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REQUEST FOR QUOTATION (RFQ)
555-2020-UNDP-UKR-RFQ-eServices

DATE: July 17, 2020

All interested REFERENCE: 555-2020-UNDP-UKR-RFQ-
eServices

Dear Sir / Madam:

We kindly request you to submit your Quotation for Conducting research on perceptions of and
experience with state electronic services with a focus on vulnerable groups in the Ukrainian society
(omnibus survey and focus groups research), as detailed in Annex 1 of this RFQ. When you prepare
your Quotation, please be guided by the form attached hereto as Annex 2.

Quotations may be submitted before 23:59 (Kyiv time) August 3, 2020, Monday via e-mail to
the address below:

United Nations Development Programme
tenders.ua@undp.org
Procurement Unit

Quotations submitted by e-mail must be limited to a maximum of 7 MB, virus-free and no more
than 5 -mail transmissions. Files larger than 7 MB will not be delivered, and therefore the Quotation will not
be considered. The contents of the electronic message and all attachments must be free of virus or malware
threats and shall not have corrupted contents, or the quotations shall be rejected.

It shall remain your responsibility to ensure that your Quotation reaches the address above on or
before the deadline. Please ensure that you received an autoreply from above-mentioned e-mail address
indicating that the message was received. Quotations that are received by UNDP after the deadline stated
above, for whatever reason, shall not be considered for evaluation. If you are submitting your Quotation
by e-mail, kindly ensure that they are signed and in the *.pdf format.
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Please note the following requirements and conditions on the supply of the above-mentioned services:

Delivery Terms
[INCOTERMS 2010]

Not applicable

Customs clearance, if
needed, shall be done by:

Not applicable

Address/es service
provision

Not applicable

Latest Expected Delivery
Date and Time (if the
delivery time exceeds this,
a quote may be rejected by
UNDP)

Not applicable

Delivery Schedule

ORequired
XINot Required

Packing Requirements

Not applicable

Preferred
Currency of Quotation'

United States Dollars. Due to fluctuations in the national currency, it is
recommended to indicate the price in dollars. In this case of local
Ukrainian suppliers, UNDP provides payments in UAH at the official
exchange rate of UNDP at the date of payment. Exchange rate
information is available at http://treasury.un.org

O Euro

Local Currency: UAH

Value Added Tax on Price
Quotation

O Must be inclusive of VAT and other applicable indirect taxes (VAT
amount should be indicated in a separate line)
Must be exclusive of VAT and other applicable indirect taxes

After-sales services
required

Not applicable

Deadline for the
Submission of Quotation

23:59 Kyiv time on Monday, August 03, 2020

Language of documents
submission

English or Ukrainian (registration documents/licenses/ technical
passport etc. may be in original language with no translation)

Documents to be
submitted

Company Profile, which should not exceed ten (10) pages but should
include links to previous reports and sociological studies, including those
that specifically involve vulnerable groups. The profile shall explicitly note
the information contained in the Evaluation Criteria section;

Tax Registration/Payment Certificate issued by the Internal Revenue
Authority evidencing that the Bidder is updated with its tax payment

" Local vendors must comply with any applicable laws regarding doing business in other currencies. Conversion of
currency into the UNDP preferred currency, if the offer is quoted differently from what is required, shall be based only
on UN Operational Exchange Rate prevailing at the time of UNDP’s issuance of Purchase Order.


http://treasury.un.org/
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obligations, or Certificate of Tax exemption, if the Bidder enjoys any such
privilege;

Certificate of Registration of the business, including Articles of
Incorporation, or equivalent document if Bidder is not a corporation;
Proposed methodology and approach that confirms full adherence
to the TOR and its appendices and has detailed information on the
proposed survey and focus group design.

At least 2 (two) reference letters for the company from the previous
customers/clients/partners  reflecting the nature of projects
implemented, their results and the role of the applicant.

Description of the proposed team, including CVs of the team
suggested.

Links to or excerpts from at least two similar nationwide surveys/
research products completed (including the focus on vulnerable
populations).

Form for submitting proposal filled in and signed as per template
attached in Annex 2

A financial proposal as per template attached in Annex 2. Special
provisions due to the COVID pandemic, and vulnerable nature of some
of the focus group members would need to be put in place and depicted
in the budget.

Period of Validity of 60 days
Quotes starting the In exceptional circumstances, UNDP may request the vendor to extend
Submission Date the validity of the Quotation beyond what has been initially indicated in

this RFQ.  The proposal shall then confirm the extension in writing,
without any modification whatsoever on the Quotation.

Partial Quotes Not permitted
O Quotations are allowed

Payment Terms? Based on completed and accepted deliverables

2 UNDP preference is not to pay advanced amount upon signing of contract. If vendor strictly requires advanced
payment, it will be limited only up to 20% of the total price quoted. For any higher percentage, or advanced payment
of $30,000 or higher, UNDP shall require the vendor to submit a bank guarantee or bank cheque payable to UNDP, in
the same amount as the advanced payment made by UNDP to the vendor.
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Evaluation Criteria Technical responsiveness / Full compliance to requirements and
lowest price?

Submitted offers will be reviewed on “Pass” or “Fail” basis to determine
compliance with the below criteria/requirement/s:
e Offers must be submitted within the stipulated deadline
e Offers must meet required Offer Validity
e Offers have been signed by the proper authority
e Offers include requested company/organization documentation as
mentioned above in the Documents to be submitted section
e Offers must comply with general requirements:
a) Properly registered company/organization
b) At least five years of professional experience in research and
analytics including managing and controlling the quality of
nation-wide or regionally-representative opinion polls (samples
of works or links thereto are to be provided);
c) atleast ten methodologies for conducting nationwide opinion
polling/surveys developed over the quoted five years of
experience;

Full acceptance of the Contract General Terms and Conditions
https://www.undp.org/content/dam/nepal/docs/Reports 2020/Procure
ment/General-Terms-Conditions-for-de-minimis-Contracts-Services-
only-Sept%202017-below-USD%2050000.pdf

UNDP will award to: One supplier only
O One or more Suppliers, depending on the following factors: per lots

Type of Contract to be O Contract for goods
Signed O Long-Term Agreement
Other Type/s of Contract: Contract for Professional Services

Special conditions of Cancellation of PO / Contract if the delivery/completion is delayed by
Contract 30 days

Conditions for Release of Mutual Written Acceptance of Goods / Services based on full
Payment compliance with RFQ requirements. Upon provision of originals of the
invoice, the act of acceptance and tax invoice (if applicable).

3 UNDP reserves the right not to award the contract to the lowest priced offer, if the second lowest price among the
responsive offer is found to be significantly more superior, and the price is higher than the lowest priced compliant offer
by not more than 10%, and the budget can sufficiently cover the price difference. The term “more superior” as used in
this provision shall refer to offers that have exceeded the pre-determined requirements established in the specifications.


https://www.undp.org/content/dam/nepal/docs/Reports_2020/Procurement/General-Terms-Conditions-for-de-minimis-Contracts-Services-only-Sept%202017-below-USD%2050000.pdf
https://www.undp.org/content/dam/nepal/docs/Reports_2020/Procurement/General-Terms-Conditions-for-de-minimis-Contracts-Services-only-Sept%202017-below-USD%2050000.pdf
https://www.undp.org/content/dam/nepal/docs/Reports_2020/Procurement/General-Terms-Conditions-for-de-minimis-Contracts-Services-only-Sept%202017-below-USD%2050000.pdf
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Annexes to this RFQ Terms of Reference with Appendix (Annex 1)

Form for Submission of Quotation (Annex 2)

General Terms and Conditions / Special Conditions - Available through
the Link:

https://www.undp.org/content/dam/nepal/docs/Reports 2020/Procure
ment/General-Terms-Conditions-for-de-minimis-Contracts-Services-
only-Sept%202017-below-USD%2050000.pdf

Non-acceptance of the terms of the General Terms and Conditions
(GTC) shall be grounds for disqualification from this procurement

process.

Contact Person for Procurement Unit UNDP

Inquiries procurement.ua@undp.org; +38 044 2539363

(Written inquiries only)* Any delay in UNDP's response shall be not used as a reason for extending

the deadline for submission unless UNDP determines that such an
extension is necessary and communicates a new deadline to the bidders.

Goods offered shall be reviewed based on completeness and compliance of the Quotation with the
minimum specifications described above and any other annexes providing details of UNDP requirements.

The Quotation that complies with all specifications, requirements and offers the lowest price, as
well as all other evaluation criteria indicated, shall be selected. Any offer that does not meet the
requirements shall be rejected.

Any discrepancy between the unit price and the total price (obtained by multiplying the unit price
and quantity) shall be re-computed by UNDP. The unit price shall prevail, and the full price shall be
corrected. If the supplier does not accept the final price based on UNDP’s re-computation and correction
of errors, its Quotation will be rejected.

After UNDP has identified the lowest price offer, UNDP reserves the right to award the Contract
based only on the prices of the goods if the transportation cost (freight and insurance) is found to be
higher than UNDP’s own estimated cost if sourced from its freight forwarder and insurance provider.

