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REQUEST FOR EXPRESSIONS OF INTEREST
INDIVIDUAL CONSULTANT

Consultancy support to the Moldovan eGovernance Agency
Individual Consultant – User experience (UX) Designer

World Bank Micro, Small and Medium-Sized Enterprise Competitiveness Project

REPUBLIC OF MOLDOVA
Sector: General industry and trade sector
IDA Credit No. 71740
IBRD Loan No. 94230
Project ID No. P177895
Reference No. MD-CEP-566790-CS-INDV

The Republic of Moldova has received financing from the World Bank toward the cost of the Micro, Small and Medium-Sized Enterprise Competitiveness Project (MSME) and intends to apply part of the proceeds for consulting services. 

The consulting services (“the Services”) include are not limited to:
•	UX research support;
•	service and interaction design;
•	user flow development;
•	information architecture;
•	wireframing;
•	interface design;
•	responsive design;
•	interaction specifications;
•	usability improvements;
•	accessibility improvements;
•	prototype development;
•	design system implementation;
•	product discovery;
•	concept validation;
•	design quality assurance;
•	support during implementation.

The assignment will be implemented in the period from October 2026 – July 2027.

The Terms of Reference (TOR) for the assignment is attached to this request for expressions of interest.

The Project Implementation Unit of the MSME Competitiveness Project now invites eligible individual local consultants (“Consultants”) to indicate their interest in providing the Services. Interested Consultants should provide information demonstrating that they have the required qualifications and relevant experience to perform the Services.

The qualifications requirements are: 

[bookmark: _Hlk213837137]Education
1. University degree in Design, Human-Computer Interaction, Product Design, Visual Communication, Computer Science or another relevant field, or relevent certifications.

Professional Experience
2. Minimum three years of professional UX/UI or Product Design experience in digital products, web applications, mobile applications or digital services.
3. A portfolio containing at least two detailed case studies. Each case study must demonstrate:
· a clearly defined problem statement;
· evidence used to understand the problem;
· the candidate’s individual role and contribution;
· the approach, methods and deliverables used, including why they were selected;
· key design decisions and their rationale;
· the proposed or implemented solution;
· evidence of measurable or observable impact.

4. At least one case study must demonstrate the candidate’s work on a product or service problem beyond a standalone UI redesign or visual update. The project may come from any industry, but must involve at least two of the following complexity factors:
· multiple user roles, organizations or permission levels;
· multi-step workflows with conditional paths or dependencies;
· complex business rules, regulatory requirements or operational processes;
· integration with external platforms, services or legacy systems;
· multiple system states, edge cases, errors and recovery scenarios;
· payments, identity verification, consent or sensitive data;
· high-volume data, dashboards or administrative workflows.
· The case study must explain how the candidate analysed and structured the complexity, worked within the existing constraints and translated it into a feasible solution.
· At least one case study must present a solution that was implemented or validated with users, stakeholders or product data.
5. Portfolios consisting mainly of visual UI screens, templates, marketing interfaces or generic personas without a clear connection to the problem, design decisions and impact will not be considered sufficient.
6. Proven experience working within multidisciplinary product teams, including collaboration with product managers, business analysts, developers, QA engineers and institutional or business stakeholders.
7. Proven experience working collaboratively with other designers. 
8. Demonstrated experience applying or contributing to a design system, including at least one example of a reusable component or pattern with defined states, variants, behaviour and documentation.
9. Experience designing at least one government services, regulated digital services, financial products, healthcare products or complex enterprise applications will be considered an advantage.

Technical Skills
10. Proficiency with industry-standard design tools, including:
· Figma;
· FigJam;
· prototyping tools;
· collaborative design platforms.
Knowledge of accessibility standards and responsive design principles is expected.

The Consultant shall provide relevant references to confirm the experience and qualifications. 
The attention of interested Consultants is drawn to Section III, paragraphs, 3.14, 3.16, and 3.17 of the World Bank’s “Procurement Regulations for IPF Borrowers” November 2020 (“Procurement Regulations”), setting forth the World Bank’s policy on conflict of interest.  

A Consultant will be selected in accordance with the „Open Competitive Selection of Individual Consultants” method set out in the Procurement Regulations and to be specifically set out in the Request for submission of the technical and financial proposal.

Further information can be obtained at the address below during office hours.

The applications should include a letter of Expression of Interest, CV in English, and related recommendation letters, if any, together with a copy of CV in MS WORD format.

Expressions of interest must be delivered in a written form to the address below (in person, or by mail, or by e-mail) by September 22, 2026, COBD, indicating the assignment title in subject line.

