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INDIVIDUAL CONSULTANT TO DEVELOP THE METHODOLOGY ON CAPABILITY ASSESSMENT OF SERVICE PROVIDERS AND CAPABILITY DEVELOPMENT PLAN
1. 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 MDTF. In July 2016, the Government of Moldova has approved the Public Administration Reform Strategy for 2016-2020[footnoteRef:1], that keeps the modernization of public services delivery process among its main objectives. This fact reconfirms Government’s determination in the modernization of the administrative service delivery system by improving access to these 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. [1:  http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=366209 ] 

To achieve the stated objectives, the Government has requested the World Bank’s assistance for a PAR operation, that became effective in June 2018, called Modernization of Government Services Project (MGSP, 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. The project aims to achieve improvements in access, efficiency and quality of delivery of selected 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 the piloting of the Centres for Unified Public Services (CUPS). The Component will also address the capabilities of structural units in the government responsible for public services modernization reform management and coordination. Specifically, Component 3 of the MGSP will support the adjustment of institutional and staff capacities of key Government agencies to the new citizen-centric model and digital administrative service delivery arrangements. The Component 3 - valid for all line ministries and agencies responsible for the selected Government services under MGSP - is managed and coordinated by the State Chancellery Public Administration Directorate (PA Directorate) responsible for human resources policy coordination and management of public services. 

The experiences gained during the implementation of the GeT Project indicates that most often the implementation of the New Model of services delivery that is proposed as a result of the reengineering process raises new challenges in front of the service providers. Recommendations deriving from the reengineering process are focused on the aspects related to the internal structures, processes, operating procedures and the number of staff and necessary competences to deliver the selected service according to the New proposed Model. Therefore, a systematic way of analysis, covering all those dimensions and connecting capacity needs to the strategic objectives resulting from the reengineering and digitization processes is required.  
4.	Project Management
This Component will finance project implementation unit (PIU), based in the e-Governance Agency (eGA) and will co-finance the core e-Governance Agency team.
1. OBJECTIVE OF THE ASSIGNMENT 
[bookmark: _Hlk531790489]The objective of the current assignment is the development of the Methodology on the assessment of the institutional capabilities of service providers and identification of the necessary adjustments for the efficient implementation of the New Model of public services delivery. 
Nota Bene: For the scope of the present assessment, the term „institutional capabilities” is defined as: 
„coherent combination of appropriate structure, processes, skills and tools, enabling the institution to deliver the expected outcomes”.
1. SCOPE OF WORK 
To achieve the objective of the assignment, the consultant is expected to perform the following tasks:
0. Get acquainted with the MGSP components relevant to the assignment;
0. Undertake a comprehensive desk review of the national legal framework, key documents and existing information related to institutional capability assessment in general and institutional capability assessment of service providers in particular;
0. Get acquainted with the draft Methodology on Government administrative service reengineering, especially with the relevant chapters referring to the preparation of the „to be” maps for the modernized service delivery process;
0. Develop an Inception Report comprising the workplan that will include a detailed schedule for the implementation of the activities under the assignment as well as the Consultant’s conclusions based on tasks 1, 2 and 3 of the assignment and describing the bottlenecks of the existing context; 
0. Develop the draft assessment Methodology based on the best international practices that will include but will not be limited to:
a) general overview of the methodology including main concepts and terminology used, aims and objectives of the methodology, a short description of the existing practices and methodological tools used currently for the institutional capability assessment at the national level and the place of this tool in the existing framework of institutional capability assessment;
b) description of the preparatory activities before the start of the assessment process including the statute and the proposed set-up of the assessment team, clarification of the assessment scale, scope and objectives, determination of the operational issues like timeframe, location, target group subject to the assessment, etc;
c) the structure of the assessment process that will include at least three main dimensions:  
i) Organizational structure – that focusses on the main elements to be examined to identify the structural changes necessary for the adaptation of the institution to the modernized public services delivery process; 
ii) Human resources profile – referring to the workload and job analysis methods, instruments to assess the current quantity and quality (competences) of the human resources and relevant methods to identify the HR needs by comparing desired capacities against existing capacity assets to fulfil the tasks according to the new service delivery model;  
iii) Systems – describing the approach and relevant instruments for assessment of existing internal processes and tools, such as standard operating procedures, management information systems, quality assurance systems, etc, that organize the internal activity within the institution and may require adjustments to correspond to the modernized requirements for public services delivery;
d) presentation of a step by step operational approach to conduct the assessment of each dimension using the proposed methodology, that will include the relevant criteria and sub-criteria for assessment, the necessary supporting tools for data and information collection needed to perform the assessment as well as the detailed description of their practical application including relevant case studies and examples;
e) development and description of the assessment tools that will be used by the evaluation team to:
i) formulate the assessment results;
ii) identify the gap between the desired capabilities and current capabilities, and to;
iii) estimate the necessary resources for the alignment of the institutional capabilities to the new „TO BE” model of service delivery;
f) other necessary information as well as relevant templates to be used in the assessment process.
The draft methodology should clearly highlight that the institutional capability assessment of service providers is focused on service delivery process, having in mind the new „TO BE” model resulting from the re-engineering process.
0. Develop a template of the Capability Development Plan (CDP) as part, or as an annex to the Methodology on capability assessment of service providers that will be used to formulate the necessary short-term (1-2 years) and medium term (3-5 years) operations related to the Structure, HR and Systems development and adjustments, that should be implemented for the alignment of the institutional capabilities to the proposed model of service delivery. Each section in the Plan, will contain a short explanation of its relevance to the entire structure as well as explanation of the information that should be included in the draft Plan based on the results of the assessment;
0. Organize the process of piloting of the proposed methodology in one of the institutions undergoing the reengineering process and revise it based on the piloting exercise. The piloting will be a joint effort with the Consultant conducting the reengineering of the selected public services.
0. Develop training materials and organize one workshop for about 25 participants, representatives of the State Chancellery, service providers and other relevant staff to present the draft Methodology and CDP and its practical application;
0. Develop a Final Report that will include a detailed description of the activities realized under the assignment, as well as the main conclusions and recommendations for effective integration of the capability assessment methodology and procedures in the public services reengineering process.

