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1. Introduction 
 

OVERALL CONTEXT AND CHALLENGES IN PROVIDING SOCIAL AND FAMILY SERVICES IN 

KOSOVO 

 

The Government of Kosovo, initially through the Ministry of Labour and Social Welfare (MLSW), 

now transformed within the Ministry of Finance, Labour and Transfers (MFLT), has been 

challenged in the last two decades with regard to building a social protection system by 

consolidating a solid and comprehensive legal infrastructure and has developed a system of social 

assistance, pension scheme and social services. 

The general strategic framework for the development and reform of social services is defined in 

the two following main strategic documents: Strategy for Decentralization of Social Services in 

Kosovo 2013-2017 and Sector Strategy of MLSW 2018-2022. 

MFLT is responsible for organizing the provision of social and family services in Kosovo. Social 

services include: social care, counselling or in special cases even material assistance to people in 

social need. Unfortunately, social assistance in Kosovo is based mainly on financial assistance for 

poor families, children and adults with disabilities, for the elderly who enjoy the right to a pension 

under the applicable law as well as for the categories of individuals with disabilities from the war 

and families of martyrs. 

Social and family services include the protection and provision of services for different categories 

of persons in need of social protection, as defined in the Law on Social and Family Services. This 

includes children without parental care, children with antisocial behaviour, juvenile delinquency, 

disordered family relationships, physical illness or physical disability, mental disability, mental 

illness, risk of exploitation or abuse, domestic violence, human trafficking, alcohol or drug 

addiction, natural or human-made disasters or emergencies, or other causes that result in people 

needing such services.1 

Social services are decentralized based on the Law on Local Self-Government of 2008, the Law 

on Local Government Finance of 2008, and a Memorandum of Understanding (MoU) of 2009. 

According to these laws and the MoU, in January 2009, the municipalities were provided with the 

competence and responsibility for the provision of family services and social services, respectively 

the Directorate for Health and Social Welfare possesses the mandate and responsibility from the 

 
1MLSW - Concept Document for Social and Family Services, 2019 
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municipal governments on the issues of social welfare of the municipalities, as well as manages 

the Centres for Social Work (CSW). After more than a decade, decentralization has never been 

fully finalized with many shortcomings and setbacks in the processes so far. 

 

The Centres for Social Work are mandated according to the laws in force in providing social and 

family services. However, the staff capacities and infrastructure of the CSWs fail to cover the 

needs of such citizens. Other aspects that affect the possibility of receiving services are the 

ambiguities in the competencies between the central and local level, as well as in some cases, the 

non-commitment of the municipal levels to the needs of the CSWs in fulfilling their legal 

obligations. Also, old service delivery methodologies, mainly static based on service delivery only 

within CSWs, in the impossibility of frequent visits to family and community, are another serious 

obstacle. Furthermore, there is a lack of information from citizens regarding the services provided. 

The number of staff is limited and there is inadequate profiling of services within the CSWs. The 

lack of staff of social profiles such as psychologists, sociologists, social workers is evident in other 

institutions such as education, health and other sectors where they would help individuals and 

families in need. 

An even more complex challenge that has aggravated the social services situation is the COVID-

19 pandemic. The pandemic situation and the lack of municipal crisis management plans have led 

to many reported incidents of domestic violence, child abuse and neglect. Kosovo has made several 

attempts to establish a national children helpline, which is also part of the national child protection 

strategy, but which is yet to become operational. Opportunities to provide mobile or online services 

for the citizens of Kosovo, and especially for children, are limited and almost non-existent, and in 

the situation of closure and bans to movement due to the pandemic, difficulties have been created 

for the functioning of many services which were previously deficient in some areas. 

In this situation it is considered necessary to consolidate online services for children and families 

in need of protection by CSWs. There is also an immediate need to find different alternatives for 

CSWs and other service providers so that they are able to and have the capacity to continue to 

provide the necessary services to children, parents and families through technology. 

 

In this context, the need to provide alternative online forms of psycho-social services is imperative. 

One of the options that is now taking its first steps are digital online platforms, some of which with 
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are functional in Kosovo, albeit with basic information. There are several platforms that provide 

information related to social challenges2 such as: state platform e-Kosovo, platform “Childhub” - 

platforms that are profiled and provide some segments of social issues and necessary information. 