At any time during the validity of the Quotation, no price variation due to escalation, inflation,
fluctuation in exchange rates, or any other market factors shall be accepted by UNDP after it has received
the Quotation. At the time of award of Contract or Purchase Order, UNDP reserves the right to vary
(increase or decrease) the number of services and/or goods, by up to a maximum twenty-five per cent
(25%) of the total offer, without any change in the unit price or other terms and conditions.

Any Purchase Order / Contract that will be issued under this RFQ shall be subject to the General
Terms and Conditions attached hereto. The mere act of submission of a quotation implies that the vendor
accepts without question the General Terms and Conditions of UNDP herein attached as Annex 3.

UNDP is not bound to accept any quotation, nor award a contract / Purchase Order, nor be
responsible for any costs associated with a Supplier's preparation and submission of a Quotation,
regardless of the outcome or the manner of conducting the selection process.

4 This contact person and address is officially designated by UNDP. If inquiries are sent to other person/s or
address/es, even if they are UNDP staff, UNDP shall have no obligation to respond nor can UNDP confirm that the
query was received.


https://www.undp.org/content/dam/nepal/docs/Reports_2020/Procurement/General-Terms-Conditions-for-de-minimis-Contracts-Services-only-Sept%202017-below-USD%2050000.pdf
https://www.undp.org/content/dam/nepal/docs/Reports_2020/Procurement/General-Terms-Conditions-for-de-minimis-Contracts-Services-only-Sept%202017-below-USD%2050000.pdf
https://www.undp.org/content/dam/nepal/docs/Reports_2020/Procurement/General-Terms-Conditions-for-de-minimis-Contracts-Services-only-Sept%202017-below-USD%2050000.pdf
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Please be advised that UNDP’s vendor protest procedure is intended to afford an opportunity to
appeal for persons or firms not awarded a purchase order or contract in a competitive procurement
process. If you believe you have not been fairly treated, you can find detailed information about vendor
protest procedures in the following link:
http://www.undp.org/content/undp/en/home/procurement/business/protest-and-sanctions.html.

UNDP encourages every prospective vendor to avoid and prevent conflicts of interest, by
disclosing to UNDP if you, or any of your affiliates or personnel, were involved in the preparation of the
requirements, design, specifications, cost estimates, and other information used in this RFQ.

UNDP implements a zero tolerance on fraud and other proscribed practices and is committed to
identifying and addressing all such acts and practices against UNDP, as well as third parties involved in
UNDP activities. UNDP expects its suppliers to adhere to the UN Supplier Code of Conduct found in this
link:
https://popp.undp.org/UNDP POPP DOCUMENT LIBRARY/Public/AC Anti-

Fraud UN%20Supplier%20Code%200f%20Conduct english.pdf#search=code%200f%20conduct

Thank you, and we look forward to receiving your Quotation.

Sincerely yours,
Subhrol Kakhorov Mr Sukhrob Kakharov,
Operations Manager

UNDP

July 17, 2020

AD


http://www.undp.org/content/undp/en/home/procurement/business/protest-and-sanctions.html
https://popp.undp.org/UNDP_POPP_DOCUMENT_LIBRARY/Public/AC_Anti-Fraud_UN%20Supplier%20Code%20of%20Conduct_english.pdf#search=code%20of%20conduct
https://popp.undp.org/UNDP_POPP_DOCUMENT_LIBRARY/Public/AC_Anti-Fraud_UN%20Supplier%20Code%20of%20Conduct_english.pdf#search=code%20of%20conduct
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REQUEST FOR QUOTATION (RFQ) 555-2020-UNDP-UKR-RFQ-eServices ANNEX 1

Terms of Reference for an omnibus survey and focus groups on state-designed eServices and
citizen preferences

555-2020-UNDP-UKR-RFQ-eServices

Project name: UNDP Inception phase: Digital, Inclusive, Accessible: Support
to Digitalisation of State Services in Ukraine (DIA Support) Project

Starting date of assignment: end August, 2020

End date (if applicable): On or before November 30, 2020

Management arrangements: reporting to the Democratic Governance Team Lead

Selection method: Lowest priced technically compliant proposal

Payment arrangements: Lump Sum (payments linked to deliverables)

1.BACKGROUND

Through its Democratic Governance Programme, UNDP Ukraine assists the Government, civil society and
people of Ukraine in advancing democratic policies and practices needed to accelerate progress on
sustainable human development and human rights promotion. This includes advocating for human rights
and gender equality, supporting anti-corruption efforts, ensuring that all Ukrainian citizens can protect
their rights, strengthening parliament, and empowering civil society and youth activists. UNDP is also
providing technical expertise to the leadership of the Government on the alignment of national
government strategies and programmes with the Agenda 2030 with gender equality as critical to delivering
on all the SDGs.

In 2020, UNDP Ukraine expanded its governance portfolio to include new initiatives and successfully built
on previous pilots and smaller but scalable interventions. With the advent of new political leadership in
2019, Ukraine has intensified its drive towards digitalization of state services — well in line with the
Presidential commitment to deliver on the “Your State in Your Smartphone” initiative. UNDP Ukraine has
been working in the fields of administrative service re-engineering, social innovation and digitalization,
open data, and better digital governance for over 15 years now. In 2020, UNDP Ukraine plans to launch a
new programme to support the digital transformation in the country that will last for three years and aims
to assist the Government of Ukraine not only in delivering state services online or through a mobile
platform but also in having a Human Rights-Based Approach (HRBA) to digitalization policy design.
Through the intended project’s inception phase, UNDP is conducting analytical work, research and shapes
the foundation for the core DIA Support Project to on-ramp easily. As part of this preparatory works, UNDP
conducts several sociological measurement exercises to better target its intended work in partnership with
the Ministry for Digital Transformation of Ukraine.

2. MAIN OBJECTIVE OF THE ASSIGNMENT

The research is built on a combination of a) national representative omnibus survey data and b) insights
from focus group interviews with groups of Ukrainian citizens who may be experiencing difficulties with
and barriers of access to state electronic services. The main objective is to highlight these issues for further
incorporation into policy-making dialogue.

3. SCOPE OF WORK AND EXPECTED OUTPUTS
The assignment will be implemented in two stages. Throughout the first step, questions that are listed in
Appendix A to this TOR will be included in a nation-wide representative poll administered by the Bidder
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(the wording may be altered based on results of the questionnaire pre-test). Based on data gathered
through the national survey, the proposed focus group guide attached as Appendix B may be finetuned
and will be administered to eight distinct groups of individuals. The overall description of such groups
and their core characteristics that the individuals should possess are described in Appendix B.

Special provisions due to the COVID pandemic, and vulnerable nature of some of the focus group
members would need to be put in place and depicted in the budget.

Ideally, the core survey (to which UNDP questions should be added) should not focus on elections. Topics
such as civic activism, human rights, economic situation, arts and culture, or geopolitical preferences and
other issues are a better choice.

The Contractor shall perform the following tasks:

Deliverable #

Task description

Deadline

Deliverable 1

Detailed and approved by UNDP working plan on survey implementation,
data analysis, focus-group administration and report completion. An updated
version of the omnibus questions as adapted for administration in face-to-
face (preferred) or CATI polling.

Output: the draft working plan and the finalized formulation of the questions
(before testing on respondents) is submitted to UNDP (the document should
follow the next requirements: up to 10 pages without annexes, single spacing,
Myriad Pro, size 11, Ukrainian language).

Within 5
working days
after signing the
Contract

A report on training provided to interviewers and measures of quality
assurance (regarding the omnibus questions)

Output: the draft report is submitted to UNDP (the document should follow
the next requirements: up to 5 pages without annexes, single spacing, Myriad
Pro, size 11, Ukrainian language).

A report on survey pretest with final recommendations for question change

Within 10
working days
after signing the

Deliverable 2

+ final wording of the questions adopted in Ukrainian and Russian Contract
Output: the draft report is submitted to UNDP (the document should follow

the next requirements: up to 5 pages without annexes, single spacing, Myriad

Pro, size 11, Ukrainian language).

Technical report on the omnibus results with data in SPSS database and in | Subject to
SPSS-based MS Excel file with cross-tabulations on the questions, including the | Bidder's
responses to socio-economic characteristics of respondents (age, sex, place of | calendar of

residence, economic status).

Output: the report is submitted to UNDP (the document should follow the next
requirements: up to 5 pages of the descriptive part, single spacing, Myriad Pro,
size 11, Ukrainian language + Excel tables and Excel-generated graphs,

polls, but not
later than within
40 working days
after signing a

Deliverable 3

correlating responses with the demographic data + SPSS file compatible with | contract
SPSS version 13 and lower).
The finalized version of the focus group guide (based, in part, on the lessons | Within 5

learned and insights from the representative sample survey) to be approved by
UNDP before administering.

Output: the focus group guide and the explanatory note thereto is submitted
to UNDP (the document should follow the next requirements: up to 5 pages
without annexes, single spacing, Myriad Pro, size 11, Ukrainian language).

working days
after delivery
and acceptance
of the technical
report on the
omnibus
questions

The final report consisting of the data interpreted from the national survey
(the omnibus questions) as section one, insights from the eight focus groups
as section two and overall findings, recommendations as well as research
limitations and lessons learned as section three.

