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	Title of the assignment:	
User experience (UX) research assessment and monitoring for a digital public service


	Background and Justification: 
Over the past six years, Serbia has made significant progress in the digital transformation of its government, building strong institutional and infrastructural foundations, developing key national databases, and digitizing a growing number of public services. These achievements reflect the Government of Serbia's (GoS) sustained commitment, since 2017, to leveraging technology to raise living standards in line with EU countries and to meet global Sustainable Development Goals (SDGs). This digital transformation effort is articulated in major policy frameworks, including the "Serbia 2027" investment plan, the Public Administration Reform Strategy until 2030, and the Program for e-Government Development until 2025, all of which identify digitalization as a key driver of economic growth (projected at 4-5% by 2025–2026) and improved public service delivery. According to the Public Administration in Serbia 2024 report by SIGMA, Serbia's digital government readiness and maturity have continued to progress since 2021, with digital government foundations and strategic national plans firmly established.

Despite this progress, challenges persist – particularly in ensuring that digital public services are inclusive and people-centric. The EU eGovernment Benchmark 2023 places Serbia in the lowest decile for citizen-centricity, highlighting the discrepancy between service design and actual user needs. One major barrier is the traditional approach to public service development, which often excludes citizen engagement in both design and testing phases. Services are usually revealed only upon full deployment, resulting in applications that are confusing, inaccessible, and incomplete – especially for those with low digital literacy or without consistent access to technology. This approach tacitly delegates key design decisions to private vendors, who often lack capacity or accountability to design for inclusion. Mobile optimization is frequently neglected, despite internal government data indicating that over 80% of users access services via mobile devices. Further compounding the issue, many digital services only cover fragments of administrative procedures, forcing citizens to alternate between online and in-person interactions. Addressing these barriers is essential to closing the digital divide and ensuring that no one is left behind in the digital transformation process.

True people-centricity requires that digital services not only be efficient, but also accessible, equitable, and tailored to the lived experiences of all citizens. This is especially important in a context of persistent inequality – Serbia's richest 20% earn 5.5 times more than the poorest 20% (compared to 4.74 times in the EU), and children are disproportionately affected by poverty. Women also face significant barriers, with a 58-point gender gap suggesting it will take 59 years to achieve gender equality at the current pace. People with disabilities remain underserved due to implementation gaps, even though legal frameworks are largely aligned with international standards.

In response to these challenges, the Ministry of Labor, Employment, Veterans and Social Affairs (MoLEVSA) has prioritized improving the accessibility and responsiveness of social welfare services. In collaboration with the Office for IT and eGovernment (ITE), UNICEF is supporting the development of an AI-powered chatbot mobile application that will provide clear, region-specific information under the social welfare sector – initially focusing on cash benefits. This case was selected for its high relevance to vulnerable groups and the high volume of users. The social welfare system serves close to 700,000 people, while 350,000 citizens are users of cash assistance. It is estimated that around 10% of the total number of current cash assistance users will be potential users of a chatbot aimed at providing information on rights and the necessary procedures for exercising a right or accessing a service, and, if necessary, referring them to relevant sources of information. It is expected that the target group will be a mix of current users, previous users and non-users. 

While the Government of Serbia has adopted the Strategy for the Development of Artificial Intelligence (AI Strategy), actual AI adoption in public administration remains in the early stages. This chatbot initiative represents a practical and targeted step toward implementing that strategy – demonstrating how AI can be used responsibly and effectively to enhance public service delivery, particularly for vulnerable groups. It also contributes to operationalizing the AI Strategy's action plan, which calls for AI use cases that improve public sector efficiency and inclusion.

This initiative builds directly on Serbia's digital government maturity while addressing its most urgent shortcomings – namely, the need for people-centric, inclusive service delivery. By embedding accessibility and user needs at the core of the service design process, this approach marks a shift from institution-centric models to responsive and equitable public service systems. The chatbot is expected to enhance trust in public institutions and significantly increase the uptake of services, especially among the 21% of Serbia's population at risk of poverty. Moreover, involving citizens in the co-design of services will ensure responsiveness to diverse needs, ultimately fostering greater satisfaction, usability, and long-term impact.

