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Terms of Reference 
Visibility & Promotion
Donor Trust Fund – Serbia Digitalization for Business Environment
(P174555)


Background
International Bank for Reconstruction and Development (hereinafter: the World Bank), acting as administrator of the European Commission, on behalf of the European Union for the EC – World Bank Partnership Programme Part III for Europe and Central Asia Programmatic Single-Donor Trust Fund – Serbia Digitalization for Business Environment, extended a grant (hereinafter: Grant) to the Republic of Serbia to assist in the financing of the project “Serbia Digitalization for Business Environment” (hereinafter: Project).

Implemented within the framework of the Action Programme for the Republic of Serbia, adopted by the European Commission on November 28, 2019 and confirmed by the Financial Agreement with the European Commission, which was signed by the Republic of Serbia on February 6, 2020, the Project refers to the Result 1 of the said Action Programme: Improvement of the coordination of reforms in the field of business environment and optimization of the regulatory environment for economic entities. It enables digitization of 20 business episodes and accompanying registers and records, which will in turn create conditions for the Public Policy Secretariat (PPS) of the Government of the Republic of Serbia to further support improvements of the business environment.

The Project also entails management and improving the unified Registry of Administrative Procedures (hereinafter: RAP) and its publicly accessible portal. Digitization of administrative procedures would directly contribute to the reduction of the administrative burden to businesses, through savings resources, increased transparency, predictability and stability of business environment.

The objective of the Project is to improve aspects of the business environment through the digitalization of selected government-to-business services in the prioritized sectors.  The Project consists of the following parts:

Part 1. Upgrading the Registry of Administrative Procedures: Support the upgrading of RAP to enhance its functionality and usability.
Part 2. Identifying potential Business Episodes: Identify at least 20 government-to-business services that have potential to be simplified and digitized under a Business Episode format.
Part 3. Digitization and piloting of Business Episodes: Digitization and piloting of at least 20 government-to-business administrative services, (a) selected by Public Policy Secretariat, in consultation with the Ministry of Economy of the Member Country, (b) in highly relevant sectors, (c) under the Business Episodes format, and (d) through a Member Country government portal (whether RAP or other portals operated by a Member Country government agency).
Part 4. Enhance Data Registries: Support the upgrading of Data Registries, primarily those required for the digitalization of the 20 Business Episodes, including by (a) considering the most recent business regulations and any relevant reforms, and (b) designing a business-friendly online interface that allows for easy navigation and offers an integrated online feedback mechanism for businesses.
Part 5. Implementation Support: Strengthen the Recipient staff’, and other government officials’, capacity through the organization of workshops and training on Business Episodes, and the provision of Operating Costs.

Public Policy Secretariat (PPS) as Client will carry out the Project in collaboration with the Office for Information Technologies and e-Government - government agency, tasked through the Letter Agreement for the Project, Article II. Project Execution, Part 5. Implementation Support, Paragraph 2.02 with collaboration in implementing various digitalization and e-Government initiatives (hereinafter: ITE).

Objectives of the assignment 
The primary objective of this assignment is to enhance the visibility and public awareness of the Serbia Digitalization for Business Environment project. The project, funded by the European Union and the World Bank Group, aims to support the digitalization of government-to-business (G2B) services in Serbia. Through targeted visibility and promotion activities, this assignment will communicate the importance of digitalizing administrative services and highlight the Project's contributions to improving the business environment.
Specifically, the Consultant will be responsible for:
1. Raise Awareness: Promote awareness of the benefits of G2B service digitalization, such as reducing administrative burdens, enhancing government transparency, and improving operational efficiency for businesses in Serbia.
2. Showcase Donor Support: Highlight the roles of the European Union and the World Bank Group as key funders through strategic public relations campaigns, press releases, and media engagements, with a minimum of 10 national and regional media articles or interviews.
3. Organize Promotional Events: Conduct two public launch events and media briefings at key project milestones. These events will include up to 30 participants and 15 journalists, with costs for venues, AV equipment, catering, and participant transportation covered by the Consultant.
4. [bookmark: _Hlk188270998]Design Comprehensive Campaigns: Develop a social media and public relations strategy, including at least 30 platform-specific posts, three online graphics (incorporating EU and World Bank visibility guidelines), multimedia content (two videos and two animations), and one targeted digital campaign with paid advertisements.
5. Ensure Branding Consistency: Adhere to EU and World Bank visibility guidelines across all communication materials, including promotional items, to maintain a unified narrative about the project’s objectives and achievements.

