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Terms of Reference 
Consulting Services for developing and integrating a series of trainings on 
eGA e-Learning platform 

I. [bookmark: _Toc364953025]Background

The Government of Moldova is determined to fundamentally change the way how public services are provided in Moldova through a variety of interventions for modernization of service delivery, which combat corruption, foster a customer care culture, enhance access, as well as increases efficiency in the Moldovan public administration. From 2006 to 2013, Moldova modernized its civil service legislation and administrative processes under the Central Public Administration Reform (CPAR), supported by the World Bank's administered CPAR Multi-Donor Trust Fund. In July 2016, the Government of Moldova has approved the Public Administration Reform Strategy for 2016-2020[footnoteRef:2], 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. [2:  http://lex.justice.md/index.php?action=view&view=doc&lang=1&id=366209] 

To achieve the stated objectives, the Government requested the World Bank’s assistance for a PAR operation, that became effective in June 2018, called Modernization of Government Services Project (hereafter MGSP or the Project).
The design of the project takes into account the Government of Moldova’s vision, stated in the Public Administration Reform Strategy 2016-2020 and makes extensive use of institutional and technological achievements of Governance e-Transformation Project (GeT) implemented by the Government of Moldova and World Bank in the period between November 2011- December 2016. The project aims to achieve improvements in access, efficiency and quality of delivery of selected administrative services through the following components:

1. Administrative Service Modernization
The key activities under this component focus on re-engineering a group of government to citizen and government to business administrative services; piloting of one-stop-shops for public service delivery in selected locations and rolling out at national level; increasing public awareness on and advocacy for administrative services, with a particular highlight on e-services.

2. Digital Platform and Services
The main objective of this component is to digitize selected re-engineered government services; complete and strengthen a common infrastructure and mechanisms for rapid deployment of ICT-enabled public services; introduce government wide IT Management and Cyber Security standards and procedures. The component finances the procurement of additional shared computing infrastructure elements, digitization of services needed to deliver Government services electronically, as well as the development of a learning management system to mainstream the new digital infrastructure and the modernized services within the government. 

Under this component, the Project also supported the development and use of an e-learning platform. The latter is able to host video courses as an efficient way to decrease training costs and increase the total number of trainees, while maintaining an adequate level of efficiency and quality of training, encompassing general awareness raising for public employees and citizens and targeted trainings required for IT staff. Video courses related to IT management standards, procedures, and policies will be developed and disseminated through this e-learning platform. 
The e-learning platform was developed in 2019, based on Moodle (Open-Source Learning Solution, https://moodle.org/) to ensure robust, secure, and integrated learning environment for remote and continuous learning for representatives of public institutions. The concept and regulation of e-Learning platform was approved by Government Decision no. 411 as of  June 24, 2020. 

[bookmark: _Hlk44581191]3. Service Delivery Model Implementation
The objective of this Component is to ensure that the institutional capabilities of key government agencies are aligned with and support the new model of public services delivery. Training 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 Unified Centers for Public Services Delivery (CUPS – the abbreviation from the original title in Romanian). 

4. Project Management
This component supports the Project Implementation Unit (PIU), based in the e-Governance Agency, and functioning of the core eGA team.
Relevant to the assignment: 
CUPS is a concept of omni-channel strategy of public service provision through one-stop-shops, whereby access to public services will be provided, on one side, online (via the portal of public services servicii.gov.md) and, on other side, by locally deployed service centers.
To bring government services closer to the citizens, the e-Governance Agency (eGA) has conducted a Feasibility Study[footnoteRef:3] for outsourcing the front-office segment of service provisions (this includes but is not limited to receiving applications for services and delivering the results of the service). The local public administrations (LPA) have been deemed as the most feasible target institutions with appropriate legal framework, infrastructure, capabilities and geographical coverage to embark on the role of CUPS. The impressive number of Moldovan diaspora abroad concluded the possibility to operate CUPS in Consular Offices, as well.  [3:  Feasibility Study on Enhancing Citizen’s Access to Administrative Services at Local Level was prepared for the purposes of performing a comprehensive assessment of the current situation, opportunities and challenges in outsourcing the front-office of the selected administrative services of the institutions included in the scope of the MGSP project. The study was conducted by PricewaterhouseCoopers Management Consultants SRL for the e-Governance Agency, May 2019.] 

