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CONSULTANT FIRM TO PERFORM 

ANNUAL NATIONAL SURVEY ON E-GOVERNANCE AND SERVICES MODERNIZATION AND EXIT RESEARCH ON SELECTED SERVICES’ CUSTOMER SATISFACTION 

1. BACKGROUND
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 administered CPAR Multi-Donor Trust Fund. However, additional efforts are needed to transform Moldova public administration and bring it closer to the EU standards as planned under the Action Plan for implementation of the Association Agreement with the EU, signed in 2014. 
Governance is identified as a cross-cutting issue and interventions are planned to improve the business enabling environment, enhance public administration reform and quality of public service delivery. The Government has requested World Bank’s assistance for a PAR operation, planned for delivery in the period 2018 to 2023, called Modernization of Government Services Project (hereafter MGSP, the Project).
The MGSP design takes into account the Government of Moldova’s vision, stated in the Public Administration Reform Strategy 2016-2020[footnoteRef:1], relies on the Government Services Modernization Action Plan for 2017-2021[footnoteRef:2], and makes extensive use of institutional and technological achievements of Governance e-Transformation (GeT) Project implemented by the Government of Moldova and World Bank.  [1:  http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=366209. ]  [2:  http://lex.justice.md/md/366273/ ] 


1. Project Development Objective, Goals and Targeted Results
The Project Development Objective (PDO) of MGSP is to improve access, efficiency, and the quality of delivery of selected government administrative services. The Project results indicators will track and illustrate the progress toward the achievement of the PDO on 3 key layers: 
· Accessibility: access to e-services - share of people who have accessed e-services in the past 12 months, disaggregated by gender and income; 
· Efficiency: Time (days) needed for citizens to obtain selected government administrative services reengineered within the project through the regular (that is, non-expedited) procedure. 
· Quality: Level of citizens’ satisfaction with the quality of selected government administrative services, disaggregated by gender and income. 
There have been defined targets to be achieved and a range of outputs to be delivered by the end of the Project (June 30, 2023) to contribute to PDO attainment, among which:
 
· Delivery time for selected public services – reduced by at least 20%;
· Share of population using electronic public services - 50%; 
· Share of citizens satisfied with the quality of selected services - – in increase each year by a variable annual percentage ranging from 2.2 % up to 4% each Project Year starting with Year 2
· At least 21 re-engineered services, including 15 digitized services;
· Share of citizens satisfied with the quality of responsiveness to their feedback by providers of government administrative services – 20%
· 80 Unified Centers for Public Service Delivery (CUPS) operational throughout the country;
· Unified Call Center created;
· Citizen feedback response mechanisms in place; 
· 5 social inclusion - and gender - sensitive life scenarios implemented;
· Current e-Government platform – extended and consolidated (10 Module upgrades to the digital infrastructure key to the modernization of Governmental services);
· Cyber security and personal data protection mechanisms established;
· Regulatory and methodological frameworks for public service modernization developed;
· Trainings for civil servants in citizen-centered public service delivery.

2. Project Components
The Project – effective since June 25, 2018 aims to achieve improvements in access, efficiency and quality of delivery of selected administrative services through series of activities grouped into the following four components:
Component 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 scaling at national level; increased awareness of citizens on public services and availability of e-services.

Component 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. 

Component 3. Aligning institutional capabilities to new model of service delivery. 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 relevant institutions to support the adjustment of institutional and staff capacities of key Government agencies to the new citizen-centric model and digital administrative service delivery arrangements. 

Component 4. Project Management. This Component is dedicated to proper functioning and administration of the project implementation unit (PIU), based in e-Governance Agency and supports the activities of the core e-Governance Agency team.

Rationale of the Research 
A key pillar of citizen-centric modernization of Government services, besides citizen-driven reengineering, citizen-centric service delivery, is the evaluation - by customers/citizens - of the services’ quality and accessibility, as well as embedding the relevant customer perception indicators into the administrative routine of the public authorities (both policy-making bodies, and public services providers).  Scaling such an approach would be by incorporating the customer perception indicators, and their regular monitoring in institutional performance evaluation frameworks and results-based budgeting models in the future. 

Thus, the Project’s Results Matrix, as well as the granular M&E frameworks focused on specific innovation products contain a number of indicators, among which a special importance is attributed to the public perception and customer satisfaction indicators, as these reflect in the most direct and illustrative way the citizens’ and businesses’ trust in innovative products, support for reform agendas, satisfaction with the quality of services or responsiveness and grievance redress mechanisms etc. In this context, the e-Governance Agency already has historically a good practice of embedding surveys and customer satisfaction researches of various types into its Projects’ results frameworks and routine. 

