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I. 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, the 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 the public services. 
Moldova has made considerable progress both in terms of public administration reform, exceeding by indicators average of countries in Europe and Central Asia and countries with middle and low income, as well as the size Government modernization using 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 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 the 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, lack of capacity and expertise to perform reengineering and process optimization remains a problem that prevents achieving this. 
Also, there is room for rationalization to over 580 existing public service by withdrawing from use the obsolete services. 

To meet these challenges, the Government, in accordance with the Public Administration Reform 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) increased access to local public services through various channels; c) reducing the number of documents required for public services, and the service delivery time; e) ensuring a high level of satisfaction with the quality of government service delivery.

The Government of Moldova has requested the World Bank’s assistance for a Public Administration Reform (PAR) operation, planned for delivery commencing in FY17 to 2021 (Modernization of Government Services Project –MGSP). Major results of the operation include better quality, accessibility, and increased efficiency of selected government administrative services. 


II. Objective of the Assignment 
The purpose of this assignment is to perform the preparatory work for the re-engineering initiatives of the government in the field of public services.
The Consultant is expected to review and consolidate the inventory of public services and compile a final list of public services that are subject to modernization. 
For the purpose of this assignment the definition of administrative service is the following: 
Administrative public services are services issued by or on behalf of the public administration to private subjects (natural or legal persons) that involve information obligation, issuance of administrative acts or ensuring fulfillment of duties towards the state (or local government) of individuals or organizations, as defined in the law. Examples of such services include: issuance of permits, registration of a person or property, applying for benefits, etc.

Services are often part of a more complex set of services (in most cases delivered by different institutions) that the citizen or businesses must obtain before or after obtaining the main service. Such sets of services are referred to as life events. For example, the life event ‘Birth of a child’ could include Obtaining Child’s Birth Certificate (Civil Status Service), Applying for Child Birth Benefit, for Child Care Benefit (National House of Social Insurance), applying to kindergarten (Municipalities).

III. Scope of work 
The qualified consulting firm (herein after referred to as – the Consultant) is expected to:

1. Prepare an inventory of all existing public services in Moldova from all service providers, line ministries, and other agencies. The inventory must be complete, comprehensive and contain enough data to inform the next tasks. Out of this list, the consultant will identify those services that are administrative public services and which fall into the scope of public services modernization reform. 
To facilitate building of a user-centric catalog of public services at all levels and help managing portfolios of public services, the inventory should use the data model of Core Public Service Vocabulary Application Profile[footnoteRef:1] [1:  https://joinup.ec.europa.eu/asset/cpsv-ap/description, https://joinup.ec.europa.eu/asset/cpsv-ap/asset_release/core-public-service-vocabulary-application-profile-v20 ] 

Note: The list of services for each institution shall be agreed by the respective public institutions providing the public services. 
2. Develop service passports for each identified public service in the inventory. The service passport is a structured and detailed overview of the public service and its most important parameters to the beneficiaries of the service. An example of necessary data that will be part of the service passport is presented in the Annex III of this document. 
Note: The existing service passports on the public services portal (https://servicii.gov.md/) and previous government reports (e.g. assessment report by Jacobs and Associates Europe for the Office of Administrative Support for Assistance in the Implementation of the Strategy for the Central Public Administration Reform in the Republic of Moldova) can be used as starting points and as secondary sources of information for the inventory, to support the information collected via interviews, questionnaires, focus groups etc.
3. Ensure that the information presented in the service passports is complete, accurate and written in a plain language, accessible to the wider public;
4. Propose a classification of the public services into categories more clearly defined than the one currently used on the public government portal (e.g. https://servicii.gov.md/CategoryDetails.aspx?cid=f65e8079-de1c-4fa2-bbd2-10be6f59fea1; https://servicii.gov.md/CategoryDetails.aspx?cid=59d2ed3d-abaa-45ea-8b3e-cec1dc20ff7c).
5. Using the inventory of services as well as international best practices, identify services that are part of life events[footnoteRef:2] and develop life event passports (including user journey(s), where applicable) for each life event. Ideally, the life events will be co-created jointly with relevant focus groups and key actors involved in such life events. [2:  Life events are notable events or situations in a citizen's life where public services may be required ] 