In summary, this effort complements and advances national digital transformation goals by embedding inclusivity as a core principle of public sector innovation. It provides a concrete use case that aligns with and strengthens Serbia's AI policy commitments, while directly improving the quality and reach of essential social services. With strategic alignment, targeted implementation, and a focus on vulnerable populations, the initiative represents a critical step toward a more equitable digital future.
Theory of change:
IF people-centric design and active engagement with citizens — including women, persons with disabilities, and other groups deemed to be in situations of vulnerability — throughout the entire service lifecycle become a standard of digital public service development, THEN we will unlock the benefits of digital transformation for a wider group of citizens and improve trust in public institutions, BECAUSE digital public services will emphasize inclusivity, human rights, gender responsiveness, accessibility, efficiency, and iterative adaptability.


	Purpose of the assignment:
UNICEF is looking to engage a user experience (UX) team comprising UX engineer(s) and linguists – that will be leading a structured, inclusive, and human-centered design process that ensures and effectively addresses the real needs of diverse user groups during the development of the AI-powered chatbot mobile application for MoLEVSA – including vulnerable populations – by translating service complexity into clear, accessible, and usable interactions, as well as monitor performance during product’s lifecycle. The application will deliver accurate, accessible information on social welfare cash benefits to citizens across Serbia. The chatbot will initially focus on cash benefit support, serving approximately 350,000 eligible citizens (with an anticipated 10% as potential chatbot users) with later potential expansion to reach 700,000 users on other topics. UX experts will carry out user, non-user and stakeholder research, facilitate co-design processes, and iteratively prototype and test chatbot interactions, ensuring the final product is trustworthy, equitable, and highly usable. 
This AI-powered chatbot will be multilingual (Serbian and English), optimized for mobile devices that provides region-specific information for the inquired social service by the user: 
· Eligibility criteria based on user-provided data
· Step-by-step guide for application procedures
· Contact points for social welfare services
· Other relevant information in the social welfare sector that will be tailored to user location, ensuring users receive region-specific guidance such as, but not restricted to: 
a. Information regarding social service policies and guidelines
b. Requirements for documentation for specific social welfare benefits
c. Information about deadlines and timelines for application processes
d. Updates on changes to social welfare policies or regulations
e. FAQs addressing common concerns or misconceptions about benefits
f. Referral information for additional support services
g. Referral contact information for human agent in case of necessary escalations
h. Information on appeal processes for denied applications
The chatbot will strive to support multiple interaction methods to accommodate diverse user needs, including:
· Text-based via application and/or SMS and/or OTT communication services, such as WhatsApp and/or Viber
· Voice-enabled interactions through application and OTT communication services
· Through user interfaces accessible to populations with low digital literacy, disabilities, and language barriers in accordance with WCAG 2.2 AA and EN 301 549 guidelines, that will be provided to the company along with mid-fidelity prototypes of the interfaces
User experience and satisfaction metrics that are outlined below are baseline metrics, crucial for evaluating the effectiveness, efficiency, and user satisfaction of the AI-powered chatbot being developed for MoLEVSA's social welfare services in Serbia. These metrics will establish a comprehensive benchmark to measure the chatbot's performance once deployed, ensuring it truly meets the needs of vulnerable populations and delivers on its promise of inclusive, people-centric service delivery. By tracking these indicators from the outset, the project team can identify improvement areas (even additional relevant metrics to the output of this project), validate design decisions, and demonstrate tangible impact to stakeholders. These benchmarks will be particularly valuable given Serbia's digital transformation goals and the need to address the current gaps in citizen-centricity highlighted in the EU eGovernment benchmark:
System Usability Score (SUS) and Technology Acceptance Model (TAM)
· Benchmark: 
a. Trust score: >60% of users trust chatbot information
b. SUS score: >70 (good), >80 (excellent)
Net Promoter Score (NPS) 
· Benchmark: >60% for the application, not the service
Explainability score 
· Benchmark: >80% of users should understand the reasoning behind chatbot responses
Bounce rate 
· Benchmark: <40% abandonment rate after initial interaction
Accessibility compliance rate 
· Benchmark: 100% compliance with WCAG 2.2 AA and EN 301 549 guidelines
Additional and general UX metrics for GenAI platforms and chatbot interactions:
Time on task
· Benchmark: Quantifies the time saved per task when using AI compared to manual methods. It evaluates the efficiency of the entire process, not just chatbot interaction, such as responding to requests. Time savings range from 25% to 55%, with developers experiencing up to 20% higher time savings than writers/editors. UK government trials showed up to 40%-time savings in freedom of information request responses.
Prompt iterations
· Benchmark: Tracks the average number of times a user must rephrase a prompt to obtain a useful AI output. It indicates how intuitive and effective the AI is at understanding user inputs. Less or equal to 2 prompt iterations per task on average.
Additional M&E KPIs:
Output Indicators
· Total unique users: Monthly and cumulative user registrations and interactions
· Geographic coverage: Distribution of users across target regions (urban/rural breakdown)
· Platform availability: Uptime percentage, response latency, and technical performance metrics
· Multi-channel access: Usage across different devices and platforms (mobile, web, SMS integration)
· Query resolution effectiveness: First-contact resolution rate vs. escalation to human agents
Outcome Indicators
· Conversion to action: Percentage of users who pursue recommended services after chatbot interaction
· Help-seeking behavior: Changes in how users approach social service needs
· Digital literacy improvement: Enhanced confidence in using digital platforms for essential services
Impact Indicators
· Household income stability: Changes in financial security among frequent users
· Basic needs fulfillment: Improved access to food, housing, healthcare, and utilities
· Case worker efficiency: Reduction in routine inquiries handled by human staff
· Accessibility compliance: Platform usability for users with disabilities
· Language accessibility: Effectiveness across different linguistic communities

