibilities.
Task 3. Deliver crash course in Agile delivery practices for senior managers
For Agile to succeed, the senior management should be active participants throughout the development process. The activities under this task should provide the proper context and skills for senior managers involved in digitalization of public services to exercise their authority and support in the most supportive manner. This task should be largely based on the content of Task 1. 
Task 4. Provide Agile coaching to help participants adopt the agile framework, practices, and tools
The activities under this task are aimed to provide the necessary support to participants involved in digitalization of public services in embracing and adopting the defined Agile framework, practices, and tools during the first 3 months of their agile journey. 
During this period, the coach(es) will connect on a weekly basis to support product owners and team members in using, applying, and further adapting the defined Agile framework, practices and tools, guide participants in tackling project issues and challenges and ease adoption of the new delivery model.

IV. DELIVERABLES 
1. Course syllabus, reviewed and approved by the e-Government Agency;
Note: a draft course syllabus shall be included as part of the offer.
2. Professional trainings, delivered according to tasks 1-4.
Note: (a) The trainings will be delivered to a group of 20 persons from EGA, APS and NHSI. The senior management training will be attended by a group of up to 10 people. Each training course shall be designed for at least 40 academic hours, not more than 4 hours per day, and be delivered in Romanian language. The training shall be finalized by a final exam and an official training completion certificate for those who have successfully passed the exam;
(b) Practical case studies shall be identified together with EGA and extensively used throughout the program to provide plenty of activities which would enable participants to apply their knowledge and skills. The course shall be conducted in a dual fashion - the theory balanced with instructors’ project management experiences and parallels drawn with participants’ past and current projects. 
3. Training course materials provided in the form of Moodle course placed on Government eLearning platform, including video recording of the course, PowerPoint or similar presentation, background notes, quizzes etc. The trainings shall be conducted in Romanian.
4. Printable Training Tool Kit on electronic support. 
5. Coaching sessions.

V. REPORTING OBLIGATIONS
i) Inception report, including the timetable of activities and implementation plan, detailed description (aim, objectives, syllabus, methodology, duration, etc.) to be carried out by the Consultant – within 2 weeks from the beginning of the assignment;
ii) Interim report 1 including information on training session performed as per Task 2&3, analysis of training results, experts’ opinion, and recommendations on follow up actions;
iii) Interim report 2 covering the coaching activities covering the Task 4.
iv) Final report shall reflect the main results achieved during the assignment, specifically the analysis of final certification testing and proposals for further capacity building in Project Management. All training materials designed will be part of the final report in electronic format. 

The activity reports will be provided by the Consultant in English, in electronic format. All training materials designed will be provided in Romanian.
	
VI. Duration of assignment
The estimated period for implementation of the assignment is 6 (six) months. 

VII. Institutional arrangements
[bookmark: _Toc405918339]The Consultant will work in close cooperation with and report to eGA Head of Project Implementation Department.
[bookmark: _Toc405918340]EGA will provide premises for training sessions and necessary equipment.
EGA will ensure selection of participants from the public administration sector.

VIII. Qualifications requirements

Minimum requirements for the Consultant (Company):
· At least 5 years of professional experience in the areas offering professional training services; 
· Proven ability and demonstrated successful experience in providing minimum 3 (three) similar programs – in the last 3 years;
· Proven ability in conducting training activities, coaching in the areas of Agile project management.
· Experience in developing training programs for governmental organizations would be an asset.

Minimum requirements for the Trainer(s):
· Minimum 5 years of experience in delivering trainings for organizational staff;
· Experience in delivering trainings in the public sector will be considered an asset;
· Excellent knowledge of the assigned training area; minimum 5 years of practice in the area pertaining to the assigned training subjects;
· At least 3 years of proven experience in designing tailor-made training programs;
· Certifications in internationally recognized standards pertaining to assigned training area will be considered an asset;
· Ability to effectively communicate in Romanian and English.

Note. The Consultant can propose one or more additional trainers to cover the tasks under the current assignment depending on their specific skillset and/or area of required training subjects. 
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