The previous Project (GeT 2011-2016) implemented by eGA (former e-Government Center) and related to the services modernization agenda performed Annual National Citizen Surveys on e-Governance Perception, Uptake, and Support during the period 2012-2016 (ref. the Analytical Report with the results of the last/2016 Annual National e-Governance Perception (eGov) Survey performed under GeT Project[footnoteRef:3]). Most of the Survey modules from the eGov Perception and Support Survey will be kept within the current Assignment 1 (see details below), however new modules and types of research will be inserted into the referenced Research Package, to cover the broader area and reform agendas supported by the MGSP (2018-2023), which extends upon Modernization of Public Administrative Services (via different tools, approaches and processes), including but not limited to e-Governance.   [3:  http://egov.md/en/resources/polls/citizens-perception-uptake-and-support-e-transformation-governance-republic-moldova ] 


1. OBJECTIVES

[bookmark: _Hlk12009033]The main goal of the study is to collect relevant and illustrative data on key performance indicators under the Modernization of Government Services Project. This data together with the one collected and processed by the Moldova e-Governance Agency are intended to provide a consistent and objective picture on the level of citizens’ perception, understanding of, support for the reform agenda, including the Digital Transformation and the levels of customer satisfaction with reference to the quality of MGSP selected services before (baseline) and after their modernization (annual dynamics).  
[bookmark: _Hlk531790489]
1. SCOPE OF WORK 

[bookmark: _Hlk12009391][bookmark: _Hlk12544425][bookmark: _Hlk12009356]In order to permanently monitor the developments of the public perception, uptake and support dimension within the Government Services Modernization and e-Transformation Agendas, as well as the dynamics in the level of customers’ satisfaction with the quality of administrative services modernized under MGSP, in the period 2019 – 2023, during 2019 and early 2020, 2 assignments (National Annual Survey and Exit Study) out of a total of 10 assignments envisaged until 2023 will be performed by the Moldova e-Governance Agency through the support of consultancy services. For details about the perspective for the next assignments, please see Chapter V of the present document.

The first 2 assignments envisaged for 2019 - early 2020 are as it follows:
 
ASSIGNMENT 1. National Annual Survey on Citizen Perception, Uptake of and Support for e-Governance and Government Services Modernization. 

We note that under the current Assignment there will be ensured the continuity of research approach, indicators and, respectively, repeating the majority of questions from the Questionnaire used in the previous National Annual Citizen Surveys on eGov Perception, Uptake and Support (2012-16) performed under the Governance e-Transformation Project[footnoteRef:4].  [4:  http://egov.md/en/resources/polls/citizens-perception-uptake-and-support-e-transformation-governance-republic-moldova] 


The following indicators layers will be covered by the study/Assignment 1:
[bookmark: page8]
Layer A: Citizens’ access to computers and Internet. Particularities of Internet access. Layer A is fully repeating the previous annual surveys on eGov perception (2011-16) questionnaire, namely the section on endowment with computers and Internet, and shall use the same methodological approach to ensure continuity of relevant indicators as Chapter 1 of the 2012-16 National Annual Citizen Surveys on eGov Perception, Uptake and Support. 

A1. Level of households’ endowment with computers 
A2. Main reasons for the lack of computers in the households
A3. Household connection to Internet
A4. Type of Internet connection in households 
A5. Reasons for the lack of Internet connection
A6. Level of computer use over the past 12 months 
A7. Level of Internet use over the past 12 months 
A8. Venues for Internet access over the past 12 months
A9. Frequency of Internet use
A10. Purposes for Internet use (amongst which: requesting public services from government institutions; sending information to government institutions; etc.)

Layer B. Knowledge of, support for, and confidence in e-governance and government services modernization
B1. Level of understanding the Government Services Modernization Reform
B2. Key expectations of citizens from the Government Services Reform 
B3. Level of support for Government Services Modernization Reform
B4. Level of knowledge and understanding of e-Governance concept
B5. Level of citizens’ awareness of the advantages and benefits of e-Governance
[bookmark: page7]B6. Level of public confidence in the quality and safety of electronic public services
B7. Willingness to access e-services (in the scenario in which both provision regimes are available for the needed service: offline and online)

Layer C. Access to online and offline public services. 