	Work Assignments and Deliverables
I) UX assignments and deliverables:

Task 1: Context mapping and ecosystem analysis

Deliverables:
1. Service ecosystem map (actors, channels, policies, systems)
2. Preliminary journey map for cash assistance 
3. Institutional interviews synthesis report

Timeframe: Weeks 1-3

Task 2: UX research and user needs assessment *

Deliverables:
1. UX research plan and tools (interview guides, survey instruments)
2. Transcripts, coded data sets, and visual summaries
3. Personas and user segmentation profiles
4. Journey maps and pain point analysis
5. Behavioral archetypes and technology acceptance insights (preliminary perceived usefulness and ease of use)
6. Report summarizing perceived barriers and drivers of trust and motivation

Timeframe: Weeks 4-8

*Minimum UX research sample requirements: 

1. Conduct at least 20 in-depth interviews with social protection professionals across different types and sizes of social welfare centers (out of 161 total centers in Serbia) geographically evenly distributed
2. Conduct at least 5 focus groups (6–8 participants each) with current users of social welfare services, ensuring representation of vulnerable groups (e.g., persons with disabilities, older persons, single parents, Roma community) to understand barriers to access and motivations
3. Conduct at least 3 focus groups with potential or non-users (i.e., eligible but non-participating citizens) to understand barriers to access and motivations
4. Create and implement a structured survey across all social welfare centers to collect insights on day-to-day service provision and highlight systemic pain points
5. Implement participatory and inclusive methodologies for prototyping and testing protypes

Task 3: Information architecture and content strategy

Deliverables:
1. Service taxonomy and decision tree
2. Validated chatbot information architecture
Note: This aligns directly with Rasa domain YAML schema and supports structuring of LLM prompts and fallback design. Responsibilities cover writing and translation/localization.

Timeframe: Weeks 9-11

Task 4: Co-design and low-fidelity prototyping

Deliverables:
1. Co-design session plans and documentation
2. Annotated chatbot flow diagrams (low-fidelity)
3. Decision trees and conversation patterns
4. AI interaction principles document (human-centered AI behavior rules)

Timeframe: Weeks 12-16

Task 5: Usability testing and iteration

Deliverables:
1. Usability testing and key findings report
2. Updated prototypes with annotations
3. Accessibility and inclusion checklist
4. Critical points identified where the chatbot should reassure users of their main concerns

Timeframe: Weeks 17-20

Task 6: Final prototype, handoff, and capacity building

Deliverables:
1. High-fidelity prototype in Figma or equivalent
2. UX/UI pattern library and chatbot style guide
3. Handoff package for development (PDF + interactive)
4. Final UX report + presentation
5. Capacity-building toolkit for public sector partners

Timeframe: Weeks 21-25

Task 7: UX consultancy (during maintenance period)

Deliverables: 
1. Weekly metrics reports during the hyper-care period, followed by bi-monthly metrics reports during the maintenance period
2. UX suggested changes document based on the behavioral analysis (weekly suggestions during the hyper-care period, followed by bi-monthly suggested changes during the maintenance period); 

Timeframe: Ongoing (initial 12 months)

II) M&E assignments and deliverables:

Task 8: Definition of KPIs and monitoring setup

Deliverables:
1. M&E results framework with inputs 
2. Feedback capture mechanisms
3. Data privacy and ethical data use policy

Timeframe: Weeks 9-12

Task 9: Mid-project evaluation and adaptive learning

Deliverables: 
1. Interim M&E report with performance insights 
2. Framework and capture mechanisms adaptations (if necessary)
3. Evaluation workshop with stakeholders
4. Workshop insights report for the UX research and development adaptations (if any)

Timeframe: Weeks 17-21

Task 10: Post-deployment monitoring

Deliverables: 
1. Weekly monitoring dashboards during the hyper-care period, followed by bi-monthly reports during maintenance period
2. Adaptation reports with recommendations (weekly during the hyper-care period, followed by bi-monthly suggested changes during the maintenance period)
3. Outcomes report (6 months in during maintenance duration)
4. Impact report (upon final stages of maintenance duration)

Timeframe: Ongoing (initial 12 months)

	Reporting Requirements:
Regular progress reporting on a weekly basis will be agreed with UNICEF and stakeholders. 
UX deliverables:
· Empathy maps and user personas 
· Service blueprints for chatbot journeys 
· Wireframes and UI flowcharts 
· Accessibility report 
· UX writing guidelines 
· Prototype testing reports 
· Post-launch UX improvement roadmap
M&E deliverables:
· Monitoring plan with KPIs 
· Feedback loop system 
· Periodic performance and impact reports 
· Recommendations for future training data or prompt refinement 
· A/B test results
· Output and outcome reports 
· Compliance tracking 
· Post-deployment feedback on chatbot performance and misinterpretations 


