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BACKGROUND
From 2006 to 2013, Moldova modernized its civil service legislation and administrative processes under the Central Public Administration Reform (CPAR), supported by the Bank's administered CPAR MDTF. 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 the World Bank’s assistance for a PAR operation, planned for delivery commencing in FY18 to 2023, called Modernization of Government Services Project (further 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, relies on the Government Services Modernization Action Plan for 2017-2021 and makes extensive use of institutional and technological achievements of Governance e-Transformation Project (GeT) implemented by the Government of Moldova and World Bank until 2016. 
According to the World Bank’s 2016 Systematic Country Diagnostic[footnoteRef:2], limited access to services, especially in rural and remote areas, has contributed to social exclusion and spatial gaps in opportunities and the quality of life.  [2:  http://documents.worldbank.org/curated/en/465041475522681625/pdf/Moldova-SCD-clean-09232016.pdf ] 


Therefore, MGSP benefits the citizens of Moldova by contributing to improved access to better quality services. Social inclusion, gender mainstreaming and citizen engagement are a strong part of the project design. More specifically it ensures that:
· citizens are engaged in the modernization of Government administrative service delivery process;
· female and male citizens’ needs and concerns in regard to Government administrative service delivery are considered;
· women and vulnerable groups (people with disability, the poor, the elderly, ethnic and linguistic minorities and the rural population, etc) have an easier access and are better served by the modernized services and trained civil servants.
The project objective to achieve improvements in access, efficiency and quality of delivery of selected administrative services will be fulfilled through the following four 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.	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 institutions responsible for the delivery of public services re-engineered and digitized under MGSP, as well as partner entities participating in Centres for Unified Public Services (CUPS) pilots. 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 supports the adjustment of institutional and staff capacities of key Government agencies to the new citizen-centric model and digital administrative service delivery arrangements. Component 3 - valid for all line ministries and agencies responsible for the selected Government services under MGSP - is foreseen to be managed and coordinated by the State Chancellery Public Administration Directorate (PA Directorate) responsible for human resources policy coordination and management of public services. 

4.	Project Management
This Component will finance project implementation unit (PIU), based in E-Governance Agency (EGA) and will co-finance the core E-Governance Agency management team.

Aiming to ensure that gender equality and citizen engagement aspects are streamlined throughout Project activities, as part of the preparation phase of the Project, a Report on gender equality and citizen engagement practices in the Republic of Moldova was prepared. The main objective of the study was to analyse possibilities and entry points of how to best support the mainstreaming of gender and citizen engagement throughout the project activities of the MGSP and to make specific recommendations based on an analysis of social, political and economic challenges for citizens, in particular for women and girls, to engage in governance processes. The respective Report together with other relevant materials will serve as the initial informational bases for the realization of the current assignment.

OBJECTIVES
[bookmark: _Hlk531790104]The objective of the assignment is to assist the State Chancellery (the Responsible Authority for the Project) and EGA (the Implementer of the Project) to develop the necessary framework attributes ensuring compliance of selected Government services with social inclusion, gender mainstreaming and citizen engagement requirements. 

SCOPE OF WORK 
The consultant is expected to perform the following tasks to achieve the objective:
1. Develop a Work Plan to be applied for the respective assignment 
1.1. Undertake a comprehensive desk review of the key World Bank documents on gender, social inclusion and citizen engagement as well as relevant studies, researches and reports on gender, social inclusion and citizen engagement approaches in public service re-design produced by other organizations, and best practices in Moldova relevant to Government services;
1.2. Get acquainted with the MGSP components relevant to the assignment, the gender and citizen engagement analysis report that was realized with the support of the ECAPDEV project preparation grant, as well as with the draft Methodology on Government administrative service reengineering;
1.3. Prepare the work plan that will include a detailed schedule for the realization of the activities under the assignment as well as the estimated number of working days for each deliverable.

2. [bookmark: _Hlk531790440]Work package A: Ensure citizen engagement is streamlined in the modernization of Government administrative service delivery and service evaluation processes
2.1. [bookmark: _Hlk532904546]Review the methodology on Government administrative service reengineering and propose the necessary adjustments to enable an effective and efficient citizen engagement process at each stage of the service reengineering procedure;
2.2. Based on the existing national and international practices and relying on the provisions of the methodology on Government administrative service reengineering, to develop a relevant set of tools (questionnaires, checklists, specific criteria to ensure the representativeness of a focus group, electronic communication platforms, feedback mechanisms, etc.) for citizen engagement to be used at each stage of the reengineering as well as the evaluation processes.
2.3. Provide recommendations of how citizen-centric service delivery may become institutionalized in the respective public service agencies, based on an analysis of the best practices and validated approaches identified in 1.1., existing internal processes and applicable legal and regulatory frameworks;