While other platforms that are at disposal are being used mainly for clients and population 

information purposes, with the new platform, we will expand the offers from which professionals, 

service providers (those in service and students), will benefit from multiple learning opportunities 

and resources. Providing services closer to the citizen, informing them regarding services, 

increasing the number of cases referred, and providing quality services in optimal time, is an 

imperative in a time of global economic, social and general security crisis. 

Today, the era of digitalization of many aspects of life and services, has brought demand for the 

digitalization of psycho-social services. Likewise, the dynamics of job and service delivery often 

bring challenges and impossibilities to attend courses, trainings or programs by social work 

professionals and practitioners, so that they can advance their professional knowledge and skills. 

Therefore, such an online platform will enable the expansion and updating of knowledge and the 

exchange of resources, through a structured and collaborative partnerships to be supported between 

the Academia, Ministry of Finance, Labor and Transfers and Centres for Social Work. The system 

learning through online platforms creates very attractive environments for improving the variety 

and quality of services, as the content of the platform can encourage users to develop new 

knowledge and then help others to commit new skills. 

Building a digital platform that would help service providers in building professional capacity, as 

well as increasing the efficiency and quality of services, is a goal that will be further elaborated in 

this report. This platform, would also build opportunities for other long-term services, provide 

better quality and do so in optimal time. The main objective of this commitment for the new 

platform is to develop and build a substantive and conceptual framework for an online platform, 

which provides information, knowledge, practices and professional experience for social workers 

already in service and those prior to getting into the service in Kosovo. The platform will be 

designed in such a way that it is easily accessible and flexible in receiving information, as well as 

in the exchange of knowledge between those that are already professionals and those preparing to 

become professionals (practitioners) in the field of social protection. 

 
2 Complete list of platforms in annex 1 
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The online platform is also expected to be used as a tool for exchanging information on protection 

policies and social services, laws, standards, protocols and work manuals. The platform provides 

online training and other activities focusing on the professional development of workers in the 

field of psycho-social services. The platform project essentially aims to increase the capacity of 

psycho-social service providers in Kosovo through the digital platform, with the aim of providing 

better services to children, youth and their families. The functioning of the digital platform for 

social workers and other psycho-social services is a necessity of the current time. In many countries 

of the world and the region we now have similar and functional platforms, which have proven 

themselves in terms of the benefits they offer both for the service providers and for people from 

different categories utilizing such social services. 

THE SPECIFIC OBJECTIVES OF THE PROJECT CONSIST OF THE FOLLOWING: 

➢ Designing and technical structuring of the digital platform; 

➢ Drafting the content of the digital platform; 

➢ Collecting basic materials for the operation of the platform; 

➢ Drafting terms of reference for the IT company that will technically operate the platform 

and its maintenance; 

➢ Providing recommendations to promote the platform and functional and substantive 

updating. 

This activity is part of the project "Improving Access to Mental Health and Psychosocial Services 

(MHPSS) for Children and Families and Assessing the Digital Ecosystem for Continued Online 

Learning", funded by the EU Office and UNICEF in Kosovo, and implemented by the Institute of 

Psychology, University of Prishtina. 

2. Stakeholder consultation process and key findings 
 

The consultation process and analysis of findings has been agreed to go through several stages 

presented in table form as follows: 
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As part of the consultative actions, various existing platforms were initially consulted in different 

countries as well as in the countries in the region.3  

Further, meetings were held with representatives of several institutions and the aspects of the 

content and structure of the platform, the need for a digital platform, the target audience, the 

promotion of the platform, the challenges and the management of the platform were discussed. 