Project Implementation Unit of the MSME Competitiveness Project
180, Stefan cel Mare Ave., office 815, MD-2004, Chisinau, Republic of Moldova
Tel:  + 373 22 296-723 

e-mail: piu@mded.gov.md with cc: procurementmgf@gmail.com
web:     https://uipac.md/


TERMS OF REFERENCE


MICRO, SMALL, AND MEDIUM-SIZE ENTERPRISES (MSME) COMPETITIVENESS PROJECT ID NO. P177895

TERMS OF REFERENCE 
Selection of an Individual Consultant: User experience (UX) Designer

A. Background 
The Government of the Republic of Moldova (GoM) is pursuing a policy agenda to support export-led economic growth. In this regard, an improved business environment is essential to foster sustainable private sector growth. Significant regulatory and institutional weaknesses in the business environment have been identified by the recently conducted Investment Climate Assessment as major obstacles to the private sector’s ability to perform efficiently and grow, and they also negatively affect investor confidence. The presence of cumbersome regulations undermines the competitiveness of private Moldovan enterprises and prevents increased investment by increasing the cost of doing business, and ultimately providing fertile ground for corruption, favoritism, and the informal economy. 
The World Bank has been supporting the Government in its competitiveness and reform efforts through two Competitiveness Enhancement Projects, which closed successfully and focused on: (i) regulatory reform; (ii) small and medium enterprises’ (SMEs) access to business development services and quality certifications, through a matching grant facility (MGF); (iii) access to finance, through a line of credit (LoC) for exporters; and (iv) quality infrastructure, including equipment and institutional reform in the area of metrology, standards, testing, and quality.
Project Description 
The MSME’s project development objectives (PDO) are: (i) to reduce the regulatory burden, increase access to finance, increase the export competitiveness of Moldovan enterprises, and (ii) in case of an Eligible Crisis or Emergency, to respond promptly and effectively to it. 
The PDO will be achieved through a set of activities that aim to: (a) digitize government-to-business services and inspections, streamline permissive documents, and enhance national quality infrastructure to reduce the regulatory burden enterprises face; (b) support access to finance for enterprises through credit guarantees and enhance the capacity of CGF, and (c) support the development of MSMEs and enhance their export competitiveness; d) support project management; e) support the government's response in case of an emergency.
Background of the assignment 
EVO is the Republic of Moldova's national single digital gateway — the layer through which citizens and businesses discover, access, and complete public services, and through which they manage their own data and documents. It sits on top of the government's shared "M-platform" building blocks (identity, payments, data exchange, signing, delegation, notification, and document handling) and represents their key interaction points. In 2026, the servicii.gov.md and mcabinet.gov.md portals were consolidated into a single ecosystem, giving users one unified point of access.
The EVO ecosystem comprises five interdependent components:
· State Register of Public Services (SRPS) — the single national system of record for public services and the content management platform that feeds the EVO Portal and app. It is the authoritative source of truth for the whole ecosystem.
· EVO Portal — the unified web entry point for discovering and accessing public services and the core elements of the national digital ecosystem.
· EVO Cabinet — the personal workspace where citizens and entrepreneurs access documented information about themselves, track service requests, and manage electronic documents.
· EVO Mobile — the citizen-facing app, integrating platform solutions and an EU-aligned digital identity wallet.
· EVO Admin Panel — a management layer, to be developed, that governs the configuration of key elements across the app and Cabinet.
While much of the ecosystem is already live, there is a need for deeper integration and expansion. This assignment modernizes the EVO ecosystem across all five components so that SRPS becomes its orchestration and content backbone, the citizen experience is unified and consistent, and web and mobile reach full feature and data parity - all in alignment with the National Design System and the EU Single Digital Gateway Regulation.
Scope of design work by component:
State Register of Public Services (SRPS) & content management. SRPS is evolving from a register of record into the orchestration and content backbone of the ecosystem. The designer will shape the content-authoring experience used by operators across many institutions, including AI-assisted inline guidance that steers authors toward consistent structure and tone and complete multilingual coverage (Romanian, Russian, English). This also covers designing the authoring and configuration interfaces for new content models — life events, government programs, regulated professional qualifications, enriched institution/provider records, and platform listings — and the interfaces for an enhanced reporting layer and a self-service, event-driven citizen feedback capability that institutions configure and control.
EVO Portal (web). Extend the catalog, search, and service-detail experience to natively present three new content types - life events (guided entry points that bundle related services), programs (availability windows, eligibility, budgets), and professional qualifications (regulated status, competent authority, recognition route, required evidence, links to the EU Regulated Professions Database). Design the subservice pattern, where a service branches into variants and the user selects the one matching their situation, and design how centrally configured, event-driven feedback forms appear at defined journey points.
EVO Cabinet (personal workspace). Transform the Cabinet from a standalone portal into an integrated workspace within EVO. This is a substantial design effort: aligning it fully with the National Design System; restructuring information architecture from a source-based grouping to a value- and user-need-based grouping; designing in-app transaction flows that eliminate external redirects (e.g., power-of-attorney management via MPower, contact-data management via MNotify); proactive notifications for data that needs attention (expiring documents, outstanding obligations); contextual next-step actions per data block; a delegated-access view for users acting on someone's behalf; and a new personalized programs-and-benefits section based on profile and eligibility.
EVO Mobile. Bring every new SRPS capability to mobile with parity to web. Design device-aware deep-link hand-off so an action started on the web continues inside the app, landing the user directly on the exact, context-loaded action behind existing security gates. Restructure the public-service module for a data-driven rendering of the new content types and subservices; design in-app feedback tied to the mobile service journey; and design native provider profiles that surface authoritative institution data on every service.
EVO Admin Panel. Design a new management layer that lets administrators configure how modules, data blocks, pending actions, and related actions are presented and behave across mobile and desktop — including naming, iconography, visibility, ordering, target audience, caching, triggers, deep-link destinations, and escalation timings — all without requiring an application release.
Collaboration & ways of working:
The consultant will operate within the eGov Design Team's shared standards and rituals, coordinate closely with other individual consultants covering adjacent parts of the scope, and partner with product and engineering stakeholders and implementation teams. The emphasis throughout is on clarity, consistency, accessibility, and ease of use — reducing friction for citizens and businesses and increasing adoption of Moldova's digital public services.
B. [bookmark: _Hlk137127518]Objectives of the Assignment
The objective of this assignment is to strengthen the Moldovan eGovernance Agency's (eGov Moldova) internal product design capacity by providing hands-on UX/UI design expertise supporting the design, redesign and continuous improvement of digital public services and shared government platforms.
The UX/UI designer is engaged as an individual consultant and will work as part of the eGov Design Team, collaborating with other individual consultants and implementation partners to deliver the full scope. The work is hands-on, end-to-end product design - from information architecture and user flows to high-fidelity interfaces and design-system components - grounded in the principle that SRPS is the single source of truth, and that the web and mobile channels must reach full feature and data parity. Every deliverable must extend and comply with the National Design System.
The Consultants (2) shall contribute to creating simple, accessible, consistent and user-centered digital experiences aligned with eGov Moldova's product strategy and national design standards. 
C. Scope of Work – Tasks and Responsibilities