No later than 20
working days
after approval of
the finalized
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Output: the final report is submitted to UNDP (the document should follow | version of the
the next requirements: up to 20 pages, annexes with all diagrams, Excel file that | focus group
contains the same graphs as in the text of the report. Text is single spacing, | guide

Myriad Pro, size 11, Ukrainian language).

4. MONITORING/REPORTING REQUIREMENTS:

The Contractor shall report to the Democratic Governance Team Lead. Day-to-day supervision will be
delegated to the UNDP Digital Governance and Policy Development Consultant. The payment shall be
arranged in stages in accordance with the proposed payment scheme below and upon acceptance of the
deliverables based on quality control and recommendations. The final report shall be submitted to UNDP
no later than October 30, 2020.

All reports should be transmitted to UNDP electronically (formats of * .docx, * xlsx, * .pptx, * .pdf or others
specified in the Deliverables section above) on the electronic source or in the form of electronic
communication with the attached final product in the Ukrainian language. UNDP will provide payments
upon provision of deliverables duly certified by UNDP per the table above.

5. REQUIREMENTS FOR CONTRACTOR (COMPANY/ORGANISATION/EXPERT GROUP)

The task foresees that the following minimum requirements are in place for the company / organization /
expert group (minimum team composition included):

Key requirements to the organization:

e Properly registered company / organization

e At least 5 (five) years of professional experience in research and analytics including managing and
controlling the quality of nation-wide or regionally-representative opinion polls (samples of works or
links thereto are to be provided);

e atleast 10 (ten) methodologies for conducting nationwide opinion polling/surveys developed over the
quoted five years of experience;

e ability to demonstrate at least 2 (two) similar nation-wide surveys/ research products completed
(including the focus on vulnerable populations).

e An own network of interviewers for conducting national polls is a strong asset.

e Aresearch team that has the following minimum composition and qualifications:

o Team Leader (one person)
* Education
e Advanced University degree (Master's/ Specialist) or equivalent in
Sociology, Economy, Finance, Public Administration, Management or
related field.
* Experience
e At least seven years of professional experience in research and analytics
including managing and controlling the quality of nation-wide or
regionally-representative opinion polls (samples of works or links thereto
are to be provided);
o Excellent reporting skills (a reference to at least two open source reports
should be provided);
e At least 3 Methodologies for conducting a nationwide researches/surveys
developed;
e Experience of conducting surveys in the field of electronic governance and
work with vulnerable groups considered as a strong asset.
* Languages
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e Fluent Ukrainian, knowledge of English will be considered as an asset.

o Key Research Expert (at least one person)
= Education
e Advanced University degree (Bachelor) or equivalent in Sociology,
Economy, Finance, Public Administration, Management or related field.
= Experience
e At least five years of professional experience in research and analytics
including providing and controlling the quality of nation-wide or regionally-
representative opinion polls (samples of works or links thereto are to be
provided);
e Excellent reporting skills (a reference to at least two open source reports
should be provided);
e Experience of conducting surveys in the field of electronic governance and
work with vulnerable groups considered as a strong asset.
= Languages
e Fluent Ukrainian.

6. DOCUMENTS TO BE SUBMITTED IN TECHNICAL PROPOSAL

Proposals should include:

e Company Profile, which should not exceed ten (10) pages but should include links to previous reports
and sociological studies, including those that specifically involve vulnerable groups. The profile shall
explicitly note the information contained in the Evaluation Criteria section;

e Proposed methodology and approach that confirms full adherence to the TOR and has detailed
information on the proposed survey and focus group design, including:

o field sampling;

data collection;

survey pretest methods

measures of quality assurance

interviewing network and methods to train interviewers

methods for seeking respondents for the focus groups

proposed approaches of working with vulnerable groups and throughout the times of a

pandemic/quarantine limitations.

O O O O O O

The proposal should demonstrate a clear understanding of the technical aspects of survey and focus
group implementation, especially vis-a-vis working with vulnerable groups. The methodology and
approach need to also contain a work plan, with suggested timelines and how objectives mentioned in
ToR will be achieved, indicating the persons responsible for each area of activity.

The methodology and approach shall also meet the following requirements:

a. guarantee that the sample is representative in terms of age, sex, rural/urban population and the
size of settlements (at least 1,800 respondents aged 18+ all over Ukraine except for non-
Government controlled areas),

b. make sure that the survey is based on face-to-face interviews (at respondents’ home - preferred)
or through CATI method (computer-assisted telephone interview - acceptable),

c. describe standards observed when dealing with vulnerable groups and ensuring observance of
rights for the respondents in focus groups.
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At least two reference letters for the company from the previous customers/clients/partners reflecting
the nature of projects implemented, their results and the role of the applicant.

Description of the proposed team, including CVs of the team suggested.

Links to or excerpts from at least two similar nation-wide surveys/ research products completed
(including the focus on vulnerable populations).

A financial proposal in line with the instructions provided below. Special provisions due to the COVID
pandemic, and vulnerable nature of some of the focus group members would need to be put in place
and depicted in the budget.

EVALUATION REQUIREMENTS

T

echnical compliance of the proposal will be evaluated based on the correspondence to the requirements

as follows:

L S

7.

T

. Administrative check:
The organization is duly registered
The validity of the proposal is 60 days
General Terms and Conditions of UNDP accepted

. Technical compliance:
Company/ organization has at least 5 (five) years with experience in conducting sociological research
including nationwide
The methodology and approach proposed is relevant and corresponding to the requirements of TOR
The proven track record on conducting at least 10 (ten) methodologies for conducting nationwide
opinion polling/surveys developed over the quoted five years of experience
The research team proposed has qualification as required above.
An own network of interviewers for conducting national polls will be considered as an asset, though not
obligatory.

FINANCIAL PROPOSAL:

he Financial Proposal should align with the requirements in the Terms of Reference and the Bidder's

Technical Proposal. To be provided in the format requested in Annex 2. The currency of the proposal may

b

P
b

P

e UAH or USD, though USD is highly recommended as the price of the Contract will be based on the
roposal and its currency and will not be changed in its duration. Thus, the USD price proposal provides a
etter option for currency risk mitigation. Please clearly indicate the currency of the proposal.

ayments will be made in 3 tranches, and the payment schedule will be as follows:

Deliverable 1.30%
Deliverable 2.20%
Deliverable 3. 50%

8. Evaluation method:

Lowest price and technically compliant offer.

C

ontract award shall be made to the incumbent whose offer has been evaluated and determined as both:

a) responsive/compliant/acceptable (fully meeting the TOR provided), and

b

) offering the lowest price/cost.
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Terms of Reference for an omnibus survey and focus groups on state-designed eServices and citizen
preferences Appendix A - Omnibus questions proposed by UNDP

Note - Draft questions here are designed for face-to-face method and will have to be adapted for CATI, if
that is the method selected, inter alia due to the COVID-19 outbreak and quarantine measures.

Interviewer, please read the following information to the respondent prior to asking the following
questions.

“Ukraine is currently introducing more and more digital services at the national and local level. In the next
questions we will be focusing mostly on the central-level electronic services. Yet, it is sometimes hard to draw
a hard line between central and local services, so please think of any electronic interaction you had with
government authorities when we talk about services.

IHTepBtoepe, OyAb Nacka 3aumTanTe HaCTynHy iHPOPMaLit0O pecnoHAeHTaM nepes TUM, fiK 3ajaBaTi
MUTaHHS.

«B YkpaiHi Hapasi 3anposadxxyemecs dedani butblue yugposux NOCsy2 Ha HAYIOHAILHOMY MA I0KAIbHOMY
pisHsax. Hawi HacmynHi 3anumarHsa 6ydyme ¢okycysamucs 30ebU1bWio20 Ha YeHMpanizo8aHuUx Nocay2ax
302a/1bHOHAYI0HALHO20 piBHA. Bmim, iHOOI bysae 8axko nposecmu 4imky JAiHIO MDK OepxXasHUMU
nocly2aMu ma mumu, Wo Haodarmecs Micyesumu opzaHamu esnadu. Omxe, npowly Bac, nid 4ac
062080peHHA eneKmpoHHUX nocaye, dymamu npo 6yOb-AKy e/sleKmpoHHy 63aemMolito MK eamu ma
dep>xasgHUMU yCmaHo8amu.

1. Have you used a state electronic service | Un pgoBoaunoca Bam npotarom oOCTaHHbLOro
throughout the past year in any of the | poky oTpumyBaTM enekTpoHHi AepiKaBHi
following spheres? nocnyru y 6yab-sakin i3 3asHaueHux cpep?

