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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.

Objectives of the assignment 
The objective of this assignment is to support the further development and modernization of RAP as a central, authoritative, and user-centric platform for providing structured, accurate, and up-to-date information on administrative procedures and administrative requests relevant to businesses and citizens in the Republic of Serbia.
The upgrade of RAP is a strategic priority, aligned with the national digital transformation agenda, EU standards, and recommendations from the World Bank mission (2022). The primary objectives of the upgrade are to improve usability, ensure interoperability, enhance data quality, and provide automation in fee updates, legal references, and classification mechanisms.
In particular, the objectives of the assignment are to:
· Enhance the functional capabilities of RAP by implementing a comprehensive set of functional improvements that strengthen back-office efficiency, reduce duplication of work across institutions, and ensure consistent structuring, classification, and maintenance of administrative procedures and administrative requests.
· Introduce and operationalize the Business Episodes concept within RAP, enabling lifecycle-based grouping and presentation of administrative procedures and administrative requests in a manner that is intuitive, coherent, and aligned with the real needs of businesses across different sectors and stages of development.
· Improve the public-facing RAP portal to ensure clear, accessible, and user-friendly presentation of information, including enhanced search, navigation, transparency of costs and obligations, and visibility of RAP content through external search engines, in line with modern usability, accessibility, and discoverability standards.
· Strengthen interoperability and legal accuracy through systematic integration with relevant external government information systems, including legal information systems and authentication services, ensuring that RAP reflects current legislation, delegated competences, and authoritative legal references.
· Ensure compliance with non-functional requirements related to performance, security, scalability, accessibility, interoperability, and long-term sustainability, so that RAP can reliably support increasing data volumes, institutional users, and future functional extensions.
· Establish a robust implementation and quality assurance framework, including appropriate project management, testing, documentation, and training, to ensure that the upgraded RAP is effectively adopted, maintained, and further developed by responsible institutions.
Through the achievement of these objectives, the assignment will contribute to reducing administrative burdens, improving the business environment, and supporting the broader digital transformation and public administration reform agenda of the Republic of Serbia.
Description of RAP
The Registry of Administrative Procedures (RAP) is a central platform providing structured information on administrative processes for businesses, citizens, and local governments. Interested stakeholders can simply and easily be informed about everything they need in order to obtain a permit, assert a certain right, or fulfil an obligation.
The Portal of the Registry of Administrative Procedures began operating on 8 June 2021, and is available to everyone at https://rap.euprava.gov.rs/. It spans procedures and requests at the level of Republic of Serbia (RS); Autonomous Province of Vojvodina (APV); and Local Self-Government (JLS) levels.
The Registry includes around 6,000 G2B and G2C procedures of more than 130 institutions.
All forms of application, information about required documentation accompanying the application, the amount and account number to which fees or charges should be paid, instructions to which address one should send the request if the procedure is not yet digitalized, as well as other information needed for successful submission, are available to all businesses and citizens within just a few clicks.
In this way, using a simple search by keyword, activity, institution, and business episode, one quickly and easily obtains - all in just a few seconds, all necessary information, without long waits at administrative offices. Also, by establishing the Register, uniform and efficient conduct of public administration in procedures of interest to business is enabled.
The Registry is managed by the Public Policy Secretariat that provides expert support to the Government and public administration in terms of modernization, digitalization, and transformation of public administration. Technical support is provided by the Office for Information Technology and eGovernment.
The upgrade of RAP is a strategic priority, aligned with the national digital transformation agenda, EU standards, and recommendations from the World Bank mission (2022). The primary objectives of the upgrade are to improve usability, ensure interoperability, enhance data quality, and provide automation in fee updates, legal references, and classification mechanisms.
Scope of Work 
The scope of work encompasses the upgrade and modernization of the Registry of Administrative Procedures (RAP) and its Public Portal, with the objective of enhancing RAP into a lifecycle-oriented, user-centric platform for businesses and citizens at the Republic (RS), Autonomous Province (APV), and Local Self-Government (JLS) levels.
The Consultant shall design, develop, implement, test, and deploy an integrated set of functional and technical improvements, including:
· Creation and integration of the Business Episodes mechanism, enabling the structured grouping, sequencing, and presentation of administrative procedures and administrative requests across the full business lifecycle. This includes the development of a Business Episodes management tool (back-office) and a public-facing Business Episodes interface integrated into the RAP Public Portal.
· Upgrade of the RAP back-office (Registry), covering administrative procedures and administrative requests modules, and local governments modul, improved data quality and standardization, configurable user roles and access management, reporting and analytics, and system maintenance functionalities.
· Redesign and enhancement of the RAP Public Portal, ensuring usability, accessibility, and search-engine-friendly architecture that enables indexing by web crawlers and visibility of RAP content in external search engines.
· Enhancement of the calculator module, supporting aggregation of costs and savings across multiple procedures, and administrator-managed parameters relevant to business operations.
· Integration with external government information systems, including the “Pravno- informacioni sistem” (PIS - Official Gazette), Commissioner’s Information System (JIS), and national eGovernment authentication services.
· System-wide implementation of non-functional requirements, covering performance, security, scalability, accessibility (WCAG 2.2 AA), dual-script support, Search Engine Optimization (SEO), and full compliance with relevant national and European Union standards.
· Application of an agile project management and software development methodology, including quality assurance, testing, documentation, and support for user acceptance and long-term sustainability of the upgraded system.

1. Implementation approaches through RAP for transactional digital services
Under this procurement, the Registry of Administrative Procedures (RAP) will be upgraded to introduce Business Episodes as a core functional concept, enhancing both the RAP back-office (Registry) and the RAP Public Portal. The back-office must be extended with a fully developed Business Episodes management module, enabling authorised administrators to create, structure, and maintain business lifecycle content. The Public Portal must be enhanced to enable users to search, browse, and navigate administrative procedures through business episodes, organized by lifecycle stage and sector relevance. This approach aims to streamline the way businesses access necessary administrative procedures throughout their lifecycle. 
The Business Episodes functionality is designed to simplify these processes by organizing them into "episodes" relevant to all businesses or specific industries. Once implemented, it will significantly reduce the time and complexity involved for businesses to meet administrative requirements and find necessary administrative procedures, thereby enhancing efficiency and ensuring compliance with legal standards.
The functionality allows users to quickly search and access administrative procedures based on pre defined and structured business episodes. For example, a logistics company interested in cargo transportation will be able to view all related administrative procedures from the company's establishment through to dissolution. This user-friendly system will not only link to digitalized administrative procedures but also provide comprehensive information on accessing non-digitalized services, presented in an easy-to-navigate, non-bureaucratic format.
Moreover, the system will categorize these procedures and administrative requests according to the specific times they are needed within the business lifecycle. It will feature two main categories of business episodes: General episodes, which cover common processes such as founding, banking, and hiring necessary for all businesses, and Special episodes, which are pertinent to specific industries, like certification requirements for cargo drivers or categorization for hotels. This tailored approach will ensure that businesses can find precise and relevant information at each stage of their development.
[bookmark: _Toc217755906]1.1. Business logic
[bookmark: _Toc217755907]1.1.1 Business episode
Business Episode – a lifecycle phase grouping a set of related administrative steps.
Step – a concrete administrative obligation or action within a Business Episode, represented as a navigable unit with descriptive content and optional service entry points.
In the planned update to the Registry of Administrative Procedures (RAP), a new functionality will be introduced whereby PPS administrators (K1) will manage Business Episodes through a dedicated section - backend within the RAP system. Authorized officers (K4) remain responsible for maintaining their own administrative procedure only, as shown in Figure 1 Use case diagram: User roles and system interactions. Here, the responsible person will be able to input the name of the business episode, select an appropriate icon from a predefined list, and use a rich text editor to compile detailed information about the episode. Additionally, they will include a link to any digitalized services related to the episode.
A significant enhancement required for this system is the upgrade of permalinks within RAP, which will automate the association of links to relevant public RAP website pages. The system has mapped links of relevant administrative procedures to public RAP web pages to make this procedure as simple as possible. 
This centralized approach ensures that the content of each business episode is managed solely by the staff member who possesses the most comprehensive knowledge of that episode. Any updates or changes made to a business episode will automatically be reflected across all lifecycle stages where that episode appears, maintaining consistency in the information provided to businesses.
[bookmark: _Toc217755908]1.1.2 BE management tool – Backoffice
The BE management tool serves as a Backoffice interface designed for administrators to efficiently manage and control the structure of a lifecycle of business episodes (BEs). The administrator uses the available tools to create the business episodes by nesting the available child elements to tree control that consists of sections and conditions.
The BE management tool is an interface that enables the BE admins to create menu tree-like structures that represent the business lifecycle. This interface can be part of the internal RAP or in the back office of the new BE application. Every lifecycle can be divided into general parts mutual for all lifecycles and specific parts native to certain sectors.
At the heart of the tool is a template management feature. This feature allows administrators to edit a main template that forms the backbone of business episodes across different sectors. 
For creating specific lifecycles tailored to different sectors, administrators can initiate a new lifecycle based on the pre-existing template. This process automatically generates a new tree structure from the template, which includes sections that are inherited directly from the template. Administrators can then use available tools—such as predefined conditions and existing BE elements—to add or modify sector-specific parts of the lifecycle.
Furthermore, the lifecycle editing function enables administrators to refine these new instances. They can adjust or add elements unique to particular business episodes, enhancing customization without affecting the foundational template. The use case diagram below show users of the system and their role in maintaining business lifecycle and business episodes. 
[image: PlantUML diagram]
Figure 1 User roles on Business Episodes
 
The interface envisioned for this management tool is similar to those found in content management systems like WordPress, where visual builders and drag-and-drop functionalities streamline the creation and modification processes.