6. Using the approach to horizontal review of public services presented in Annex I, analyze the data on public services collected within the inventory described at point 1 above, by making recommendation to consolidate, merge or eliminate services.
7. Develop recommendations regarding required amendments to legal framework for the public services that will be consolidated, merged or eliminated.
8. Using the criteria presented in Annex II, perform a prioritization of public services to undergo re-engineering and identify the public services with the strongest impact on the vulnerable groups and businesses.
9. Organize workshops with representatives of public service providers, relevant policy-making bodies, State Chancellery, Agency for Public Services etc., to present the results of the assignment, including inventory of services, life scenarios, recommendations for optimization and other findings;

To fulfill the tasks the Consultant shall conduct on-site assessments, interviews with the responsible public servants, beneficiaries and other relevant stakeholders to collect information and understand the public services under investigation. To ensure an inclusive process of approving the final list of public services, consultations with businesses and socially active citizens and NGOs shall be conducted.

IV. Timing 
The Consultant is expected to complete the assignment in 6 months from the contract signature.

V. Reports and Schedule of Deliverables 
Inception Report, which will include the assignment updated work plan that will detail at minimum: the timeline, resources and level of effort required for each task; templates of questionnaires for data collection; report template and instructions for on-site assessment personnel; assessment field work schedule and logistics; field data quality control, which will be delivered within 10 working days from the starting date. 

The Report shall be provided in hard copy and electronic format in English.

Inventory of the public services as per Core Public Service Vocabulary Application Profile that will comprise a list of the public services identified accompanied by the passport service and categorized per improved classification, delivered in 4 months from the assignment start date.

Inventory and passports of life events as per Core Public Service Vocabulary Application Profile, delivered 5 months from the assignment start date.

Recommendations on the optimization, merging or elimination of public services: list of public services to be optimized, merged or eliminated, accompanied by legal and other arguments, delivered 5 months from the assignment start date.

Prioritization of administrative public services as per prioritizations criteria outlined in Annex II to this document, done in 5 months from the assignment start date.

Recommendations regarding required amendments to legal framework necessary for optimization, merging or elimination of public services. Based on the previous delivery the consultant will draft the necessary recommendations regarding required amendments to legislation to implement the proposals for optimization, merging or elimination of the public services in 5 months from the starting date. 

Final report on the workshop with the representatives of public service providers on the activities, results and findings of the project. This delivery is due 6 months from the starting date of the project.

The Report shall be provided in hard copy and electronic format in English.

The entire dataset, documentation, and filled questionnaires from the inventory, delivered in 6 months from the starting date of the project.

VI. Reporting requirements 
The Consultant shall work under the general supervision of the e-Government Center’s Chief Re-Engineering Officer, who will facilitate the Consultant’s access to the necessary documents, materials and key stakeholders to the assignment and Legal Consultant, and report to the e-Government Center’s Executive Director.

VII. Resources 
The e-Government Center will provide the Consultant with the core data on the institutions under the scope of the assignment and other available information on public services; will facilitate the interaction with appropriate institutions, offices and make the necessary arrangements for the conduct of the consultations.

VIII. Consultant’s qualification and experience  
[bookmark: _GoBack]The Consultant should be a firm with extensive international experience in the field of public administration / public services reform, with extensive background in applied sociological research and in qualitative and quantitative research, with proven capacity to conduct narrowly-focused thematic face-to-face interviews and data analysis, and shall have:
· Demonstrated previous experience in mapping of public services and stocktaking work in minimum two other countries in projects of similar nature and scope; 
· Experience in advising governments or assisting in implementing public services reforms in minimum two other countries in projects of similar magnitude; 
· Demonstrated knowledge of public service reform at international level and existence of a framework for applying international best practices.

[bookmark: _Toc460217656]Key experts
Key experts have a crucial role in implementing the contract. 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 
· Key Expert 2: Business analyst
· Key Expert 3: Legal expert
· Other experts (Senior and junior)
Key expert 1: Team Leader 
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 work experience in regulatory reform, with experience of doing public service reforms in minimum 2 countries (key staff). 
· 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 Romanian language is an advantage;
· 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;
· 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.

