
'tlvtJL'tl\Jl~1bU'lH1'U (TOR: Term of Reference) 

m1~1.:ivh.~m~m..h:: bij'U'l..h::~V1511Tw1::uu~11~'Ub'Vlrl'lleN~mu'UL'Ut1F1~~'1a • 
m ti 11Ji1Fi 1.:im1-W<ni'\J1'~~'l.J'U'111'1'\Jb 'VlPlb ~am1u~vt11~vim1-:i1'\J L 'UtlFl~~'1a (Smart Back Office) 

' 

o ~I 
(0) . b 'Vl\Jlt·rnbba::~l'l11J'11b u 'U • 

'1"1U'U1'1mLa~'W'<ni'U 1~U~'1.:l ( B\lfl f111l.J'V!1"!1U) 1~~1 L ii'U f111~WJ'U11::!'1.J'U'111'1'\JL 'VlPlL ~a 1 i .:J1U 
" 

Jl1 t11 tJa.:ifim 1vit1ljm1-W'<ni'U1L1u 1'!!~ L 1u LLB'W'W~LFloff'U Lrn::LLB'W'W~LFlofftJ 1J11l.Jm1l.J~a.:im11i.:i 1 u '1 ~ .:i 
'tJ a -:i 0i'I1 'U ;.:ith~nB'U~"W1~'U'U'111'1'UL 'VlP1L~Bf111tl~U~\l1'\J'Vl1\l~1'\JLLe.J'\J.:J1'U\l'U'l.h~l.J:ru ~1'\J~Vl\;1 111 
II 4tl II Q. ' d II I ~ '1 

Vl1'U f111 L\l'U Vl1'U'4FI Fl'1 1~'\J'U ~1'\J'll Bl;J'1 '111'1'U L VlPlJJll P11'1m 11 l.J '1\l~1'\J'llBl;J'1\;11\l1 L 'WB'1'U'U'1'4'\J f111 

tJ f1u~-:i1u'tJB.:JL~1vtt!1~ LLa ~~u~vt11 1vit1wuu ~1-:J '1 '1m zjal.J 1t1-:iial.Ja Li1~~1'UoLJBl.Ja na1-:i'tJa-:i'1mutJ LL'1~ d..J '\I l'\I \I \I~ \I 

L '\JU.:J'Utl 1::!l.J1CU l!::>cttl(9) '1'11U'\J 1~~1L iiu m1'1111'1 LL'1~U1~ LiJ'\J.fl1'W11l.Jtl1~ a'Vl5Jl1'W 1~'U'U'111'1U L 'VlPl~.:Jvl 1 

1 vt'1~'Vl11ufi.:i Fl11l.J~a-:i m1-W'<nitJ11:: 'U'U'11 n0 i-:i1u L if a-:i ~'U LLa:: l~fo.Ua L'1'\J v LL u::~ L tJ'\Jtl 1~ fo"!ltl\;]1.:i 1 LLa~ 
l~'i11e..ia m1'1111'1m1LFl11~v;- LLa~n1'V!'UVILL U1'Vl1.:J L ~a'11 l ti~ n11oW<nl'\J 1 LL'1::!U~'Utl1\l1::!'U'U1,x\JI1.:J \Jl1l.JFl11l.J " . 
~a-:in11'1Ja.:itrli.:i1u\;]altl 

" 
L '\JD.:J'Utl1::mru l!::>ctt>~ ii' Pl'UVoLJBl.J'1 LL'1~'111'1'\JL 'VIP11~n LLe.J'\J f111~1L ii'U\l1'\J\;) m ~B\l L 'U L~B.:J f111 

" " 
tl1~ Lfrut11~a'Vl 5Jl 1'W1~ 'U'U '111'1'\JL 'VlPl'tJB 'I '1'11U'\J L ~ B\l'11m~'U'U'111'1'U L 'VlPl'tJB.:!'1 miJ'Uij\11'\J"l'\J f111~ <nl'U1 

1~ '\J'U L.yil.Jl.11 n~'U 8n~\l L '\J'U1.:J1~'U'U i:J.:1F1-:iljm1 L .ff-:i1'\Jl.J1L tJu\;)a L ~B\l L lJ'U 1~V~L 1'11'\J1'U L'VlFI 1'U1a vmm'Uf111 

oW<nl'U 11~'\J'U L vta1~'U 1~ L tl~ tl'ULL tla-:i LL'1~oW<nl'\J1 L tl\;l11JV F1'1lJtl ~-:i\11Ltl'U~'1~~a.:iv11n 111 LFl11~v;- 11'\J 11l.J • 
ial.Ja'tJa-:i1::uuL ~a 1 i L tJmL 'U1'Vl1.:J L tJm1tlfotl1.:iLLa ~'W'<ni'U 11::uu a11au L 'VlPl 