The meetings were held with the following: 

✓ CSW Prishtina;  

✓ Handikos Ferizaj;  

✓ NGO ‘Shpresë dhe Shtëpi për fëmijë’ (Hope and Homes for Children);  

✓ CSW Ferizaj;  

✓ Department of Social Work, Faculty of Philosophy;  

✓ SOS Children's Villages in Kosovo;  

✓ Ministry of Finance, Labour and Transfers  

 

2.1 SUMMARY OF INTERVIEWS WITH STAKEHOLDERS 

In the conducted interviews several key issues arising from all the meetings with the relevant 

partners have been emphasized and they are as follows: the need for the digital platform to be 

emphasized, alluding that through this platform a new, modern and current approach would be 

targeted for implementation in a time when many forms of communication are being carried out 

 
3 Annex 1 Links to platforms similar to or relevant to the target content. 

Online analysis of 
similar platforms in 

the region and in 
the world

Consultation with relevant 
partners, in separate 

meetings - discussions on 
the content and structure of 

the platform

Workshop 1 - with 
relevant partners 

and students

Online discussion 
on the proposed 

draft

Workshop 2 -
Finalization

Workshop 3, 
concluding -

Presentation of the 
final report
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remotely and are indicating that they are efficient. It was also emphasized that the platform should 

be comprehensive, interactive, flexible, and provide a wealth of information to a wide audience. 

Further, it facilitates communication and can speed up the sharing of valuable information for the 

intended purpose, which is to build professional capacity and advance psycho-social services. 

From a number of meetings, as well as from the various goals and requests from the interlocutors 

from institutions and organizations involved in the first phase of the interview, the common goal 

of the platform should be structured in several pillars, with a special focus on different audiences 

and the provision of specific services for professionals and clients. We have presented the division 

in the following three pillars/blocks of the platform: 

- The academic aspect targets students and service providers in building professional 

capacity and expanding academic knowledge, with new approaches and working 

methodologies and other relevant information to increase the quality of services provided. 

- The client aspect targets individuals and families who need specific services and provides 

information on the types of services, the location where they can be accessed to receive 

those services, the application procedures and criteria to receive a particular service. It also 

aims to provide general information to the population on general psychosocial challenges 

and opportunities to refer them to relevant institutions for the services they need. In 

addition to information on services, the possibility of providing some services online has 

also been considered. 

- The aspect of communication between professionals and facilitating the exchange of 

mutual information for the advancement of the services provided. Lines of communication 

and discussion in professional panels to deliberate specific cases or developments of social 

dynamics and professional challenges. 

 

 2.2 SUMMARY OF THE FIRST CONSULTATIVE MEETING (WORKSHOP 1) 

The first consultative meeting was held with participants who have been involved in previous 

interviews and have been identified since the project planning phase.  

The primary purpose of the meeting was to present/summarize the findings that emerged from the 

interviews and the challenges identified, as well as to have discussions between the representatives. 
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The meeting was attended by representatives of the UNICEF Office in Kosovo, as well as an IT 

expert, invited by the Institute of Psychology. 

After the presentation, the findings and challenges were discussed, followed by exchange of 

numerous ideas on how to consolidate the platform, content and mode of operation. 

The main points discussed and the decisions reached at the meeting (workshop 1), were as follows: 

1. The need for a joint inter-institutional initiative, with the integration of civil society, to 

meet the lack of a comprehensive platform for functional social services in Kosovo has 

been confirmed. 

 

2. The proposed idea for the division of the platform into three pillars is the optimal choice 

under the present conditions; however, there should be a possibility of enriching them with 

different content, as well as considering the possibility of connecting with other platforms 

which may be already operational. 

 

3. The first conceptual content proposed is extremely ambitious and requires commitment of 

staff, time and financial means in the implementation of such a platform. The platform 

must be built in several stages, gradually increasing its content and functions. 

 

4. Within the existing state platform, e-Kosovo, a ‘link’ for social services is being built. This 

initiative is part of the project implemented by Save the Children with EU funds. At this 

point, more information needs to be obtained and duplication of initiatives needs to be 

avoided. 

 

5. The platform should initially have a focus on the first pillar “Academic Aspect” (building 

of professional capacities for service providers) and from there the platform should be 

further expanded with other content. 

 

6. The platform should be managed by a multidisciplinary team, professionals of the field in 

question as well as professionals of information technology. The project for the 



12 
 

development of the platform should be based on the Faculty of Philosophy, as a project of 

the University of Prishtina. 

 

7. The concept of content and methodology of functioning: it is important that social services 

such as psychological services, social work, legal counselling, should function in a 

complementary manner. Professionals of different profiles can benefit from this platform, 

providing materials and information that are of relevance to all for capacity building and 

better service delivery to customers. 