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.



Annex I “Approach to horizontal review of public services” 
1. Purpose of the document
The purpose of this document is to provide guidelines and help determine stages, steps and criteria for the horizontal review of the public services in Moldova. The horizontal review consists of analyzing the information collected about the public services by applying a set of criteria. The goal is to eliminate those public services that are not needed and thus have a final list of public services that are subject to re-engineering.
This way, the public authority will avoid selecting services that might be eliminated from start and therefore do not need to undergo re-engineering process. 
The horizontal review must follow certain steps to ensure quality results and inclusiveness of all interested parties in the process. The figure below outlines the main stages of the review process.

2. Preparation 
This phase concerns the definition of the object of the review and creating an inventory of the existing services with the necessary information for later review.
 
2.1. Define the public service under review
The legislation of Moldova does not define what a public service is, although there are ongoing efforts to draft a law on public services. Per common international practice, a public service is identified as “services provided by the government to its citizens either directly (through the public sector or by financing private provision of services), which we consider it to be very broad and focused only on the classical public services such as education, healthcare, public transportation, etc. The following definition for “administrative public services” moves us beyond confusion and helps prepare an inventory of the public services that might be considered.
Administrative public services: services that are issued by or on behalf of the public administration to private subjects (natural or legal persons) that involve information obligation, issuance of administrative acts or ensuring fulfillment of duties towards the state (or local government) of individuals or organizations, as defined in the law. Examples of such services include: issuance of permits, registration of a person or property, applying for benefits, etc.
Example – services providing permission (for particular commercial activities, for construction works, for placement of the advertisement in public space etc.).[footnoteRef:3] [3:  This definition is taken from the “Service re-engineering methodology” developed under the Support in Implementation of Public Services Modernization Reform in the Republic of Moldova 2014
] 


2.2. Make an inventory of public services 
The inventory of administrative public services helps determine the pool of public services under review. The effort will be focused on collecting specific information that will help determine which services can be eliminated and which can be consolidated from the list of services. 
There are two ways to decide what data should be collected. 
The first option is to collect only the necessary information to do only the horizontal review. In this case, the information in service passports published on public services portal (servicii.gov.md) might be enough. 
Note! In case the prioritization of the services will be needed for the purpose of reengineering, then additional questions on the number of transactions and time of service delivery should be collected in order to assess the Administrative burden. 
A second option is to use this phase to collect all the data necessary for the re-engineering phase by developing a comprehensive questionnaire with detailed questions on process, ICT, documentation, staff, transactions, time, etc. 

Example of questions

	No.
	Data
	Explanation

	1. 
	Title of the service
	How it is called in the respective legal act and how is it known by the beneficiaries when it differs

	2. 
	Reasons 
	The event that drives the applicant to seek the service (i.e. childbirth, aim to build an object, etc.)

	3. 
	Service owner
	Full name of the higher-level institution (i.e. ministry) to which the law recognizes the relevant service function

	4.
	Service provider
	Institution which provides the service directly to the public or issues a license (i.e. an agency or a delegated-body), type of agency

	5.
	Beneficiary
	Applicant of the service: a) citizen; b) businesses; c) mix (other). Identify specific target beneficiaries

	6.
	Purpose of the service
	Why is this service of any value for the citizen/business? Why was it necessary?

	7.
	Legal basis
	List all the legal grounds which directly and clearly enables the provision of this service (laws, bylaws, CMD, orders of the Minister, departmental guidelines, regulations, etc.).

	8.
	Connected services
	To receive a public service-the main service-the customer often is required or able to receive other connected public services or should have already received another authorization, certification or approval (the Life event concept)

	9.
	Similar Services
	It is one service or a group of services with only minor differences from the main service. The process of delivery is the same.  

	10.
	What are the eligibility criteria for this service
	The criteria which determine who is eligible for the service (e.g. "should have been in this business for 5 years", "Must have passed the driving license test and have health insurance", etc.) 