Registration, amendments to, taxes or PeECTpaLI,I.ﬂ, 3MiHa BiJOMOCTEW, 1 = Question
closure of private entrepreneurship MOAATKOBI NUTaHHA 4y 3akpuTTa PO 3
. . PeecTpauis, 3miHa BigomocTen npo, i
Registration, amendments to, taxes or Patiia, Mina Bia , Po: = Question
. . NOAATKMN UM iHLI NUTaHHS, NOB'A3aHi i3 2 3
other issues as related to companies .
komnaHiero (TOB)
Obtainment of personal identification OTpUMaHHS AOKYMEHTIB, L0 .
documents (internal, foreign passport)  |iaeHTMdiKyroTb 0COBY (BHYTPILLHIN, = Question
and dealing with the State Migration 3aKOPAOHHMI NacrnopT) Ta B3aEMOZiA i3 3
Service lep>kaBHO MirpaLiiHo cny>X60r0
Identifying yourself to authorities Bepuodikauis ocobu yepes MobinbHUN = Question
through the Diia application on your 3aCTOCYHOK [lis 3
phone
. MnTaHHA NeHCIMHOro 3abe3neyeHHs i
Issues related to pension (the portal of = Question
. (MopTan enekTpOHHUX nocayr 3
the Pension Fund) o
MNeHcinHoro ®oHay)
OTprMaHHs cybcuain, ninbr Ta = Question
Issuance of social benefits coLjanbHMX BUMAAT 3
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| am not sure if the service | need exists

fl He neBHWMI(a), UM HAAAETLCA NOTPIOHA

. . 3
electronically MeHi moc/yra enekTpoHHO
| have no device with internet B MeHe Hemae NpuCTpoto i3 JOCTYNOM B 4
connection iHTepHeT
. fl He AOBIPAIO €NEKTPOHHUM
| do not trust electronic documents or AOBIP P .
. AJoKyMeHTam abo cepBicaM, aske BOHM 5
services U
HeHaAiHi
| do not have enough skills to use such | B meHe He BUCTayae HaBUYOK, abu 6
services KOPWUCTYBAaTMCA TakKMMUW NOCAyramMu
Hard to say or refusal to answer Baxkko ckasaTu abo BigMoBa Big 99

(Do not offer this option)

Bignosigi (He 3a4umysamu)

Issues related to taxes (the personal MutaHHA onoaaTkyBaHHA (KabiHeT = Question
taxpayers eOffice) nnaTHUKa NoAaTkis) 7 3
. [MnTaHHA ocobuncToro TpaHCNopTy
Issues related to personal transportation o . . = Question
L . . (BOAiVicbke MOCBIAYEHHS, peecTpaLlis,
(drivers’ licenses, registration, sales or . 8 3
. : . npogax abo nepesipka aBTo, craaTa
tracking a car, payment of fines online) . o
wTpadis OHNAVH)
Issues related to commercial MnTaHHA KOMEPLiINHOMO TPaHCNOPTY = Question
transportation (licenses, freight) (nitensii, 40380/ Ha nepeseseHHs) 9 3
Issues related to construction (permits, MuTtanHa byaisHuuTea (4o3s0NM, = Question
notifications) NOBIAOMIEHHS) 10 3
Issues related to obtaining documents  [[TuTaHHA AOKYyMeEHTIB Ans = Question
for children (birth certificate and other  |HoBOHapoAXeHOI ANTUHW (CBIAOLTBO 11
p 3
services linked to birth) NPO HAPOAXKEHHS, CYyNyTHI AOKYMEHTW)
p p yny y
Paid searches in any of the state MnaTHi nocayrn oTpuMaHHsa iHGopmaLii = Question
registers or obtainment of digital 3 fepP>KaBHMX PEECTPIB YN OTPUMAHHSA 12 3
excerpts LUMPPOBUX BUTATIB
Entering a university (submission of Bcryn ao BH3 (mogaHHs AokymeHTie) = Question
13
documents) 3
3MmiHa BMbopuoi agpecn (abu matu = Question
Changlng your voter's address online 3MOTy MPorosiocyBaTu Ha BV|60an) 14 3
No, | have not received services listed He poBoamnocs oTpumyBaTv Nocayru 3 15
but obtained some others nepeniky, ane oTpuMyBaB(/1a) iHLWi
No, | have not received state electronic |He goBogunocs otpumyBaTtu 16
services at all eNeKTPOHHI Aep>XaBHi MOC/yru
Hard to say or refusal to answer Baxkko Bignosicti abo BigmMoOBa Big,
(Do not offer this option) BignoBiAi 29
(He nponoHysamu yto 8i0nosios)
2. What was the reason why you did not use | Yomy Bu He kopuctyBanuca pep>KaBHUMM
yy y pucty P
state electronic services throughout the last | enekTpoHHUMN nocayramm npoTArom
year? OCTaHHbOro pPoKy?
| did not need to B MeHe He 6yno Takoi noTpebu 1
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Aki acnekTn € gna Bac BaxxaMBumum nig yac
OTPUMAHHA e/IeKTPOHHUX NOCAYT Bif
Aep>xaBu? O6epitb He 6inblie TPbOX
BiAMoOBiAe i3 3aNnponNnoOHOBaHOIO CNUCKY.

3. What are the most important features you
look for while receiving state electronic
services? Please pick not more than three
options from the list offered.

Interviewer, please hand out Card 1. Please note down the three answers that the respondent picks from the
list. / IHmeps’toepe, sukopucmosytime kapmky 1. Biomimeme y aHkemi mpu 8idnosidi, siki pecnoHoeHm(ka)

obepe 3i cnucky.

Desired features of a state
electronic service

AcnekTy, L0 € BaXX/IMBMMMU Nif Yac
OTPUMAHHA €/1eKTPOHHOI NOCAYru1

Clean and understandable design with
large enough font and without too
many elements on each page

CnokinHWI Ta 3pO3yMiIiA AU3aliH i3
AOCTaTHbO BENVKUM WpugTom i 6e3
NPUCYTHOCTI BEIUKOI KiIbKOCTI
e/leMEHTIB Ha KOXHil CTOpPIHLi

Short, simple language, non-legalistic,
clear instructions on the page for each
step of the service

KopoTki, npocTi, YiTki nosACHEHHA 6e3
BMKOPWUCTaHHA KaHLEeNApCbKoi MOBM Ha
CTOPIHLi NOCAYTN Ha KOXHOMY KpOLi i
OTPUMaHHSA

Frequently Asked Questions (FAQ)
section where one can check for
typical situations or difficulties

Cekuis vactnx nurtaHb (FAQ), ae
KOPWUCTYBayi MOXYTb O3HaVOMUTUCS i3
TUNOBMMM CUTyaLiamu abo

TpyZAHOLaMM

As few as possible screens, pages or
steps to complete

flkoMOra meHLUe nepexoaiB i3 OAHIEl
CTOPIHKW Ha HacTyrnHy abo KpokiB ana
3aMOBHEHHs AOKYMEHTY

Availability of a hotline / phone
number that | can call if something
goes wrong

HasBHicTb HOmepy TenegoHy /
rapayoi AiHii, Kyan MOXHa 3BEPHYTUCS,
AKLLO WOCh Mill0o He Tak

Ability to save my data / store a
document or application as a draft to
return to it later without having to
complete “in one go”

®yHKUiA 36epe)keHHA MOIX AaHUX B
UYepHeTL,i i3 MOX/IMBICTIO MOBEPHYTUCA
[0 HUX noTiM, 6e3 HeobxiaHOCTI
3anoBHIOBaTM GOPMY UM 3asBY OApasy
[0 KiHUA

Ability to register / enter the service
only with an electronic signature.
Security is the main priority

MoXMBICTb 3apeecTpyBaTunca /
oTpMMaTW JOCTYN A0 NOCAYrM TiIbKM 3a
[ONMOMOTOHO @/1eKTPOHHOTO
undposoro nignucy. besneka — ue
npioputert

Ability to register / enter the service
without registration or by providing
minimum verification like an SMS
code. Speed and ease are the main
priority

MoxnuBiCTb 3apeecTpyBaTuca /
oTpuMaTV AoCTyn Ao nocayru 6e3
peecTpauii abo Wasxom NpoBeseHHs
MiHiMasibHOT BepudikaLii, Takoi Ak
koa CMC. LUBnakictb Ta nerkictb — Le
npioputert

Ability to track the progress of my
application through an application
tracking number service

Mo>nuBICTb BiACNIAKOBYBaTN Nporpec
BMKOHaHHA 3aABKM Yepes BiANOBIAHWM
byHKUiOHan
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Security of personal data, including
use of data encryption

3axMLLEeHICTb NePCOHaNbHUX AaHWX, B 10
TOMY YNCNi BUKOPUCTAHHSA
wrppyBaHHA AaHUX

Ability to choose from pre-filled lists
instead of entering data by hand (for
instance, addresses)

MoxnnBicTb 0bnpaTt y BUNagaroumx 11
CMMCKaX YK iHWIi cnocobu obupatn Bxe
BBeAEHI JaHi 3aMiCTb Habopy AaHux
BPYYHY (aApecHi AaHi, iHAeKCH, Tow)

Online chat inside the service window
to ask questions to a live consultant, if
necessary

OHnalH-yaT y BiKOHL|i cepBicy i3 12
MOXIMBICTIO 334aTV NMUTaHHA
KOHCY/IbTaHTaM MUTTEBO

Video-instructions with a step-by-step | Bigeo-iHCTpyKuii i3 NOKPOKOBMM 13
explanation of all required steps. NOSICHEHHAM BCiX HEOBXIAHWX AiV
None of the above Hivoro 3 3a3HauyeHoro 99

4. What sphere or life situation would you | B saki >xutreBin chepi abo cutyauii Bam 6m
wish had more or better state electronic | xotinoca matn 6inbwe HaaBHMX ab6o ninwi
services? Please pick not more than three | enekTpoHHi cepBicu? O6epiTb He 6inblue TpbOX

options from the list offered.

