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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. Digitalization of  business episodes and accompanying registers and records, which will be done under the Project will create conditions for the Public Policy Secretariat (PPS) of the Government of the Republic of Serbia to further support improvement of the business environment. 

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

Part 1. Upgrading the Registry of Administrative Procedures: Support the upgrading of RAP to enhance its functionality and usability.

Part 2. Identifying potential Business Episodes: Identify at least 20 government-to-business services that have potential to be simplified and digitized under a Business Episode format.

Part 3. Digitization and piloting of Business Episodes: Digitization and piloting of at least 20 government-to-business administrative services, (a) selected by Public Policy Secretariat, in consultation with the Ministry of Economy of the Member Country, (b) in highly relevant sectors, (c) under the Business Episodes format, and (d) through a Member Country government portal (whether RAP or other portals operated by a Member Country government agency).

Part 4. Enhance Data Registries: Support the upgrading of Data Registries, primarily those required for the digitalization of the 20 Business Episodes, including by (a) considering the most recent business regulations and any relevant reforms, and (b) designing a business-friendly online interface that allows for easy navigation and offers an integrated online feedback mechanism for businesses.

Part 5. Implementation Support: Strengthen the Recipient staff’, and other government officials’, capacity through the organization of workshops and training on Business Episodes, and the provision of Operating Costs.

Public Policy Secretariat (PPS – the Client) will carry out the Project in collaboration with the Office for Information Technologies and e-Government - government agency, tasked with implementing various digitalization and e-Government initiatives (hereinafter: ITE).
Objectives of the assignment 
The objective of the assignment is digitalization of up to 20 “business episodes” and upgrading and improving of underlying registries. Business episodes are parts of Business Lifecycles. Namely, Business Lifecycle of a business entity includes all rights and obligations that the business entity has to perform for its business to be conducted in a legal and efficient manner from the moment of starting a business until the end of the activity and closing a business, Each Business Lifecycle consists of 5 Business Episodes, three general business episodes: Employment, Tax Obligations and Closing Business, and two specific business episodes: Starting Business and Running Business. In cases of some business activities, though, Business Episode: Closing Business includes specific administrative procedures and administrative requests specific to that business area, hence, this general Business Episode can be treated as a specific one.
Since these “episodes” tend to be highly heterogeneous depending on the sector and size of firms, the activity will focus on a few highly relevant sectors, which will be confirmed during the Project implementation. These should include, but will not be limited to, sectors defined by the Smart Specialization Strategy
 (e.g. food processing, machinery and equipment), transport and logistics as a cross-cutting sector impacting the entire economy (in particular, exporters), as well as other sectors that will be identified as a priority for intervention, during the consultations with business community.
Closer description of business episodes will be provided by the Client (PPS)  and shared with the Consultant as part of the ToR for single call-off contracts (individual business episodes). The narratives will contain the identification and elaboration of the:

· Existing administrative procedures set out in the valid legislation of the Republic of Serbia relevant for the business episode; 

· Existing administrative requests set out in the valid legislation of the Republic of Serbia relevant for the business episode, and 

· Relevant institutions in charge of controlling the implementation of those administrative procedures and administrative requests.
 

Establishment, improvements or upgrading of the underlying data registries in different institutions is also objective of this assignment, primarily those registries relevant for the digitalization of the business services based on the business episode approach.   Like this, full consistency and interoperability with other e-Government systems and platforms will be ensured. Experience from the initial implementation of the e-PAPER reform project has shown that one of the key impediments in digitalization of services is the heterogeneity and quality of the underlying data registries maintained by the different agencies and institutions. It is anticipated that up to 20 registries will be subject to these upgrades, but the final number might be adjusted once the specific episodes are identified. Registries may require digitalization even if they are not the direct result of the procedure being digitalized, provided the data they hold is essential to carrying out the administrative process within the business episode. 
Scope of Work 
1 Introduction
The scope of work for this assignment involves the digitalization of up to 20 business episodes (BEs) and the upgrading of associated registries within the framework of the EU4BE Project. This will include collaboration with key government stakeholders and delivering solutions that enhance the efficiency and accessibility of these services for businesses in Serbia.
The involved parties include:

1. The Public Policy Secretariat (PPS) – the Client - acting as the coordinator of the Project on behalf of the Government of the Republic of Serbia, PPS will guide the selection of business episodes, ensure coordination among governmental bodies, and oversee the overall project implementation.