C1. Level of public services uptake (services provided by CPA authorities in central and territorial offices), and methods used to obtain the services
C2.  Level of e-services uptake in the previous 12 months (data generation for the PDO Indicator 2 from MGSP Results Framework[footnoteRef:5]). Mandatory disaggregation per gender, level of revenue, age groups, area of residence, level of education etc. [5:  Share of people who have accessed e-services in the past 12 months, of which:  % women;  low-income categories (bottom 40%)] 

[bookmark: page5][bookmark: page6]C2. Sources used by citizens to obtain information about the needed Government service

Layer D. Satisfaction with the quality of administrative services’ and citizen feedback responsiveness mechanisms

D1. Level of citizens’ knowledge of existing citizen feedback mechanisms in the context of public services delivery
D2. Level of citizen feedback mechanisms’ assimilation / accessing
D3. Level of citizen satisfaction with the quality of citizen feedback responsiveness (data generation for Intermediate Indicator 1.4[footnoteRef:6] from MGSP Results Framework). Quality will be regarded in terms of an average score covering the reaction promptitude in query overtake, information consistency and issue redressal/solving outcome, if any. [6:  Share of citizens satisfied with the quality of responsiveness to their feedback by providers of government administrative services] 

D4. The level of citizens’ satisfaction with the quality of public services delivered online (filtered per platforms/points of access).

ASSIGNMENT 2. Exit Study on the level of customer satisfaction with the quality and accessibility of services modernized under MGSP (based on a sample group of 8 services)
Under the referenced assignment, the Consultant is expected to collect data among the beneficiaries about 8 exit polls throughout the country and 8 selected services.  Exit polls will be performed in different regimes (physical/face-to-face exit poll at the service provision sites, and CATI / Computer-Assisted Telephone Interviewing, based on a list of phone numbers and relevant socio-demographic profile data on customers (gender, locality, and age) submitted each year by the selected Services Providers to the Consultant via Moldova e-Governance Agency. Only data on citizens/customers of selected services in the preceding max. 12 months, who have agreed (by signing the relevant personal statements, to be contacted by a survey institution in order to participate to the research) will be submitted to the Consultant for planning the relevant sample of respondents.

The exit polls and CATIs will focus on a specific customers’ experience in obtaining the selected service and will research the level of satisfaction with the quality of the services delivered and the referenced services’ accessibility. Indicators monitored for the referenced group of 8 selected services under the Assignment 2 will be as follows:
1. Level of satisfaction with the quality of selected services (data generation for the Results Framework PDO Indicator 3[footnoteRef:7]), “Satisfied with the quality of service” will be considered those customers who provided marks 5 and 6 on a 1 to 6 scale to the referenced service. [7:  Level of citizens’ satisfaction with the quality of selected government administrative services of which: 
 % women 
 low-income categories (bottom 40%)] 


2. Level of satisfaction with the accessibility of selected services, (accessibility is to be disaggregated into physical/infrastructure accessibility, economic accessibility, and information consistency – how accessible and understandable are the service delivery scheme and information on it).
The baseline year for research will be 2019, the researchers from the following Project Years (2-5) will measure and reflect the (eventual) dynamics depending on whether the selected service has been already launched in its modernized/reengineered format or not. Therefore, the assignments – although under the same Research Package – will be planned and performed on an annual basis subject to the same fee rates. 

The sample group of 8 services selected for Assignment 2 (out of more than 20 services to be modernized within the Project until 2023) is presented in the table below:

SAMPLE GROUP OF SERVICES SELECTED FOR MGSP PDO INDICATOR 3 MEASUREMENT – ASSIGNMENT 2

	#
	Service
	Service Provider
	Estim. sample 
	Modality of interviewing 

	1
	Determining the disability and work capacity
	National Council for Determination of Disability and Work Capacity. National House for Social Insurance
	381
	CATI

	2
	Unemployment allowance
	National Agency for Employment
	344
	CATI

	3
	Issuance of driving license 
	Public Services Agency
	381
	on-site polls

	4
	Retirement pensions (for age limit)
	National House for Social Insurance 
	378
	CATI

	5
	Monthly maternity benefits 
	National House for Social Insurance
	377
	CATI

	6
	Birth registration
	Public Services Agency (Civil Status) and Town Halls
	380
	on-site poll-Year 1
(TBD: CATI-Years 2-5)

	7
	Modifying, rectifying, and filling in the civil status acts (7 acts) 
	Public Services Agency (Civil Status)
	383
	on-site poll-Year 1
(TBD: CATI-Years 2-5)

	8
	Entrepreneurship Patent
	State Tax Service
	383
	on-site poll Year 1
(TBD: CATI-Years 2-5)







1. DELIVERABLES AND TIMEFRAME

The key deliverables under this assignment to be generated by the activities performed by the Consultant in the specified timeframe and formats, are as follows, per stages numbered bellow: 

ASSIGNMENT 1. National Annual Survey on Citizen Perception, Uptake of and Support for e-Governance and Government Services Modernization. 