" ' 
~.:id 'Vl1.:J Pl'\J VoU Bl.J'1 LL'1 ~'111'1\J L 'VI Pl '11'\J n V'Vl 5P11'1 \JI i LL'1 ~ LLe.J lJ ~'I L~~1Lii'Un11'1Vlvl11Fl1.:Jn11 " " . 

tlw LiJ'Utl1~ a'Vl5Jl1'W W'U'U '111'1'\J L 'Vl Pl'tJ B.:!'1 '11U'\J 1vi ti '1~ ~1Lii'Uf11141.:i~tl~ m.~1tl W LiJ'Utl 1::!a'Vl5Jl 1'W 1::!'\J'U 

'111'1\JL 'VlP1'tJB.:J'1'11UU '11n'UF1'11 m~;,:iljF111l.J L zjt11"!11n 11 tJ m11 LF111~y;-L~V1 n'Un11~ <nl'U1 LL'1~ti1:: LiJ'U~ 1'\J ' " ·~ 
1P11m1l.J'!!B~~LL1i L ~a L 'V!l~e..iam11LFl11~v;-LL'1 ~tl1~ LiJ'U~U1L zja~a LL'1~LtJ'\Jtl1~ fo'l!tl~am1t111 tJ1 m 'Uf111 

-w <nJ 'U 1 LL'1 ::ti ~'Utl 1\l1 ~'U'U '111'1'\J L 'Vl Pl'tJ a \l'1'11U'\J 8n~'Ii:J'I1~ LL 'U 1 'Vl1 \lL'\Jn11~ <nl'\J 1 LL'1~ti ~'UtJ1\l1 ~'U'U 
'111'1'\JL'VlPlL ,Xijl.J1(;11~1'U'1 1l.J11'1tJ1 L t11otl\l1'\JL~a1 iXu11aL u1tl1::a.:ifi''tJB.:J'1mU'U~1'U n11oW<nl'\J1L 'VlFI 1 tJ fa v .. . 
'111'1'\JL'VlP1LL'1::!ri1tl'VlBVIB.:JAFl11l.Jfo'U~'\J~'1\l\;)a Ltl 

" " 

1£l. 1'(;rntJ1::~.:iri • 
I!:>. (9)) L ~a~ m~n LL'1~tl1::LiJutl1~a'Vl5Jl1'W1::!'U'U'111'1'UL 'VlP1'tJB.:J'1'11U'U~n n11L i-:i1'\JL ~B'i11l.J1 

t1~utl1-:i m11i-:i1u1 iX LnviF111l.Jnn~m'Ll1L zja ~a\JI 1l.Jl.J1(;11 ~1u . " ... 
l!::>.l!::>) L ~m tlu LL '\J1'Vl1\l L '\J m1-W<niu 1wuu'111a'U L 'VlPl L ~a m1u~'V!11~vi m1-:i1'\J 1 uvFI ~~~a 

' 

Q'l. LU1'V11J1tl LFl).:J f11) 

'1muu1'1mL'1::!~ <nl'U1~'\J~'1.:J ( B\l An11l.J'V!1"!1'U) n LL '\J1'Vl1.:J L '\Jn11oW<nllJ1 LL'1 ~ti ~'Utl1 .:J';j ~'U'U 
" ' 

'111'1'\JL 'VlPlL ~nm m ~1'\J'11lJ1';j()tJ1 Lt11 otl.:11'\JL ~a 1 ~'U11'1 L t11t1 1~'1\lfl'tJB.:J'1"1U'\J~1'U m1-a''ULFI~ B'\JB.:J fim ... . 
~1vial.Ja LLa::L 'VlFI 1 u fav~~~a~L vtl.J1::'1l.J LLa~nu1::a'Vl6Jl1-w 

" 

(9) 



<r. e.J~~ri1wh'1::L~~u 
Ci'.'. C9l) amu'Lii ~CHL'1::~~'U1~'U~'1\I ( e:i.:il'i' fl11l.JVl1"!l'U) ii LL 'UTVl1\l 1 'U fl11oW~'U1 LL'1::tH\JU1\11::UtJ u • 