2. The Ministry of Economy – a crucial partner in digitalization and in facilitating results.

3. The Office for Information Technologies and e-Government (OITG) – This agency will provide technical infrastructure and support for the digitalization of business episodes, ensuring compliance with existing e-government frameworks such as eID, Government Service Bus, and other critical components.

4. Beneficiary Institutions – The final beneficiaries of the digitalization efforts are the government institutions that will undergo digital transformation as part of the project. These institutions are critical in ensuring the long-term sustainability of the project outcomes and will be identified through ToRs for call-off contracts.

The Consultant's work will directly link to the following deliverables:

· The development of technical specifications for each digitalized business episode.

· Implementation of IT solutions and integration with the government’s existing e-Government platforms.

· Interoperability and upgrading of key registries supporting the digitized procedures.

· Training of government staff and developing guidelines to ensure effective use of the new systems.

During the execution of the FA, the Consultant will closely collaborate with the Public Policy Secretariat, the Ministry of Economy, and the Office for Information Technologies and e-Government.
Digitalization of business episodes will be procured through separate call-off contracts, or multiple episodes could be grouped to form a single call-off contract (especially in situations where the end beneficiary is the same).
2 Digitalization of Business Episodes

Each Business Episode (BE) comprises of administrative procedures and requests. The digitalization of a single procedure could be delivered on various platforms, including but not limited to:

· Infrastructure of the Office for Information Technologies and eGovernment - OITG

· Infrastructure of a specific institution (e.g. SBRA)

· IT system of institution in charge of the procedure - interventions including upgrades, development, and integrations (e.g. Ministry of construction, transport and infrastructure – MCTI; Road Traffic Safety Agency - RTSA)

2.1.1 Infrastructure of the Office for OITG

When delivering using this platform, the objective is to digitalize selected administrative procedures using the OITG infrastructure. The work involves the integration of various horizontal eGovernment components such as eID, Form Generator, Metaregister, Government Service Bus (GSB), eOffice, Counter Service, eDelivery, and ePayment.

The Consultant will be responsible for a range of tasks that are likely to include, but not limited to, the following tasks:

· Authentication Integration using e-Government eID component: Integrate the eID system to ensure secure user authentication through Single Sign-On (SSO), Two-Factor Authentication (2FA), and qualified electronic certificates.

· Form Creation and Management: Utilize the OITG Form Generator to create interactive and customizable forms for electronic submission; ensure forms include advanced verification and validation features to maintain data integrity, as well as dynamic form configurations.

· Case Management: Integrate the eOffice and Counter Service components to manage implement automatic case registration, assignment of unique identification codes, and tracking of case status’.

· Service Description and Standardization: Use the Metaregister to describe and standardize each digitalized administrative procedure.

· BPMN Integration: Integrate the OITG BPMN engine to facilitate the orchestration and execution of administrative processes. Optimize BPMN workflows to manage and automate administrative procedures governed by the relevant Serbian regulation. Leverage the existing integration of IBM BPMN with other eGovernment components like eID, Form Generator, ePayment, GSB, IoP, Metaregister, and eDelivery to streamline information exchange and coordinated functionality.

· Data Acquisition and Integration: Implement data exchange mechanisms using the interoperability framework of Government Service Bus (GSB).

· ePayment Integration: Integrate the ePayment system to facilitate secure electronic payments for government services.

· Secure Document Delivery: Utilize the eDelivery component for the secure transmission of official documents.