1.2 Frontend
[bookmark: _Toc217755910]1.2.1 Tree view to organize information
For the front end of the system, the analysis pointed to the necessity for a more complex and flexible interface to capture the complexity of business episodes. Given the numerous variations, parallel paths, and similarities within the lifecycle of an enterprise, a linear, wizard-like interface was assessed as insufficient. Instead, a tree-like structure emerged as a more suitable choice to effectively display relevant information for the business episodes in the enterprise lifecycle.
The Consultant shall ensure the engagement of a professional graphic designer to develop a coherent visual concept for the portal feature, aligned with established UX principles and the portal’s overall design system. The design service shall cover the definition of layout, typography, color palette, iconography, spacing, and component styling, with the objective of delivering a clear, consistent, and user-friendly interface across relevant pages and screen sizes. The designer shall provide deliverables suitable for implementation, including high-fidelity mockups, reusable UI components, and practical guidelines to ensure visual consistency, accessibility, and an intuitive user journey.
In this proposed system, users begin their interaction by selecting the sector of the business they are involved with. This initial selection helps in tailoring the subsequent options and pathways presented to them. 
After selecting the business sector, users further specify their needs through a series of decisions, narrowing down to the specific type of enterprise and sub-sector. This is proposal that needs to be further developed by the Consultant and agreed with the Beneficiary.
The tree view interface then dynamically populates and organizes the relevant business episodes according to the chosen sector, offering a clear overview. This method enhances user navigation through the system and facilitates an understanding of the relationships and dependencies among various administrative procedures and administrative requests in the business episodes. 
Such a design also ensures that users can efficiently explore different aspects of business episodes while maintaining an awareness of the broader business context:
Main Division (to the left): This area categorizes the overarching elements of the enterprise lifecycle into five main sections:
1. Starting of the Business
2. Employment
3. Tax Obligations
4. Business
5. Liquidation – End of Life
Child Elements (to the right): Corresponding to each selection in the main division, child elements detail specific tasks or episodes. These are numerically designated following the section number (e.g., 4.1, 4.2 for sub-elements within the 'Business' section). 

[image: A screenshot of a computer
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Figure 2 Main division and child element draft illustration
[bookmark: _heading=h.3j2qqm3]While the 'Business' section contains specific episodes unique to the selected sector and sub-sector, the other four sections host general episodes common to all business enterprises. This distinction ensures that while the tool provides tailored guidance for specialized business operations, it also covers the foundational aspects common across all enterprises.
[bookmark: _Toc217755911]1.2.2 Child elements structure
Each child element in the tree view is systematically organized to present essential information effectively, as illustrated below in Figure 5
Icon: Each business episode is represented by an SVG icon, providing a visual cue that helps users quickly identify the type of business episode.
Name: Displayed prominently at the top of the child element and within the tree view, the name acts as a concise tagline or summary of the business episode.
Mark as Completed: This feature, which includes a checkbox, allows users to indicate whether they have completed the episode. However, considering some episodes might recur or vary by context, this feature could potentially be reconsidered and not implemented.
Details: A button linked to the publicly available description of the administrative procedure, providing deeper insights into the business episode.
Text Description: This section serves as the primary descriptive body of each business episode. It outlines the purpose, requirements, and expected outcomes of the procedure. The description includes several enhanced features for better user interaction and information accessibility:
· More Info Icon: An interactive icon (styled as an 'i' in a circle), placed next to key sections. Clicking on this icon opens a popup window that provides additional, detailed information relevant to that section of the procedure.
· Dynamic Linking: Within the text, specific terms and phrases are dynamically linked to related parts of the current business episodes. These links are designed to help users quickly navigate to related procedures or sections within the administrative system, enhancing the coherence and usability of the system.
· Formatting Tools: The text is organized using bullet points, numbered lists, and external hyperlinks. These formatting tools help in clearly delineating different sections and points, making the text easier to read and navigate. External hyperlinks are securely embedded to provide users with quick access to related external resources.
Editing of this text is enabled through a rich text editor, allowing officials in charge for the step to easily update and format descriptions as needed. This editor supports the insertion of icons, links, and other elements to make the information as helpful and user-friendly as possible.
Start the Service: This button links to the digitalized service associated with the business episode, enabling direct access to perform or engage with the service online.
Example in prototype:
[image: A screenshot of a computer
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Figure 3
[bookmark: _Toc217755912]1.3 Prototype application
The application hosted at https://poslovne-epizode.netlify.app/ serves as a prototype for a future system intended to be integrated into the RAP. This prototype exemplifies how business episodes can be managed and navigated within a structured, tree-like interface, specifically tailored to various sectors of business operations.
The prototype demonstrates an interactive interface that visualizes the lifecycle of business episodes across different sectors. This prototype needs to be additionally improved with proposed design approved by the Beneficiary.
[bookmark: _Toc217755913]1.4 Functional requirements for Business Episodes Module
[bookmark: _Hlk224153467]Business Episodes as a System Concept
The system must support Business Episodes as a distinct functional concept representing grouped administrative procedures and administrative requests related to specific stages of a business lifecycle.
Lifecycle-Based Organization
The system must organize Business Episodes according to predefined business lifecycle stages, covering the full lifecycle of a business from establishment to termination. 
The system must allow administrators to define business lifecycles composed of multiple Business Episodes, structured according to predefined lifecycle stages.
Grouping of Procedures and Requests
The system must allow multiple administrative procedures and administrative requests to be logically grouped within a Business Episode and represented as individual steps.
Informational and Navigational Purpose
Business Episodes must serve an informational and navigational function only and must not enforce execution order, transactional dependencies, or automated process orchestration.
General and Sector-Specific Episodes
The system must support:
· general Business Episodes, applicable to all businesses, and
· sector-specific Business Episodes, applicable only to defined economic sectors or business types.
Sector-Based Access
The system must enable users to access Business Episodes based on selected business sector and business characteristics, ensuring that only relevant episodes are presented.
Coverage of Digital and Non-Digital Services
For each Business Episode, the system must present both:
· links to available digital services, and
· guidance for accessing non-digitalized administrative services,
in a unified and consistent manner.
Consistent Public Presentation
The system must present Business Episodes through a single, consistent public interface, ensuring uniform structure and navigation regardless of sector or lifecycle stage.
Business Episode Ownership
The system must assign responsibility for each Business Episode to a designated authorized user responsible for maintaining its content.
Business Episode Content Editing
The system must allow authorized users to create and edit Business Episode content through a dedicated internal interface.
Business Episode Identification Elements
For each Business Episode, the system must support the definition of a name, icon selected from a predefined (upgradable) set, and descriptive content. 
The system must also support equivalent identification elements for individual steps within a Business Episode.
Rich Text Content Management
The system must provide a rich text editor for Business Episode descriptions, enabling structured text, hyperlinks, and references to related content.
Linking to RAP Procedures
The system must allow Business Episode steps to include links to relevant administrative procedures and administrative requests registered in RAP, using stable, system-generated links.
The system must support dynamic integration with RAP content services, enabling Business Episodes to reference and display up-to-date administrative procedures and administrative requests.
Automatic Propagation of Updates
Any update made to a general Business Episode must be automatically reflected across all lifecycle views and public representations where the episode is displayed.
Support for Digital Service References
The system must allow individual steps within a Business Episode to reference one or more digital services associated with that step, where such services exist.
Business Episodes Management Tool
The system must provide a dedicated back-office Business Episodes management tool enabling authorized users to create, edit, and manage business lifecycles and associated Business Episodes.
Template-Based Lifecycle Creation
The system must allow administrators to create lifecycle templates that serve as reusable foundations for multiple sector-specific business lifecycles. The system must clearly separate template-level elements from lifecycle-specific elements and prevent unintended modification of shared template content.
Lifecycle Instantiation from Templates
The system must allow administrators to create new business lifecycles based on existing templates, automatically generating a corresponding tree structure inherited from the template.
Reuse of Common Lifecycle Components
The system must support reuse of common lifecycle sections and Business Episodes across multiple lifecycles without duplication of content.
Sector-Specific Customization
The system must allow administrators to add, modify, or extend sector-specific Business Episodes within a lifecycle without affecting the underlying template or other lifecycles.
CMS-Like Administration Interface
The Business Episodes management tool must provide a user-friendly, CMS-like interface supporting intuitive editing of lifecycle structures and Business Episode content.
Public Access to Business Episodes
The system must provide public access to Business Episodes through the RAP Public Portal without requiring user authentication.
Sector-Based Entry Point
The system must enable users to initiate navigation of Business Episodes by selecting the relevant business sector or area of activity.
Contextual Filtering of Business Episodes
Based on user selections, the system must dynamically filter and present only those Business Episodes relevant to the selected business context.
Unified Access to General and Sector-Specific Episodes
The system must allow users to access both general and sector-specific Business Episodes within a single, coherent navigation flow.
Non-Linear Navigation Support
The system must allow users to navigate Business Episodes in a non-linear manner, without enforcing a mandatory sequence of steps.
Tree-Based Representation of Business Episodes
The system must support the creation and management of Business Episodes using a hierarchical tree structure consisting of Business Episodes and their underlying steps.
The system must present Business Episodes using a hierarchical tree structure reflecting lifecycle stages - Business Episodes, and their steps.
The system must organize the tree structure into predefined top-level lifecycle sections representing major stages of the business lifecycle.
Standardized Business Episode Card Structure
The system must present each step in the Business Episode in a standardized structure that includes, at minimum, an icon, step name, a descriptive text block, and user actions for viewing details and accessing related services.
The system must display a rich, human-readable description for each step in the Business Episode, supporting structured formatting (e.g., bullet points, numbered lists) and embedded hyperlinks.
Contextual “More Info” Expansion
The system must support contextual expansion of additional information (e.g., “More info” pop-ups or equivalent) linked to specific parts of the Business Episode step description.
Dynamic Internal Linking Within Business Episodes
The system must support dynamic internal links within Business Episode content to enable navigation to other relevant Business Episodes, or specific step, or part of the step in the Business Episodes.
Access to Detailed Reference Information
The system must provide a “Details” action (or equivalent) that opens the relevant reference page for the Business Episode in RAP, ensuring users can access authoritative procedural information.
Entry Point to Digital Service
Where a digital service exists, the system must provide a clear “Start service” action (or equivalent) that directs the user to the appropriate transactional digital service.
Handling of Non-Digital Services
Where a digital service does not exist, the system must clearly present instructions or routing information for accessing the non-digital service in a consistent manner within the Business Episode view.
User Completion Marker (optional request)
The system may support a mechanism for users to mark a Business Episode as completed (e.g., checkbox or equivalent).
2. Functional Improvements of RAP
The upgrade of the Registry of Administrative Procedures (RAP) introduces a coherent set of functional improvements designed to enhance usability, interoperability, and lifecycle-based presentation of administrative requests. These improvements support the implementation of the Business Episodes mechanism, strengthen back-office efficiency, and ensure clear, transparent access to procedures for businesses and citizens through the RAP Public Portal.
[bookmark: _Toc217755915]2.1 Improved User Roles and Access Management
The upgraded RAP must support refined access management. The following Functional Requirements (FR) need to be supported:
1. K6 User (Read-Only Profile)
The system must provide a dedicated K6 role with read-only access only. PPS must have the ability to configure which content each K6 user may view. 
For example, a specific K6 may be granted access only to procedures at the Republic of Serbia (RS) level, while being restricted from viewing other levels. 
1. Institution with multiple superior institutions in the hierarchy (obligation holders)
The system must allow a single K3-level institution to be associated with more than one K2-level superior institutions (obligation holders). PPS must be able to configure such cases by creating the K3 institution under each of its superior K2 obligation holders. 
For example, the Road Traffic Safety Agency (ABS) manages procedures for which the Ministry of Interior (MUP) is the obligation holder, as well as procedures for which the Ministry of Construction, Transport and Infrastructure (MGSI) is the obligation holder. In this case, PPS creates ABS as an institution under both MUP and MGSI.
· The request for procedure entry must be submitted by the obligation holder and approved by the same obligation holder.
· Each procedure must carry an initial code (Organization ID) of the obligation holder, while the next two digits (Sector ID) must represent the sequential number of the subordinate institution.
· A K3 user must be able to see all procedures for which they are responsible, regardless of differing IDs.
· Similarly, a K4 user must be able to access all procedures created by different obligation holders if assigned responsibility.

