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Program evropskog partnerstva sa opStinama - European Partnership with Municipalities Programme





TERMS OF REFERENCE

Provision of Citizens Advisory Services
1. Background
The European Partnership with Municipalities Programme (PROGRES) is a joint action of the European Union, the Government of Switzerland and the Government of Serbia, to enhance stability and socio-economic development in the South and South West Serbia. In a holistic manner, PROGRES will endeavour to accelerate growth and improve the overall conditions in the Programme Area. The United Nations Office for Project Services (UNOPS) is implementing the Programme, in a timeframe of three years, starting in mid-2010.
PROGRES activities are divided into four components, and the Programme is expected to deliver eight results, as follows:

Component 1: Good Governance (a cross cutting theme underpinning all components)

Result 1: Participatory, accountable and transparent governance, respecting human rights 

Component 2: Municipal Management and Development Planning

Result 2: Municipal organizational effectiveness and efficiency improved and capacities to deliver services to citizens and business increased

Result 3: Capacities for planning municipal and regional sustainable development strengthened and relevant development documents created 

Component 3: Physical, Economic and Social infrastructure

Result 4: Projects and project documentation prepared for key economic, environmental and social projects 

Result 5: Project financing facilitated through enabling contacts with ministries, donors and other projects

Result 6: Selected projects financed and implemented through the ESSSWeSP 

Component 4: Public Awareness and Branding of Areas 

Result 7: Awareness of the need for, the logic of, and the effects of changes communicated to a broad public

Result 8: A plan to develop the areas’ images and self-images as unique areas of Europe are established and implementation begun.

Direct beneficiaries of all activities are the twenty five municipal administrations (including city councils, and assemblies) taking part in the PROGRES:

•
Ivanjica, Nova Varoš, Novi Pazar, Priboj, Prijepolje, Raška, Sjenica, and Tutin in the South West 

•
Blace, Žitorađa, Kuršumlija, Prokuplje in the Toplički district

•
Bojnik, Vlasotince, Lebane, Leskovac, Medveđa, Crna Trava, Bosilegrad, Bujanovac, Vladičin Han, Vranje, Preševo, Surdulica, Trgovište in the South Serbia.

The concept of good governance entails open, transparent and effective performance and accountability of the local government. Furthermore, it denotes a strong, participatory civil society, and independent media, which are constantly engaged in improving relations with the local government. 

In good governance, the information flow betwee  Local Self Government (LSG) and citizens is constantly enhanced; the competence and responsiveness of the organisations to citizens’ needs grows; finally, citizens are capacitated to access entitlements to public services in a non-discriminatory fashion. 

Good governance enables strong partnerships on the local and regional level and continually proves its ability to attract investments, both national and international.

Within the Good Governance programme component, PROGRES will support provision of Citizens’ Advisory Services (CAS) in two municipalities in South Serbia (see below for details), with an emphasis on outreach to vulnerable and marginalizied citizens, and sustainability. 
This intervention will secure Citizens’ Advisory Services for an estimated 4,000 beneficiaries, coming from vulnerable and marginalized social groups, who will be getting practical assistance and information on how to access their rights and entitlements, including identity documentation, education, healthcare and social welfare benefits. This will also be a support to the beneficiaries to exercise their civil rights, such as the right to vote.
Information will be provided on what citizens are entitled to expect from government in regard to access to financial benefits and services, as well as legal support where entitlements and services are not available due to lack of proper documents or other admin issues. Services established under this activity should be developed taking into account upcoming national legislation related to provision of free legal assistance, which will contribute to the sustainability of the services.
2. Justification of the Intervention
This intervention is in concordance with the State Strategy for Provision of Free Legal Assistance , and the Law on Local Self Government  which stipulates that LSGs could organize provision of free legal assistance. Also the Constitituion of the Republic of Serbia in its Article 67, guarantees to each individual the right on legal assistance
The Republic of Serbia is obliged to organize and make operational provision of legal assistance, including free of charge legal assistance, also by its membership in the Council of Europe, whose recommendations she is obligated to follow. 

The provision of Citizens Advisory Services is described in the Section 2-Intervention, Subsection 2.4- Activities, Paragraph 1.3 – Citizens’ Advisory Services of the PROGRES Project Document.

3. Long Term and Immediate Objectives of the Intervention
The overall objective of the intervention is supporting establishment of a comprehensive and effective system of provision of free legal assistance to the citizens.

The immediate objective of the intervention is to enable local vulnerable and marginalised people, including refugees, IDPs, returnees and Roma, to access the public services and welfare benefits to which they are entitled, thus enabling them to fully participate in socio-economic life of their communities. 
By the end of 2012, at least 2,000 vulnerable and marginalized people from the two municipalities were assisted in accessing their entitlements and securing their rights.
By the end of 2012, the two selected municipalities have included support to the provision of the CAS into their respective annual budgets, thus fulfilling the objective of achieving sustainability of the services. 
4. Scope of the Intervention
The CAS Provider will be expected to provide services which will enable vulnerable and marginalised people to access their rights and entitlements to public services and benefits.  It will do so by offering information and practical assistance such as obtaining documents and completing forms which are necessary for accessing appropriate education, health care, social welfare services, social security benefits, unemployment benefits and employment assistance.
The following activities are expected to be performed:
· Establish, in partnership with local self-government, CAS centre for selected municipality;
· Provide services, free of charge, including but not limited to the following:

· Render Information and practical assistance (e.g. form filling, accompaniment or transport to municipality offices, financial assistance for admin costs of documentation when prudent, etc.);
· Provide support in obtaining necessary identity documentation;