[bookmark: _Hlk188269352]Scope of Work 
The Consultant will work closely with the Client Project Implementation Unit (PIU), the European Union, and the World Bank Group to develop and implement a comprehensive visibility and promotion strategy for the Serbia Digitalization for Business Environment project. The scope of work includes, but is not limited to, the following tasks:
1.  Development of a Comprehensive Communication Strategy:
· Prepare a comprehensive communication strategy that outlines key messages, target audiences, communication channels, and a timeline of activities.
· Create a detailed action plan specifying promotional activities, event schedules, social media strategies, and media outreach plans.
· Ensure messaging aligns with EU and World Bank visibility guidelines and emphasizes their roles in supporting the digitalization of government-to-business (G2B) services, including fully developed social media strategy with platform-specific content plans, posting schedules, and engagement targets.
2.  Event Organization and Management:
· Plan and execute promotional events, including one (1) conference in Belgrade targeting up to 40 participants, including detailed agenda, participant lists, speaker lists, and media invitations.
· Organize two (2) public launch events and two (2) media briefings, with at least 30 participants and 15 media workers in attendance, ensuring visibility and media engagement[footnoteRef:1]. [1:  Media briefings should not include participants in attendance.] 

· Propose and set up for use an on-line stakeholder feed-back tracking and collection tool/mechanism for use during all public events, in order to maximize stakeholder engagement, collect their insight, to ensure continuous improvement and provide recommendations for further stakeholders’  communication and engagement.
· Provide event venues, accompanying AV equipment, catering, and participant transportation where necessary.
· Reports on successfully executed events, including outcomes, media coverage, and participant feedback.
3.  Social Media Strategy and Digital Campaigns:
· Develop a social media strategy with platform-specific content plans and a schedule for consistent engagement (up to 30 platform-specific social media posts).
· Create engaging multimedia content such as infographics, videos, and explanatory animations that align with donor visibility guidelines - three (3) infographics, two (2) videos, and two (2) explanatory animations.
· Execute one (1) targeted digital campaign, including paid advertisements and tailored content, and provide reports on a targeted digital campaign, including performance metrics.
· Monthly social media performance reports detailing reach, engagement, follower growth, and content performance.
4.  Public Relations and Media Engagement:
· Prepare and distribute press releases and media kits to highlight project milestones and successes.
· Secure a minimum of 10 media articles or interviews in national and regional outlets.
· Quarterly media monitoring reports analyzing coverage and impact.
5.  Reporting and Documentation:
· Provide quarterly progress reports detailing activities, media coverage, social media metrics, and feedback. 
· The reports should be concise, clear, and structured to provide an overview of the project’s status. Each report should include:
- A summary of the work completed during the reporting period
-Status updates on each deliverable, detailing progress, any issues encountered, and actions taken to resolve them
-Any deviations from the original project plan, including explanations and proposed corrective actions
-A summary of upcoming tasks and activities for the next phase of the project
· Prepare a final comprehensive report summarizing all visibility and promotion activities, including an assessment of their impact and recommendations for future initiatives.
· The Consultant is required to report to Client’s representative, as well as appointed representatives of the World Bank and the Delegation of the European Union, and submit reports aligned with the deliverables' due dates.
· All reports in Serbian and English languages must be delivered electronically in both PDF and Word formats via email (to be advised after the signing of the Contract).
6.  Capacity Building and Knowledge Transfer:
· Conduct one (1) training session for PIU staff and relevant stakeholders (up to 10 participants) on managing media relations, social media, and public engagement.
· Comprehensive handover to ensure that the PIU is equipped to sustain promotional activities through the transfer of communication tools, strategies/plans, and documentation.
Deliverables
Each deliverable outlined in this Terms of Reference must be prepared and submitted for review and acceptance by the Client, with copies sent to appointed representatives of the World Bank and the Delegation of the European Union. All deliverables, including documents and reports, must be provided in both PDF and Word formats. In addition, all deliverables and reports should be submitted in both Serbian and English. It is essential that each deliverable meets the agreed-upon specifications and is formally accepted by the Client before proceeding to subsequent phases of the project.