BignoBiAei i3 3aNnponoHOBaHOIO CNUCKY.

Interviewer, please hand out Card 2. Please note down the three answers that the respondent picks from the
list. / IHmeps’toepe, sukopucmosytime kapmky 2. Biomimeme y aHkemi mpu 8i0nosidi, aki pecnoHoeHm(ka)

obepe 3i cnucky.

Small business management (private
entrepreneurship): from opening to
liquidation

BeaeHHs manoro 6i3Hecy (POTT): Big
BIAKPUTTA 40 MPUMNNHEHHA AIANbHOCTI 1

Purchase, sales, change of documents,
receiving license-plates for cars
(personal transportation)

Kynisns, nposaax, nepeodopMaeHHs,
OTPUMaHHSA HOMEPHMX 3HaKIB Ha 2
aBTOMObiNb (NepCoHaNbHWI TPAHCMOPT)

Change of permanent residence

3MiHa MicuAa peecTpauii (nponucka)

documents for state subsidies

. 3
address (“propiska”)
- . OTpuMaHHsA NacnopTy rpoOMassHNHa
Receiving a national passport P N Py TP A 4
YKpaiHu
- OTpvmaHHSA nacnopTy AN BUI3
Receiving a passport for travel abroad P PTY 4 Ay 5
3aKOpPAOH
Registration or re-issuance of OdopMneHHs, MOHOBAEHHSA AOKYMEHTIB 6

AN8 BUNNaTn cybcunain

Registration or re-issuance of
documents in case of temporary job
loss (unemployment)

OdopMneHHs, MOHOBAEHHSA AOKYMEHTIB
y 3B'A3KY i3 TUMYACOBOKO BTPATOHO 7
poboyoro micus

Registration or re-issuance of
documents for temporary or
permanent disability

OdopmneHHs, NOHOBAEHHA LOKYMEHTIB
LLOAO TMMYaCcoBOI Henpaue3aaTHoOCTI / 8
NOCTINHOI iHBaNiAHOCTI

Changing your voter's address online

3MiHa BMbOpUOi agpecn abu mat 3mory
NporosocyBaTh Ha BUbopax

Payment of taxes and obtaining
relevant certificates

Cnnata nogatkis, obOpMAEHHA

. . . 10
BiZANOBiAHMX AOBIAOK
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Obtainment of the individual

OTpUMaHHS ifeHTUdIKaLIMHOTO Koay

taxpayer's number (ITN), its duplicate | (ITH), Moro konii un piBHO3HaYHOrO 11

or its digital analog €NeKTPOHHOro aHanory

Obtainment of documents for a OTpyMarHs AOKy_MeHTIB AT

newborn child (birth certificate, ITN) HOBOHaPOAXEHOT AUTIHM (CBIAOLTBO 12
npo HapoaxeHHs, IMH)

Purchase, sales, lease of immovable KyniBns, npogax, opeHaa HEPYXOMOro 13

property MavHa

Registration to be listed as an BktoueHHs A0 nepeniky BHYTPILHbO- 14

internally-displaced person nepemileHumnx ocié

Registration as a veteran / combatant, | BkatoueHHs fo nepeniky oci6 —

registration or issuance of a duplicate | y4acHukiB(Mub) 6OMOBUX 4iNA, 15

ID odOpMIEHHA Ta 3aMiHa NOCBIAYEHHSA

Submission of documents and MNMoaaHHsA AOKYMEHTIB, OTPUMaHHS

receiving certificates from military BWMWNCOK Y BINCbKOBMX KOMicapiaTax 16

commissariats

Submission and obtainment of OdopmieHHA AOKYMEHTIB ANA BUXOAY Y

documents for parental leave BifNyCKy MO AOrnsgy 3a AUTMHOKO 17
(aexpe)

Obtainment of a criminal record OTpvMaHHSA AOBIAKM MPO HECYAUMICTb 18

Registration and obtainment of OdopmeHHsA AOBIJOK ANA OTPUMAHHSA 19

documents for pension neHcii

Obtainment of a pensioner ID or OTpuMaHHSA Ta 3aMiHa NEHCINHOTO 20

issuance of a duplicate NOCBIAYEHHSA

Obtainment of documents that prove | OTpuMaHHs Ta 3aMiHa JOKYMEHTIB, L0

marriage status or divorce NiATBEPAXKYHOTb W06, po3ipBaHHSA 21
Wby

Access to data in one’s health card Joctyn A0 AaHWX BAACHOI MeANYHOI 22

(online health records) KapTKu

Electronic sick leave certificate ENeKTpOHHWI NiKapHAHWI INCTOK 23

Managing land relations online OdopmMneHHA HeOBXIAHNX JOKYMEHTIB Y 24
3eMe/IbHUX MUTaHHAX OHNANH

Receiving notary services OTpyMaHHA HoTapiaNbHWUX NOCAYT 25

Court-related issues MnTaHHA B3aEMOAIT i3 CyJ0BUMM 26

iHCTaHUisMW
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Terms of Reference for an omnibus survey and focus groups on state-designed eServices and citizen
preferences Appendix B - Draft focus group guide proposed by UNDP and characteristics of the focus
group participants

Fanp ana npoBegeHHsA poKyc-rpynoBux iHTeps’to - MpoekT

Tema pocnigxeHHa: OcobAMBOCTI BUKOPUCTaHHA AepP>XKaBHUX €NEKTPOHHMX MOCAYr Pi3HUMK rpynamu
rpomagsaH

Bnok 0: 3HailomcTBO, BBeAeHHs B Temy: 15 xB.

e [lpeacraBneHHa MmogdepaTopa

e KopoTkui BMKNaA TeMU PO3MOBU — KOPOTKE MOACHEHHSA PI3HULI MK MOCAyramu, WO HajaeE
Aep>kaBa (MiHictepcTBa Ta LLOBB) Ta opraHu MicLLeBOro caMoBpsifyBaHHs. Yac 415 0O3HANOMIEHHS
i3 NOPIBHANBHOK TabAMYKOK WO 3apa3 HAJAETbCA 3 AePXKABHMX, LEHTPaNi30BaHNX NOCAYT, @ WO €
nozekyau B pisHMx Mictax YkpaiHu ak nocayrn OMC

e [lOACHEHHA NPUYNHN KOHLEHTPALLT CamMme Ha LieHTpani3oBaHux nocayrax (B TOMy 4ncii, agxe meta
NPOEKTY — CTBOPEHHSA ABOX €1eKTPOHHWUX / MOBINbHUX LLeHTpani3oBaHMX NOCAYT)

e [lOACHEHHS NPUUYKNH ayAio3anuncy, rapaHTia aHOHIMHOCTI

e O3HallOM/IEHHA i3 3arajbHMMK MpaBWAaMU: BiABEPTICTb, BUCIOBAEHHS BAACHOI AYMKM, HEMa€
NPaBWIbHKX | HENPaBUABHUX CYZAXEHb, MOX/MBICTb CAMOMY 3aAaBaTi NMUTaAHHA ayAUTOPIi Ta iH.

e [lpeacTaBneHHA yYaCHWKIB: OKPIM iMeHi — npodecia abo konnwHA npodecis, 3aranbHa XUTTEBA
cuTyauia (3arasom — 6aaronosyyHa Ym Hi, MaTepianbHa 3abe3neyeHicTb, HasBHICTb CiM'i | CiMelHe
6narononyyus, BiguyTTa 6€3mekn CBOro XUTTa TOLLO)

Bnok N21: YaBneHHA yyacHMKIB(MLb) NPO Te, WO TaKe AepIKaBHi €/1IeKTPOHHI MOCAYru, HaBillo BOHU
NOTPi6HI, AKMA «imigXK» MaloTb Ha cborogHi: 30 xB.