	11.
	Documents needed to obtain the service
	List the title of the documents that a person must submit to obtain the service, coupled with the respective issuing authority


	12.
	Number of visits
	The necessary number of visits for the beneficiary to obtain the services (including obtaining information)

	13.
	Number of applications per year or how often the applicant needs to reapply for the service
	How many applications are filed in one year (including successful or not) for the last two years
Alternatively, how often the applicant needs to reapply for the service (e.g. renew a driving license, an electronic signature etc.)

	14.
	Fee for the service
	The fee or tax to be paid to obtain the service (if not fixed, include the range: minimum-maximum)

	15.
	Other elements
	[bookmark: _GoBack15]Other elements can be decided during the assignment e.g. if administrative burden will be measured the time for accessing, applying and waiting needs to be captured



Data can be collected through face-to-face interviews; telephone interviews, postal mail, self-administering questionnaires delivered by e-mail or other on‑line platforms, etc., with the most frequently used tool being self‑administered questionnaire sent by e-mail or face to face interviews. 
The questionnaires must have a sufficient number of clearly defined questions in order to collect the necessary information. 
3. Evaluation
Once the inventory is complete and the relevant information is collected for each public service, the evaluation phase can start. 
The first step is to categorize the services in a few groups in order to help the team understand and apply the right criteria for each group. 
The division into groups will help the working team decide on the prioritization of the services to re-engineer and also the approach and strategies for the re-engineering.  
3.1. Categorize the services
The basic and most common division of the public services is by the type of beneficiary:
1. citizen; 
2. business; or 
3. citizen or a business (mix). 
Another categorization of the public services that is very helpful in determining the tools needed for re-engineering: 
1. Services that have an authorization scheme, that imply decision making with the output of issuing an administrative act i.e. an authorization, license, etc. 
2. Services that certify facts and objective situations i.e. certificate from the civil registry; 
3. Services that are information obligations (IOs) e.g. submission of tax declarations, periodic declaration (usually required for businesses) or maintenance of a registry
4. Other services such as payment of parking place, etc. 

Example: This tool based categorization can help when deciding what services to re-engineer first. Since the IOs have a specific nature, the easiest way to re-engineer them is to apply ICT solutions for helping the information sharing between citizen/business and public authorities. 

3.2. Analyze and apply criteria
To find out which services can be eliminated, a set of criteria is applied and analyzed accordingly. The criteria presented in this section are the most common used in the international best practices, and at the same time they are sanctioned in the respective legislation of countries. Moldova has recently adopted these principles in the legislation that governs the interaction between the government and businesses (i.e. public services where business is the beneficiary). 

3.2.1. Legality 
The first instrument to clean up the stock of the services is to check the validity of the legal basis. The following answer should be answered:
· Is there a legal basis for the service? 
 If the answer is yes, then the next step should be to find out if the legal act is still in force or has changed. 
This analyzes is more useful when applied to the services related to businesses, particularly of very big interest and sensitivity with the category of licenses, permits and authorizations. 
This criterion should be applied very carefully as sometimes although there is no legal basis mandating the service, eliminating it might damage the public interest protected by the service.  In this case it will require formulations of recommendations for its legalization.  
Note! Be careful to check the full range of legal structures for the legal basis.  Some times the legal basis might be in an international or bilateral agreement of the government. 

Example: The authorization to operate-for commercial activities issued by the local government authorities. The law no. 231/2010 on commercial activities has changed the authorization into a simple notification of the local authorities, by the registry, therefore this authorization should not be issued because it does not have a legal basis.
    
3.2.2. Degree of obsoleteness
The next question to ask would be:
· Is the service obsolete or out of date?
This criterion can be applied to all types of the services indifferent of the beneficiary being citizen or business being an IO or not. Occasionally there are somewhere in the legislation some services that are forgotten as the social, economic or political context has changed and there are no conditions for the service to be rendered or the purpose of the service does not exist. In this case the recommendation would be to eliminate the service. 

3.2.3. Overlapping or duplication
The elimination by overlapping or duplicate services is a well-known mechanism and moreover it is sanctioned in most countries legislation especially for the permissive acts. Moldova is not an exception, as this principle is found in the recently approved Law no. 181/2016 article XII that regulates licenses and permissive acts.[footnoteRef:4]  [4:  Law no. 181/2016 article XII: a) elimination of the regulatory framework if it finds duplication with other acts or mechanisms of intervention and / or their lack of opportunity; b) elimination by merging with other acts that have similar purpose.] 