Table 1. Deliverables and Period of Performance
	Number
	Deliverable
	Description
	Period of performance

	D1.
	Communication Strategy and  Action Plan
	· A comprehensive communication strategy that outlines key messages, target audiences, communication channels, and a timeline of activities.
· A detailed action plan that includes specific promotional activities, event schedules, social media strategies, and media outreach plans.
· Three online infographics (incorporating EU and World Bank visibility guidelines).
· Quarterly Progress Reporting
	
Within 4 weeks (28 days) of contract signing. Initial promo materials within 6 weeks (42 days) of contract signing, ongoing development as needed throughout the project.

	D2
	Event Organization; Public Relations and Media Coverage; Social Media Strategy and Digital Campaigns
	· Detailed agendas and plans for each event, and public launch, including lists of participants, speakers, and media invitations.
· Successfully executed 1-day Conference held in Belgrade with up to 40 participants, with provided event venue, accompanying AV equipment, catering and moderation. 
· Successfully executed the first (1/2) Public Launch Event together with the first (1/2) Media Briefing with up to 30 participants, and up to 15 journalists with provided event venue, accompanying AV equipment, catering, moderation and transportation for participants out of the event place of posting.
· Press releases, media kits, and outreach plans delivered ahead the 1-day conference and the first Public Launch Event.
· A minimum of 5 media articles or interviews in national and regional outlets covering the project and its achievements.
· A fully developed social media strategy, including platform-specific content plans, posting schedules, and engagement targets.
· Develop content of the posts for Facebook, Twitter/X, LinkedIn, and Instagram – up to 30 posts. 
· Design and develop engaging multimedia content:  the first (1/2) video and the first (1/2) explanatory animation, incorporating EU and World Bank visibility guidelines.
· Run targeted one digital campaign with paid advertisements to raise awareness about the project, its impact on the business environment, and the support from the EU and the World Bank.
· Monthly social media performance reports detailing key metrics such as reach, engagement, follower growth, and content performance.
· Quarterly Progress Reporting
	
Up to 6 months after signing the contract. 


	D3
	Media Monitoring and Reporting and Stakeholder Engagement Reports
	· Quarterly media monitoring reports that track all coverage of the project, including both traditional and digital media.
· Analysis of media impact and recommendations for enhancing media engagement.
· Analysis of the public’s understanding and perception of the digitalization efforts, based on collected stakeholders’ feedback (incorporated into monthly and quarterly reports).
· Quarterly Progress Reporting
	
8 months after signing the contract. 


	D4
	Event Organization; Public Relations and Media Coverage; Digital Campaigns
	· Successfully execute second (2/2) Public Launch Event together with the second (2/2) Media Briefing with up to 30 participants, and up to 15 journalists with provided event venue, accompanying AV equipment, catering, moderation and transportation for participants out of the event place of posting.
· Press releases, media kits, and outreach plans for the Public Launch Event.
· A minimum of 5 media articles or interviews in national and regional outlets covering the project and its achievements.
· Develop content of the posts for Facebook, Twitter/X, LinkedIn, and Instagram – up to 15 posts for the second half of the assignment. 
· Design and develop engaging multimedia content:  the second (2/2) video and second (2/2) explanatory animation
· Run targeted one digital campaign with paid advertisements to raise awareness about the project, its impact on the business environment, and the support from the EU and the World Bank.
· Monthly social media performance reports detailing key metrics such as reach, engagement, follower growth, and content performance.
· Quarterly Progress Reporting
	
Up to 12 months after signing the contract. 


	D5
	Training and Knowledge Transfer
	· Delivery of one training sessions in duration of one day per session for PIU staff (up to 10 participants) on managing social media, media relations, and event planning, with provided event venue, and catering.
· Comprehensive handover of communication tools, plans, and documentation to ensure the sustainability of visibility activities.
· Quarterly Progress Reporting
	Training to be completed not later than month 10 following signing of the contract.

	D6
	Final Report
	· A comprehensive final report, including Quarterly Progress Reporting for the final quarter, summarizing all visibility and promotion activities carried out during the assignment.
· This report should include an assessment of the overall impact, media reach, stakeholder engagement, and recommendations for future promotion efforts.
	Up to 12 months after signing the contract, but not later than one month before the Project closing date. 




The selected Consultant shall be paid the lump sum contract amount linked to the defined deliverables.



