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INTRODUCTION 

1. The Government of Ghana launched the National Public Sector Reform Strategy (NPSRS) 

2018-2023 in August 2018. The goal of the NPSRS (2018-2023) is to enhance public 

service delivery to the citizenry and the private sector. It seeks, among other things, to 

reverse the decline in institutional quality and management effectiveness of Ghana’s public 

sector. 

 

2. Public Sector Reform for Results Project (PSRRP): The PSRRP is an initiative of the 

Government of Ghana that partially supports the Implementation of the NPSRS (2018-

2023). The project aims to help thirteen (13) selected Ministries, Departments, and 

Agencies (MDAs) improve efficiency and accountability in the delivery of key public 

services to citizens and firms1. This will be achieved by strengthening the service culture 

among the employees of these entities and reforming the current structures, systems, 

processes, and internal management functions of the entities to provide more accessible, 

modernized, and timely services. 

 

3. The PSRRP is implemented through the Office of the Senior Presidential Advisor under 

the Office of the President (OSPA-OoP) and supported by a US$32 million credit and 

technical assistance from the International Development Association (IDA – hereafter, “the 

World Bank”). A summary project description and further details are in the Project 

Appraisal Document (PAD) and in the Project Operational Manual (POM). The project was 

restructured in October 2021 to focus on strengthening the Project Development Objective, 

modify the Disbursement Linked Indicators (DLIs), improve performance, and respond to 

the changing circumstances.  

 

BACKGROUND 

4. One of the key reforms in the Public Service is the improvement of service delivery in the 

various Public Services Ministries, Directorates and Agencies. The OHCS provides the 

necessary leadership for defining services, determining standards and procedures, timelines 

for delivery and monitoring of service improvements in the Public Service. One of the tools 

used to assess the service delivery in public sector institutions is the Client Service Charter 

(CSC). The CSC of an institution details the following: 

 the standards for delivering Services to Clients. 

 highlights services required by clients and timeframe for delivery of such services. 

 gain feedback from clients on how to improve the services. 

 

5. Most Public Sector institutions in Ghana have client service charters that prescribe the  

                                                           
1 These are four agencies (Driver and Vehicle Licensing Authority, Passport Office, Environmental Protection Agency, and Births and Deaths Registry); their 

four respective parent ministries (Transport, Foreign Affairs and Regional Integration, Environment, Science and Technology and Innovation; and Local 

Government and Rural Development); the Office of the Head of Civil Service; Public Services Commission; the Commission on Human Rights and Administrative 

Justice; the National Information Technology Agency; and the Office of the Senior Presidential Advisor under the Office of the President. 



nature of services rendered by the institutions, outlines how an organization would work with 

its clients along with providing insights into how an organization operates. It includes the rules 

by which an organization interacts with its external customers including policies, procedures, 

and service level agreements. However, reporting on compliance against these client service 

charters has not yet started. 

 

6. Monitoring compliance with the client-service charter is important to: 

- assess the adequacy of the standards for each of the services  

- ascertain level of satisfaction; to identify whether clients are satisfied with the services 

provided 

- identify services required by clients. 

- gain feedback from clients on how to improve the services – opportunity to modify the 

needed services or standards. 

 

OBJECTIVE AND SCOPE OF THE ASSIGNMENT 

7. The main objective of the assignment is to support selected entities in preparing their CSC 

Compliance Reports. In doing so, the following are related objectives and scope of this 

assignment: 

- Revise and improve existing CSCs to improve compliance. 

- Review existing good practices and examples in and outside Ghana in respect of CSC 

formats/use/monitoring/feedback. 

- Review existing CSCs for each SE in terms of their scope and content to identify issues in 

existing framework and support improvements to the guidelines for setting service 

standards. 

- Develop monitoring framework to report on compliance of Selected Entities to their Client 

Service Charters under the jurisdiction of the OHCS  

- Conduct induction workshops for OHCS staff to validate draft Compliance Reporting 

Framework. 

- Train relevant staff & Departments within OHCS to facilitate the adoption of the 

framework for implementation. 

- Train the selected institutions on the Compliance Reporting Template. 

- Support OHCS to pilot the implementation of the framework. 

 

SPECIFIC TASKS 

8. The specific tasks include: 

- Review existing formats, content, and scope of CSCs for each SE. 

- Identify problems in the existing framework of each SE’s CSC leading to non-compliance. 

- Revise and improve CSCs for each SE based on this review.  

- Identify good and international best practices in service delivery i.e., the use of Client 

Service Charter.  

- Develop draft compliance reporting framework. 



- Deliver validation workshop for the draft compliance monitoring framework developed. 