1. Supervisor role for Local Self-Government (JLS)
The system must enable PPS to act as a supervisor for local self-government (JLS) procedures. Through this role, PPS must be able to leave comments on JLS procedures directly within the Register. 
Comments submitted by PPS must be visible directly within the relevant procedure entry in the Register. Upon submission of a comment by PPS, the system must automatically trigger email notifications to:
· the JLS official (K4L) designated as responsible for the procedure in question, and
· the K1-level JLS administrator of the institution to which the procedure belongs.
The email notification must inform the recipients that a new comment from PPS has been received on a specific procedure, and must include a direct link to the relevant procedure entry in the Register to enable immediate review and action.
The system must display an in-application alert or indicator on the procedure card, visible to the notified users upon login, confirming that an unreviewed PPS comment is pending.
This functionality will strengthen central oversight, support consistent application of standards across municipalities, and allow PPS to guide and harmonize local-level procedure entries.
1. Integration with National eGovernment Authentication Services (eID)
The system must integrate with the national eGovernment single sign-on (eID: https://eid.gov.rs/) infrastructure to provide secure, centralized authentication for all RAP user roles (K1–K6). All back-office access must have an option to be authenticated through this service parallel to existing standalone username/password login. The integration must comply with eIDAS Level of Assurance "High" as applicable per role, and must support the standard national identity broker protocols (OAUTH 2.0, as defined by the Office for IT and eGovernment). Session lifecycle, token expiry, and forced re-authentication must follow the national eID service specifications. The portal must handle eID service unavailability, with a clear user-facing message and no exposure of internal errors.
[bookmark: _Toc217755916]2.2 Administrative Procedures Module
The Administrative Procedures module represents the core of the RAP system and requires significant enhancement to improve usability, ensure data quality, and reduce duplication of effort across institutions.
1. Copying of Cards in Sections D (Documentation) and Đ (Financial Expenses)
The system must allow users to copy content between administrative procedures at both section level and individual card level. Users must be able to copy a fully completed card or an entire section from an existing administrative procedure into another administrative procedure by specifying the target procedure identifier. 
When copying, all entered values must be retained in the copied cards, with users allowed to edit only the fields that differ in the target context. If an entire section is copied, all cards contained within the selected section must be copied together. 
The system must prevent copying of a section if at least one card already exists in the corresponding section of the target procedure and must display a clear warning message to the user. 
The system must provide both section-level and card-level copying options in a logically grouped and intuitive manner to ensure clear user understanding of the available actions.
1. Repositioning of Cards (Drag-and-Drop within Sections D and Đ)
The system must enable users to change the order of cards within Sections D and Đ using a drag-and-drop function. For example, a user must be able to move Card 5 to the beginning or to any other position, ensuring that the consolidated view in Section Z is clear, logically ordered, and user-friendly.
1. Mandatory Fields Enforcement
The system must enforce completion of mandatory fields before allowing the user to proceed to the next section. If a mandatory field is skipped, RAP must automatically return the user to that field, highlight it in red, and display a warning message indicating that the field must be completed.
Claim Type Selection via Predefined Dropdown
When creating or editing user accounts through the administrative dashboard (Manage User Claims), the system must present the Claim Type field as a dropdown list populated with all Claim Type values already in use in the system, rather than as a free-text input field. The administrator must be able to select an existing Claim Type from the dropdown or, where justified, manually enter a new value. If a manually entered value closely resembles an existing one (e.g., differs by a single character), the system must display a warning prompting the administrator to confirm whether the new entry is intentional or a typographical error. This requirement addresses the current risk of creating invalid user accounts due to misspelled Claim Type values that the system silently accepts.
Enabling NACE classification of procedures and administrative requests
The system must support the classification of administrative procedures and administrative requests using the NACE four-digit classification, enabling consistent identification of economic activities to which procedures apply. Users must be able to search, browse, and select the appropriate NACE activity code through an integrated selection mechanism. For citizen-facing and public-portal views, the system must display clear, descriptive textual explanations of each activity or activity group to reduce ambiguity and improve understanding. The NACE classification must be implemented as a core classification attribute of procedures, in a manner that supports interoperability and analytical use, including determining which permits are required and which inspections apply during business operations.
Streamlining the Search and Classification of Administrative Procedures
The system must support a streamlined and unified search experience for all RAP content across all modules, including administrative procedures and administrative requests (both Documentation and Other Business Conditions sub-types), across business- and citizen-related content, enabling both administrators and users to easily find content regardless of whether they are traditionally classified under “Business” or “Citizens.” 
The internal organization of procedures must support a single, coherent classification structure at the RS, APV, and JLS levels, while the public portal must continue to visibly distinguish between “Business” and “Citizens” for navigation purposes. 
The determination of whether a procedure applies to businesses, citizens, or both must be based on the Type of Procedure classification (e.g. Field A6 or its functional equivalent), rather than on separate registries. 
The unified search must additionally support filtering and retrieval by legal basis and specific article of regulation (field B4), with all legal references drawn directly from the integrated PIS (Propisi Information System) database to ensure accuracy and consistency.
The unified search must cover all levels of government — Republic of Serbia (RS), Autonomous Province of Vojvodina (APV), and Local Self-Government (JLS) — without requiring the user to pre-select a level prior to searching.
This approach must reduce ambiguity in cases where procedures or requests are difficult to intuitively classify, and improve consistency, usability, and search efficiency for both administrative users and end users.
Spell Check and Mandatory Confirmation
The system must provide an integrated spell check across all free-text fields in Section Z, supporting Serbian Cyrillic script in accordance with official Serbian orthography. The tool must highlight errors inline, offer correction suggestions, and be based on an updatable dictionary supplementable by K1 PPS administrators.
When the user completes data entry in Section Z and navigates away from the section or proceeds to the next section, the system must verify that all placeholders are populated. If any placeholder remains unfilled, the system must return the user to the relevant field and display the message: "You must click the 'Load Data' button."
When the user clicks "Submit for Approval", the system must execute the following sequence:
1. Placeholder validation: The system must perform a final verification that all placeholders in Section Z are populated. If any remain unfilled, the system must return the user to the relevant unpopulated field and display the message: "You must click the 'Load Data' button."
2. Preview and confirmation: If all placeholders are confirmed as populated, the system must display the "How it looks on the portal" preview screen, showing the complete content of Section Z exactly as it will appear on the RAP Public Portal. At the bottom of this screen, the user must explicitly confirm by clicking: "I confirm that I have read and agree that this text may be published." Submission must not proceed without this confirmation.
Form Locking Mechanism 
The system must implement a locking mechanism for all forms across RAP. A form not assigned to a specific user for processing must be read-only and must not allow data entry. If a user attempts to enter data into a locked form, the system must display a clear notification message that data entry is currently disabled. This functionality addresses frequent issues where users attempted to enter data into forms but subsequently discovered they were unable to save changes.
[bookmark: _Toc217755917]2.3 Administrative Requests Module
The Administrative Requests module is intended to capture and manage a wide range of regulatory requirements that go beyond licensing and permitting procedures. During the upgrade, the module must be enhanced with several critical functionalities to improve accuracy, usability, and compliance with national and EU standards.
1. Form for Recording Additional Conditions with Calculator
The system must implement a dedicated form for recording additional conditions, to be included as a sub-category within the Administrative Requests module. This form must replicate all functionalities already implemented in the Documentation section, including:
· entry logic,
· approval workflow,
· archiving,
· administrator interventions,
· request status management,
· reporting.
The form must also integrate a calculator for recording costs not classified as administrative fees. Instead, the calculator must cover other costs of starting and running a business (e.g., investment in equipment, premises, and technical requirements). The methodology for this calculator will be designed by PPS.
Scope note: All functional requirements defined in FR-302 through FR-305 apply equally and identically to both sub-types of administrative requests: Documentation and Other Business Conditions. 
Copying of Administrative Requests
The system must provide functionality to copy an existing administrative request (template of forms). A copied request must be assigned the next available request ID, and the request title must be editable at the moment of cloning. This feature will prevent repetitive entry and ensure consistency, with users making modifications only where information differs. PPS will determine whether cloning rights are assigned to K1 administrators or delegated to K2 users.
NACE Classification of Administrative Requests 
The system must support the classification of administrative requests using the NACE four-digit classification, in full alignment with FR-205 – Enabling NACE Classification of Procedures. Users must be able to search, browse, and select the appropriate NACE activity code for an administrative request through an integrated, structured selection mechanism. For citizen-facing and public-portal views, the system must display clear explanatory text describing the scope of each activity or activity group to reduce ambiguity. The application of NACE classification to administrative requests must ensure consistency, interoperability, and analytical use across RAP, supporting the identification of required permits and applicable inspections during business operations, in accordance with World Bank recommendations.
Integration with the Official Gazette- PIS
The system must be integrated with the Official Gazette - PIS (Legal Information System) in such a way that the description field of an administrative request automatically pulls the text of the article cited in the legal reference of that request. This ensures accuracy, legal traceability, and eliminates transcription errors. 
The integration must ensure that:
· when a legal article is cited in the legal reference field of an administrative request, the system automatically retrieves and populates the corresponding description field with the text of that article from PIS;
· the retrieved text may be further edited by the authorized user if needed;
· the most recent version of the legal text is retrieved, reflecting any amendments published in the Official Gazette.
The exact technical solution for integration will be defined in consultation with the Official Gazette.
Together, these enhancements will make the Administrative Requests module a robust tool for recording compliance requirements, calculating obligations, and ensuring legal traceability.  
Placeholder Validation and Mandatory Confirmation on Submission of Administrative Request
When the user completes the form and clicks "Submit for Approval", the system must execute the following sequence:
1. Placeholder validation: The system must verify that all placeholders within the section Description of Administrative Request are populated. If any placeholder remains unfilled, the system must return the user to the specific unpopulated field — in Section Ž for Documentation or Section D for Other Business Conditions — and display the message: "You must click the 'Load Data' button."