2.1.2 Infrastructure of a specific institution

When delivering using this platform, the objective is to digitalize selected administrative procedures using the infrastructure of a single agency, such as the Agency for Business Registers (SBRA). The work involves integrating various components from the agency combined with horizontal OITG e-Government infrastructure, like eID, Agency or OITG ePayment systems, Government Service Bus, eDelivery and other key components.

The Consultant will be responsible for a range of tasks that might include, but will not be limited to, the following tasks: 

· Authentication Integration Using SSO: Integrate the Single Sign-On (SSO) system to ensure secure user authentication for both internal and external users. Implement user authentication mechanisms to manage user identities and control access.

· Data Acquisition and Integration: Implement industry standard data exchange mechanisms to ensure integration between various system components and external government systems. Use the Government Service Bus for efficient data acquisition and interoperability if needed.

· Document and Case Management: Implement automatic case registration, assignment of unique identification codes, and tracking of case statuses. 

· Secure Document Delivery: Utilize secure transmission methods for official documents, ensuring authenticity and integrity. Implement electronic delivery systems for sending documents to users' unique electronic mailbox.

· ePayment Integration: Integrate the internal ePayment system to facilitate secure electronic payments for government services. Ensure the ePayment system supports both bank transfers and credit/debit card payments. Implement functionalities for generating unique transaction IDs, redirecting users to secure payment gateways, and processing payments; or implement government ePayment+ system and provide users with access to their payment transactions via the agency portal.

2.1.3 Interventions on the IT system of the institution in charge of the procedure, including upgrades, development, and integrations (e.g. MGSI, ABS)

When delivering using this platform, the objective is to upgrade or develop a new custom internal IT system for the agency to enable the digitalization of administrative procedures using interoperability and integration with horizontal e-government services like the form generator, ePayment, Government Service Bus (GSB), eOffice, counter service, and eDelivery.

The Consultant will be responsible for the following tasks:

· System Analysis and Requirement Gathering: Gather detailed requirements from stakeholders to understand the needs and specifications for the new or upgraded system; design a scalable and robust system architecture that supports the integration of horizontal e-government services.

· System Upgrade and Development: Upgrade the existing IT system or develop a new custom solution to support the digitalization of administrative procedures; emphasize the use of existing infrastructure and software as much as possible to optimize resources. If necessary, consider developing an applicative solution designed to handle administrative procedures, ensuring all required features and functionalities are in place for processing requests.

· Form Generator and integration: Utilize the form generator to create interactive electronic forms. Ensure the forms include all necessary fields, validation rules, and conditional logic to capture accurate and complete data; publish the generated forms on the e-Government Portal, making them accessible to users for submitting requests; develop and implement integration mechanisms to ensure that the submitted forms are automatically routed to the internal system for processing; use APIs or other integration tools to facilitate data exchange between the e-Government Portal and the internal system; ensure that the internal system can handle incoming data, trigger appropriate workflows, update process status and manage the processing of requests.

· ePayment Integration: Integrate the ePayment+ system to facilitate secure online payments for administrative services. 

· Integrations: Use the GSB for efficient data exchange and interoperability with other government services. Alternatively, develop and implement data exchange mechanisms to ensure interoperability with external systems.

· eOffice and Counter Service Integration: Integrate with eOffice and counter service for managing electronic submissions, document processing, and case management; ensure automatic case registration, status tracking.

· eDelivery Integration: Integrate the eDelivery system for the secure transmission of official documents.

2.2 Digitalization of Registries Around Business Episodes

The digitalization of administrative procedures inherently leads to the digitalization of output registries, as the results and related data of these procedures must be stored in digital formats. These output registries are crucial for streamlining business processes and ensuring efficient access to information.

Moreover, registries that serve as necessary inputs for these procedures may also require digitalization, even if they are not the direct result of the procedure being digitalized within the business episode. Those registries will be identified through specific ToRs for each of the call-offs. By digitalizing both input and output registries, the overall effectiveness and efficiency of administrative processes are significantly enhanced.

