Terms of reference for 
tender / call for proposals for
 developing a “virtual social worker “ (e-social worker) IT solution

The Alliance for Public Health (the Alliance, APH) is a leading professional organization that, in cooperation with key public organizations, the Ministry of Health and other government institutions, fights a number of epidemics, including HIV/AIDS and tuberculosis in Ukraine, implements prevention programs and provides high-quality technical support and financial resources to local organizations.
The mission of the Alliance is to reduce the spread of infections and deaths, as well as to reduce the negative impact of epidemics by supporting the public response to them in Ukraine and spreading effective approaches to prevention and treatment in Eastern Europe and Central Asia.
The Alliance for Public Health is the primary recipient of the regional grant from the Global Fund, the Sustainability of Services for Key Populations project in Eastern Europe and Central Asia (SoS_project 2.0). Grant implementation period: 01.01.2022 - 31.12.2024.
Project goals:
· Institutionalizing effective HIV response models and processes in the EECA region to influence the improvement of the HIV care cascade in the region
· Removing barriers to services for key population groups to ensure quality medical interventions based on human rights principles; overcoming gender barriers to services
· Budget advocacy for sustainable services for key population groups in the EECA region
Geographic focus of the project: 14 countries - Albania, Armenia, Azerbaijan, Bosnia and Herzegovina, Georgia, Kazakhstan, Kyrgyzstan, Moldova, Montenegro, North Macedonia, Serbia, Tajikistan, Ukraine, Uzbekistan.

The development of a number of innovative IT solutions for use at the national and/or regional level to strengthen the effectiveness of HIV epidemic prevention programs is a separate important block of the project.

Purpose and subject of the call for proposals / tender: selection of a service provider (organisation or team of experts) who will work in accordance with the framework requirements (terms of reference, technical specifications) on the technical aspects of the development of the IT solution "e-social worker".

Introductory information
The development of a number of innovative IT solutions for use at national and/or regional levels to improve the effectiveness of HIV programs is a separate important part of the project as a means of making health care solutions more cost-effective, low-threshold and sustainable.
This announcement is related to the Electronic social worker (virtual social worker, e-social worker, eSW) solution. 
“Сlients” who need HIV or related healthcare advice may not have immediate access to a social worker or healthcare professional. The aim of the eSW project is to provide key information and advice to “clients” where and when they need it. This may include:
1.	Access to key static information offline where the “client” does not have access to the Internet or needs information in an emergency, such as what to do in the event of an overdose.
2.	Access to basic information online such where to find PrEP
3.	The ability to ask the eSW questions in order to provide a richer experience for the “client” and access to more information.
The first two will be developed in-house by APH. It is anticipated, the third will be AI powered.
E-social worker is an AI-based instant messaging solution for digitizing the social assistance process and sharing relevant information. The solution should be useful both for the client and for social workers. It should be a mechanism of a virtual assistant with the possibility of its integration into any relevant existing services using a single central database (end-to-end integration of client data and services with a virtual assistant).
The electronic social worker should be able to provide a range of information, answers, access to services / services that will reduce the burden on social workers and allow them to devote more time and effort to more meaningful tasks that require an individual approach and direct communication with the client.
All processes that fall within the scope of the social worker's workload within the services/thematic areas in the diagram below that can be automated should be reflected in the algorithm. 
[image: C:\Users\Malakhova\AppData\Local\Microsoft\Windows\INetCache\Content.Word\Screenshot 2022-10-26 at 15.50.15.png]
The content for the solution will be provided by the APH project team and is not expected from the applicant. 
So far, many individual solutions have been developed - bots, applications, websites, which are used by individual organizations/projects/countries. They mostly relate to one or a small number of issues that fall within the scope of the services provided. An e-social worker should cover all these functions and capabilities that are currently offered, as well as a wider range of what is not currently covered by other IT solutions.