[bookmark: _Ref177455502]Location and timing
The Consultant is expected to work from their own office and to provide all necessary equipment to perform the services, while all meetings and events must be carried out in the Republic of Serbia. Only local travel is expected for meetings and workshops with Client (Office in Belgrade), and associated cost should be covered by the Consultant. Virtual meetings may be conducted with stakeholders as necessary; however, physical presence will be required for major project events, workshops, and media engagements.
The planned workshops will be held in the premises of the PPS. All of the expenses of logistics, including potential refreshment and printing expenses will be carried by the Consultant.
The assignment will last for a period of 12 months from the signing of the contract, with the possibility of extension based on project needs and mutual agreement between the Consultant and the Project Implementation Unit (PIU).


[bookmark: _Hlk182892300]Requirements
Qualifications of the Consultants
To be shortlisted, a consultant (firm or joint venture) submitting the proposal must meet the following requirements:
· Shall apply as sole consultant or as a Joint Venture of consultants, demonstrating joint capacity to implement the assignment.
· Shall demonstrate their ability to successfully implement visibility and promotion strategies through:
· Case studies, examples, or pilot projects (can include work done by the team prior to the firm’s formation).
· A portfolio showcasing creative and effective communication strategies, even if developed outside the context of public administration.

· Proven experience in the management and development of visibility and communication campaigns in the area of public administration reform demonstrated through at least 2 projects within the last 5 years; 
· Proven experience by the consultant in collaborating on visibility and promotion in the area of policy reforms and of the digitalization of government services demonstrated through at least 2 projects within the last 7 years;
· Proven experience of the consultant in public relations (PR) and communication activities for donor-funded projects related to the improvement of government services, demonstrated through at least 2 projects within the last 5 years;
· The consultant staff should have successfully contributed to at least 2 projects within the last 5 years that involved visibility and communication campaigns for public institutions. 
· The consultant should have successfully organized and implemented minimum 3 workshops, seminars, trainings or other relevant capacity building events with minimum of 10 participants in the previous 5 years.
· Experience on the visibility and promotion of the digitalization of G2B services is considered a significant advantage;
[bookmark: _Toc170974623]Qualifications of the Key-staff
The Consultant shall provide Key-staff for the following positions:

Key Expert 1 - Project Manager:
· University degree in the field of management, organizational science, economy, or equivalent;
· Has experience in managing at least 2 assignments in the field of promotion and visibility in last 7 years;
· Preferably has at least 5 years of experience on projects in Serbian government administration;
· Excellent written and spoken skills in English and Serbian language;
· Experience in communication in the area of public administration reform would be considered as an advantage.

[bookmark: _Hlk175776142]Key Expert 2 – Communication and Visibility 
· University degree in the field of communications, journalism, or a related field;
· Has at least 5 years of relevant professional experience with strong understanding of public administration reform,  digitalization of G2B services;
· Experience in designing and organizing at least 3 public events in the past 5 years in cooperation with government institutions.
· Experience in provision of communication services for Serbian government administration bodies will be considered an asset.
· Excellent written and spoken skills in English and Serbian language.

Key Expert 3 – Media Relations
· University degree in the field of communications, journalism, or a related field;
· Has at least 5 years of professional experience in journalism, working with media and media relations 
· Experience in provision of media relation services and media campaigns for Serbian government administration bodies will be considered an asset.
· Experience in training and knowledge transfer in the area of communication and public relation for the government administration staff will be considered an asset.
· Excellent written and spoken skills in English and Serbian language.

Language 
Official language of the contract is English. However, the Consultant shall maintain written and oral correspondence with the Client and other stakeholders in Serbian language. 
	
Input by the Client
The Client shall appoint the Key Contact Person to provide all of the necessary input and will make available the meeting rooms and basic technical equipment (beam projector, etc.) of the Client for the meetings, as well as interviews, as needed during the assignment. The Client support and involvement in certain work steps, and participation in the workshops planned will be fully provided.

Selection 

The Consultant will be selected in accordance with CQS method set out in the World Bank’s Procurement Regulations for IPF Borrowers (July 2016, revised November 2017, August 2018. and November 2020).

Expressions of interest will be evaluated based on the following criteria:

	General experience in the field of assignment 
	50 points

	Consultant’s specific experience related to the assignment
	50 points

	
	100 POINTS
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