An essential task for the selected Consultant will be to make these registries interoperable according to industry standards with the digitalized procedure and other potential procedures that might require access to the registry data. Ensuring interoperability is critical for seamless data exchange between systems, reducing redundancy, and facilitating integrated service delivery across different governmental platforms.

The digitalization and interoperability efforts apply regardless of the digitalization approach employed—whether it is:

· 2.1.1 Infrastructure of the Office for Information Technologies and eGovernment (OITG)

· 2.1.2 Infrastructure of a Specific Institution

· 2.1.3 Interventions on the IT System of the Institution in Charge of the Procedure.
3 Deliverables
The deliverables listed below are general and represent the potential outcomes under the prospective call-off contracts. It is important to note that not every call-off contract will include all deliverables. Each individual contract under the Framework Agreement will specify the relevant deliverables based on the scope and requirements of the specific task assigned. The final deliverables will be determined and agreed upon during the project planning phase for each task. The basis for verifying and accepting each of the deliverables will be precisely defined for each individual contract’s deliverables in terms of one of the following:
· A report, confirming the functionality;

· A report, confirming result(s) of a testing process;

· Other report types, confirming specific consulting services in place, as defined by individual contracts.

D1 – Task implementation plan
This deliverable is a detailed task implementation plan that outlines the steps, timelines, and milestones for the digitalization of business episodes. The plan will provide a structured roadmap for the execution of the project, including key activities, deadlines, resource allocation, and risk management strategies. There will be unified, common requirements for each procedure, and specific requirements will be given through call-offs.
It must be prepared in written form and submitted for approval by the Public Policy Secretariat (PPS).

D2 –Technical specification for digitalization:
This deliverable is a comprehensive technical specification document that outlines the digitalization of selected business episodes. The specification will include all relevant details for the digitalization process, such as the use of the OITG infrastructure, the integration of key eGovernment components (eID, Form Generator, Metaregister, Government Service Bus (GSB), ePayment), and the use of workflows to automate administrative processes. Additionally, the specification will detail case management through eOffice and Counter Service, secure document transmission using eDelivery, and the publication of digitalized services on the eGovernment central services portal (eUprava). It will also ensure the necessary integrations with institutional registries for data exchange and service functionality. This specification must be approved by the Public Policy Secretariat (PPS) or the Project Implementation Unit (PIU).
D3 – Digitalization of selected procedures under business episodes:
This deliverable reflects the implementation phase of Scope of Work 2, where selected business episodes and their associated administrative procedures will be digitalized and interconnected with existing information systems. The work will include the integration of eGovernment components such as eID, the Government Service Bus (GSB), and either the internal ePayment system of the institution or the OITG ePayment system. The system will support document and case management, enabling features such as automatic case registration, assignment of unique identification codes, case tracking, and secure document transmission via eDelivery. The final output should be fully operational IT systems, accessible through the institution's portal, with seamless integration for efficient data exchange and service functionality as outlined in the business episode framework.
D4 – Digitalization and Integration of Registries:
This deliverable focuses on ensuring that the IT systems of selected registries are fully operational, digitized and integrated with other relevant systems. The digitalization of registries will encompass both output registries, and input registries. The task includes making these registries interoperable with the digitalized procedures and any other potential procedures that may require access to registry data. This interoperability must adhere to industry standards to ensure seamless data exchange, minimize redundancy, and support integrated service delivery across different government platforms.

D5 – Development of the Business Episodes Portal: 
This portal will be an extension of the RAP (Register of Administrative Procedures) and provide a streamlined interface for managing and accessing business episodes. It will feature a user-friendly frontend, a backend administration panel for managing content, and a Business Episode Management Tool for creating, managing, and editing business lifecycles.