 

8. The platform, through training and information, will assist in the licensing process of social 

workers. 

 

9. The platform is also important for the internship of students, as an important part of their 

studies, and should provide relevant information in this regard as well. 

 

10. There should be an alumni forum for students and graduates in various fields of social 

services. 

 2.3 FEEDBACK RECEIVED FROM THE FIRST WORKSHOP 

Some of the participants provided additional information and suggestions on the structure and 

content of the platform. The representative of the Department for Social and Family Policy - 

Ministry of Trade, Labour and Transfers has sent a link to similar platforms in the region focused 

on disability issues (Social services platform operating in the Republic of North Macedonia 

https://socialservicesplatform.eu/di-coordination/). 

Also, the representative of the Centre for Social Work in Prishtina provided additional information 

on the platform initiated by the organization Save the Children for social services, and provided 

information on the development process of this platform, which, in some segments, was considered 

to be similar to the platform initiated by the project implemented by the Institute of Psychology 

and funded by UNICEF. Further coordination with this initiative and this platform is needed in 

later stages of development. 

https://socialservicesplatform.eu/di-coordination/
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The UNICEF representative also provided information on the platform that was initiated within e-

Kosovo https://info-sherbimesociale.org/?lang=sq  

as well as information on a similar platform in Albania, which has an exclusive focus on social 

issues: https://sociale.al/  

2.4 SUMMARY OF THE SECOND CONSULTATIVE MEETING (SECOND WORKSHOP) 

The second workshop was held on 13.04.2022 with wide participation of many institutional 

representatives. 

Some of the key issues discussed are as follows: 

- Since some platforms related to social services are in the process of consolidation, care 

should be taken to avoid duplication and the platforms should be able to have 

interconnection between one another as well as be complementary. 

- Participants agreed that, due to time constraints of the project, budgetary aspects and other 

platform developments; the primary focus of the platform, within the project, will be the 

development of the academic aspect. 

- A special challenge will be the collection of materials and training and introduction to the 

platform; therefore, this process was suggested to start as soon as possible. 

- In principle, the platform will be based within the Faculty of Philosophy - Department of 

Social Work. In this aspect, in a preliminary meeting, an agreement was made and 

commitment reached by the staff of this department.  

- A Memorandum of Cooperation has been initiated between UNICEF, MFLT and the 

University for the functioning and further development of the platform. A letter of request 

will be addressed to the Secretariat of the Ministry in the coming days. 

- The memorandum, inter alia, will require the establishment of a group of 5 people and they, 

at least every three months, are to come up with a proposal on which documents will be 

published. This group will have two roles: the validation part and the technical part. The 

Department of Social Work will appoint several people to find research and various 

materials. 

- The platform will be structured with development opportunities for the next 2-3 years, 

enriched with new content and different target audiences. 

https://info-sherbimesociale.org/?lang=sq
https://sociale.al/
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- The issue of server access and platform interconnection, which requires the approval of 

AIS, was raised several times, and it was proposed to hold a preliminary meeting with the 

Agency. 

2.5 SIMILAR EXPERIENCES IN THE COUNTRY AND THE REGION (ANNEX) 

Some of the consulted platforms are in Annex 1. 

  

 

3. Proposed structure of the platform  
 

 

  

3.1 CONTENT STRUCTURE 

The idea of the proposed structure remains with the three proposed pillars; however, the initial 

idea is to build the academic pillar first (building of professional capacities). This decision was 

Social Services

Building 
professional 
capacities

-Legislation;

Standards;

training

Reports

Video Simulation

Social services, 
customer services

For professionals

Other useful links
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reached as right now a platform on social services is being consolidated within the state platform 

e-Kosovo. The interconnection with this platform and the avoidance of duplication remains to be 

coordinated in the process. 

The rationale for prioritizing the first academic pillar: 

- Interconnection of the University/Universities) with Institutions and the civil society; 

- Directly affects the professional development and quality of services; 

- It is the logical first step in building the platform before customer service and 

communication between professionals (phases 2 and 3); 

- Content, Structure and Purpose already defined; 

- All stakeholders will be able to engage in providing inputs. 