	Stage
	Activities to be performed
	Deliverables on each Stage of the Assignment
	# of days

	1.
	Kick-off meeting. Validating the organizational arrangements and methodological approaches. 
	n/a
	1


	2.
	Developing the Questionnaires (Y1/2019). Inserting Client’s feedback. Issuing the final Questionnaire in 3 languages
	Draft and final Questionnaire for the National Annual Survey (Project Year 1) in RO, RU, ENG
	2

	
	Elaboration, coordination with the Client, and issuance of the Inception Report
	Inception Report, incl. the Implementation Plan& Schedule and final Questionnaire in RO, RU, ENG
	2

	3.
	Performance of interviews in households, on service provision sites and by phone
	Raw database of responses
	10[footnoteRef:8] [8:  As the national survey interviews will be performed both in working days, as well as in week-ends, “days of interview activity” performed in the week-ends will be also considered working days.] 


	4.
	Processing of on-site interviews’ results. Verification & validation
	Linear and cross tabulation results of data processing
	1

	5.
	Elaboration of the Draft Analytical Report
	Draft Analytical Report on Survey Results (RO) 
	9

	6
	Editing the report/integrating Client’s feedback. Issuing the final Analytical Report in RO to the Client.
	Final Analytical Reports in Romanian issued to and approved by the Client. Final acceptance.
	8 

	7
	Translation of Analytical Report (ENG and RU); validation by the Analysts. Issuance of the final translated Reports to the Client.
	Final Analytical Reports in ENG and RU developed, issued to and approved by the Client. 
Final acceptance passed.
	7

	TOTAL NR. OF DAYS:
	40



ASSIGNMENT 2. Exit Study on the level of customer satisfaction with the quality and accessibility of services modernized under MGSP (based on a sample group of 8 services)
	Stage
	Activities to be performed
	Deliverables on each Stage of the Assignment
	# of days

	1.
	Kick-off meeting. Validating the organizational arrangements and methodological approaches. 
	n/a
	1


	2.
	Developing the Questionnaires (Y1/2019). Inserting Client’s feedback. Issuing the final Questionnaire in 3 languages
	Draft and final Questionnaires for the Customer Satisfaction Research (Y1) in RO, RU and ENG
	2

	
	Elaboration, coordination with the Client, and issuance of the Inception Report
	Inception Report, incl. the Implementation Plan & Schedule and final Questionnaires in RO, RU, ENG
	1

	3.
	Performance of 4 CATI and 4 offline exit polls (on services’ provision sites)
	Raw database of responses to exit research on customers satisfaction with the quality of 8 services
	9

	4.
	Processing of on-site interviews’ results. Verification & validation
	Linear and cross tabulation results of data processing
	1

	5.
	Elaboration of the Draft Analytical Reports
	Draft Analytical Report on Exit Study results (RO)
	9

	6
	Editing the report/integrating Client’s feedback. Issuing the final version of the Analytical Report in RO to the Client.
	Final Analytical Reports in RO issued to and approved by the Client. Final acceptance.
	8 

	7
	Translation of Analytical Report (ENG and RU); validation by the Analysts. Issuance of the final translated Reports to the Client.
	Final Analytical Reports in ENG and RU developed, issued to and approved by the Client. 
Final acceptance passed.
	7

	TOTAL NR. OF DAYS
	38



During the preparation work of the Consultant (Stage 2 in the table above), the Client will provide a Brief training to the relevant Consultants’ experts and survey operators in subjects afferent to e-Governance and Modernization of Government Services and provide upon necessity a set of informative materials about the Project and the afferent services modernization and e-Governance products.
1. DURATION

These assignments (within one single procurement package) are expected to be performed within the period September 2019-April 2020. 