[bookmark: _dgclvniy68r8]Terms of Reference

Within this call for proposals, applicants can submit applications for both part 1 and part 2 together, separately for part 3, or for all parts simultaneously. 
Part 1 – Chatbot development
Part 2 – Talking head development (or other creative alternative) 
Part 3 – Online mobile application development
The choice needs to be explicitly stated in the project proposal.
There should be one product which encompasses the following aspects:
· Offline application. The offline functionality will be developed separately by APH but the applicant must suggest an integration approach to integrate their application.
· AI based chat on Telegram, WhatsApp, Facebook Messenger and other popular IM solutions. 
· Virtual human solution to enhance empathic experience during the interaction between the “client” and the AI bot. 

The content for the solution will be provided by the APH project team and is not expected from the applicant. 
[bookmark: _7equtipg3tki]

[bookmark: _2hwrhldenlyx]PART 1: CHATBOT DEVELOPMENT
Example: https://kore.ai/platform/0
[bookmark: _w5t8pbqnimyq]Stage 1: Plan
Develop a plan for the development of the chatbot solution, including the construction/adaptation of a scheme constructor for the chatbot, dialog elements, relationships, and AI for recognizing custom user requests.
[bookmark: _5r9c84e6rn42]Stage 2: Build
Finalize the chatbot solution concept and adjust to the structure/schema of scripts and algorithm/logic of the solution.
Update the conceptual document on the development of the solution and develop the programmatic part of the algorithm/logic of the chatbot solution.
Use the constructor to build the chatbot and implement the programmatic logic and AI for recognizing custom user requests.
[bookmark: _nb0ibmbx3u1r]Stage 3: Test
Test the chatbot solution and make necessary adjustments based on feedback from stakeholders.
[bookmark: _efs0j4i6wtfc]Stage 4: Pilot and refine
Pilot the chatbot solution among a small group of clients in several EECA countries (e.g. Ukraine, Kyrgyzstan).
Refine the chatbot solution based on feedback from the pilot group and ensure it meets the project requirements and objectives.
[bookmark: _lw6l3w7w421u]Stage 5: Implement
Work with the project group to deploy a chatbot solution.
[bookmark: _5nij6vw04jhw]Stage 6: Support
Provide support and maintenance for the chatbot solution after deployment.
[bookmark: _57kj5jivnvsc]PART 2: TALKING HEAD (or other creative alternative) DEVELOPMENT
	  
Possible Examples:
	  https://who-en.digitalhero.cloud/session
https://talk.crowdmedia.com/demo2/?head_id=patient&org_id=pangea
[bookmark: _hct60sp9caod]Stage 1: Plan
Develop a plan for the development of the talking head solution (or another creative solution that will bring empathy and emotions into the communication of the eSW with the client and enhance the communication with lively image / action), including the construction of a 3D model with articulation (or other corresponding technical aspects) and customization for a specific country/region.
[bookmark: _dfrn9dnre55q]Stage 2: Build
Work with a specialist to develop the “talking head”  (or other creative alternative) integrated with the chatbot into a single solution.
[bookmark: _wf179kba1tql]Stage 3: Test
Test the „talking head” solution and make necessary adjustments based on feedback from stakeholders.
[bookmark: _9vsonpx5xqnc]Stage 4: Pilot and refine
Pilot the „talking head” (or other creative alternative) solution among a small group of clients in several EECA countries (e.g. Ukraine, Kyrgyzstan).
Refine the “talking head” solution based on feedback from the pilot group and ensure it meets the project requirements and objectives.
[bookmark: _4i71cypx6x7u]Stage 5: Implement
Work with the project group to deploy a talking head solution.
[bookmark: _mdzs41os9oqb]Stage 6: Support
Provide support and maintenance for the “talking head” solution after deployment.
[bookmark: _jxmrq9qbdema]PART 3: ONLINE MOBILE APPLICATION DEVELOPMENT
[bookmark: _2cz2k5wi9sr9]Stage 1: Plan
Develop a plan for the development of the online application, including the design, development, and integration of user interfaces, data storage, security, and functionality.
Identify the programming languages, frameworks, and platforms to be used for development.
[bookmark: _ae7uzfvolxac]Stage 2: Build
Develop the online application based on the agreed-upon specifications and design.
Integrate the application with the chatbot and talking head solutions, ensuring seamless communication and data exchange.
[bookmark: _exw7ovbru34v]Stage 3: Test
Test the application for usability, functionality, performance, and security, making necessary adjustments based on feedback from stakeholders.
[bookmark: _oxzwdi9j5ueg]Stage 4: Pilot and refine
Pilot the online application among a small group of clients in several EECA countries (e.g. Ukraine, Kyrgyzstan).
Refine the online application based on feedback from the pilot group and ensure it meets the project requirements and objectives.
Ensure the application is user-friendly and intuitive, with clear instructions and support for users.
[bookmark: _xdhstpxdgvk7]Stage 5: Implement
Work with the project group to deploy an online application.
[bookmark: _horyhhd6y5aq]Stage 6: Support
Provide support and maintenance for the online application after deployment, including bug fixes, updates, and technical assistance.
[bookmark: _bwa843kfambu]
General Conditions
The solution must be finalised by the end of December 2023.