Building Professional Capacities (Academic Pillar) is considered as an opportunity for 

academic advancement of students and professionals in the service. In this context a suggestion 

was made for the platform to provide a wide range of information and training modules that would 

facilitate in terms of administrative procedures, increase the quality of services, enable mutual 

support between professionals and generally facilitate professional work with clients. This pillar 

would, inter alia, contain the following: 

- Information on the legal infrastructure related to psychological-social services. Social 

rights and access to services, roles and responsibilities of institutions, professional services, 

licensing, application of standard procedures, assessment and reporting. 

- Professional elaborations and explanations on the Standards of services and forms used. 

- Access to various local and international research reports, scientific articles as well as 

Professional Forums and Conferences. Links with other relevant information, which may 

be useful for general professional information, communication and professional 

advancement of customer service. 

- In the first place, the platform is considered to be an opportunity for academic 

advancement of students and professionals in the service. In this context, a suggestion has 

been made for the platform to provide a wide range of information modules and trainings 

that would facilitate professional work with clients: 

- Various videos, simulation of work with cases / clients. 

- Professional internship opportunities for young professionals 
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- Connection between the academic level and the labour market 

 

Pillar for customers remains a very important aspect aimed at the platform. However, given the 

parallel initiatives of other ongoing projects, coordination should be made and duplication be 

avoided. Therefore, it is proposed that, in consultation with other partners, this part should be 

reviewed and the following be proposed: 

a) The pillar for clients should be developed independently from other initiatives as a second phase 

of the development of the platform; 

b) Other platforms that provide targeted services to customers should be integrated into the new 

platform with a special 'link'; and  

c) The pillar for clients should be remodelled and offer only certain specific services to certain 

clients and provide services that are not offered by other platforms. 

In case of initiating the client pillar, as content of the second pillar it is proposed to provide 

information for clients, potential clients, persons who want to refer a case or general information 

about the population. The preliminary content and structure consists of: 

- Specifying the types of services, the location where those services are provided, the 

professionals in the field providing these services within a given municipality and 

providing the opportunity for the client to choose which of the institutions to go to for the 

service they need or to refer a family member. 

- Network of NGOs and non-public institutions, that are licensed and that provide psycho-

social services, types of services and location/contacts. Mapping of service providers. 

- The ability for a potential customer to communicate through the platform with a 

professional in order to obtain basic and orientation information 

- Obtaining some online services, especially for vulnerable categories that are in specific 

need for online services. 

- Specific categorized information for various vulnerable groups such as children at risk, 

youth, the elderly, drug users, victims of violence, single mothers, new mothers at risk of 

child abandonment, people with disabilities, people living in remote rural areas and 

suburban ghettos. 
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- Videos and other awareness materials. 

 

The third pillar for professionals which means communication between professionals is also 

considered as an opportunity that the platform would enable and facilitate work with clients and 

increase the quality of services. This part of the platform may, inter alia, contain the following: 

- Closed discussion forums between chat rooms professionals where specific cases would 

be discussed and professionals would help each other by sharing experiences and 

information 

- Customer database for internal use by service providers to identify the time and types of 

services provided to customers 

- Database of service providers, and services provided to clients 

- CMR Case Management Roundtable 

 

 3.2 PLATFORM INTEGRATION 

The platform will be integrated in the framework of actions for the reform of policies and 

infrastructure of social services. This would promote these changes and affect the efficiency and 

information of the services. The platform will also, within itself, integrate information from other 

relevant fields and platforms of the state or of local and international civil society organizations. 

At the same time, the target platform in this project will be part of state platforms and initiatives 

such as e-Kosovo and the like. 

 3.3 MANAGEMENT AND ADMINISTRATION OF THE PLATFORM 

There are several modalities that will be considered with regard to platform management. Some 

of the preconditions and organizational and administrative structures that will enable the 

functioning and ensure consistency, variety of content and quality of information provided are: 

• Professional Advisory Board consisting of 5-7 members from different institutional levels 

(central and local/municipal), also a representative of the University, as well as a 

representative of the civil society. 