1. DELIVERABLES AND TIMEFRAME
The deliverables expected under this assignment are as specified in the table below. 

	No.
	Deliverables
	Tentative timeframe/deadline

	1.
	Inception Report developed as specified under Task 4 of the Scope of Work, approved by the Beneficiary 
	In two weeks from the contracting period.

	2.
	First draft of the Methodology on capability assessment of service providers developed and presented to the Beneficiary for review and comments.

The methodology should include but not be limited to:
a) General overview of the methodology;
b) Description of the preparatory activities;
c) The structure of the assessment process;
d) A step by step operational approach to conduct the assessment based on the proposed methodology including the necessary tools to perform the assessment, to identify the gap between the desired capabilities and current capabilities as well as to estimate the resources necessary for the alignment of the institutional capabilities to the new „TO BE” model of service delivery;
e) Description of the developed summarizing and interpretation tools of the assessment results;
f) Other necessary information as well as relevant templates to be used in the assessment process.
	In seven weeks from the acceptance of the Inception Report.

	3.
	The template of the Capability Development Plan as specified under Task 6 of the Scope of Work developed and approved as final draft by the Beneficiary
	In one week from the presentation of the deliverable nr. 2.

	4.
	One piloting activity of the proposed methodology in one of institutions involved in the reengineering process organized and conducted 
	To be decided. The exact time of delivery will be aligned with the activities realized by the consultant working on the reengineering process 

	5.
	Training materials and proposed list of participants for the workshop FF and approved by the Beneficiary
	In two weeks from the receipt of the comments and proposals of the beneficiary on the deliverables 2 and 3.

	6.
	One workshop for about 25 participants to present the draft Methodology and CDP and its practical application organized
	In one week from the acceptance from the beneficiary of the deliverable nr. 5.

	7.
	Revised draft Methodology and Capacity Development Plan based on the results of the workshop and piloting exercise approved by the Beneficiary
	In two weeks from the finalization of the piloting process (deliverable nr. 4).

	8.
	Final Report on the assignment developed as specified under Task 9 of the Scope of Work, approved by the Beneficiary
	In one week from the acceptance of the deliverable nr.7. 


1. TIMING
[bookmark: _GoBack]This is a part-time assignment expected to be performed during the period June – December 2019. 
1. INSTITUTIONAL ARRANGEMENTS
The Consultant will work under the direct supervision of the State Chancellery Public Administration Directorate and the MGSP Inter-Component Coordinator, as well as in collaboration with the MGSP Project Manager, ensuring qualitative and timely implementation of the envisaged tasks and submission of expected deliverables.
The State Chancellery Public Administration Directorate will facilitate the Consultant’s access to the necessary documents, materials and key stakeholders.
During the piloting activity of the proposed methodology in one of the institutions involved in the reengineering, the Consultant will work in cooperation with the Consulting Firm contracted for the reengineering process under Component 1 of the Project.

1. QUALIFICATION REQUIREMENTS AND EVALUATION CRITERIA

Mandatory qualifications

· University degree or higher degree in public administration, social sciences or other disciplines related to the assignment;
· Minimum of 10 years of extensive work experience in institutional development and human resources management and development fields;
· Minimum of 5 years of experience in performing institutional and functional assessments, including analysis and re-design of internal working processes, training needs assessment, elaboration and implementation of Capacity Development Plans;  
· Certified specialized trainings in Human resources management and development;
· At least one Methodological framework developed in a similar or related to HR development field; 
· Good knowledge of the Government related normative acts, policies and processes related to institutional reforms and human resources planning, management and development;
· Experience in conducting training and organizing workshops for a diverse group of participants;
· Strong interpersonal and communication skills;
· Strong analytical, organizational, reporting and writing abilities;
· Ability to effectively communicate and write in English language.

Preferred qualifications 

· Good knowledge of Moldova local context;
· Previous experience in the implementation of activities related to public services modernization process;
· Knowledge of Romanian and/or Russian languages.
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