In mid-2020, the National Council for Public Administration Reform approved the public policy proposal on CUPS and enforced the eGA to pilot CUPS in 22 locations (a mix of 17 LPAs and 5 Consular Offices). It is expected that the piloting process will take from 9 to12 months. After proving the legal, technical, and economic feasibility of CUPS as a result of piloting period, an additional number of at least 58 CUPS will be rolled out throughout the country and in selected Moldovan consular offices abroad. Based on the inventory of administrative public services, performed through the Feasibility Study, 22 services that are feasible for piloting through CUPS (from legal, operational (front- and back-office separation), and staffing point of view) were selected.
This process of piloting and replicating the CUPS model involves a large amount of people who will need appropriate knowledge concerning the use of electronic services, interaction with the citizen/ public authority, efficient communication, human-centered delivery of public services, the right to information, etc. Furthermore, to have better feedback from service users in the CUPS piloting process, it is important that as many people as possible have basic knowledge and experience related to opportunities to access services in digital format.

During the information sessions organized by EGA for different categories of population, participants mentioned that the information was quite new, and they would be interested in deeper and continuous learning about governmental electronic services and products. Another result of these information activities is the increased number of requests from different public authorities, categories of citizens, NGOs to organize such training activities for their employees, colleagues, beneficiaries, etc. 

To increase number of participants and access of the population to these trainings, at the same time prevent growing the administrative burden of eGA specialists (who are speakers in these information sessions), eGA is intending to create electronic versions of the most requested trainings for the population and specialists from different fields. Moreover, in order to streamline the learning process, eGA aims to co-create a common training curriculum for specialists working in governmental structures, people who want to become e-ambassadors, as well as various service users. 

To achieve these aims EGA will use e-Learning platform (http://elearning.gov.md). The development and use of e-learning training modules with a set of video courses, subscripts in Romanian and Russian, mimic-gestural translation will be an efficient alternative to offline trainings and an additional solution for people with limited possibilities of travelling to rayon level to get central public administrations services (because of some health issues, disabilities, care responsibilities), lack of time and/or financial resources. The selected thematic for online trainings will help users understand in an accessible way the essential aspects of the service delivery process by a public entity, the essence and applicability of electronic public services, the proper interaction with a government entity.

Use of e-learning training modules will be an effective way to decrease training costs and increase the total number of trainees, while maintaining an adequate level of efficiency and quality of training. The on-line modules for trainings are of special commodity, utility and recommendation in COVID-19 pandemics time.  

II. OBJECTIVES
[bookmark: _Hlk82766679]The primary objective of the assignment is to develop and integrate in Moodle e-learning system, managed by the e-Governance Agency, a series of trainings for different categories of users including, CUPS Specialists, Service providers, LPAs, and Citizens in order to:
· Build basic knowledge and skills for different users to access e-services developed by eGA, communicate efficiently with central public entities, properly benefit from the right to information and petition. 
· Create an accessible learning environment for different categories of users including ethnical minorities, people with disabilities, caregivers (women and men taking care of children, elderly, disabled persons), diaspora representatives, youth, etc. 
· Set up a consolidated and flexible learning environment, where specialists working in the public sector, private sector, NGOs, etc. could benefit from trainings on different topics or use this platform to place their trainings.
III. [bookmark: _Toc364953026]SCOPE OF WORK 
[bookmark: _Hlk76989704]The Consultant will undertake the tasks aimed to develop and integrate training courses in Moodle e-learning system as detailed below:
Task 1: Development of the methodology and a generic structure for a training course, development of the Implementation Plan based on the training curricula included in Annex 1. 
Timeline: 10 days after contract effectiveness.
Deliverables: 
- Methodology and generic structure for a training course (textual description and a sample sketched in Moodle).
- Detailed implementation plan for all the trainings. 
The Client shall review and provide comments in 15 working days.