D6 – Training:

This deliverable involves training a specified number of public servants based on the scope of the consultant's engagement, which may include partial involvement, such as training staff to manage a single digitalized registry or a specific set of procedures. The training will equip the relevant personnel with the skills necessary to operate and manage the digital systems within the defined scope. The number of staff to undergo training is not to exceed 50 under single training event. All of the technical, preparatory work related to training materials and training organization is to be delivered by the Consultant, while the operative tasks (such as printing of the materials, booking the venues and securing the training equipment) will be handled by PPS.
D7 –Guidelines for digital services:

This deliverable consists of creating guidelines for the digital services relevant to the consultant's specific engagement. These guidelines will be tailored to different user levels, such as administrators, staff, and general users, covering the procedures and systems included in the partial scope of work. Administrators will receive advanced operational instructions, while other users will be provided with role-specific guidelines. All guidelines must be approved by the Public Policy Secretariat (PPS) or the Project Implementation Unit (PIU) before distribution.
D8 – Final report on project implementation: 
This deliverable is a final report detailing the scope and outcomes of the specific tasks assigned to the consultant, which may include partial engagements, such as the digitalization of a single registry or a subset of administrative procedures. The report will summarize the work completed, including the digitalization process, registry integration, any related staff training, and other relevant deliverables specific to the assignment. The final report must be prepared and approved by the Public Policy Secretariat (PPS) or the Project Implementation Unit (PIU), providing a clear record of the project's implementation and results within the defined scope of the consultant's engagement. 
Timeline

The planned duration of the FA is one year, with a possibility to extend in accordance with the WB Procurement Regulations. It is estimated that the overall time needed for digitalization of all processes will be up to 300 days, whilst the duration for implementation of individual call-off contracts under this FA shall be defined under each of the secondary procurement processes. Based on the assessment, it is possible that there shall be several call-offs in simultaneous implementation.
3.1 Reporting requirements

The Reporting requirements will be defined in each individual call-off contract. In general, upon request, the Consultant will be expected to produce and submit progress reports on the implementation of the assignment, and regular updates on system integration, development progress, and testing outcomes, ensuring transparency and open communication throughout the project.
3.2 Location and timing

The project will be executed in Belgrade, Serbia, with the Consultant working closely with the Client and relevant stakeholders. The Consultant is expected to use his own offices for the assignment. Meetings with the Client and other stakeholders will be held in Belgrade.

Each individual task within the project will have a specific timeline, which will be defined and agreed upon during the planning phase of each call-off contract under the Framework Agreement. 
4 Requirements

4.1 Qualifications of the Consultants

To be shortlisted, a firm or joint venture submitting the EOI must meet the following requirements: 
· Proven Experience in digitalization projects. Experience in digitalization within the public sector, and in particular with regards integrating horizontal eGovernment services, will be an advantage.. 

· Experience in working with government institutions, preferably with a track record of collaboration with central government agencies and municipalities.

· In-depth knowledge and hands-on experience in developing and integrating complex IT systems, including secure authentication, case management, data exchange, and payment processing systems.

· Proficiency in working with technologies required for backend development, frontend user interfaces, and database management systems (preferably the ones used in RAP or OITG components).

· Familiarity with Serbian laws and regulations, particularly the Law on General Administrative Procedure, data protection laws (GDPR), and national cybersecurity standards will be considered an advantage
4.2 Qualifications of the Key-staff

Project Manager (PM)-one position 
Education and certification: 
· Bachelor’s degree or higher in IT, Engineering, or a related field. 

· Project management certification such as PMP (Project Management Professional), or Agile/Scrum Master certification or similar internationally recognized certificate
Overall professional experience: 
· Minimum of 7 years of experience in project management, with at least 3 years managing complex IT or eGovernment projects.

· Proven track record of successfully delivering digital transformation or public sector projects.

· Experience in managing multidisciplinary teams of at least five people, coordinating between various stakeholders, and handling large-scale system integration projects.