2. Preview and confirmation: If all placeholders are confirmed as populated, the system must display the "How it looks on the portal" preview screen. At the bottom of this screen, the user must explicitly confirm by clicking: "I confirm that I have read and agree that this text may be published." Submission must not proceed without this confirmation.
Note: FR-306 is the functional equivalent of FR-206, which governs identical validation and confirmation logic for Administrative Procedures. Both requirements must be implemented consistently to ensure uniform submission behavior across different RAP modules.
[bookmark: _Toc217755918]2.4 Administration and Reporting
Effective governance of the RAP system requires powerful administrative and reporting functionalities that give PPS full control over data structures and visibility into institutional performance. The upgraded system must therefore include the following key capabilities.
1. Updating Field Names and Pop-up Texts
The system must allow K1 PPS administrators, with the highest level of rights, to independently modify the names of existing fields in procedure and request forms, as well as the explanatory text displayed in associated pop-ups. This functionality ensures flexibility in adjusting terminology to reflect changes in legislation or administrative practice, without requiring vendor intervention.
This update covers fields in the administrative procedure, fields in the administrative request, as well as related pop-up windows.
Reassignment of Competent Institution
The system must enable K1 PPS administrators to change the competent institution responsible for an administrative request. This functionality already exists for procedures and must be extended to requests. In practice, this ensures that when a public authority is reorganised or its responsibilities are transferred, the administrative request can be reassigned to the correct institution while preserving its data integrity and history.
Creation of New Fields
The system must allow K1 PPS administrators to create entirely new fields within RAP forms. Administrators must be able to name the field, assign an input type, and define an explanatory pop-up. This functionality provides flexibility to adapt the system to new categories of procedures or requests as they arise.
Dynamic Definition of Mandatory Fields
The system must allow K1 PPS administrators to dynamically define which fields in RAP forms are mandatory and to remove the mandatory status if required. This manipulation must apply across all forms in the system. Enforcement must prevent progression through a form until all required fields are completed.
Integration with JIS (Commissioner’s Information System)
The system must allow the JIS of the Commissioner for Information of Public Importance to retrieve up-to-date descriptions of administrative services directly from RAP. The integration must expose the description of services in a structured, machine-readable format and ensure that the most recent version of a procedure is always available in JIS. The exact technical solution (e.g., REST API) will be defined in coordination with the Commissioner’s office.
Usage Analytics and Interaction Reporting
For the web application, the system shall provide product analytics to monitor how users interact with administrative procedures, including 
· which procedures are most frequently visited, 
· time-on-page / dwell time, and 
· navigation paths (clickstream) across pages and sessions. 
Usage shall be tracked for anonymous users via privacy-preserving pseudonymous identifiers (e.g., first-party cookies or local storage, subject to user consent and defined retention periods) to enable aggregated reporting without identifying individuals. The system must present a consent notice prior to activating tracking and must respect user opt-out. No personally identifiable information may be retained in the analytics layer. Analytics dashboards and exports must be accessible only to authorized PPS administrators, with audit logging of access.
The solution shall generate aggregated dashboards and exportable reports (e.g., top procedures, funnels, drop-off points, average session duration, and common paths), filterable by date range, procedure type, administrative level (RS / APV / JLS) etc., and must comply with applicable data-protection requirements, including purpose limitation, data minimization, access control, and audit logging. 
Inline Return-to-Revision Action from Procedure List View
The system must enable K1 PPS user to return an administrative procedure to revision directly from the procedure list view, without requiring navigation into the individual procedure record. A dedicated icon for this action might be added to the Options column of the procedure list table. 
Clicking the icon must open a compact confirmation prompt (e.g., an inline dialog) confirming that the selected procedure will be returned to revision. The confirmation prompt must include a session-scoped option (e.g., a checkbox labeled "Do not ask me for confirmation again in this session") allowing the K1 user to suppress further confirmation prompts for this action during the current session. Once suppressed, clicking the icon must immediately execute the return-to-revision action without additional confirmation. The suppression must reset automatically upon logout or session expiry. 
Upon confirmation, the system must update the procedure status accordingly and reflect the change immediately in the list view.
This requirement addresses the current inefficiency where returning procedures to revision requires multiple navigation steps per procedure through the administrator dashboard, which is particularly burdensome when an institution requests status changes for a large number of procedures at once.
Generic System Notifications for User Account Management
The system must automatically send a generic email notification to a user in the following account-related events:
· Account creation: Upon creation of a new user account in RAP, the system must automatically send an email to the registered address containing the user's access credentials, including username and temporary password.
· Account parameter change: Upon any modification of account parameters (e.g. role change, institution reassignment, access level update), the system must automatically send an email notification informing the user of the change. The notification must indicate which parameter was changed.
All notification templates must be manageable by K1 PPS administrators, who must be able to edit the generic message text without vendor intervention.
Self-Service Password Recovery
The system must enable users to independently recover a forgotten password without requiring administrator intervention. The password recovery process must follow this sequence:
1. The user requests password reset by entering their registered email address;
2. The system sends an email to the registered address containing a time-limited password reset link;
3. The user clicks the link and is directed to a password reset form where they define a new password;
4. Upon confirmation, the new password is activated and the reset link is immediately invalidated.
The reset link must expire after a configurable time period, defined by K1 PPS administrators. If the link has expired, the user must be clearly informed and offered the option to request a new reset link. 
Advanced Reporting and Data Extraction
The system must provide a flexible, administrator-configured reporting module enabling authorized K1 PPS users to independently define, configure, and export reports from RAP data across all modules — administrative procedures, administrative requests (Documentation and Other Business Conditions— at all levels of government (RS, APV, JLS) without requiring vendor intervention.
Visual Query Builder module must provide a visual, form-based query builder allowing administrators to:
· select the primary entity (procedure or request) as the base of the report;
· add filters on any structured RAP field across all sections;
· include child entity data (legal bases, documents, financial expenses) as additional dimensions;
· save configured report definitions as named templates for repeated use and share them with other K1 users.
The system must clearly indicate which fields in the report configuration are subject to one-to-many relationships and must display a warning if selected filters may result in incomplete child data.
Structured Data Export for External Analysis
All reports generated through the query builder must be exportable in formats optimized for import into standard external data analysis tools such as Microsoft Power BI, Tableau, or Excel Power Query.
The export must implement multi-tab structured output as the standard format for all reports involving one-to-many relationships:
· The primary tab contains one row per parent entity (procedure or request) with all single-value core fields;
· Each one-to-many relationship is exported to a dedicated child tab (e.g. "Legal Bases", "Documentation", "Financial Expenses"), with each child record on a separate row;
· Every child tab must contain the parent procedure or request identifier as a linking key column, enabling straightforward JOIN or relationship operations in the external analysis tool without requiring data transformation;
· A "Report Metadata" tab must document the report name, applied filters, date of generation, and generating user.
Supported export formats must include at minimum .xlsx (Excel with multiple tabs) and .csv per tab (as a ZIP archive). The export structure must remain consistent across all report types to ensure predictable import behavior in external tools.
Note: The multi-tab structured export is specifically designed to preserve the integrity of one-to-many relationships in RAP (e.g. one procedure with multiple legal bases or multiple documentation requirements) without data loss or row duplication that would distort analysis results in external tools.
System Monitoring, Alerting, and User Communication
If there are indications that operating conditions are not normal (e.g., network degradation, intermittent connectivity, failed or slowed communication between the portal and backend services/servers, or increased response/queue times beyond the defined thresholds), the system must automatically detect such deviations and send an email notification to designated administrators with relevant details, including timestamp, affected components/services, severity/impact assessment, and key performance metrics.
The performance thresholds that trigger alert conditions are defined in NFR-5.
Based on these alerts, authorized administrators must be able to promptly publish an in-portal banner or notice message to inform users about temporary service issues and expected stabilization timelines. The banner must be visible across all public portal pages until explicitly dismissed by an administrator.
The system must support the following for alert and banner management:
· a configurable list of administrator email recipients for alert notifications, manageable by K1 PPS administrators without vendor intervention;
· the ability to publish, edit, and dismiss the in-portal banner without a system deployment or technical intervention.
2.5 Public Portal
The public-facing portal of RAP is the primary channel through which businesses and citizens access information on administrative procedures. Its usability, design, and content accuracy directly affect the credibility of the entire system. The upgrade project must therefore place particular emphasis on improving the portal’s functionality, design, and user experience.
1. Redesign of the Public Portal (Business Episodes and Life Events)
The Consultant shall ensure the engagement of a professional graphic designer to develop a coherent visual concept for the portal feature, aligned with established UX principles and the portal’s overall design system. The design service shall cover the definition of layout, typography, color palette, iconography, spacing, and component styling, with the objective of delivering a clear, consistent, and user-friendly interface across relevant pages and screen sizes. The designer shall provide deliverables suitable for implementation, including high-fidelity mockups, reusable UI components, and practical guidelines to ensure visual consistency, accessibility, and an intuitive user journey.
The public portal must be redesigned, with special focus on the presentation of business episodes and life events. The design solution must ensure a consistent and unified interface for all episodes, regardless of whether they already exist or are prepared under the EU4Business (EU4BE) project. The redesign must follow modern usability and accessibility standards, ensuring that both general and sector-specific business episodes are presented in a coherent and user-friendly way. Where episodes are introduced as part of EU4BE, sufficient budget must be allocated for interface design and further development of the application to ensure it is suitable for public release. 
Display of Procedure Frequency
The portal must display the frequency of administrative procedures, showing both the number of submitted requests and the percentage of resolved requests.
Advanced Search by Legal Basis
The portal must provide advanced search functionality that allows users to filter and find procedures based on their legal basis (e.g., relevant law or article). The legal references must be drawn directly from the integrated PIS (Propisi Information System) database to ensure accuracy and consistency.
Display of Procedures Conducted at Multiple Levels of Government
The portal must display delegated competences at the local government level, based on field A8[footnoteRef:1] in RAP. Users must be able to see which procedures have been delegated to JLS and access procedures directly. This ensures transparency and supports citizens and businesses in understanding local-level responsibilities. [1:  Ниво власти на коме се спроводи административни поступак — Republican, Provincial, Local] 