Task 2: Develop detailed content for each of the training courses presented in Annex 1, including the question banks and evaluation tests to be integrated in the Moodle e-learning system.
Each course must contain up to 6 lessons with up to 12 hours duration, that covers all specified themes (topics). Courses must be supported with content and glossary. Each lesson must contain short description of lesson, lesson notes and video lesson (presentation with audio or practical lesson). Each course lesson must contain a question bank that will list not less than 10 multiple choice questions. 
For each course, evaluation tests must be developed. The test must include not less than 20 multiple choice questions selected randomly from question bank. 
The content of the trainings (text, presentations, templates, etc.) will be developed by the Consultant. 
The Consultant will coordinate with each eGA expert the following aspects: (i) content for each of the training courses, (ii) the time and specific requirements for each of the recording session, (iii) will collect all relevant information (presentations, text version of the speeches if available, templates and other materials relevant for training). 
Timeline: 3 weeks after the approval by eGA of first deliverable.
Deliverable: 
- Detailed contents including question bank and evaluation tests for each of the training courses presented in Annex 1 (textual description and samples sketched in Moodle) developed and approved by eGA. 
The Client shall review and provide comments in 15 working days.

Task 3: Wrap the approved course content into final e-learning module, including the question banks and evaluation tests for each of the trainings included in Annex 1, by ensuring the following activities: 
· Record the eGA experts’ speeches. 
· Technical processing of recorded material. Each processed material should be coordinated with eGA Responsible for eLearning platform before uploading. 
· Translate information from recordings, question banks and evaluation tests in Russian.
· Include transcripts in Romanian and Russian 
· Ensure and include translation in mimic-gestural language for the trainings specified in Annex 1.
Timeline: 12 weeks after the approval by eGA of the 2nd deliverable.
Deliverables: 
· Final versions of the video materials for all training courses listed in Annex 1.
· Romanian and Russian transcripts for all the recordings and the question banks and evaluation tests. 
· Electronic modules for training courses developed and uploaded on e-Learning platform. The modules must comply with requirements presented in Annex 1.  
 
Task 4: Adjust and update the training courses and evaluation tests in the Moodle e-learning system based on the feedback received after the testing of the trainings.
Testing will be performed by different potential users, including CUPS Specialists, Service providers/ LPAs, and Citizens with different profiles like persons with disabilities, ethnic minorities, caregivers (women and men taking care of children, elderly, disabled persons), diaspora representatives, youth, etc. 
The training modules and tests will be adjusted by the Consultant/ Firm based on the feedback received after the testing process.
Timeline: 4 weeks after the completion of Task 3 and approval by the eGA of related outcomes.
Deliverables: 
- Detailed plan for the testing activities, including tools integrated in the e-learning modules used for collecting feedback. 
- Report with collected feedback, conclusions and adjustments performed to the modules. 
- Electronic modules for training courses adjusted. 

IV. REPORTING AND DELIVERABLES 
The Consultant will prepare and submit for approval reports accompanied by deliverables defined under each task in the Scope of work section. All reports will be provided electronically in the Romanian language and include: 

Report 1 on activities performed under Task 1 and the associated deliverables as described in section II. Scope of Work, Task 1, submitted for approval in 10 (ten) days after contract effectiveness. 

The Client shall review and provide comments in 15 working days.

Report 2 on activities performed under Task 2 and the associated deliverables as described in section II. Scope of Work, Task 2, submitted in 3 (three) weeks from the acceptance of Report 1. 

The Client shall review and provide comments in 15 working days.

Report 3 on activities performed under Task 3 and the associated deliverables as described in section II. Scope of Work, Task 3, submitted in 12 (twelve) weeks from the approval of Report 2.  