• Permanent management team consisting of at least one social services professional, IT 

professional and lawyer. 
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• Thematic working groups with experts of close professional fields of psycho-social 

services 

• External professional collaborators (trainers, experts contributing with professionally 

written articles, university professors, NGO representatives licensed to provide services). 

• Volunteer platform support groups 

 3.4 OTHER ASPECTS TO BE PROVIDED BY THE PLATFORM 

- Opportunity to apply for various projects from ministries or other local and international 

donors. 

- Opportunity to apply for vacancies. 

- Opportunity to apply for volunteer work 

- Opportunity to apply for paid or unpaid internship. 

- Opportunity to apply for participation in scientific conferences and seminars in the country 

and abroad 

- Involvement of municipalities on the platform and raising municipal accountability with 

regard to social services 

- Inclusion of the general council of social and family services 

- Inclusion of the connection of social workers, psychologists, sociologists, lawyers, etc. 

- Involvement of social workers’ unions and other professional unions protecting and 

promoting the profession of social worker and other social science professionals. 

- The role of the Institute for Social Policy and the opportunity to engage in the platform 

- Service quality supervision and professional ethics of employees. 

- Connection with other departments such as health, education, judiciary and law 

enforcement. Correctional services as well as shelters. 

- Establishment of online working groups, or the so-called 'HUBS' (INCUBATOR) for: 

advocacy and partnership, communication, emergency response, exchanges of regional 

experiences and at the level of countries around the world, fundraising, legislation, 

municipalities, etc. 

- Treatment of specific services for children (can be a separate platform pillar); work with 

the youth (there is a lack of orientation information where young people can be informed 

about finding a solution, in situations when they face a social, health or psychological 
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problem), work with drug users and their families (lack of counselling capacity), 

housing, victims of violence, trafficking. 

- Involvement of regional mental health centres. 

4. Technical specification of the structure and content of the platform 
 

 4.1 TECHNICAL DETAILS 

Service providers must study and document the entire work process from the initial stage of the 

project in order to realize and achieve the business logic of the platform. 

The service provider, after the development of the first version, is obliged to make a presentation 

to the project team, to the contracting authority and make changes if necessary, while always being 

based on the terms of reference. The development of the platform should be adapted to the 

following manner of organizing work: 

• Research - Reviews the purpose and various technical specifications presented, and based 

on them decides on the functionalities that the platform should include. 

• Design - Proposes the design of the platform in a manner that is convenient for the user 

and that is easily accessible. 

• Development - The service provider develops the platform based on the general 

specifications and the necessary functionality. 

• Testing - This phase should be provided throughout the development process and a 

possible pilot project should be made with relevant stakeholders, followed by an official 

acceptance test of the platform. During this phase the contracting company should receive 

comments and provide appropriate adjustments/improvements. 

• Final admission and training - Upon confirmation of acceptance of the platform, the 

service provider should provide training materials in order to facilitate further work. 

• Maintenance - The service provider must also provide solutions for the maintenance of 

the platform. 

Platform development services and functional specifications 
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• The platform should be developed based on the latest technologies. The recommendation 

is to develop in these technologies 

- Backend: NodeJs 

- Frontend: ReactJs 

- Database: MySQL 

• Development of the UX / UI of the platform - The proposed design of the platform will be 

implemented only after approval by the contracting authority. 

• Design and development should be adapted for web, mobile and tablet. It should also be 

tested in some web browsers such as: google chrome, firefox, mozilla etc. 

• Creating a standard CMS (Content Management System) based on the initial requirements 

of the platform 

• Creating different roles depending on the approach that should be created to certain people. 

• Various changes that appear directly on the platform are enabled through the CMS. 

• Solutions should be provided in terms of uploading various materials, text, videos, photos, 

etc. 

• The possibility of downloading various materials that will be part of the platform should 

be provided. 

• The service provider should assist in the update as there are times when the update cannot 

be done through the CMS. 

• The platform should be developed in Albanian, English and Serbian, and proper 

infrastructure should be laid in order to enable the addition of other languages. 

• Links should be established with other relevant websites that have access through various 

APIs (external websites). 

• The website should be optimized, simple, easy to use, and with as few clicks or searches 

as possible to find the information in the shortest time possible. 