[bookmark: _Ref223507485]Chatbot User Interface Module
The Consultant shall deliver only the user-facing chatbot module as a portal feature, including a dedicated UI entry point and activation flow, a chat interaction form with message input and output, user feedback, accessibility compliance, presentation of mandatory notices such as privacy, terms and disclaimers, as well as basic session management and error handling. The Consultant shall not be required to provide, configure, or operate the chatbot intelligence itself, nor to host or run any AI model logic within the portal.
All chatbot processing shall be provided by a separate backend AI platform service and integrated with the portal exclusively via secure APIs. The backend AI platform service shall be responsible for model execution, knowledge retrieval over approved data sources, configuration management, logging and audit trails, monitoring, rate limiting, and reporting, while the portal shall be limited to UI rendering and API connectivity.
Note: backend AI platform service is outside the scope of this contract.
2.6 Calculator
The RAP platform currently includes an embedded calculator intended to provide transparency regarding the costs associated with administrative procedures. However, its current functionality is limited and in some cases error-prone. The upgrade must deliver a modernised and feature-rich calculator module with the following capabilities.
1. Save Options for Calculations
The system must provide improved saving functionality within the calculator. When a user clicks “Save,” a dialog box must appear showing all existing calculation files for the relevant procedure. The user must then choose whether to save the calculation as a new file or to overwrite an existing file. This prevents unnecessary duplication of identical calculations and ensures a cleaner and more efficient data structure.
Aggregated Cost and Savings Across Multiple Procedures
The calculator must allow users to select multiple procedures simultaneously and display the total combined cost and the total savings. The aggregated results must be published on the calculator’s home page, along with the relevant year and the date of the most recent update. This functionality enables a comprehensive overview of financial impacts across several procedures.
Permanent Deletion of Calculations
The system must allow K1 administrators, with the highest level of rights, to permanently delete outdated or unnecessary calculations from the Calculator folder. A confirmation dialog must be implemented to prevent accidental deletion.
Entry of Hourly Wage Rates (Satnice)
The system must enable PPS administrators to independently enter and update hourly wage rates used in the calculator. This ensures flexibility and accuracy in reflecting current economic conditions without the need for vendor intervention.
The upgraded calculator will thus provide a clear, reliable, and user-friendly tool for both citizens and businesses, while giving PPS administrators the flexibility to maintain accuracy and relevance.
[bookmark: _Toc217755921]2.7 Maintenance and Quality Assurance
The sustainability of the RAP system depends on robust maintenance and quality assurance mechanisms that enable PPS to adapt the registry to evolving needs. The upgrade must therefore include a comprehensive set of maintenance functionalities.
1. [bookmark: _Ref223507522]Automated Data Ingestion from Competent Authorities
The system must include a data-ingestion module to automatically retrieve and refresh procedure-specific information from competent authorities' websites and portals where feasible, using official APIs when available and otherwise controlled web extraction (scraping). The module must support:
· Scheduled updates — configurable refresh frequency per source, manageable by PPS administrators without vendor intervention;
· Source attribution — each ingested item must record the source authority, source URL, and timestamp of last retrieval;
· Change detection — only fields that differ from the currently stored version must be flagged for review, preserving intentional editorial modifications;
· Validation — retrieved data must pass configurable format and completeness checks before entering the review queue; records failing validation must be flagged for manual review rather than silently discarded;
· Review and approval workflow — ingested changes must not be automatically published to the public portal; they must be confirmed by an authorized administrator before publication;
· Status dashboard — administrators must have visibility of last successful run, number of changes detected, items pending review, and errors per configured source;
1. Multiple Roles for JLS and APV Users
The system must allow a single user to hold multiple roles simultaneously. For example, at the local level, a user may hold both K4L (authorized officer) and K2L (validator) roles, while at the provincial level, a user may hold both K4V and K2V, or K4V and K3V. This reflects practical needs where administrators manage both their own procedures and validation responsibilities.
1. Rename Field Z6
The system must allow the renaming of field Z6 in Section Z to read: “Z6. Legal Remedy and Other Relevant Notes.” This ensures that the field title reflects its intended purpose more accurately.
1. Correction of Field E1 Checkbox Bug
In Section E1, once an option is selected, it cannot currently be unchecked. The system must be corrected to allow users to deselect any previously checked option, ensuring standard checkbox functionality.
1. Calculator Save Bug Fix
When saving a calculation, the calculator occasionally changes the order of calculation steps. This bug must be resolved so that saved calculations always preserve the correct order of operations.
1. Update Activity Names in Calculator
The calculator must allow updates to the names of certain required administrative activities for business entities, as well as the naming of fields under additional costs. This ensures clarity and accuracy of cost calculations.
1. Extension of Field E20 Capacity
The system must allow more than four request templates to be added in field E20. This extension is necessary to support institutions with a higher number of request variations.
1. Fixes for the Questionnaire on Initiatives
The questionnaire for initiatives must be corrected to resolve issues with the search function and to add support for automatic transliteration (Cyrillic ↔ Latin). The form must be user-friendly and accessible to citizens.
1. Active Links to Legal Texts
Wherever a law is selected in RAP from the PIS system, the system must provide an active link to the full text of that law. The technical implementation must be coordinated with the Official Gazette, as the method of linking will determine whether this requirement falls under system upgrade or maintenance.
Multiple Cards for Field Ž15 (Appeal Fees)
Field Ž15 (“Fee Amount in RSD”) must allow the addition of multiple cards when more than one fee applies in the appeal process (e.g., fee for complaint, fee for resolution, fee for reminder for unpaid fee). Each card must contain a complete independent set of fields (Ž10-Ž20). Functionality must mirror the “+Add Card” option already available in Section Đ (Financial Expenses).
Conditional Display of Documentation Cards in Section D and Đ
Section D[footnoteRef:2] and Đ[footnoteRef:3] must be restructured to introduce a conditional display mechanism. The section must open with a mandatory yes/no question presented before any documentation cards are shown: [2:  Д. Потребна документација]  [3:  Ђ: Финансијски издаци подносиоца захтева] 