- Use the inputs from the validation workshop to update the draft framework. 

- Provide support to OHCS to implement the framework as a pilot in two (2) selected 

institutions, including OHCS itself. 

- Support selected entities in preparing their CSC Compliance Reports 

- Perform any other duties or tasks assigned by OHCS consistent with the terms of reference. 

 

DELIVERABLES 

 

9. The following deliverables are expected from the Consultant: 

- An Inception Report within a week of signing the contract. 

- A detailed report on the review and revision for improved compliance of existing CSC 

frameworks for the SEs within first 8 weeks of commencement.  

- A first draft report for compliance monitoring and reporting framework – incorporating 

domestic and international good practices in the use of such CSCs, for adoption and use by 

different categories of MDAs within first six months of commencement.  

- A stakeholder validation workshop report. 

- Final Compliance Monitoring and Reporting Framework. 

- CSC Compliance reports of six (6) selected entities. 

- Training and sensitization reports. 

- Final report of the assignment incorporating – inter alia - lessons learnt. 

 

DURATION OF ASSIGNMENT AND REPORTING TIMELINES 

10. It is estimated that the assignment shall be completed within 12 months from the date of 

contract signing. A summary of Deliverables, Timelines and Schedule of Payment is as 

below:  

 

NO. Deliverables/ Outputs Estimated 

Duration to 

Complete 

Target 

Due 

Dates 

Review and 

Approvals 

Required 

Schedule of 

Payment 

1.  Inception Report Five (7) working 

days - from the 

signing of contract 

 

  

OHCS/CD/PMU 10% of 

agreed 

contract sum 

2.  A detailed report on the 

review and revision for 

improved compliance of 

existing CSC frameworks 

Eight (8) weeks- 

from 

commencement 

 OHCS/CD/PMU 10% of 

agreed 

contract sum 



CONSULTANT SKILLS AND QUALIFICATION  

11. The consultant skills and qualifications are as follows: 

- The selected consultant should have successfully conducted an assignment of similar scope 

and complexity (i.e., development of Service Charters and Service delivery improvements 

initiatives in a Public Service institution) in or outside Ghana. 

- Demonstrated excellence in drafting high-quality reports and recommendations and in 

working with and briefing policy makers and senior servants at short notice. 

- The following key personnel will be required: 

a. Lead Consultant/Team Lead with a master’s degree or equivalent in Public 

Administration, Public Policy, Social Sciences, or relevant discipline, at least 

twelve (12) years’ relevant work experience and demonstrated knowledge of 

Ghana’s public sector and MDs.  

b. A Change Management specialist with a master’s degree or equivalent in 

Organization Development/Change Management/relevant discipline, and at 

for the SEs within first 8 

weeks of commencement.  

3.  Draft Report on the 

Compliance Monitoring 

and Reporting 

Framework. 

Six (6) months 

after approval of 

Inception Report 

 OHCS/CD/ 

PMU   

30% of 

agreed 

contract sum 

4.  Stakeholder validation 

workshop. 

Five (5) working 

days after 

submission draft 

report to the PMU 

 OHCS/CD/ 

PMU   

5% of agreed 

contract sum 

 

5.  Submit final Compliance 

Monitoring and Reporting 

Framework, validation 

workshop report. 

Ten (10) working 

days after receipt 

of comments from 

stakeholders  

 

 

 

OHCS/CD/ 

PMU   

20% of 

agreed 

contract sum 

6.  Training and sensitization 

report 

Five (5) working 

days after training 

 OHCS/CD 

 

5% of agreed 

contract sum 

7.  Support the piloting of 

Compliance Monitoring 

and selected institutions 

and CSC Compliance 

reports of six selected 

entities 

  OHCS/CD/ 

PMU 

 

20% of 

agreed 

contract sum 

8.  TOTAL 100% of 

agreed 

contract sum 



least eight years’ relevant experience and demonstrated knowledge of Ghana’s 

public sector and MDs. 

 

INSTITUTIONAL ARRANGEMENT 

Reporting 

12. The Consultant will report to the Chief Director OHCS, or any other person designated to    

act on his/her behalf and PSRRP Project Coordinator. She/he will provide an electronic 

version of all draft and final deliverables at the agreed timelines. The reporting will be 

completed in a form and substance acceptable to OHCS.  

 

Schedule 

13. The Consultant will discuss and finalize the schedule of work plan and timelines as 

contained in this document with OHCS and the PSRRP PMU. 

 

Client Support 

14. The OHCS is expected to support the Consultant by providing relevant information and 

documents to ensure ease of conducting the assignment.  

 



 