• It should have a ‘search’ function within the website to be suitable for finding relevant 

materials found on the website. 

Service level agreement (SLA) 

The maintenance agreement should also include the service level. This provides effective and 

sustainable support. Details are presented below with regard to service availability and monitoring. 
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Service Availability 

- Telephone support: 9:00 am - until 5:00 pm, Monday to Friday. Out-of-office calls will be 

forwarded to a mobile phone and best efforts will be made to answer/process calls; 

however, there will not be a back-up telephone service. 

- Email Support: Monitoring from 9:00 am to 5:00 pm, Monday to Friday. Emails received 

outside of business hours will be collected; however, no action can be offered until the next 

business day. 

Requests for services 

- Pursuant to the services described in this agreement, the service provider will respond to 

service related incidents and/or requests submitted by the contractor within the following 

timeframes: 

- (i) 0-12 hours (during business hours) for issues classified as high priority; 

- (ii) within 48 hours for matters classified as a secondary priority; 

- (iii) within 5 working days for low priority classified items. 

Remote assistance will be provided in accordance with the above timelines depending on the 

priority of the support request. 

Source code and documentation 

• The company must provide the source code with the necessary updates. 

• The platform will be the property of the University of Prishtina, as a result of which the 

copyright and the code will belong to the same body. 

• Upon completion of the website and CMS, the contracting company is required to provide 

these documents in two formats - electronic and printed. 

- Placement plan and technical details 

- Database script (scheme and data) 

- Manual on how to work with the website and CMS. 

- Manual of technical and administrative details (installation, configuration). 
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- Training material used during staff training. 

- Website and CMS source codes. 

Qualification of the proposed staff 

The contracted company is preferred to engage a professional team of five (5) persons: one (1) 

project manager, one (1) UI / UX designer, one (1) Web Developer, one (1) Database Developer 

and one (1) Quality Assurance and Testing Specialist. At least three (3) of the proposed staff are 

direct employees of the company, with knowledge of English and local languages. 

The proposed staff should have relevant education and proven skills for developing such platforms. 

The proposed staff must have relevant certification and at least three (3) years of relevant 

experience to support their engagement in this project. 

The service provider must also submit other relevant projects in order to demonstrate his/her 

expertise in his/her commitment to this project. 

Expected results 

- A Content Management System (CMS) and general website testing to verify that they are 

ready and functional for users. 

- Relevant training for website administrators. 

- The service provider is obliged to train the staff who will work in the administration and 

updating of the website. The training should include all software (database and application) 

and operating system for software related aspects (installation, configuration, etc). 

- For any intervention on the website, the company is obliged to update or redevelop the user 

manual for the administration of the website (in electronic form), where it will explain, in 

simple language, how to use it. 

- At least 24 months support/maintenance if and when required to address technical issues 

arising from the system, in line with the initial requirements of the platform. 

- Detailed work dynamic plan 

- Final report with all the above details 
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4.2. DEVELOPMENT TIMELINES AND ESTIMATED FINANCIAL COSTS 

If it is started with a simple website and the establishment of CMS for uploading materials only 

for the academic part, the platform will be ready in 3-5 months. 

Further in later stages, if it continued with the other two pillars: Clients and professionals, 

including trainings, conferences, contact with clients, organizing meetings, creating chat, this part 

requires a time period of about 1 entire year. 

As for the maintenance of the platform, it is suggested that the company that develops the platform 

should keep it in maintenance for 5 years. 
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Annexes 
 

Annex 1. Various regional and international platforms 

Some of the platforms that are already in place: 

http://ëëë.nalas.eu/services/E-academy also in video form: https://youtu.be/_BIdetGnvAA 

https://sociale.al/ 

https://socialëorkmanager.org/the-netëork/ 

https://childhub.org/en 

https://ëëë.ifsë.org/social-ëork-platform-for-exchanging-information-on-the-refugee-crisis/  

https://msëonlineprograms.org/great-sites/ 

https://ëëë.socialëorker.com/ 

https://ëëë.socialëorktoday.com/archive/MA18p22.shtml 

https://onlineprograms.ollusa.edu/resources/article/hoë-social-ëorkers-use-technology/ 
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