1. Hapasi Bce 6inblie 3'aBnseTbca iHGOPMaLii MPO CTBOPEHHA HOBUX LMPPOBUX AepiKaBHUX
nocayr ana rpoMagsH. Lle yactmHa 6inbLu LWIMPOKOro npouecy, Ak HasBaaun Lumdpusadiero abo
AvaXiTanizauieto. YM  MNpOTArOM OCTaHHbOrO pPOKY BaM JAOBOAMIOCH KOPWUCTYyBaTMCA
Aep>XaBHVMW eNeKTPOHHMMMK nocayramu? Akumun came? [Ha moli MoMeHm 8xe NoBUHHI 8
npuHYyuUNi Mamu ysaesieHHs — adxe nesHa iHgopmayis 0aHa nid 4ac 03HalioMIeHHs]

2. Yn BM BBaXAETe, LLLO CTBOPEHHA Bi/IbLLIOI KiIbKOCTI LMPPOBMX AepkKaBHMX nocayr — gobpa piu?
B uomy nepeBaru Ta HegoNIKN?
3. Yn BM AoBipsA€ETe Aep>KaBHMM enekTpoHHMM nocayram? Yomy Tak abo Hi? [Cnpoba BuinTn Ha

CAMCOK TOM-5 NpUYKnH YoMy Lie fobpe i Ton-5, YoMy € oCTpax UM HeAoOBIpa]

Bnok N2 2: YaBneHHA npo nepenik abo naker TMX Mocayr, ki — BiporigHo — 6yam 6u HanbinbL
3aTpebyBaHnMuM came Li€to rpynoto: 30 xB.

1. 3 Tyx nocayr, NPo AKi MV CbOrOAHI FOBOPWMAK, abo Liie He 3ragyBaan — AKi € HanbinbLW NOTPIOHNMM
came ans Bac? Y AKMX XMUTTEBMX CUTyauisx BM 6n xoTian, wobm moxHa 6yno 3 ogHOro Micus
OTPMMaTV BeCb KOMMJIEKC CMOPigHEHMX nocayr? He gymawnTte Tiibkv MPO OAHY AKYCb AOBIAKY —
pagLue nNpo Te, AKi KOMMAEKCH NOCayr 3pobuan 6w Balue XuTra nerwe

2. Y icHytoTb LUMPPOBI aHanorn ana BCix nocayr, ski 6yan 6u noTpibHi came ans Bac? AKWO Hi — 3
yoro BapTo 6yno 61 noyaTn?

Bnok N2 3: AcnekTu Nocayr, Ba)K/IMBi ANA yY4aCHUKIB Ta yyacHuub: 30 xB.
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[laemo pecnoHAeHTaM O3HaVOMMWTWCb i3 MepesnikoM XapaKTepUCTUK, BIPOTIAHO BaXXAMBUX AS
PEeCNOHAEHTIB | MPOrOBOPHOEMO LLO € MPIOPUTETHUM abo Hi | HOMy. BaxkiMBO MaTv npukaagn Toro,
O MA€ETbCA Ha yBa3i (3aroToB/EHI CKPIHLWOTK), agyke He BCi ByAyTb PO3yMITU NEBHI TEPMiHW, Npwn
TOMY 3MOXYTb, BipOriZHO, 30PIEHTYBATUCb BidyasbHO (OKpIM OCib i3 Bagamu 30py):

CnokinHWM Ta 3pO3yMIIMN AM3aliH i3 AOCTaTHbO BEJVKMM WPUPTOM | 6e3 NpUCYyTHOCTI BeMKOI
KiIbKOCTi @1eMEHTIB Ha KOXHil CTOPiHLi

KopoTki, NpocTi, YiTKi NOACHEHHA 6e3 BUKOPUCTaHHA KaHLLeNSPCbKOT MOBU Ha CTOPIHLL NOCAYTY Ha
KOXXHOMY KpoLii il OTpMMaHHs.

Cekuif yactux nutaHb (FAQ), e KoprcTyBaydi MOXYTb O3HaMOMUTUCA i3 TMMOBUMM CUTyaLiaMu abo
TpyAHOLAMM

flkoMora MeHLLe NepexoaiB i3 OAHIEI CTOPIHKM Ha HAaCTyNHy abo KPOKIB A/19 3aMOBHEHHA AOKYMEHTY
HasBHicTb HOMepy TenepoHy / rapAavoi NiHii, KyAn MOXHa 3BEPHYTUCA, AKLLO LLLOCh MIWAO He TaK
OyHKUiA 36epexeHHs MOIX JaHWUX B YEPHETL i3 MOXJ/MBICTIO MOBEPHYTUCA AO HUX MNOTIM, 6e3
HeobXiAHOCTI 3aNOBHIOBATN OApPa3y A0 KiHLUA

MOX/MBICTb 3apeecTpyBaTnCs / OTPMMATL AOCTYN A0 MOCAYTY TiIbKM 3@ AOMOMOTOHO e1eKTPOHHOTO
undbposoro nignucy. besneka — ue npioputert

MOX/MBICTb 3apeecTpyBaTnca / OTpMMaTV AOCTyn A0 nocayrn 6e3 peectpauii abo waixom
npoBeAeHHs MiHiIManbHOI Bepudikauii, Takoi ak kog CMC. LUBnakicTb Ta nerkicTb — Le npioputert
MOo>XAMBICTb BiACNIAKOBYBaTU NPOrpec BUKOHaHHSA 3asBKW Yepes BiANOBIAHUMA yHKLIOHaN
3aXULLEHICTb MePCOHANbHUX AaHWX, B TOMY YNCAI BUKOPUCTAHHA WNdPYBaHHA AaHWNX

MoXMBICTb 06MpaTK y BUNagaroumx CmMcKax Yn iHLWi cnocobun obupaTu BXKe BBEAEHI AaHi 3aMiCTb
Habopy AaHWX BPyYHY

OHnalH-YaT y BIKOHLL CepBICy i3 MOXAMUBICTIO 3a4aTV NMUTAHHSA KOHCYbTaHTaM MUTTEBO
Bizeo-iHCTpyKL,ii i3 MOKPOKOBMM MOSAACHEHHAM BCiX HEOOXIAHMX AiN.

IHWe — Wwo came

XTO MOXe 3aXMCTUTW BalLli MpaBa AK KOPUCTyBaYiB eIEeKTPOHHWX MOCAYT, K BU AymaeTte? [Bidnoside
— OMbydcmaH, ane mu He npugodumo rodeli 0o Hell

Bnok N2 4: Linpposa rpamoTHicTb: 25 xB.

7

2)

3ragante CBi [OCBIA BUKOPWUCTaHHS KOMM'HOTEPHOI TexHikW, OGICHUX nporpam, 3acobis
KOMyHiKaLii. B aAKuMX cuTyaliax HaBWYKM KOPWUCTYBaHHA e/IeKTPOHHMMK 3acobamu €
HeobXiAHVMMY, a B AKNX He € 060B'A3koBNMN? LLIO y KOpUCTYyBaHHI BaM BAAETLCA 3 erkicTio? AKi
MOMEHTUN BUKINKAKOTb CKAAZAHOLLI?

AKI 3HaHHA | HABMUYKN KOPUCTYBaHHA €IeKTPOHHUMMK 3acobamu 6yno 6u HarbinbLlu akTyanbHO
PO3BUHYTU A8 Bac?

Ak 6u Bu ouiHMAM CBIV piBEHb HaBWMYOK i3 KOPWUCTYBaHHA €NeKTPOHHMMMK 3acobamu?
Bukopucmogyemo 0151 QUCKYCIi ik NpUK1ad Maki pieHi:

basoBui piBeHb — BMIilO 3apAfykaTh Ta BMWUKATW eNeKTPOHHI nmpuaagn (cmMapTdOoH, naaHLer,
KOMMN'toTep), BiAKpMBaTK Gaiiv, nepeHocnTu ix, BiAKpmBaTh bpaysep Ta KOPUCTYBaATMCA MOLLYKOM
CepeaHiin piBeHb — BMitO BMAANATA Ta BCTAHOB/AKOBATU MPOrpaMy Ym 3aCTOCYHKW, CTBOPHOBATU
KOpUCTyBaLbKi Npodini ana cepsiciB abo couianbHuUx Mepex, edeKTMBHO KOpWUCTyBaTUCA
€/1eKTPOHHOO MOLLTOO

MpocyHyTMI piBeHb — ePEKTMBHO KOPUCTYHOCA OHMIANH-BAHKIHTOM Ta CXOXMMW CepBiCaMu, MOXY
nepeodopMUTH eNeKTPOHHUI LMdPOBUIK NMiANMC
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EkcnepTHWIA piBeHb — MOXY MepeBCTaHOBUTK OMepaLifiHy cucTeMy, NepenpoLInT MOBINbHWUIA
NPUCTPIN, BUKOHYHO BiNbLUICTb, AKLWO He BCi AOCTYMHI, onepaL,ii OHAalH

AKWo BM BBaXKaeTe Lie NOTPIOHMM, K 61 B XOTiAW NiABULLNTY PiBEHb CBOIX 3HaHb Ta HAaBUYOK

y uin coepi?
Bukopucmogyemo 015 QucKycii HacmynHi npukaadu, ane 8imaemo (Hwi ioet:

MpOXOA>KEeHHA MOAYAbHOrO KypCy, B AKOMY NMPUCYTHIN e€eMeHT OLiHIOBaHHA 3HaHb BAOMaA
MpOXOAKEHHA MOAY/IbHOTO KypCy, B AKOMY MPWUCYTHIN efeMeHT OLiHIOBaHHA 3HaHb y 6ibaioTedj,
rpomasacbkoMy LieHTpi abo LIHATI 3rigHO po3knagy — Micns 3aBepLUeHHA KapaHTUHHUX OBMeXeHb
O]

CnyxaHHsA abo nepernag KOpOTKMX OCBITHIX Bigeo BAOMa

Jonomora 6a13bkoro pogmya abo uneHa POAVHW, AKI MOKPOKOBO HaB4Yannm 6u meHe Anf
dopMyBaHHSA BiAMOBIAHOI HABUYKM

[onomora cneuianicta y 6ibaioTeLi, rpomagcbkoMy LieHTpi abo LIHATMI, siki 61 NokpokoBO HaBYanu
61 MeHe ans GopMyBaHHA BIANOBIAHOI HABNYKM

Bnok N2 5: Mig6burra nigcymkis: 10 xB.

