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Supplemental Letter No. 2
REPUBLIC OF ALBANIA

September 23, 2015

International Bank for Reconstruction and Development
1818 H Street, N.W.

Washington, D.C. 20433

United States of America

Re: Loan No. 8521-AL
(Citizen-Centric Service Delivery Project)
Performance Monitoring Indicators

Dear Sirs and Mesdames:

This refers to the provisions of Section [1.A.1 of Schedule 2 to the Loan Agreement of this date
between the Republic of Albania (the Borrower) and the International Bank for Reconstruction and
Development (the Bank) for the above-captioned Project.

The Borrower hereby confirms to the Bank that the indicators set forth in the attachment to this
letter shall serve as a basis for the Borrower to monitor and evaluate the progress of the Project and the
achievements of the objectives thereof.

Very truly yours,

REPUBLIC OF ALBANIA

4

Wed Representative

By
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Intermcdiate Resules Indicaiors

Target Values

Data Source/

Responsibility
for

assisted access

Indicator Name  |U™ O Ipaceiine  [FY 1516 [FY1617 |TY 1" IFY 1819 |FY 1920 |Frequency|Methodology pata
Measure 18 Collection
Agencies with new
and enhanced IT  |Number |0 - 3 6 8 - Annual Third party report PMU
systems
. . BPR To-Be
Priority services BPR To-Be |maps of 70 |B'R | BPR To-Be .
with business maps of 50 | services plans for maps of 100 Third party
process Number |0 P 70 P Annual reports/administrative | PMU
. services produced . services
reengineered services data
produced. |and produced

(DLI) executed

approved
New services with
Level 3 Number {0 15 35 55 75 Annual Third party report PMU
automation (DLI)
Services offered :
with improved
customer service | Number |0 - 70 90 110 130 Annual ADISA PMU
front office
interface (DLI)

70 services;
Services with . promotion
. . 70 services; |plan
information romotion |executed
available on Number |0 P . 90 i10 130 Annual PMU reports PMU

. plan and third
multiple platforms
prepared party

(DLD) .

review

conducted
Functional
outreach points for [ Number (0 - 20 50 70 90 | Annual PMU reports PMU
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{uternediate Resulis Indicaiors

Indicator Name

Unit of
Measure

Baseline

Target Values

FY 15-16

FY 16-17

FY 17-
18

FY 18-19

FY 19-20

Frequency

Data Source/

Methodology

Responsibility
for

Data
Collection

service/agency
with KPlIs, gender
disaggregated
wherever relevant,
and feedback on
quality prepared
and published.
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Users accessing E-Government services

Based on the EU DESI identification of E-Government indicator 5al, this
indicator measures the number of users filing forms on the net.

Pre-filled forms for services

Based on the EU DESI identification of E-Government indicator 5a2, this
indicator measures the number of forms on the e-Albania portal with pre-
filled data.

Number of services with proactive citizen feedback mechanisms
implemented

Measures the permanent proactive conduct of surveys, through use of
SMS, automated call, and agent calls of identified beneficiaries, on
sample or universal basis, to assess the quality of service delivery for
performance management, Individual negative feedback may be
redressed, but it is not a complaint receipt or management system.

Institutional pre-requisites of Citizen Centric Service Delivery Program
(DLI)

Measures the ownership of financing, stakeholder management, strategic
design details, and regulatory reform of the reform process, as well as
assessing baselines for quality and access of service delivery

Services with key performance indicators reported and quarterly
performance reports circulated

Measures the use of date collection for improved performance
management.

Annual performance report of each key service/agency with KPIs,
gender disaggregated wherever relevant, and feedback on quality
prepared and published.

Measures the use of date collection for improved performance
management.
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