Report 4 on activities performed under Task 4 and the associated deliverables as described in section II. Scope of Work, Task 4, submitted in 4 (four) weeks from the approval of Report 3. 
Final Report which will include details on the tasks performed, including the list of final deliverables and recommendation on future improvement of the e-Learning platform, submitted in 1 (one) week from the approval of Report 4.   

V. TIMING 
The assignment is expected to start in December 2021. The estimated duration of the assignment is 8 months.
VI. INSTITUTIONAL ARRANGEMENTS
The Consultant will report to and work under the direct supervision of the eGA responsible for the e-Learning platform who will facilitate the Consultant’s access to the necessary documents, materials, ensure communication with eGA’s experts and key stakeholders to the assignment. During the implementation of the assignment and development of the defined deliverables, the Consultant will collaborate with the eGA Communication Team, Manager responsible for CUPS and other relevant eGA Experts.

VII. RESOURCES 
The Moodle e-learning system is installed on MCloud. All necessary access to the Moodle system and Moodle configurations will be provided by the Client according to Consultant’s needs.

VIII. [bookmark: _Toc364953029]QUALIFICATION REQUIREMENTS 
Minimum requirements for the Consultant:
· Professional experience in developing tailor-made training programs meeting client needs and providing trainings and workshops (during the last 3 years)
· Minimum three successful training projects which cover the accessibility aspects for different categories of users in the last 3 years
· Demonstrated experience in developing e-learning modules with elements ensuring accessibility
· Experience in developing training programs for governmental organizations would be an asset.

Key Staff

The Consultant shall provide 3 Key Experts - 2 e-Learning content developers and 1 e-Learning platform engineer. One of the proposed key-experts shall be appointed as Team Leader, responsible for overall coordination of the activities carried out by the team. The Minimum qualifications requirements for the key experts are:

2 e-Learning content developers
· University degree in areas such as Computer Sciences, Public administration, economics, law, social sciences or related field.
· Experience in developing detailed content for at least three (3) training courses, including question banks and evaluation tests to be integrated in e-learning systems.
· Proven knowledge in at least one of the following areas: access to information, public services, information and cyber security, communication, monitoring and evaluation.
· Ability to effectively communicate and write in Romanian and Russian.
· Good communication and interpersonal skills.
· Knowledge of Moodle e-learning platform is an asset.
· Certifications in Moodle training is an asset.

e-Learning Platform Engineer 
· University degree in areas such as Computer Sciences or related field.
· Proven professional experience in area of e-learning system installation and administration.
· Minimum one successful project in the last three years in installation and configuration of e-learning training modules in the Moodle e-learning platform.
· Ability to effectively communicate and write in Romanian. 
· Certifications in Moodle training is an asset.
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Annex 1. List of training courses to be developed and integrated in Moodle e-Learning system, managed by the e-Governance Agency

	Training course
	Description
	Component modules
	Logistic requirements

	1. E-Services for everyone.
	Intended for all categories of users (including CUPS Specialists, LPAs representatives and Citizens) to educate the participants on the opportunities and usefulness of e-services.
	1.1. Basic definitions concerning public (administrative) services, including in electronic format.
1.2 Essential information about existing e-services: public services portal (servicii.gov.md), electronic payments (MPay), electronic signature (MSign), Citizen's Portal (MCabinet), Electronic Authorization System (MPower), etc.
1.3. Best practices in applying e-services by LPAs and citizens.
1.4. Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued
	Transcripts 

Translation in Russian

Translation in mimic-gestural language 

	2. Basic steps in accessing public services.
	Intended for Citizens and new LPA’s employees to teach them the fundamentals of public services delivery, ways of communication, and best practices.
	2.1. Basic definitions about public (administrative) service, public entities, process of service delivery. 
2.2. Ways to access information about a public service. Online tools for identify needed service, information, and/or public entity.
2.3. Necessary steps for accessing a public service. Tips and tools for efficient communication with public entities.
2.4. Best practices of interaction with public entities. 
2.5. Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued
	Transcripts 