	Methodology:
To ensure adoption of the AI chatbot among users of cash assistance, it's vital to address capability, opportunity, and motivation. Users must have the digital skills and access needed to use the chatbot (capability), encounter it through familiar service channels in accessible formats (opportunity), and feel it is trustworthy, helpful, and emotionally safe to use (motivation).
Recognizing this, we are proposing methodology that follows the principles of human-centered design, in alignment with ISO 9241-210 and emerging best practices in human-centered AI. The approach ensures that the chatbot is inclusive, ethical, technically robust, and grounded in real user needs – especially for vulnerable and underserved populations.
Phase 1: Initiation and scoping – the project begins with a structured alignment process among all key stakeholders, including UNICEF, the Ministry of Labour, Office for IT and eGovernment, social service actors and implementing partners. Critical user groups being identified and ethical considerations for engaging these users being reviewed and built into the research process, the team also confirms the regulatory constraints, especially in data sharing, policies, technical capabilities and AI transparency. 
Phase 2: Contextual and system mapping – this phase is dedicated to building a deep understanding of the institutional, legal, and service delivery environment in which the chatbot will operate. The team maps all actors, systems, channels, and procedures involved in delivering social protection services. This includes both digital and non-digital access points. Interviews and workshops with social service workers, administrators, and IT staff uncover existing workflows, pain points, and service bottlenecks.
Phase 3: UX research – in this phase, the team conducts user research to understand how citizens currently access social services and what challenges they encounter. Additionally, they engage with social workers consultations responsible for delivering those services. The research applies qualitative methods such as in-depth interviews, contextual inquiries, diary studies, and digital ethnography. Special attention is given to groups at risk of digital exclusion, including people with disabilities, low-literacy users, and those with limited access to the internet or smartphones. The collected insights are synthesized using frameworks like journey mapping, empathy maps, and behavioral grouping. This provides a detailed, evidence-based foundation for understanding user needs, goals, motivations, and constraints, which will directly inform the chatbot design.
The UX research will include qualitative methods such as in-depth interviews and focus groups to deeply understand user journeys, needs and challenges. At minimum, the research team is expected to:
· Conduct at least 20 in-depth interviews with frontline social welfare professionals (covering diverse roles and geographic areas among the 161 social work centers in Serbia)
· Conduct at least 5 focus groups with current users of social welfare services (ensuring diversity by age, gender, ethnicity, disability status, urban/rural residence, and type of benefit received)
· Conduct at least 3 focus groups with non-users/potential users (including persons in material deprivation who are eligible but have not applied for benefits) to explore barriers and perceptions
· Design and administer a structured survey to all social welfare centers to capture broader institutional insights, service delivery bottlenecks, and variation in practices
Phase 4: Define personas and AI scope – based on the research findings, the team develops realistic personas that represent different user types. Each persona includes details such as device access, digital literacy, information-seeking behavior, and emotional context. These personas help connect design decisions in user reality. Escalation paths are defined for cases where chatbot assistance is insufficient, ensuring a smooth handoff to human support.
Phase 5: Information architecture and conversation design – with the user needs and chatbot scope defined, this phase focuses on structuring the information that the chatbot will provide. A taxonomy of services is developed, conversation flows are outlined using decision trees and sample dialogues, which address both ideal interactions and edge cases – such as user confusion or ambiguous queries. A tone of voice guide is created to ensure consistency, empathy, and clarity in chatbot responses. 
Phase 6: Co-design and prototype development – this participatory phase engages end users and institutional actors in the design of the chatbot experience. Through collaborative methodologies, participants visualize ideal chatbot behaviors using tools such as sketching, role-playing, and scenario modeling. These insights are translated into mid-fidelity prototypes that simulate real chatbot conversations. The prototypes include common use cases, fallback mechanisms, and handling of emotionally sensitive queries. Early versions of the chatbot are tested with users to identify pain points, trust issues, and communication breakdowns.
Phase 7: Usability testing and iteration – in this phase, interactive prototypes are tested with real users under realistic conditions. The prototypes are implemented in tools such as Figma or Voiceflow to simulate the chatbot's logic and visual behavior. Usability testing captures both qualitative and quantitative data, including task success rates, navigation errors, time on task, and user satisfaction metrics such as SUS (System Usability Scale). Participants include digitally marginalized groups to ensure inclusive design. Accessibility audits covering screen reader compatibility, font contrast, and simplified language are conducted. Based on findings, the team iterates on the design to remove friction and improve trust, usability, and comprehension.
Phase 8: Final prototype, handoff, and capacity building – the final phase focuses on delivering a production-ready prototype and building institutional capacity to manage and expand the chatbot. A high-fidelity prototype is delivered with fully annotated conversational flows. Alongside the technical deliverables, the team conducts capacity-building sessions for relevant ministries and public institutions, covering chatbot governance, ethical AI management, and user-centered design. The methodology concludes with a comprehensive report capturing insights, design rationale, and sustainability recommendations.
Communication and collaboration procedures:
Effective coordination across all project stakeholders – UX team (including linguists), social service experts, technical developers – is essential to deliver a chatbot that is usable, inclusive, technically robust, and institutionally accurate. Communication will be structured around agile collaboration, mutual feedback, and shared decision-making at each project phase.
The UX team will work closely with social service workers to ensure chatbot content and interaction flows reflect real-world processes and user needs. Practitioners will contribute insights into service eligibility, common pain points, and escalation procedures. The linguist will support this collaboration by ensuring that questions and dialogue structures are semantically accurate, culturally appropriate, and optimized for training language models. In addition, the UX team will work throughout design stages to embed inclusive design principles. They will evaluate visual and interaction design to meet WCAG 2.2 AA and EN 301 549 standards. The linguist will support this work by advising on plain language usage, terminology clarity, and linguistic inclusivity to ensure chatbot content is accessible to users with low literacy or language barriers.
The technical team will be regularly aligned with the UX team to ensure chatbot logic, interaction trees, and service content are feasible for implementation. Furthermore, the UX and development team will collaborate on ensuring that chatbot interfaces work seamlessly across assistive technologies, including screen readers and voice input.
Social service experts will also coordinate directly with the technical team to validate institutional logic, legal accuracy, and real-time updates within the chatbot. This ensures that responses are compliant and contextually grounded. The linguist plays a bridging role here, verifying that complex policy language is appropriately translated into user-friendly chatbot interactions.
UNICEF will facilitate alignment across teams, ensuring that inclusive AI, human-centered design, and equity remain at the core. 


	Timing/duration of contract: 
August 2025 – September 2026


	Terms of payment:
Payment will be made in three instalments upon acceptance of deliverables and submission of invoices: 
1. First instalment of 25% after the completion of tasks 1 and 2 (and the associated deliverables)
2. Second instalment 45% after the completion of tasks 3-6 and 8 of the project’s tasks defined in the Work Assignments and Deliverables section of this ToR
3. Final instalment of 30% upon completion of remaining tasks. 
All deliverables must meet the quality standards specified in this Terms of Reference. UNICEF reserves the right to request revisions if deliverables do not meet these standards.