The Consultants shall work under the direction of eGov Moldova and provide full-time design support across multiple products, initiatives and digital transformation projects.

Assignments may include, but are not limited to:
· UX research support;
· service and interaction design;
· user flow development;
· information architecture;
· wireframing;
· interface design;
· responsive design;
· interaction specifications;
· usability improvements;
· accessibility improvements;
· prototype development;
· design system implementation;
· product discovery;
· concept validation;
· design quality assurance;
· support during implementation.

Responsibilities

The Consultant shall, as assigned:

Product Design
design intuitive user experiences;
simplify complex user journeys;
translate business requirements into user interfaces;
produce interaction flows;
develop interface concepts;
prepare high-fidelity designs;
prepare interactive prototypes.
User Experience
analyse existing interfaces;
identify usability issues;
improve accessibility;
optimize navigation;
improve information hierarchy;
recommend experience improvements.
Design System
apply the National Design System standards;
contribute reusable components;
ensure consistency across products;
document design decisions where required.
Product Delivery
participate in product discovery;
support sprint planning;
clarify design intent during implementation;
review implemented interfaces;
support acceptance testing from a UX perspective.

D. Reports / Deliverables 
The Consultant will submit monthly reports and timesheets, which will state activities performed by the Consultant as defined in these TORs, during the reported month and the time spent on each activity (in days). The monthly reports will include links to the developed materials and will be submitted in Romanian.
The Consultant shall:
· report to the designated Product Lead or Head of Product Design.
· participate in regular planning, review and coordination meetings.
· perform additional design-related assignments within the Consultant's area of expertise as reasonably requested by eGov Moldova.