· Assignment 1 (National Annual Survey on Citizen Perception, Uptake of and Support for e-Governance and Govt. Services Modernization) is to be performed in September-October 2019. 
· Assignment 2 (Exit Study on the level of customer satisfaction with the quality and accessibility of services modernized under MGSP (based on a sample group of 8 services) is to be performed anytime during the period October 2019 – February 2020, depending on the status of procedural framework adjustments and relevant approvals on data sharing between the relevant stakeholders and the Consultant. 

Since similar annual surveys and exit researches will be recurrent until 2023, the contract could be extended for subsequent years subject to the Consultant’s good performance and same fee rates.

1. INSTITUTIONAL ARRANGEMENTS

[bookmark: _GoBack]The Consultant will work under the direct operational supervision of the MGSP M&E Specialist, and under the coordination supervision of the e-Governance Agency Senior M&E Specialist (Head of the M&E and Communication Unit) and will report to the Chief Administrative Officer/MGSP Manager and Director of e-Governance Agency. 


1. QUALIFICATION REQUIREMENTS AND EVALUATION CRITERIA

I. Qualifications for the assignment

Minimum requirements for the Consulting Firm

Mandatory Qualifications:
· Minimum 5 years of activity in the fields / on the market segment of sociological research, public perception and support surveys and polls, customer satisfaction measurement research in various sectors (public and/or private);
· A portfolio of at least 5 successfully implemented contracts on national level public perception, uptake, satisfaction surveys and polls, within which the Consultant covered all stages of the process, from survey conceptualization, elaboration of questionnaires to survey performance, results processing, interpretation and integration in analytical reports (reference letters from former Clients are welcomed);
· Proven experience in researches related to Public Services and their Modernization, ICT for Development, e-Governance, other areas of Public Administration Reform (listing the Clients, number of projects/contracts, and Survey/Research thematic areas covered);
· Proven experience working with research assignments financed by, procured and managed based on rules and standards of international donor organizations (Development Programmes and projects).


Preferred qualifications:
· Availability / Existence of Firm’s own national network of survey operators’, and other specific resources (equipment etc.) needed to perform wide / whole-of-country surveys and polls simultaneously, in both Romanian and – where relevant – in Russian languages will be a strong asset;
· Proven experience in performing surveys, exit polls and CATIs among socially vulnerable groups; 
· Proven experience in coordinating researches related to the level of customers satisfaction with the quality and/or accessibility of administrative public services. 

Minimum requirements for the Key Staff:

The core Consultant team for the Research Package will comprise 3 (three) key staff members: 

· one Team Leader/Project Manager to manage the Research Package, and
· two Analysts/Report Writers (one for each Assignment – 1 and 2 – under the Package). 
The minimum qualification requirements for the key staff members are as described below:

· Team Leader
Mandatory Qualifications:
· University degree in areas such as Social Sciences (Political and Administrative Sciences), Sociology, Statistics, Economic Science, or other relevant fields;
· Extensive experience - minimum 8 years - in working with national level public perception surveys, customer satisfaction polls, CATIs, particularly in areas referring to Public Policies; Public Administration reforms; Public Services Modernization; knowledge, uptake of and support to transformational processes/agendas and innovative products;
· At least 5 years of experience in leading teams of analysts and survey operators, strong managerial and organizational skills (listing research contracts which teams were led by the expert and links to the public analytical reports or other research outputs delivered are welcomed);
· Proven people management, strategic management skills;
· Excellent knowledge of Romanian and English (C1–C2 levels). 

Preferred qualifications 
· Previous experience in large public perception researches targeting complex policy reforms and/or Government–Citizens/Government–Businesses relationship, products, interactions will be an asset
· Good knowledge of Russian (Independent User/B2 level at least) would be an asset.

· Analysts/Report Writers (2 experts – one for each Assignment under the Package)
Mandatory Qualifications:
· University degree in areas such as Statistics, Sociology, Computer Sciences, Economic Science, Political Science or other related fields;
· Minimum 5 years of experience in working with sociological research, particularly national surveys, public perception studies, customers satisfaction research in areas referring to Public Policies/ reforms, innovation products’ uptake etc.;
· At least 5 years in qualitative and quantitative research, data analysis, and report writing;
· High proficiency in working with statistic processing software (STATA, SPSS etc.);
· Excellent knowledge of Romanian (native fluency);
· Proficient in English and Russian languages (C1 or C2).

Preferred qualifications 
· Good knowledge of Moldova public administration reform, governance processes specific to administrative public services delivery; Governance e-Transformation in the country
· Strong digital literacy
5