What it is overlap or duplication? In case the same purpose, that is “protection of a public interest”, is achieved by a different service, or in case two or more services have the same scope, we are in the situation of a duplication and when the scopes are similar we are in the situation of an overlap of services. 
Example: The license of auto-transport and Authorization of auto-transport. Both are based on the Code of Auto-transport no.150/2014 and if they serve the same purpose can be consolidated in one, otherwise if the license and the authorization serve to different purposes should be eliminated.  For example: the license gives the right to conduct goods/people transportation in general and the authorization serves for a certain type of goods transportation in a certain day at a certain segment, which is not the same as the license.

3.2.4. Necessity - proportionality
Another criterion is Proportionality. This applies more often to the business-related services, but not exclusively. When a public service is created, it has a reason behind it, meaning it needs to achieve a purpose, to protect a public interest, for instance. In the case of environmental permits, for example, the goal is to protect the environment to protect a healthy life for the current inhabitants of the locality and conserve it for future generations 
Note! The public interest should not be weakened. The review should contribute to the protection of essential standards of the public service which aim to protect certain public interests (i.e. health, safety and order, environment, protection of minors, personal data, etc.).
The proportionality test[footnoteRef:5] can be applied by analyzing the responses to some basic questions:  [5:   The criteria of Proportionality is provided also in the Law no.160/2011 article 5 letter h) and Law no. 235/2006 article 15] 

1. Is the service appropriate/adequate, i.e. effectively achieves its goal to ensure the protection of the targeted public interest? YES/NO
2. Could the goal of the service be achieved by another less restrictive service? YES/NO
3. Can the service be provided efficiently by the market? 

In each case the answer should be analyzed carefully

	The service 
	Question
	Answer
	Eliminate 
	Keep 

	Auto-service Authorization  
	Is the service appropriate / adequate (effectively achieve its goal) to ensure the protection of the targeted public interest?
	YES
	
	
	· 

	
	Could the goal of the service be achieved by another less restrictive service?
	
	NO
	
	· 

	
	Can the service be provided efficiently by the market? 

	YES
	
	· 
	



Example: The public interest can also be protected by other alternative instruments like inspection ex post. If the conclusion is that the alternative instrument cannot achieve the purpose, the service cannot be eliminated. 
Another example could be the authorization for auto service activity. Since the risk is very low, the service can be changed into a simple notification that the activity is open to the specific location.  Ex-post the instruments such as inspection can protect the public interest.

3.3. Formulate recommendations 
Based on the results of the analysis, adequate recommendations should follow. 
A very important criterion should be observed while formulating the recommendation for elimination or consolidation of a public service: the public interest should not be prejudiced! This principle holds that the recommendation for elimination or consolidation should not degrade the protection essential standards of the public service which aim to protect certain public interests (i.e. health, safety and order, environment, protection of minors, personal data, etc.). 
While formulating the recommendations for elimination of services, attention requires analyzing first if the specific service is used for obtaining other services (connected services) or not. 
Note! The findings of the review should be discussed with the providers of the public services before going to the formulation of recommendations. 
The result of the analysis and the recommendations can be summarized in a table.
Example 
 
	Name of service
	Legality
	Obsoleteness
	Duplication 
	Necessity
	Overall Assessment
	Recommendation 

	Certificate confirming the payment of state social contribution  
	no
	yes
	yes
	no
	The service is needed for obtaining other services
	Eliminate if the information can be accessed in the National House for Social Insurance database/web(CNAS)



4. Stakeholder consultation
This stage engages the parties interested in the public services that have been identified for elimination or consolidation. Therefore, the first step is to identify the relevant stakeholders, which can be identified as: 
· public service providers;
· customers;
· other institutions (public or private) relying on the outputs of the service;
· supervisory bodies or governmental/parliamentarian committees.
It is important to consult as early and as widely as possible to maximize the usefulness of the process and to promote an inclusive approach where all interested parties have the opportunity to contribute to the effective review of the public services. 
The institution that provides the service must know the technical arguments behind the recommendations and should make sure to understand and agree with the specific suggestion of elimination or consolidation of the service. 
The customer instead should be consulted whether the elimination of the service will affect their private interest.