· Support clients in validation procedures for certifying primary and secondary education documentation obtained outside of Serbia;

· Provide support in applying for and obtaining social security benefits and pensions;

· Provide support in applying for and obtaining other rights and entitlements;
· Provide outreach services, so that residents of remote communities, marginalised and disabled people, and others who may find it difficult to access services located in the main towns can obtain the advisory services described above.  Outreach services should be provided throughout the territory of municipalities in which the services are located;
· Where support is not available from CAS, provide information on which organisation can provide assistance (e.g. centre for social work, Citizens Assistance Centre, etc.);
· Make appropriate plan and conduct continuous promotional activities to ensure that as many people as possible are

· aware of the service, 

· know how to access it, 

· are able to access it, and 

· are aware the services are provided free of charge;
· Cooperate and coordinate activities, including promotional, with other organizations/institutions, such as Citizens Assistance Centre, Centre for Social Work and National Employment Service. Make sure all CAS promotional materials are always available within these institutions; 

· Collect relevant and useful data to show the actual results of CAS;
· Lobby with municipalities for sustainable provision of the services and for ensuring that provision of the services is included in the municipal budget for 2012
· Engage with the national legal aid reform efforts, and identify opportunities for funding and expansion of services arising from legal aid reform

· Organize fundraising activities to obtain voluntary donations and sponsorship from local individuals and companies
· Ensure the Programme visibility wherever possible and/or appropriate
· Ensure  that that no services parallel to one already existing in municipality is being established  

5. Final Product

CAS units in each municipality are fully operational and incorporated into LSGs’ structures by the end of project implementation.

6. Target Beneficiaries
The expected profile of CAS’ clients is as follows:

· All residents, regardless of gender, ethnic identity, citizenship, age, sexual orientation, or disability, will be eligible for receiving the services;
· Priority will be given to vulnerable and marginalized social groups, including elderly, disabled, one-parent households, and unemployed, refugees, IDPs, returnees and Roma; 

· The service provider is expected to pay special attention to the needs of women by ensuring that women advisors are available if necessary, at times and in places that are appropriate and acceptable to clients;
· The service should ensure accessibility for all people with disabilities.  This includes being physically accessible for wheelchair users, and also being responsive to the particular needs of people with other forms of disability (e.g. communication needs of deaf people, appropriate information sources for blind people);
· The service provider should create clear and transparent criteria for deciding which clients are able to receive support for assistance which requires additional costs (e.g. cost of court translations, municipal document fees, transport costs, etc.). These criteria should reflect requirement for sustainability of the services with future funding from local government and/or national government funding.

7. Monitoring and Reporting
The following reports will be expected from the service provider: 
· Monthly progress reports (after first month and thereafter)

· Final report assessing and analysing services provided for the whole period (to be submitted in December 2012) 
The PROGRES Programme will monitor implementation, and provide technical and programmatic advice as necessary and available.
The service provider can be evaluated at any time during the project implementation.
8. General Conditions
a. The Applicants
Eligible lead applicants for provision of CAS are CSOs from three municipalities in Toplica District (Prokuplje, Kursumlija and Blace). CSOs must be legally registered and have the seat in cited municipalities.
All lead applicants must have substantive partnership with respective local self-governments. LSGs must confirm their readiness to enter in the partnership with a signed and stamped Letter of Commitment and an elaborated Plan for Sustainable Provision of CAS. If chosen for funding, the partnership must be validated through formal Partnership Agreement, stipulating roles and responsibilities of each partner, prior to beginning of implementation.
All partnerships must have financial contribution to the funding of the project with at least 10% of the amount requested from PROGRES.

PROGRES will support total of two (2) project proposals in this repeated call, objectively appraised as best. Only one project will be funded in one municipality.
b. Sustainability of CAS

The applicant is expected to elaborate in the application, in a clear and unequivocal way, how CAS will be embedded into local structures and become fully sustainable with local/national sources of funding, after implementation of this project ends. 
c. Timeframe
Implementation is to start by mid Sep 2011 and to end in December 2012.

d. The Project Budget 
Each of two awarded project proposals will receive from PROGRES up to EUR 30,000 for the whole implementation period, in sequenced payments. Requests below EUR 10,000 will not be considered.
e. Previous Experience and Track Record

All CSOs considering for applying for CAS funds must have relevant experience and clear track record from previous projects.

Relevant experience is proved by detailed reference list (subject to verification), stating the donors (with relevant contact info), implemented project titles (with short description) and financial values of implemented project.
f. Other Requirements 
Financial assistance for, and actual provision of, legal representation is NOT a part of this services
The service provider is expected to carefully document every case in order to enable reviews and evaluations of provided services quality and quantity.
The service provider has to document its organizational procedures and standards to demonstrate that high quality of services will be delivered.

The service provider will identify new solutions to specific problems people face, if need be, and will incorporate these lessons learned into working materials and procedures, continuously improving the services on offer.  Lessons learned should be well documented, and presented on request, for replication and development of the services. 
The service provider is expected to have effective arrangements for ensuring that client details remain confidential, and that they are not misused.

The services are to be offered in a central location in municipalities. The location must be physically accessible to all (including people with disabilities). The location should be negotiated between the partners (CSOs and LSGs) prior to submission of the application, having in mind especially the request for sustainability of the services.
The Programme is funded by the European Union, the Government of Switzerland and the Government of Serbia and 

implemented by the UNOPS, in partnership with 25 municipalities of the South and South West Serbia.