1)

Yn Byna Bam LikaBa Hawa po3moBa? Yu xoTinm 6 BM WOCk Aogatn A0 TOro, Wwo 6yno ckasaHo?
MoXMBO, A He cnuTaBs(/1a) Bac Npo WOCb BaXanBe?
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Focus group participant characteristics / Xapakrepuctukmu oci6, akux 6yae 3anpoweHo A0 y4yacTi y
TeMaTUuHNX GoKyc-rpynax

The purpose of the current study is to elicit whether
and if yes, then how are experiences of various societal
groups different when experiencing state electronic
services. Each group needs to be representative
enough but also manageable for the conversation. As
such, between 8 and 12 group members are
recommended. Apart from Group 5, there should be
every attempt made to have gender balance in
respondents. The following focus group compositions
will need to be formed:

OpHieto 3 Uinen uboro AOCNIAXKEHHS € BUABAEHHS Um
AOCBIZ Pi3HUX COLiaNbHMX TPy i3 BPa3AMBUMM
XapaKTepucTMKkamu BiApPi3HAETbCA Big AOCBIAY
«MacOBOro KOp1CTyBaya» i ik came. KoxHa 3
3a3HaYeHuWX rpyn NoBMHHa ByTW AOCTaTHLO
pernpeseHTaTUBHOLO, aje TaKOX Takoto, Lo M MOXHa
edpeKTUBHO KepyBaTK Nij yac obroBopeHHs. OTxe,
pPeKOMeHA0BaHNIM cknagd rpynu — Big 8 i He Hinble 12
oci6. OkpiM rpynu 5, B KOXHIl rpyni noBMHeH
AOTPUMYBATUCA TeHAepPHUIN BanaHc, abo NpuHakMHI
pPOBUTK BCE MOXIMBE A/ NOro AOTPUMaHHA. s
BOCAIAXKEHHA ByAyTb CPOPMOBaHi Taki rpynm
PecrnoHAeHTIB Ta PeCnOHAEHTOK:

1) Internally-displaced persons — regardless of when
they made a move to the GCA but desirably not so
long ago (not yet settled fully) mixed with some of
the IDPs who made a move at the beginning of
annexation or armed conflict. It is essential to
incorporate women-IDPs and at least some of them
—who have already retired (i.e. are facing the
pension issues). IDP-businesspeople are also highly
encouraged to probe for IDP-related problems with
small business operations;

2) Pensioners — a group of persons 65+ (ensuring
gender equality) who are just receiving a pension
or remittances and are not actively working. It
would be desirable to have a mix of those who live
with other family members as well as those who
live alone;

3) People with disabilities — it is vital to have at least
some persons with visual impairment (not
necessarily qualifying as legally blind but those who
would have a hard time reading off the screen and
would use special software for assistance) and
persons who have reduced mobility;

4) People who have no documentation or have no
“propiska” — while understandably hard to find
and manage, we would like to try and probe for
situations where people are left without
identification documents (but still have a place to
live) and those who may have the documents but
have no legal “propiska” stamp in their passports.
The latter could be the IDPs without a certificate of
IDP status or persons who have a place to live, but
documents show they are essentially homeless.
Ideally, persons who faced situations of asylum-
seeking or migration are also included to enrich the
experience.

1) BHYTpilLHbO-NepeMilLeHHi 0cobu — 6e3BifHOCHO
[0 TOro, KO/ BOHUW nepeixann Ha NiAKOHTPONbHY
TepuTopito, ane baxaHo, abu Lel AOCBIA Y YaCTUHU
6yB AOCTaTHbO CBIXXMM, @ B YaCTUHW — MOAif, WO
Bifbynacs AaBHO (HanoyaTky BilHW Ta aHeKCil).
Ay>Ke BaXAnBO BKNHOUUTY XiHOK-BIMO Ta xoua 61
JeKinbKa ocCib, Lo BXe Ha neHcii. TakoxX BiTatoTbCs
yyacHMKKN umn yyacHuui BMO, wo matote Manmin
6i3HeC AnA BUCBITNEHHA NepeTuHy npobiem cTatycy
BMNO ta manux nignpuemMLis;

2) TMeHcioHepwm — rpyna ocib 65+ (i3 4OTPMMaHHAM
reHAepHOro napuTtety), Aki OTPUMYHOTb TiJIbKK
MeHCito UM MaTepianbHy NiATPUMKY Bif, POAWNUIB,
afe He npautoroTb. baxkaHo MaTtu rpyny TuX, XTO
XUBE 3 iHLWMMMK YeHaMU POANHUN (KOMY € KOMY
AOMOMOTITU) Ta TUX, XTO XMBE OANH(HA);

3) Jlropwm i3 iHBanigHICTIO — HAA3BNYANHO BaXX/INBO
MaTu xo4a bu gekinbka ocib i3 Bagamu 3opy (He
060B'A3KOBO MOBHa CAINOTa, ajne TUX, 4/ KOro
UYMTaHHA 3 eKpaHy € BEIMKOIO NpobaeMOoto i XTO
KOPWCTYETbCS T.H.3. «4NTAJIKOO»), @ TAKOX NIFOAEN i3
0BMEXEHOH MOXJIMBICTIO NEpPeCcyBaHHS;

4) Ocobu 6e3 poKkymeHTIB, abo Ti, B KOro Hemae
Micua peecTpadii («<NpPoNMcKku») — xo4a LLiJIKoM
3pO3yMisIO, L0 MOXMBOCTI 3HaXOAXEHHA TaKmnx
PeCcnoHAEHTIB Ta PECMOHAEHTOK MOXYTb ByTH
obmexeHuMu, baxaHnM 6yno 6u chopmyBaTu
rpyny, ae 6yayTb NPUCYTHI JHOAN, LLIO HE MatoTb
LOKYMEHTIB, WO NOCBiAUYHOTb 0COby (ane MatoTb
MiCLie Je NMPOXMUBAaTK | TaM 3apeeCTPOBaHi), Ta TuX,
XTO Ma€ JOKYMEHTH, LLO MOCBifUYOTb OCOby, ane
He MaroTb peecTpaLii (WTamny «nponuckm» y
nacnopri). B kaTeropito ocTaHHix MOXYTb NonagaTtu
NFOAW, WO WOWHO NOBEPHYANCSA i3 TIMYACOBO
OKYNOBaHWX TEPUTOPIN | HE MatoTb JOBIAKN MPO
cratyc BMO abo saki AKMMOCH iHLIMM YMHOM «He
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)

6)

7)

8)

Gender-specific — while technologies are believed
to be gender-neutral, research shows en masse that
Ukrainian trends where it is mostly women who are
responsible for early child-rearing, early
schoolyears, health-related issues regarding
children or administrative issues with obtaining
certificates and paperwork. As such, we would like
to try and compose the group of women so that
the following features are present in the group (not
with each person, of course): the presence of young
kids (aged 1,5 — 3), presence of kids who just
started school (grades 1 or 2), a woman or several
women who are raising the child/children alone, a
woman or several women who are small
entrepreneurs, a woman or several women who are
“stay at home mothers”, a woman or several
women who have to balance work (in any sector)
and dealing with children.

Low-income & job seekers — a group of working
or unemployed persons (but not pensioners as in
group 2 — so most likely ages 25 to 50) whose
income level is approaching the official minimum
wage mixed with some representatives who
recently lost their job and are currently actively
searching new employment opportunities, both
through official state employment services or
individually.

People from distant rural locations - a group of
versatile representatives of different ages, trades,
backgrounds united by the far-fledged essence of
the area they live in. Ideally, the selected regions
would have limited mobile internet and no
broadband (or broadband only in administrative
buildings) and a CNAP located at least 15 km away.

Veterans and combatants returning to civilian
life — a group of men and women who were either
part of the Armed Forces or of volunteer battalions
in the east and who have decommissioned since to
re-enter civilian life. The focus in this group should
be on the experience of re-entry into the civilian life
and the accompanying issues that the veterans
face.