5. Legal framework amendment
For the elimination of the service to take place, the legal act that provides for the service must be amended accordingly. However, before undergoing to the legal drafting, the recommendation for elimination or consolidation should be reviewed based on the feedback from the consultation process with all relevant stakeholders. 
The legislation (be it law, by law or other institutional act) should be well drafted to ensure that it adequately reflects the intention of the legislator (parliament, government, ministry, agency, etc.) and that such legislation can achieve its regulatory aim. 
The requirements of legislative drafting should be respected, as they play a very important role in achieving the goal of legal certainty. If the legislation is clear it can be implemented effectively. 
In general, the Recast technique should be used, because most probably the legal drafting will resume to make amendments to the existing legal act.[footnoteRef:6] [6:  “Recast technique: Recast is a tool for the simplification of European Union legislation. It is a technique which makes it possible to amend an earlier act (which itself may have already been amended) while immediately codifying the new amendments with the existing provisions of the earlier act. It results in a new legal act which incorporates both the amendments and the unchanged provisions. The new legal act replaces the earlier one which is repealed.” European Commission “Better Regulation guidelines”, Strasbourg 2015
] 

The adoption of the legislative proposal is the last step in the finalization of the horizontal review of the public services. It must be accompanied by the Explanatory Memorandum which describes how the proposal conforms to the regulation principles and proportionality principal. 
Monitoring and evaluation arrangements might be also incorporated in the act itself.
Annex II “Criteria for prioritization of public services for re-engineering”

After developing the qualitative inventory of public services, a prioritization of the services to be re-engineered can be performed. This will help the project not to focus on an exhaustive list of services but rather concentrate on a substantive and critical number of services to have a bigger impact of the reform. 
Consequently, a set of criteria for a rapid diagnostic of the most problematic ones will help the government to determine which public services to prioritize for re-engineering. 
The prioritization can be applied to the total number of services inventoried, or it can be done by sector of services or by beneficiary category: citizen or business-related services.
Selection method for critical services
Based on this strategic approach some of the key criteria for deciding the inclusion or exemption from the list of re-engineering are: 
1. The number of applications annually:
· Low: less than x applications (score 1) 
· Medium: between x and y applications (score 2)
· High: more than y applications (score 3)
2. The number of beneficiaries of the services:
· Low: less than x beneficiaries (score 1)
· Medium: between x and y beneficiaries (score 2)
· High: more than y beneficiaries (score 3)
Note: Typically, a service will either be assessed by the number of transactions or beneficiaries, whichever is more relevant but not both of these criteria.
3. The most burdensome regarding the administrative compliance cost (score 3)
Note: The administrative burdens must have been calculated beforehand. During the collection of information maybe questions for this purpose should be included. See Standard Cost Model Experience from all previous SCM measurements shows that the top 20% most burdensome services in any given area will represent 80% of the costs. .[footnoteRef:7] [7: The Standard Cost Model  breaks down administrative costs imposed by legal acts into components that can be assessed with reasonable accuracy. http://ec.europa.eu/smart-regulation/refit/admin_burden/docs/enterprise/files/abst09_statistics_en.pdf] 

4. The sensitivity of the service related to different economic status of the beneficiaries (vulnerable categories) for example: services related to the pensioners, services related to unemployment (score 3) 
5. The highest number of complaints from customers (score 3)
6. The number of visits to the office (the level of interaction between officials and citizens):
· Low: less than x number of visits (score 1) 
· Medium: between x and y number of visits (score 2)
· High: more than y number of visits (score 3)
7. The number of documents required to obtain the service:
· Low: less than x number of documents (score 1)
· Medium: between x and y number of documents (score 2)
· High: more than y number of documents (score 3)
8. The service that has evidenced corruption or excessive discretion (score 3);
9. The service is key to obtain many other services for example: civil status certificates (score 3)
10. The service is significantly influencing Moldova’s standing in international rankings or derives from Moldova’s international agreements (i.e. Doing Business) (score 3)

The inventory will give enough insight to establish the categories “Low”, “Medium” and “High” for the listed criteria.
 