Specific professional experience:

· Experience in leading project teams in at least three projects;

· Experience in projects working to improve G2B and/or digitalization of government services, funded by the international organizations would be considered an advantage;
· Track record in managing project risks, anticipating issues and developing contingency plans in at least three projects.

· Fluency in both Serbian and English, with the ability to communicate effectively in both languages (written and spoken).

Business Analyst (BA)-one position 
Education and Certification
· Bachelor’s degree or higher in Business Administration, Information Systems, or a related field.

· Certification in Business Analysis (e.g., CBAP – Certified Business Analysis Professional, or other relevant certifications) is an advantage.

Overall professional experience: 

· Minimum of 5 years of experience as a Business Analyst, with at least 2 years in eGovernment systems.

· Experience in requirements gathering, process mapping, and documentation for IT systems development, particularly in the public sector.

· Ability to analyse and document complex business processes, user needs, and system specification, supported by references, or relevant professional credentials.
· Experience working on projects involving digitalization of administrative procedures and/or business process automation.

Specific professional experience:

· Experience in developing detailed business and functional specifications, user stories, and use cases will be considered an advantage.

· Knowledge of Serbian legal and regulatory requirements concerning administrative procedures and eGovernment systems is a plus.
· Fluency in both Serbian and English, with the ability to communicate effectively in both languages (written and spoken).

In addition to the key staff, based on the call-off requirements, other non-key experts can be engaged for specific tasks, as needed.
These may include, but are not limited to:

· Software Developers: Responsible for coding and developing the software system according to the call off specifications.

· DevOps Engineers: Focus on automating the deployment process, managing the IT infrastructure, and ensuring continuous integration and delivery (CI/CD).

· Testers (QA Engineers): Conduct thorough testing to identify bugs, ensure functionality, and verify that the system meets quality standards.

· Trainers: Provide training sessions for technical teams or end-users.
· UI/UX Designers: Design user interfaces and experiences that are intuitive and meet usability standards.

· Database Administrators (DBAs): Manage and maintain the database infrastructure.
Detailed staff requirements shall be defined in the ToRs for secondary procurement.
6. Confidentiality 

The Consultant undertakes to maintain confidentiality on all information that is not in the public domain and shall not be involved in another assignment that represents a conflict of interest to the prevailing assignment.
7. Selection of the Consultant

The Client intends to shortlist up to eight (8) Consultants to whom a Request for Proposal (RFP) shall be sent.

The Consultant shall be selected by applying the Quality Based Selection (QBS) method under Primary Procurement stage and arrangements through the open market approach options, as defined in the World Bank Procurement Regulations for IPF Borrowers, fourth edition, November 2020.

The Framework Agreement (FA) is a “Single-user FA” A Framework will be concluded with several Companies (Multi-Consultant Framework Agreement).Client intends to establish a “Multi-Consultant Framework Agreement” - FA. The Framework Agreement shall be awarded to qualified Consultants ranked from first and second place based on evaluated technical score. The FA will be a closed panel, and the constitution of the panel shall remain unchanged during the term of the FA (other than firms being removed from the panel, no additional or replacement firms may be added).
A call-off contract shall be concluded through a Secondary Procurement defined in the FA. However, establishing the Framework Agreement shall not obligate the Client to procure the consulting services under the call-off contract. The signing of the FA does not guarantee that the Consultant in the FA will be awarded a call-off contract
� Smart Specialization Strategy of the Government of Serbia 2020-2027, available at �HYPERLINK "https://pametnaspecijalizacija.mpn.gov.rs/wp-content/uploads/2021/06/Strategija-pametne-specijalizacije_EN_WEB.pdf"�https://pametnaspecijalizacija.mpn.gov.rs/wp-content/uploads/2021/06/Strategija-pametne-specijalizacije_EN_WEB.pdf� 


� In the Annex of the document, there are details on the background and rationale of the „business episode“ concept and approach. 
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