During the assignment, the Consultant shall produce deliverables as required by individual work assignments.
Deliverables may include, but are not limited to:

Discovery
UX assessments;
heuristic evaluations;
competitor benchmarking;
user journey maps;
stakeholder workshops outputs;
design recommendations.
Experience Design
user flows;
task flows;
customer journeys;
information architecture;
navigation structures;
interaction models.
Interface Design
wireframes;
low-fidelity mock-ups;
high-fidelity mock-ups;
responsive layouts;
screen designs;
interactive prototypes.
Design Documentation
design specifications;
component specifications;
interaction specifications;
accessibility recommendations;
implementation guidance.
Design System
reusable UI components;
design patterns;
component documentation;
design system contributions.
Product Support
design reviews;
implementation feedback;
usability recommendations;
UX quality assurance reports.
The list above is indicative and not exhaustive.
The Consultant is expected to work independently with limited supervision, manage multiple concurrent design assignments, proactively identify usability improvements, and contribute to product decisions beyond interface design.

E. Duration (Timeline) of the Assignment 
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]This is a full-time assignment to be implemented during October 2026 – July 2027. The contract can be extended beyond this term, subject to the Consultant’s satisfactory performance and availability of funds.


F. Institutional arrangements and Client’s inputs

The Consultants shall operate as embedded members of eGov Moldova's Product Design function. Before starting their activity at eGov Moldova, the Consultants will be required to:  
· sign the personal data processing consent/agreement; 
· sign the confidentiality and information security undertaking; 
· sign the administrative-operational form/check-in list; 
· submit a detailed criminal record certificate, if requested following the security assessment. 

The Consultants shall work closely with Product Managers, Business Analysts, Developers, QA Engineers and other stakeholders throughout the product lifecycle.
The Consultant shall use his/her own laptop. eGov Moldova will provide working space as well as any other necessary means and support, as appropriate, to enable the Consultant to carry out the assignment successfully.

G. Performance Evaluation
Performance shall be assessed based on:
•	quality of design outputs; 
•	timeliness of assigned work; 
•	collaboration within multidisciplinary teams; 
•	adherence to the National Design System standards; 
•	ability to translate business requirements into effective user experiences; 
•	responsiveness to feedback; 
•	contribution to successful product delivery.

H. Selection Criteria (Qualification Requirements) 
Education
11. University degree in Design, Human-Computer Interaction, Product Design, Visual Communication, Computer Science or another relevant field, or relevent certifications.

Professional Experience
12. Minimum three years of professional UX/UI or Product Design experience in digital products, web applications, mobile applications or digital services.
13. A portfolio containing at least two detailed case studies. Each case study must demonstrate:
· a clearly defined problem statement;
· evidence used to understand the problem;
· the candidate’s individual role and contribution;
· the approach, methods and deliverables used, including why they were selected;
· key design decisions and their rationale;
· the proposed or implemented solution;
· evidence of measurable or observable impact.

14. At least one case study must demonstrate the candidate’s work on a product or service problem beyond a standalone UI redesign or visual update. The project may come from any industry, but must involve at least two of the following complexity factors:
· multiple user roles, organizations or permission levels;
· multi-step workflows with conditional paths or dependencies;
· complex business rules, regulatory requirements or operational processes;
· integration with external platforms, services or legacy systems;
· multiple system states, edge cases, errors and recovery scenarios;
· payments, identity verification, consent or sensitive data;
· high-volume data, dashboards or administrative workflows.
· The case study must explain how the candidate analysed and structured the complexity, worked within the existing constraints and translated it into a feasible solution.
· At least one case study must present a solution that was implemented or validated with users, stakeholders or product data.
15. Portfolios consisting mainly of visual UI screens, templates, marketing interfaces or generic personas without a clear connection to the problem, design decisions and impact will not be considered sufficient.
16. Proven experience working within multidisciplinary product teams, including collaboration with product managers, business analysts, developers, QA engineers and institutional or business stakeholders.
17. Proven experience working collaboratively with other designers. 
18. Demonstrated experience applying or contributing to a design system, including at least one example of a reusable component or pattern with defined states, variants, behaviour and documentation.
19. Experience designing at least one government services, regulated digital services, financial products, healthcare products or complex enterprise applications will be considered an advantage.

Technical Skills
20. Proficiency with industry-standard design tools, including:
· Figma;
· FigJam;
· prototyping tools;
· collaborative design platforms.
Knowledge of accessibility standards and responsive design principles is expected.


I. Terms of payment 
The Contract will be a time-based contract for small assignments, in compliance with World Bank requirements. The consultant’s payments/compensation will be made by the PIU based on the reports approved by the focal point (nominated person) from the eGov Moldova. 
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