
Terms of Reference
Consultancy Services: For the development of a relational database for customer relationship management with job seekers and employers according to the New Service Model of SESA.  
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Background and Project Description:  
The CIM integrated expert has identified the need for the management of information related to the New Service Model introduced by SESA and its Customer Relations and the significant benefits that can accrue in regard to circular migrations issues between Germany and Georgia.

Customer relationship management (CRM) tools are being used extensively by Public Employment Services (PES) to successfully manage their interactions with Jobseekers and Employers. They enable Employment Support Services to track the progress made in placement, integration and training processes from the registration of customers the labor integration. CRM Databases enable to store all relevant notes and files as well as client information and are used as a database of interactions so everyone within the SESA can view a full scope of the relationship with a client. CRMs also generate reports and allow for increased analysis of data to achieve better service delivery and facilitation. Although the Ministry of Labor and the Employment Support Agency recognise the importance and need for a CRM within the newly to establish WorkNet 4.0 such a system is not established yet, primarily due to the significant costs associated with a major IT-Project. 

The purchase of an almost ready database such as Success Control
 a COTS off-the-shelf
model and the associated low expenses for customizing this database seems to be a pragmatic and quick workaround solution that meets the recent specific needs of SESA. 
The development of a bespoke model is considered as a suitable option due to the low risk of failure and the expected quick outcome. 


The preferred option by SESA is a model that is cost effective, is easily accessible in real time and eliminates the costly purchase of expensive hardware or software. A relational Access Database solution is posited as the most suitable solution for SESA. 
The consultant must indicate a willingness and ability to offer sound knowledge in Customer Relationship Management (relational) Databases such as Access. The procurement of a consultancy tender for a relational Customer Relationship Management Database is one of the initiatives being undertaken by the German Development Agency (GIZ) under the Programme entitled “Migration and Diaspora”. The main objective of this project is to assist the Georgian Employment Support Agency in institutional Capacity Building in order to Manage the Labor Market Needs and Circular Migration imbalances. 
This activity forms a part of several initiatives under the German Development Agency (GIZ) Initiatives in Georgia. 

1. Objectives of the Consultancy
This assignment envisages the use of Access to adapt and customize a CRM Database for SESA. The database will be accessible by all SESA Counselor’s and the SESA Management for the effective management of client relationships utilising real time data without the high costs of expensive hardware and software. The Database enables the Counselor´s to apply the New Service Model for Jobseekers and Employers. The CRM Database is integrated with the recent WorkNet, the Data stored in WorkNet gets automatically transferred to the CRM Database. The Database is integrated with the GEOSTAT Database of Companies
.
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14. Scope of the Consultancy
The consultant is expected to deliver the following results:

A. Diagnostic Assessment: Conduct an assessment of Success Control Access Database and the New Service Model of SESA that increases understanding of the CRM needs. This must include a review of the existing software (WorkNet Database) and GEOSTAT Database and fields for consideration. This will also include a review of the existing good practice of CRM databases in Georgia, with a view to increase the understanding of the specifications to be considered for the SESA CRM Database model and providing recommendations on suitable solutions.

15. B. Customize the CRM Database from Success Control that considers the following key attributes noted by SESA for a CRM Database. It should, at a minimum:
· Serve as a contact database, recording interactions with jobseekers and employers
· Serve as an enabler for payments
· Deliver statistics about Gender, Age, Occupation, Location, Disability, Nationality, e.g.
· Track numbers of vacancies, Wage subsidies, founding subsidies 
· Have an easy to use interface 

· Generate customisable reports 

· Allow for email integration, the attachment and uploading of documents/photos e.g. 
· Provide security and avoid redundancy

C. Provide training to SESA staff on the use and integration of the CRM Database into their daily work. Further develop the existing user manual of Success Control and develop training materials.

METHODOLOGY
The consultant will be required to work closely with the Senior Advisor of WorkNet, a Senior Advisor from the Department of Mr. Giorgi Bunturi
. The consultant will also be required to communicate directly with a Person of GEOSTAT
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17. DELIVERABLES AND REPORTING REQUIREMENTS

The deliverables to be submitted by the consultant are as follows:

· A Report that includes a proposed work plan with timelines, as well as a draft survey questionnaire for the involved Senior Advisors. This is to be presented 

within 10 working days of the commencement of the consultancy. 
· Any foreseen challenges and remedial action should be documented as a part of Report 1.

· The Report should also include information on the gathered information from the diagnostic assessment
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The report must be submitted as: 
· one hard copy 
· one electronic file in MS word 

· and an electronic file in PDF.
19. CHARACTERISTICS OF THE CONSULTANCY
· Type of Consultant: Consulting Firms

· Expected start date: asap
· Duration: A total of 30 days is being allocated to this assignment. 

· Workplace: From SESA´s headquarters.
· Travel will be required when visiting GEOSTAT and the Ministry of Labour.
QUALIFICATIONS AND EXPERIENCE:

· Information Technology Expertise

· Qualifications, Skills & General Professional Experience

· A graduate degree in Information Systems, Computer Science, Software Engineering 

or equivalent.

· 3 Years of experience in access databases programming.

5 years’ experience in Customer Relationship database design and development, demonstrable experience in the development of CRM systems. 

SESA’S AND FURTHER AUTHORITIES INPUT AND COUNTERPART PERSONNEL

Office accommodation will be provided by the Executing Agency (SESA).
Office accommodation will be provided by GEOSTAT and the Ministry of Labour. 

20. Travel Expenses to GEOSTAT and the Ministry of Labour will be provided by GIZ. 
MONITORING AND EVALUATION

Performance on this assignment will be measured by timely and pertinent submission of completed deliverables outlined in Section 4 above and as outlined within the work plan including timetables and that meet or exceed the expectations of SESA/GIZ. Feedback on each submitted deliverable is not a requirement for the continuation of the project, however, comments will be provided in a timely manner.

PAYMENT SCHEDULE AND CONDITIONS OF CONTRACT

To be completed by Lasha Enukidze.
�








� � HYPERLINK "https://www.successcontrol.de/demo-download/download-und-installation/" �https://www.successcontrol.de/demo-download/download-und-installation/�, gesehen am 26.10.2020


� Commercial off-the-shelf or commercially available off-the-shelf (COTS) products are packaged solutions which are then adapted to satisfy the needs of the purchasing organization, rather than the commissioning of custom-made, or bespoke, solutions.





�This would be ideal, to avoid redundant databases. 


�Is Mr. Bunturi okay with that?


�Is Geostat ok with that? Who will be the person?