"Does the procedure require documentation?" or „Are there financial fees for submission“
· If the user selects "Yes” — the existing multi-card documentation interface (tabs, "+Add Card", Delete) must be displayed and available for data entry, exactly as currently implemented.
· If the user selects " No” — all section’s cards must remain closed and inaccessible, clearly indicating that no documentation or financial expenses exist.
If one or more cards already exist in either section, the system must not allow the user to switch the selection to "No”. The "No" option must be visually disabled, and if the user attempts to select it, the system must display an informational message: 
· Section D: "Documentation cards already exist. Please delete all cards before indicating that no documentation is required."
· Section Đ: "Financial expense cards already exist. Please delete all cards before indicating that no financial expenses exist."

3. Integration Requirements
A key component of the upgrade is the integration of RAP with other government information systems.
· PIS (Propisi Information System): RAP must receive structured updates from PIS whenever a law or regulation changes. This will enable automatic alerts in RAP and ensure procedures and requests are updated accordingly. RAP must be able to pull the text of a specific article directly from the Gazette database, ensuring that descriptions of requests are accurate and legally binding.
· JIS Poverenika: The system must push updated service descriptions to JIS, ensuring that the Commissioner’s portal always reflects current information on public services.
· eGovernment authentication services: RAP must support single sign-on and strong authentication through the national eIDAS-compliant infrastructure, ensuring secure access for all roles.
These integrations will ensure that RAP is not a siloed application but a fully interoperable component of Serbia’s eGovernment ecosystem.
[bookmark: _Toc217755923]4. Non-Functional Requirements
In addition to the functional improvements described above, the RAP upgrade must comply with the following non-functional requirements to ensure discoverability, usability, security, performance, interoperability, and long-term sustainability of the platform.
NFR-1 – Search Engine Optimization (SEO) / Content Caching
The public RAP portal must ensure full search engine discoverability of all publicly available content, including administrative procedures, administrative requests, business episodes, and lifecycle pages. The solution must enable search engine robots and web crawlers to reliably access and index public content without reliance on client-side script execution.
To achieve this, the system must:
· expose complete, indexable representations of public pages through caching, pre-rendering, server-side rendering, or equivalent mechanisms;
· ensure that cached or rendered content remains synchronized with authoritative RAP data so that indexed information is accurate and up to date;
· support structured metadata (e.g. page titles, descriptions, semantic markup) to improve interpretation and ranking by external search engines;
· maintain portal performance and user experience while enabling SEO compliance;
· ensure that each supported script (Serbian Cyrillic, Serbian Latin) is served as a separately addressable and independently indexable page at a distinct URL (e.g. via path prefix or subdomain). The system must generate correct hreflang annotations and canonical link elements across all variants so that search engines index each version independently and associate them as alternates. The Serbian Latin variant must receive the same server-side or pre-rendered treatment as the Cyrillic variant, ensuring that Latin-script content is fully discoverable without client-side script execution;
The specific technical approach shall be proposed by the Consultant, provided that the resulting solution demonstrably enables effective indexing, visibility, and discoverability of RAP content in external search engines.
Acceptance Criteria
The Consultant must demonstrate compliance with this requirement during User Acceptance Testing by providing evidence that:
· a representative sample of public RAP pages (administrative procedures, administrative requests, and business episodes) are fully indexable by standard web crawlers without JavaScript execution, verified using industry-standard tools (e.g. Google Search Console, Screaming Frog, or equivalent);
· page response times under server-side or pre-rendered delivery remain within the thresholds defined in NFR-5 (Performance);
· structured metadata (titles, descriptions, semantic markup) is present and correctly formed on all public-facing page types;
· Serbian Cyrillic and Serbian Latin versions of a representative sample of pages are each accessible at distinct URLs, return correct hreflang and canonical markup, and are independently indexable without JavaScript execution, verified using the same tooling specified above.
Note: Given that the current portal is built on client-side rendering and cannot be indexed by search engine robots, this requirement represents a fundamental architectural change to the public portal delivery layer. The Consultant must explicitly address this in the proposed technical architecture and confirm the chosen approach during the project kick-off phase, prior to development commencing.
NFR-2 – Permanent Links (Permalinks)
The system must ensure that links to individual administrative procedures, administrative requests, and related public pages remain stable and unchanged over time, including when content is updated, cloned, or revised. Permanent links must not require updates in external systems or referenced documents as a result of internal RAP changes.
URL Format
Public URLs must be generated as human-readable (friendly) URLs in Latin script, automatically proposed by the system at record creation and editable by authorized administrators before first publication. The system must enforce URL-safe formatting (lowercase, hyphens as separators, no diacritics or special characters) and must warn if a proposed slug conflicts with an existing one.
Immutability and Exception Process
Once a record is first published, its permalink is locked and the slug field becomes read-only. Post-publication changes may only be initiated by K1 PPS administrators, must include a documented reason, and must result in an automatic, permanent HTTP 301 redirect from the old URL to the new one. The system must prevent redirect chains by updating all existing redirects to point directly to the current URL. 
Cloning
Cloned records must receive a new independent permalink. The administrator must confirm the slug before the cloned record can be published.
Acceptance Criteria
· A published procedure URL remains valid and correct after its content or title is updated.
· The slug field is visibly locked and uneditable for published records in the standard UI.
· After a K1 permalink change, the old URL returns HTTP 301 and redirects correctly to the new URL, verified with standard HTTP tooling.
· No redirect chain of more than one hop exists at any point during testing.
· A cloned record's permalink is independent and creates no redirect relationship with the source record.