The content for the solution will be provided by the APH project team and is not expected from the applicant. 

Comparison criteria for the tender for the project description, including the development of chatbot and talking head solutions, include the following:

1. Technical expertise: assess the technical expertise of the bidders, including their experience in developing chatbots and talking heads, as well as their experience with artificial intelligence, 3D modeling, and software integration.

2. Relevant experience: evaluate the bidders' relevant experience with similar projects and their ability to provide successful solutions.

3. Innovation and creativity: assess the bidders' ability to propose innovative and creative solutions for chatbot and talking head development that could enhance the project's functionality and user experience.

4. Timeframe and delivery: evaluate the bidders' proposed timeline for delivering the project, including the planning, build, testing and pilot stages.

5. Cost: evaluate the bidders' proposed costs for developing the chatbot and talking head solutions, including their ability to provide a cost-effective, low-maintenance solution while maintaining quality.

6. Support and maintenance: assess the bidders' proposed support and maintenance plans for the chatbot and talking head solutions after deployment.

7. Customization and Localization: assess the bidders' ability to customize the chatbot and talking head solutions for specific country/region requirements.

8. Security and privacy: evaluate the bidders' proposed security and privacy measures for the chatbot and talking head solutions to ensure the protection of user data and prevent unauthorized access.

9. Transfer of IP ownership rights to the developed products to the Alliance.



[bookmark: _jkty6aqdusq8]Technical requirements


1. Open source. Preference is given to a solution in which there are no (or fewer) closed components/licenses.

2. Chatbot accuracy: The chatbot solution must have an accuracy rate of at least 90% in recognizing custom user requests, as measured by a test set of predefined questions and responses.

3. Talking head articulation: The talking head solution must have at least 10 points of articulation, allowing for realistic and expressive movements, as evaluated by a specialist.

4. Software integration: The chatbot and talking head solutions must be able to integrate seamlessly with the project team's existing software systems, with no disruption to functionality or performance.

5. The system must have an implementation as a web component with full functionality that can be used as a separate frame in another web solution. It is also allowed to be implemented as an IONIC component or IONIC plug-in for Android and IOS platforms.

6. Compatibility with multiple platforms: The chatbot and talking head solutions must be compatible with multiple platforms, including Android and iOS mobile application, Telegram messenger.

7. Response time: The chatbot solution must respond to user requests without noticeable or unacceptable delays over 3G and LTE networks.

8. Full access to the software database, including questions and answers, logs and statistics.

9. The ability to host the solution on premise or in the cloud (Azure, AWS or private cloud).

10. Maintenance and support: The bidder must provide at least 6 months of maintenance and support for the chatbot and talking head solutions after deployment, including bug fixes, updates, and technical assistance, included within the cost.




[bookmark: _jgzznpjfgajn]Estimated budget

The project involves the development of Part 1 (Chat-bot) and Part 2 (Implementation of the “Talking Head” (or other creative solution)) as two separate components to be combined as a comprehensive single solution. Part 3 is considered a separate development with its own budget.

	Project deliverables
	Budget
	Completion date

	PART 1 + PART 2
	up to 100 000 USD
	December 2023

	PART 3
	up to 25 000 USD
	December 2023
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