Note! The criteria do not have a weight, they are equivalent. 

A different approach, with a different set of criteria can be applied depending on the priorities of the Government. As such these criteria, can be divided in “primary criteria” and “secondary criteria”. For example, the corruption or “excessive discretion case” can be one of the secondary criteria deciding in case of doubts or even score. 
The list of prioritized services 
Based on the scores obtained, a ranking of all the services is made and the top X number of services that reached the highest score can be selected for going under re-engineering first. 
Note! It is advisable that when selecting the services that scored highest choose also the similar services that can be grouped together and re-engineered at the same time. Similar services are services that have the same business process but different output. 
The list of the services than can be validated/approved by the collective body with enough political leverage in order to give political and financial support to the re-engineering project. Examples: E-Transformation committee and later on by the National Council of PAR. 

Example
	Name of service
	Crit. #1 
	Crit. #2 
	Crit. #3 
	Crit. #4 
	Overall assessment
	Recommendation 

	Permit for export-import
	3
	2
	1
	3
	9
	Re-engineer 




Annex III Service Passport for National Social Insurance House Service “Child Birth Benefit”
	Name
	Description

	Service Name
	Benefit for the birth of a child

	Life event
	Birth of a child

	Service Description
	The benefit for the birth of a child is an allowance offered by CNAS upon the request, and is paid as a lump sum. The right to the lump sum childbirth benefit is offered to a mother that gave birth to one or more children, and has applied for it within the first twelve months from childbirth. In the case of mother’s death, the indemnity can be claimed by the child’s legal representative. This indemnity is allocated for each live birth, including the case of twins, given that the child was registered by Civil Status Office. Payment is performed centrally by the central apparatus of CNAS through the bank institution.

	Service Provider
	Territorial Social Insurance House (CTAS)

	Service Owner
	National Social Insurance House (CNAS)

	Service Function
	Social protection of the population

	Legal Acts
	· Law on public social security system no.489-XIV of 08.07.1999;
· Government decision for the approval of National Social Insurance House Status. no. 739 of 25.07.2000;
· Government decision on allocations for families with many children no.1478 of 15.11.2002;
· Law on benefits for temporary work disability and other social protection allocations nr. 289 of 22.07.2004.

	Contact Information
	Address: 3 Gheorghe Tudor St., Chisinau MD-2028, Republic of Moldova
Web page: www.cnas.md
Telephone for information +373 22 286115
E-Mail: info@cnas.gov.md

	Working Schedule
	Monday to Friday from 08:00 to 17:00, 
Lunch break from 12:00 to 13:00 (flexible)

	Client
	The client is the mother of a live newborn.

	Eligibility Requirements
	· The client must be mother of a live newborn, or in case of mother’s death, any other legal representative of the child;
· The child was born alive;
· The child was registered by Civil Status Service;
· The application was submitted within 12 month from the date of birth.

	Documents
	· Mother’s ID card in original;
· Copy of the mother’s ID card;
· 3NA form (received from Civil Status Service);
· Child’s birth certificate;
· Copy of the child's birth certificate;
· Mother’s workbook (work record book);
· Copy of mother’s workbook;
· Application form.

	Delivery Time
	The expected time from the application to the payment is between 16 and 45 days.

	Number of visits to provider
	1

	Payment
	Service is free of charge

	Channels
	· In person by visiting the territorial social insurance office;
· In person by visiting the town hall office.
· Online at https://servicii.gov.md/ecnas

	E-Service
	Yes

	Service Languages
	Romanian

	Linked Services
	· Issuance of a medical birth statement certificate; 
· Issuance of a birth certificate.
· Issuance of form 3NA issued by Civil Status Service;

	Related Services
	· Maternity allowance;
· Monthly benefit for child care until the age of 1.5 years;
· Monthly benefit for childcare until the age of 3 years.

	Administrative Process
	In cases of dissatisfaction with the service, the client can comply through petitions addressed to the central office or superior bodies.

	Sanctions and penalties
	Not applicable



Preparation


Evaluation 


Consultation


Legal drafting


Adoption 
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