NFR-3 – Dual-Script Support
The public portal must support content presentation in Serbian Cyrillic and Serbian Latin, with the ability to add additional languages in the future without structural changes to the system. Language selection must apply consistently across all public RAP content.
Serbian Cyrillic shall be the primary script for all content entry and editorial management. The Serbian Latin version of all public content must be automatically generated from the Cyrillic source through reliable, system-managed transliteration, requiring no separate manual entry or maintenance. The transliteration must correctly handle known exceptions using a configurable exception list manageable by K1 PPS roles without vendor intervention.
Each script variant must be delivered as a separately addressable and indexable page in accordance with the SEO and discoverability requirements defined in NFR-1 and must not rely on client-side script rendering.
NFR-4 – Accessibility
The public RAP portal must comply with WCAG 2.2 AA accessibility standards, ensuring equal access for persons with disabilities. This includes, at minimum, support for screen readers, keyboard navigation, alternative text for non-text content, and sufficient color contrast.
NFR-5 – Performance
Under normal operating conditions, the system must respond to standard user queries within two (2) seconds, and within five (5) seconds under peak load. The platform must support at least 5,000 concurrent users without degradation of service quality.
NFR-6 – Security and Auditability
The RAP system must comply with the national eGovernment security framework and relevant EU security standards. All data transmission must be encrypted using TLS 1.2 or higher, and sensitive data must be stored in encrypted form.
The system must implement role-based access control for all administrative functions and maintain comprehensive audit logs of user actions, including data modifications and administrative operations. Audit logs must be accessible to authorized PPS administrators.
NFR-7 – Interoperability
The system must support interoperability with other government IT systems through standardized APIs, using widely accepted data formats such as JSON or XML. APIs must be documented and made available for reuse, covering at minimum: 
· number and list and administrative requests, filterable by institution, level (RS / APV / JLS), and procedure type (business / citizen);
· number and list of institutions and their associated procedures;
· procedure and request status (active, archived, under revision);
· required list of documentation per procedure (Section D content);
· statutory deadlines and processing times per procedure;
Interoperability must support integration with, at minimum, the systems listed in Section 4 Integration Requirements
NFR-8 – Scalability
The platform must be scalable to support growth beyond 10,000 administrative procedures and 10,000 administrative requests with minimal impact on performance. The architecture must support horizontal scaling to accommodate increased data volumes and user load.
NFR-9 – Technical Architecture and Deployment Constraints
The upgraded RAP system must be based on a modular, layered, and maintainable web-based architecture, ensuring long-term sustainability and extensibility.
The solution must:
· maintain clear separation between presentation, application, and data layers;
· be implemented using technologies compatible with the existing RAP environment and national IT standards;
· support modern authentication mechanisms (e.g. OAuth2 or equivalent), integrated with the national eGovernment single sign-on service.
Hosting must be performed within the ICT infrastructure of the Office for IT and e-Government cloud environment. The Consultant must provide deployment documentation, configuration artifacts, and operational guidance necessary to ensure stable operation and monitoring of the system.
[bookmark: _Toc217755924]5. Project Management and Implementation Methodology
The Consultant shall apply a structured, transparent, and collaborative implementation approach to ensure timely delivery, quality assurance, and alignment with PPS expectations. Project management, software development, and quality assurance activities shall be closely integrated throughout the project lifecycle.
5.1 Project Management Approach
Prior to the commencement of development, the Consultant shall conduct a structured inception phase, the output of which shall be agreed and approved by PPS before any sprint planning begins. During this phase, the Consultant shall review the existing RAP system and all functional and technical requirements, and shall deliver a proposed development plan including a prioritised backlog, sprint structure, milestones, and resource allocation. 
PPS shall review the proposed plan and define its priorities, identifying which functional requirements are critical for early delivery. In addition, the inception phase must result in agreement on: tooling and communication channels; acceptance criteria and UAT process; interface specifications for all external integrations (IR-1 to IR-4) and the potential backend AI platform service (FR-505 -); the data ingestion configuration approach (FR-701 -); and identification of key project risks with initial mitigation measures. 
The inception phase shall not exceed three weeks and must conclude with a formally approved Project Initiation Document (PID) signed by both parties.
The Consultant shall apply internationally recognised project management practices to ensure effective planning, execution, monitoring, and control of the project.
The project management approach must include, at a minimum:
· Planning and Governance
Preparation and maintenance of a comprehensive project plan, including milestones, deliverables, dependencies, and assigned responsibilities, structured through a Work Breakdown Structure (WBS).
· Monitoring and Reporting
Regular progress reporting to PPS, including monthly and quarterly reports covering achieved results, upcoming activities, identified risks, issues, and mitigation measures.
· Communication and Coordination
Regular coordination meetings with PPS and other relevant stakeholders to review progress, validate decisions, and manage changes. All key decisions, approvals, and changes must be documented to ensure traceability.
· Risk Management
Continuous identification, assessment, and monitoring of project risks, supported by clearly defined mitigation and contingency measures.
The Project Manager shall act as the single point of contact for PPS and shall ensure consistent alignment between functional requirements, technical implementation, and stakeholder expectations.
[bookmark: _Toc217755926]5.2 Software Development Methodology (Agile / SCRUM)
The Consultant shall apply an Agile software development methodology based on SCRUM, enabling iterative delivery, flexibility, and continuous involvement of PPS throughout the implementation.
The development methodology must include:
· Sprint-Based Delivery
Development iterations (sprints) with a duration of 2–4 weeks, each delivering clearly defined and demonstrable functionality.
· Product Backlog Management
Maintenance and continuous prioritisation of a product backlog in close collaboration with PPS, ensuring alignment with evolving requirements and legislative changes.
· Sprint Planning and Acceptance Criteria
Definition of sprint goals, backlog items, and acceptance criteria prior to each sprint.
· Sprint Reviews and Feedback
Demonstration of completed functionalities at the end of each sprint, with feedback from PPS incorporated into subsequent iterations.
· Daily Coordination
Regular internal team meetings to track progress, identify impediments, and coordinate development activities.
· Transparency and Tooling
Use of professional project management and development tools (e.g. JIRA, Azure DevOps, or equivalent) to track backlog items, sprint progress, defects, and change requests, with appropriate visibility for PPS.
This approach shall ensure incremental system evolution, early validation of deliverables, and the ability to respond to emerging requirements without delaying overall project progress.
[bookmark: _Toc217755927]5.3 Quality Assurance and Testing
The Consultant shall establish and apply a continuous quality assurance framework covering both the development process and all delivered components, ensuring compliance with functional and non-functional requirements.
Quality assurance activities must include:
· Test Strategy and Planning
Preparation of a comprehensive test strategy and detailed test plans covering functional testing, integration testing, regression testing, performance testing (where applicable), and user acceptance testing (UAT).
· Module and System Testing
All system modules (including Administrative Procedures, Administrative Requests, Public Portal, Calculators, Reporting, and integrations) must undergo:
· Unit Testing, performed by developers prior to code integration;
· Integration Testing, verifying interoperability between modules and with external systems (e.g. PIS, JIS, Official Gazette, eGovernment services);
· System Testing, validating end-to-end workflows against specifications;
· User Acceptance Testing (UAT), conducted jointly with PPS to confirm functional correctness and readiness for deployment.
· Defect Management
Establishment of a defect tracking and resolution process continuously during contract duration, including severity classification, resolution timelines, retesting procedures, and reporting.
· Quality Documentation
Delivery of test cases, test results, defect logs, and UAT reports as part of regular project documentation and reporting.
Quality assurance shall be applied throughout the entire project lifecycle, ensuring that the delivered solution is stable, secure, maintainable, and fully aligned with agreed requirements.
Deliverables
The Consultant shall deliver the following outputs. All deliverables shall be prepared in close coordination with the Client and submitted for review and approval in accordance with the Project implementation schedule. Each deliverable shall be consistent with, and demonstrably address, the requirements defined in the Scope of Work and the integrated Functional and Technical Specification.
D1. Inception Report and Project Plan
The Consultant shall prepare and submit an Inception Report and Project Plan confirming a shared understanding of the assignment objectives, scope, implementation approach, and sequencing of activities.
The Inception Report shall include, at a minimum:
· confirmation of understanding of the Scope of Work and the integrated Functional and Technical Specification;
· proposed project management and governance structure;
· implementation approach and methodology, including Agile/SCRUM where applicable;
· detailed work plan with milestones, timelines, and dependencies;
· roles and responsibilities of the Consultant and the Client;
· risk identification and mitigation measures.
Linked Scope of Work:
Project Management and Implementation Methodology; overall Scope of Work.
D2. Functional Design and Configuration Documentation
Based on the requirements defined in the Scope of Work, the Consultant shall prepare documentation describing the functional design and configuration of the upgraded RAP system prior to full-scale implementation.
This deliverable shall include, as applicable:
· functional design and configuration of Business Episodes, administrative procedures, administrative requests, and related modules;
· configuration of user roles, access rights, classifications, and parameters;
· confirmation of alignment with the functional requirements defined in the Scope of Work.
This deliverable serves as a baseline for system implementation and validation.
Linked Scope of Work:
Implementation approaches for transactional digital services; Functional improvements of RAP.
D3. Implemented and Configured RAP Upgrade
The Consultant shall implement, configure, and deploy all functional components of the RAP upgrade in accordance with the Scope of Work and integrated Specification.
This deliverable shall include:
· fully implemented Business Episodes module and associated back-office and public-facing functionalities;
· upgraded administrative procedures and administrative requests modules;
· enhanced public portal functionalities;
· implemented calculator enhancements;
· configured administration, reporting, and maintenance features.
The system shall be deployed at least in a testing environment and ready for formal testing.
Linked Scope of Work:
All functional requirements and improvements defined in the Scope of Work.
D4. Integrated System and Testing Results
The Consultant shall design, implement, and validate all required system integrations and conduct comprehensive testing of the upgraded RAP system.
This deliverable shall include:
· implemented integrations with external government systems as defined in the Scope of Work;
· execution of functional, integration, performance, and security testing;
· support to User Acceptance Testing (UAT);
· testing reports documenting test scenarios, results, identified issues, and their resolution.
Linked Scope of Work:
Integration requirements; Non-functional requirements; Quality assurance and testing.
D5. Documentation and Training
The Consultant shall prepare comprehensive documentation and provide training to ensure effective adoption, use, and maintenance of the upgraded RAP system.
This deliverable shall include:
· user manuals and operational guides for institutional users;
· administrative and technical documentation sufficient to support ongoing system maintenance and further development;
training materials and conducted training sessions for relevant user groups. All training sessions shall be conducted on-the-job at the PPS premises, delivered face-to-face by the Consultant’s training experts. The Consultant shall be responsible for the preparation and provision of all training materials.
Linked Scope of Work:
Project management, sustainability, and capacity-building aspects of the Scope of Work.
D6. Go-Live Support and Stabilization
The Consultant shall support the transition of the upgraded RAP system into production and ensure its stable operation following go-live.
This deliverable shall include:
· support during deployment to the production environment;
· resolution of issues identified during initial operational use;
· confirmation that all functionalities operate in accordance with the Scope of Work and integrated Specification.
Linked Scope of Work:
Overall Scope of Work; Implementation methodology.
Reporting requirements
The Consultant is required to report to Client’s representative and submit reports at each milestone, aligned with the deliverables' due dates. 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
The Consultant will work under the authority of the Client’s representative and will report to the PIU Manager on a regular basis regarding the pace of the Project implementation. Reports should be submitted on time with all necessary information and provide predictive analysis for specific issue. 
Report and deliverables will be submitted: Reports in English in PDF and Word should be sent via email. All reports shall be approved by Client’s representative.
[bookmark: _Ref177455502]Location and timing
The Consultant is expected to work from their own home 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 the Client (Office in Belgrade), and associated cost should be covered by the Consultant. 
The tentative timeline is outlined in the table below:
	Deliverable
	Indicative Timeline