3. [bookmark: _Hlk531790509]Work package B: Ensure that all citizens’ (including vulnerable social groups’ and women’s) needs and concerns in regard to Government administrative service delivery are considered
3.1.  Review the reengineered Government administrative services („to be” maps) that are being piloted, to ensure their compliance with social inclusion and gender mainstreaming aspects;
3.2. Propose the necessary adjustments to the draft methodology on Government administrative service reengineering to be considered in the reengineering process to ensure the compliance of selected Government administrative services with social inclusion and gender-sensitivity requirements;
3.3. Develop gender mainstreaming and social inclusion toolkit and checklist to offer the necessary informative and methodological support in the reengineering and evaluation processes of selected Government administrative services;

4. Work package C: Support for the capacity development of public servants involved in the delivery of modernized Government administrative services from the perspective of gender, social inclusion and citizen engagement requirements
4.1. Develop training curricula and training materials on the consideration of social inclusion, gender mainstreaming and citizen engagement perspectives in the delivery of modernized Government administrative services;
4.2. Deliver three training activities for the representatives of public authorities involved in service delivery modernization on the topics referred at the line 4.1. Each training will consist of one-two sessions (maximum half-day duration) and will be delivered as part of the general training on the new model of service delivery provided for the personnel of the authorities selected for service reengineering. The groups will consist of 20 to 25 participants selected by the service provider that will organise the training on new model of service delivery.
4.3. Perform training evaluations and present the quantitative and qualitative data related to the delivered trainings, lessons learned and potential adjustments of training materials and delivery models, as well as recommendations for further activities related to the capacity development process.  



DELIVERABLES AND TIMEFRAME
	No.
	Deliverables
	Tentative timeframe/deadline

	1
	A detailed Workplan to be applied for the respective assignment developed
	One week from the contracting date

	2
	The Recommendations Note on the adjustment of the methodology on Government administrative service reengineering developed to enable an effective and efficient citizen engagement process at each stage of service reengineering procedure
	Two weeks from the acceptance of the Workplan

	3
	The Evaluation Report of three reengineered Government administrative services reflecting their compliance with citizen engagement, social inclusion and gender aspects developed
	Four weeks from the acceptance of the Workplan

	4
	The Recommendations Note on the adjustment of the methodology on Government administrative service reengineering developed to ensure that gender and social inclusion requirements are considered in the reengineering process
	Six weeks from the acceptance of the Workplan

	5
	The set of tools for citizen engagement to be used at each stage of the reengineering and evaluation processes developed and presented
	Nine weeks from the acceptance of the Workplan

	6
	Social inclusion and gender mainstreaming toolkit to offer the necessary informative and methodological support in the reengineering and evaluation processes developed
	Nine weeks from the acceptance of the Workplan

	7
	Training curricula and training materials on the consideration of gender mainstreaming, social inclusion and citizen engagement perspectives in the delivery of modernized Government administrative services developed.
	Fourteen weeks from the acceptance of the Workplan

	8
	Three training activities related to the topics presented at the deliverable nr. 7 organized
	The exact dates of the trainings will be consulted and decided together with the Client

	9
	Training Report developed, including the agenda, list of trainees
	Two weeks after the last delivered training

	10
	Final Report on the assignment with concluding relevant findings and recommendations developed
	Three weeks after the last delivered training



All the documentation related to the assignment (except the deliverable nr. 7) will be delivered in Romanian and English languages.

TIMING
This is a part-time assignment expected to be performed during the period March - August 2019. 

INSTITUTIONAL ARRANGEMENTS
The Consultant will work under the direct supervision of the State Chancellery Public Administration Directorate in association with the Inter Component Coordinator and MGSP Project Manager ensuring qualitative and timely implementation of the envisaged tasks and submission of expected deliverables. 

QUALIFICATION REQUIREMENTS AND EVALUATION CRITERIA
Mandatory qualifications

· University degree or higher degree in social sciences, public administration, human rights or other related to the assignment disciplines;
· Minimum of 5 years of extensive work experience on citizen engagement, gender equality and social inclusion fields, the local context of the Republic of Moldova must be one of the cases previously worked on;
· Minimum of 3 years in developing training materials and delivery of trainings in the fields of citizen engagement, gender issues and social inclusion;
· Certified specialized trainings in citizen engagement, gender issues and social inclusion;
· Good knowledge of the government policies, government institutions and processes related to gender equality, social inclusion and citizen engagement aspects;
· Strong analytical, organizational, reporting and writing abilities;
· Ability to effectively communicate and write in English and Romanian languages.


Preferred qualifications 

· Experience in working with teams on multi-disciplinary analytical work and similar assignments conducted by the World Bank, IMF, UNO and other donors financed projects is desirable;
· Experience in assessment of policy documents, methodologies and regulations from the citizen engagement, gender issues and social inclusion perspectives;  
· Previous experience in the implementation of activities related to the Government Service Modernization Agenda, will be considered a strong asset.
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