	Qualifications/specialized knowledge/experience required to complete the task:
General Profile (team leader): 
1. Team leader with advanced degree in Human-Computer Interaction, Computer Science, Cognitive Psychology, Anthropology, Service Design, or related disciplines
2. At least 5-7 years of experience in digital service design for the public or social sector
3. Experience working in multidisciplinary teams with developers, policy advisors, computer scientists, and government actors
Technical Skills of team (Essential): 
1. Proven expertise in qualitative and quantitative UX research: field studies, usability testing, cognitive walkthroughs, ethnography, diary studies, A/B testing
2. Familiarity with AI behavior design, large language models (LLMs), and natural language understanding (NLU) interfaces
3. Strong knowledge of accessibility and inclusive design (WCAG 2.1+ and EN 301 549), usability heuristics (Nielsen/Norman), and ISO 9241-210
4. Demonstrated capacity to work with low-digital literacy and vulnerable populations in a culturally sensitive way
5. Experience with design and prototyping tools such as Figma, Adobe XD, Axure
6. Experience with research tools such as Dovetail, Optimal Workshop, UserZoom
7. Experience with collaboration platforms such as Miro, Notion, Trello, Jira
8. Experience aligning UX research with AI ethics frameworks, particularly the EU AI Act
9. Ability to produce clean, evidence-based documentation and design rationales
10. Translation of analysis results and user requirements into technical specifications
Technical Skills (Beneficial but not Essential):
11. Knowledge of Serbian language NLP specifics
12. Experience with SMS-based chatbot design concepts
13. Expertise in Azure AI services and environment
14. Expertise in reinforcement learning from human feedback
15. Mobile application design concepts (iOS and Android)
16. Experience with voice-enabled AI interactions
Operational skills (Essential):
17. Project management and stakeholder communication
18. User-centered design thinking
19. Ethical AI development practices
Experience (Essential):
20. Software development experience
21. Proven track record of developing and deploying digital solutions at scale
22. Experience with multilingual applications
23. Previous development of accessible applications
24. Experience with data security and GDPR compliance
25. Previous work with public sector digital transformation projects
26. Previous work with public sector or humanitarian organizations
Experience (Beneficial but not Essential):
27. Work experience in Serbia or Balkan region
28. Previous projects with international organizations or UN agencies
29. Experience with social welfare systems
30. Knowledge of Serbian social welfare regulations

	Selection criteria:
Interested companies are requested to submit their technical and financial proposals by July 25, 2025. 
After the opening, each proposal will be assessed first on its technical merits and subsequently on its price. The proposal with the best overall value, composed of technical merit and price, will be recommended for approval. UNICEF will set up a research panel composed of technical and procurement staff and their conclusions will be forwarded to the internal or other relevant approving authority. 
The research panel will first evaluate each responsible for compliance with the requirements of the request for proposal (RFP) procedure of UNICEF. Responses deemed not to meet all of the mandatory requirements will be considered non-compliant and rejected at this stage without further consideration. Failure to comply with any of the terms and conditions contained in this RFP, including the provision of all required information, may result in a response or proposal being disqualified from further consideration.
The overall weighting between technical and price research will be as follows: The technical component will account for 70% of the total points allocated and the financial component will account for 30% of the total points allocated.
The assessed technical score must be equal to or exceed 40 of the total 70 points allocated to the technical evaluation in order to be considered technically compliant and for consideration in the financial evaluation.


	Technical evaluation  
	Points 70

	1. Overall Response e.g. the understanding of the assignment by the proposer and the alignment of the proposal submitted with the ToR
	10 points

	1.1 Completeness of response
	5 points

	1.2 Overall concord between RFP requirement and proposal
	5 points

	2. Company and personnel
	25 points

	2.1 Range and depth of organizational experience with similar projects
	4 points

	2.2 Samples of previous work
	3 points

	2.3 Numbers of customers, size of projects, number of staff per project
	3 points

	2.4 Client references
	7 points

	2.5 Key personnel: relevant experience and qualifications of the proposed team for the assignment
	8 points

	3. Proposed Methodology and Approach e.g. Work plan showing detail sampling methods, project implementation plan in line with the project
	35 points

	3.1 Proposed work plan and approach of implementation of tasks as per the ToR
	15 points

	3.2 Implementation strategies, monitoring and evaluation, quality control mechanism
	10 points

	3.3 Technologies used – compatibility with UNICEF
	5 points

	3.4 Innovative approach
	5 points

	Price proposal
	Points 30
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