5)

6)

7)

8)

NPUKPINAEHi» A0 XOAHOI agpecy B YkpaiHi. Ans
36arayeHHs AOCBigy Ta Yy iAeanbHOMY BUNajKy, B
rpyni MoOXyTb 6yT1 NPUCYTHI TakoX ocobu, Lo
CTMKanucs i3 npobaemMamm noLyky nputyaky abo
Mirpaii B Ykpainy;

FenpaepHo-cneuundiuHMi acnekT — He3BaXarouu
Ha Te, LLLO TEXHOJIOTiT BBaXatoTbCsA reHAepPHO-
HeNTpasbHUMW, AOCAIAXKEHHSA MOKa3yHTb, WO B
YKpaiHCbKUX peaniax 34e6inbloro came >XiHku
BiAMOBIAArOTh 3@ BUXOBAHHSA AiTeN, ANTCAA0K Ta
MOJIOALLY LLIKOJY, abO NUTaHHA, NOB'sA3aHi i3
HeobXiAHICTHO OTPUMaHHSA AOBIAOK, BUMMCOK, TOLLO.
TakuUM UMHOM, HaM XOTiNOCsH BU CKOMMOHYBATKN L0
rpyny 3 >iHOK TakKMM YMHOM, LLOOW HaCTyMNHi
XapaKTepuCTUKm Byam 6n NPUCYTHIMW: XIHKM i3
Mannumm aitbmu (Big 1,5 Ao 3 pokiB), XiHKM, 4iTKN
AKMX BiABiAYytOTb NoyatkoBy wkony (1 um 2 knac),
OZHa UM AeKinbKa XIiHOK, fIKi BUXOBYIOTb AiTei cami,
OJIHa UM JeKinbKa XiHok, aki Matotb ®OI1, ogHa um
AeKiNbKa XiHOK, fiIKi He MatoTb Ha CbOrOAHI PO6OTH
Ta 3aliMaroTbCs JOMOroCnoAapCcTBOM, OAHa UM
JeKinbKa XiHOK, AKUM AOBOAUTLCS MOCTIHO
6anaHcyBat poboTy (byAb-AKWIA cekTop) Ta
ONiKyBaTUCA AiTbMU;

Manosabe3sneueHi Ta aKTUBHI WyKayi po6oTn —
rpyna oci6, wo npautotoTb abo 6e3pobiTHi (ane He
neHcioHepwu, aus. rpyny N22; oTxe, ckopill 3a Bce
Bik Bif 25 go 50), agoxia sknx HabanxKaeTbca A0
MPOXMNTKOBOTrO MiHiMyMy. [lofaBaHHA ocib, Lo
aKTVMBHO LIYKaroTb HOBi MOXJIMBOCTI
npaueBaaLUTyBaHHA, K Yepe3 odiLlinHi
IHCTPYMEHTW Alep>KaBW, TaK i «MO 3HaNOMUX».

Ocobu, o NPOoXXMBaOTh Y BigaasieHUX
CiNIbCcbKUX palioHax — rpyna ocib i3 pisHUMHK
XapakTepucT1Kamu, piHoro Biky, npodecili Ta
nepCcoHaNbHUX iCTOPIN, Wo 06'egHaHI OAHUM —
MPOXWBaHHAM Y BiffaNeHOMy HaceNeHOMY MyHKTI.
B igeani, y TakoMy HaceneHoMy NyHKTi byae
BIJICYTHIl LLMPOKOCMYTOBMNIA iHTEPHET Ta 0bMexeHe
BMKOPUCTaHHA MObinbHOro iHTepHeTy (LUC/, Tinbkn
y agMmiHicTpaTuBHUMX ByaiBnax) Ta LLHAM He meHwe
15 km;

BetepaHu Ta yuacHuku(ui) 6oilioBux aiii, Wwo
NoBepTaloTbCA A0 LMBIZIBHOrO XXUTTA — rpyna
YONOBIKIB Ta XIHOK, WO nepebyBanun y naBax
36porHux Cun YkpaiHn abo BONOHTEPCbKMX
H6aTaNbIOHIB Ta BXe NMOBEPHYANCS A0 LUBINIbHOTO
XuTTa. ObroBopeHHo BapTo GOKYCyBaTUCA Ha
[OCBIifli MOBTOPHOTO BXOAXKEHHA Y LIMBIJIbHE XUNTTA
Ta CynyTHI cUTyaLlii, 3 AKUMW CTUKarOTbCA BeTepaHu.




DocuSign Envelope ID: 9600A939-9E95-4AC6-A83A-B4C2BBFGFCC8

Special provisions due to the COVID pandemic and vulnerable nature of some of the focus group members
would need to be put in place and depicted in the budget.
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REQUEST FOR QUOTATION (RFQ) 555-2020-UNDP-UKR-RFQ-eServices ANNEX 2

FORM FOR SUBMITTING SUPPLIER’S QUOTATION?®
(This form must be submitted only using the Supplier’s Official Letterhead/Stationery®)

We, the undersigned, hereby accept in full the UNDP General Terms and Conditions, and hereby offer to
supply the items listed below in conformity with the specification and requirements of UNDP as per RFQ
Reference No. 555-2020-UNDP-UKR-RFQ-eServices:

TABLE 1: BRIEF COMPANY PROFILE

BRIEF COMPANY PROFILE
The Service Provider must describe and explain how and why they are the best entity that can
deliver the requirements of UNDP by indicating the following:

Full registration name
Year of foundation

Legal status

Legal address

Actual address

Bank information

VAT payer status

Contact person name
Contact person e-mail
Contact person phone
Company'’s core activities
Profile — describing the nature of the Please indicate here
business, the field of expertise,
licenses, certifications, accreditations
(If any);

EDRPOU, ID tax number

Business Licenses — Registration . . . . .
9 Copies of State registration and Tax registration should be

Papers, Tax Payment Certification, etc

attached
Please indicate here applicable, including Quality
Certificates and Accreditation Certificates, Patent Registrations, Environmental
Sustainability Certificates, etc.
Please provide contact details of at Please attach the signed reference letters (if any).
least two previous partners for
reference
Company is not in the UN Security Please confirm (Answers: Yes, we are in the list/No, we are
Council 1267/1989 List, UN not in the list)
Procurement Division List or Other UN
Ineligibility List.

> This serves as a guide to the Supplier in preparing the quotation and price schedule.
¢ Official Letterhead/Stationery must indicate contact details — addresses, email, phone and fax numbers — for
verification purposes
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TABLE 2: Financial proposal

The financial proposal shall specify the cost of professional services for the assignment — the total amount
and distribution in accordance with the above-mentioned proposed schedule of tranches — Table A Cost
Breakdown per Deliverables, as well as line-item breakdown — Table B - Cost Breakdown by Cost

Component.

A. Cost Breakdown per Deliverables*

Deliverables
[list them as referred to in the TOR]

Percentage of
Total Price
(Weight for

payment)

Tentative
Schedule

Price
(Lump Sum,
All-Inclusive)

1 e Detailed and approved by UNDP
working plan on survey
implementation, data analysis,
focus-group administration and
report completion. An updated
version of the omnibus questions
as adapted for administration in
face-to-face (preferred) or CATI
polling.

e A report on training provided to
interviewers and measures of
quality assurance (regarding the
omnibus questions)

e A report on survey pretest with
final recommendations for question
change + final wording of the
questions adopted in Ukrainian and
Russian

30%

2 | e Technical report on the omnibus
results with data in SPSS database
and in SPSS-based MS Excel file
with cross-tabulations on the
questions, including the responses
to socio-economic characteristics
of respondents (age, sex, place of
residence, economic status).

20%

3 | e Thefinalized version of the focus
group guide (based, in part, on
the lessons learned and insights
from the representative sample
survey) to be approved by UNDP
before administering.

e The final report consisting of the
data interpreted from the national
survey (the omnibus questions) as
section one, insights from the eight
focus groups as section two and
overall findings, recommendations
as well as research limitations and
lessons learned as section three.

50%
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| ] Total | 100%

UsD

B. Cost Breakdown by Cost Component:

The Proposers are requested to provide the cost breakdown for the above-given prices for each deliverable
based on the following format. UNDP shall use the cost breakdown for the price reasonability assessment
purposes as well as the calculation of price in the event that both parties have agreed to add new

deliverables to the scope of Services

Activity/Costs Remuneration Total Period of Cost per | Amount
per unit of Engagement unit excluding VAT
Time (e.g., day,
month, etc.)

Personnel Services

Team Leader

Key Research Expert

Other members of the team, if needed

Other costs (including costs for
conducting focus groups and
accommodating focus group members
with a vulnerable status)

TABLE 3: Offer to Comply with Other Conditions and Related Requirements

Other information pertaining to our Quotation

Your Responses

are as follows: Yes, we No, we If you cannot
will cannot comply, pls.
comply comply indicate counter-
proposal

The validity of the Quotation (min. 60 days)

All Provisions of the UNDP General Terms and
Conditions.
http://www.undp.org/content/undp/en/home/proc
urement/business/how-we-buy.html

All other information that we have not provided automatically implies our full compliance with the

requirements, terms and conditions of the RFQ.

[Name and Signature of the Supplier’s Authorized Person]

[Designation]
Date]



http://www.undp.org/content/undp/en/home/procurement/business/how-we-buy.html
http://www.undp.org/content/undp/en/home/procurement/business/how-we-buy.html
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