Translation in Russian

Translation in mimic-gestural language 

	3. Efficient communication with the public.
	Intended for CUPS specialists and relevant LPAs representatives to teach them the fundamentals of communication with public from the position of a governmental entity.
	3.1. Basics of communication etiquette in public service delivery.
3.2. Rules, techniques, and tools for efficient communication in service delivery.
3.3. Practical tips for managing crises and conflicts. 
3.4. People-centred service delivery – steps to be followed when interacting with citizens/service providers.
3.5. Online tools for ensure visibility and alternative communication channels (official websites, social media etc.)
3.6. Evaluation tests:
a. Practical, interactive tests for each chapter of the Course
b. Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued.
	Translation in Russian

Transcripts in Russian


	4. Right to information. Petition.
	Intended for CUPS Specialists, LPAs representatives and Citizens to teach the participants’ roles and responsibilities in ensuring the right to information.
	4.1. Essential provisions regarding citizen's right to information. Types of requirements for access to public and personal information. Structure of an information request. Submission and reply process, templates.
4.2. Petition – meaning, submission and reply process, templates. 
4.3. Registration and issuance of official correspondence (only for CUPS Specialists and LPAs)
4.4. Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued
	Transcripts 

Translation in Russian

Translation in mimic-gestural language

	5. Citizen’s feedback related to their experience in accessing public services.
	Intended for CUPS Specialists, LPAs representatives and Citizens to train participants on the importance of users ‘experience analysis for the improvement of public service delivery process.
	5.1. What is citizen-centric design and why it is important
5.2 Basic concepts of  the citizen-centric approach    of public delivery services, user experience. Meaning and importance of citizen’s feedback analysis. 
5.2. How to organize an activity focused on collecting citizen’s feedback (what is the process, stages, steps and participants, tools)
5.3. Examples and best practices.
5.4. Evaluation tests:
a. Practical, interactive tests for each chapter of the Course
b. Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued
	Translation in Russian

Transcripts in Russian


	
6. Introduction in digitization


	Intended for representatives of public institutions and other interested entities engaged in digitalization exercises. 

	6.1.  Digitalization in a nutshell
6.2.  Types of implementation approaches
6.3.  Software development lifecycle
6.4.  Software Requirements Specifications
6.5.  Participants in the process and roles
6.6.  Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued
	Translation in Russian

Transcripts in Russian


	7. Data exchange (interoperability) 
	Intended for representatives of public institutions and other interested entities engaged in data exchange processes.
	7.1. Introduction to data exchange:
a. National interoperability framework
b. The data exchange model
c. Principles of data exchange through the interoperability platform
d. Security and confidentiality of data exchange
7.2. Procedure for connecting to the Interoperability Platform:
a. Connection request
b. Description and technical documentation of the requested data exchange
c. Technical conditions
7.3. Use of the "Data with authorized access" Module of the Government Data Portal:
a. About the Government Data Portal
b. User management by participants in the data exchange using the "Data with authorized access" Module
c. Accessing data
7.4. Evaluation tests:
a. Practical, interactive tests for each chapter of the Course
b. Interactive test of final evaluation of the Course. Following the final evaluation, a Certificate will be issued.
	Translation in Russian

Transcripts in Russian


	8. Business process optimization in public institutions (adjustment and completion of the course)
	Intended for representatives of public institutions and other interested entities.
	The consultant will analyze and finalize the development this course, including by adding new modules, as follows:
8.1. Complete the sound of the course (editing the audio files and synchronizing with the images in the presentation).
8.2. Development of practical / interactive tests for the BPR and BPMN modules of the course (2 modules).
8.3. Developing of the final evaluation tests of the course (theoretical and practical / interactive).
8.4. Developing of the template of the certificate of graduation of the course according to the level of performance (1,2,3).
8.5. Finalizing the course with 3 new modules based on their video recordings, related presentations and teaching materials (digitization of modules, sound synchronization, elaboration of questionnaires to verify the theoretical aspects)
	Translation in Russian

Transcripts in Russian