	D1. Inception Report and Project Plan
	1 month after contract signing 

	D2. Functional Design and Configuration Documentation
	2-3 months after contract signing 

	D3. Implemented and Configured RAP Upgrade
	4-6 months after contract signing 

	D4. Integrated System and Testing Results
	6-7 months after contract signing

	D5. Documentation and Training
	7-8 months after contract signing

	D6. Go-Live Support and Stabilization
	8-9 months after contract signing


Consultant Qualifications and Requirements
Qualifications of the Consultants
To be shortlisted, a consultant (firm or joint venture) submitting the proposal must meet the following requirements:
· [bookmark: _Toc170974623]Shall be registered as a legal entity;
· Technical Expertise: In-depth knowledge and hands-on experience of minim of 5 years  in developing and integrating IT systems, including secure authentication, case management, and data exchange, with a focus on integrating within existing infrastructures;
· Interoperability and standards compliance: Extensive experience integrating systems with national eGovernment infrastructure and ensuring compliance with EU-aligned data models, service-oriented architectures (SOA), and open technical standards;
· Regional delivery capacity: Prior successful delivery of at least three multi-institutional ICT projects in last 5 years, involving coordination across ministries, inspection bodies, and central eGovernment agencies is considered as asset;
· Technical versatility: Proficiency in modern full-stack development technologies) used in government environments, with flexibility to work within existing national IT ecosystems;
· Quality and security assurance: Holding internationally recognised certifications such as ISO/IEC 27001 (Information Security) or ISO 9001 (Quality Management) is considered a strong asset.

Qualifications of the Key-staff

The Consultant shall provide Key-staff for the following positions, with minimal qualification requirements and expected skills as follows below.

Key Expert 1 – Team Leader / Project Manager
· University degree (BSc) in Electrical Engineering, ICT, Computer Science, or a closely related technical field;
· Minimum of 10 years of professional experience managing complex ICT projects in e-government or public administration digitalization at national or regional level;
· Demonstrated experience as Team Leader or Project Manager on at least three international or donor-funded projects involving interoperable public registers, case management systems, or administrative procedure platforms or similar contexts;
· Proven ability to coordinate multi-stakeholder teams across government institutions, IT departments, and international partners is an asset;
· Excellent command written and spoken skills in English and Serbian language;
· Certification in Agile, PRINCE2, PMP, or equivalent is an asset.

Key Expert 2 – Senior Business Analyst & System Designer
· University degree (BSc)  in ICT, Computer Science, Engineering, or a related discipline;
· Minimum of 10 years of hands-on experience in business process analysis, functional specification development, and system design for national e-government or administrative information systems;
· Direct experience designing registers of administrative procedures, including workflow modelling, integration with eGovernment platforms.
· Proficiency in business process modelling methodologies and familiarity with EU-aligned data models and service-oriented architecture is an asset;
· At least three completed projects delivered public administration environments will be an advantage;
· Certification in Business Analyses is an asset; 
· Excellent command written and spoken skills in English and Serbian language.

Key Expert 3 – Lead System Architect & Integration Specialist
· University degree (BSc) in Computer Science, Engineering, or ICT;
· Minimum of 10 years of experience in designing secure, scalable system architectures for public-sector applications, with emphasis on interoperability, identity federation, and cloud or hybrid deployment;
· Demonstrated expertise in service-oriented architecture (SOA), API management, CI/CD pipelines, and implementation of security protocols;
· Experience integrating systems with eGovernment middleware, or central authentication platforms used in Serbia or comparable jurisdictions;
· Track record of delivering systems compliant with international or EU technical standards is an asset;
· Excellent command written and spoken skills in English and Serbian language.

Key Expert 4 – Full-Stack Development Lead (User Interface & Workflow)
· University degree  (BSc) in Computer Science, ICT, or related technical field;
· Minimum of 5 years of experience in full-stack development for government or citizen-facing web applications;
· Proven experience developing responsive, accessible frontends and workflow engines for case management, form submission, and multi-level approval processes;
· Familiarity with modern frontend frameworks and integration with backend services;
· Participation in at least two public-sector software projects in S will be an advantage;
· Experience working within Agile/Scrum teams and engaging directly with end-users during testing and training in an asset;
· Certification in Agile/Scrum is an asset
· Excellent command written and spoken skills in English and Serbian language.

Key Expert 5 – Data & Interoperability Specialist
· University degree (BSc) in ICT, Data Science, or a related field;
· Minimum of 5 years of experience in database design, data migration, and semantic interoperability for public administration systems;
· Prior involvement in data migration from legacy systems and ensuring data quality, auditability, and long-term maintainability is an asset;
· Excellent command written and spoken skills in English and Serbian language.

Period of implementation of tasks

The period of contract implementation will be 9 months from the contract signature.

Language requirements
Official language of the contract is English. 
Deliverables and Official Documents: All deliverables and official documents delivered to the Client shall be in Serbian. This includes but is not limited to:
· Technical Documentation (e.g., Software Requirements Specification, Software Design Document)
· User Manuals and Guides
· Training Materials
· Any other formal documents required by the project

Communication with Client and Stakeholders: The Consultant shall maintain written and oral correspondence with PPS and other stakeholders in Serbian. This encompasses:
· Emails and Written Correspondence
· Meetings and Presentations
· Training Sessions
· Support and Maintenance Communications
Input by the Client
The PPS appoints the Client’s representative 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 PPS’s 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:

	[bookmark: _GoBack]Consultant’s general experience
	50 points

	Consultant’s specific experience of relevance for the assignment
	50 points

	Total
	100 POINTS
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