'111'1'UL'Vl~1'\Xiil.J1~1~1'U .. 
Ci'.'.~) a '11U'Ui ~ CJbb'1 ::~~'U1~'U~G1\I ( v\l l'i' fl11l.JVl1'll'U) '11l.J1 )f;)~ ~'U1LL'1::tJ1'uth\I1::\.JLJ '111'1'\.J L 'VI~ 

u • 

b~tl 1lXLnvitJ1::a'Vl5i11'W1'Ufl11vl1\11'U 11VlL ~1 f;)fWltl\I Lzje:i(ie:i 1~ 
u 

er. e.J~61'l.lq'VIE<tm-:i 1ri1-:irn1 

ct.C9l) ~m·.J~~ (Output) 

11EM1'U~'1 rn1tJ1::d'J'U LL'1:: LL 'U1'Vl1-:i 1 'Urn1~~'U1 LL'1::tJ1'tJtJ1.:i1::tJLJa11a'UL 'Vl~'l.Jv\lamu'U • 
ct.~) ~'1~'W6 (Outcome) 

amU'U'11l.J1)f;)\JfotJ1.:i Lb'1 ::~~'U11::LJLJ'111'1'Ub 'Vl~1 lXiitJ1:: a'Vl5i11'W L lJ'U 1 tJ (;11l.Jl.J1~)~1'U . .. 
b. nT'a1~e.J~61'l.lq'VIE'llv\l bfl1-'.lfl11 

b.C9l) l'i'1~1vi~'1~~~ (Output KPI) 

1::~\.Jfl1 1l.J'11L ~'11 'Ufl11LntJoUtll.J'1 LL'1::1Lfl11::~-Um.m 1'Lifl11U1::Lij'UtJWa'Vl5m'W'tltl\I fl1) u u 

~~'U11::tJLJa11a'UL'Vl~'llv\lamu'LI 

b.~) <Jl1~1~~'1~Y16 (Outcome KPI) 

1::~\.Jfl11l.J'11L ~'11 'U fl11~Vlvl111CJ\11'\.J~'1fl11U 1:: LiJ'U tJ 1::a'Vl5i11'W LL'1:: LL 'U1'Vl1\l 1 'U fl11~~'U1 
1::LJLJ'111'1'UL'Vl~'l.Jv\lamu'U 

rrl. 'llvUL'lJl'lbb~::11t1~::bBtJVl'llv\1'11'U 
.% cJ d 

fri.C9l. 'W'U'Vln11~n'\~1 
., ' 

amu'Ui~CJLL'1::~~'U1Yl'U'Vl'1\I (v-1l'i'fl11l.JVl1'll'U) 
u 

G'll.~. tJ1::"111rnLu1V1l.J1CJ 

'4fl"1rn'l.Je:i.:iamu'Lii~mL'1::~~'U1~'U~~.:i (e:i.:il'i'ml.JV11"1J'U) 

rrl.rn. i6rn1~m~1 

m1tJ1::uh.JtJ1::aV16mY11::tJLJa11a'UL'Vl~'l.Jv\lamu'Uii'tlvtJL'l.J~'l.Jv\l\11'U~~e:i-:irn1e:ici1.:iti'e:iCJ~-:id 
rrJ.rn.C9l. tJ1::-ql.JL~ m1.:iLL~'Urn1~1L-U'U.:i1'U n1V1'Uvi1::v::L1m~1L-U'U.:i1'U LL'1::i6~1L ti'Urn1L~ e:irn1 Ln tJ 

'!) tll.J "vi'l m 'Ufn)U ):: LiJ'U tJ1::a 'Vl5 i11'W'l.Jtl\I WLJLJ'111'1'U b 'Vl~'l.Jtl\1'1mu'U1'\X'18Vlfl~8\1 n LJ1~f;)U1::a.:il'l \11'\.J \JI 1~1 Vl 
u • ., 

' ., ., 
tlCJ1\l'UtlCJ (9) fl)\I 

a ti Ct,Clj 0 ~ I ti ~ 
fri.rn.~. LntJ'l.Jtll.J'1(;11l.Jbb~'Ubb'1::15n11Vl1L'U'U\11'U 8V1\l'UtlCJ ~ fl)\I 

u 

rrl.rn.rn. iLF111::~LL'1::11m1l.l'!Jm~"~a1l.J11'11m'Lirn1tJ1::Uj'UtJ1::aV16mY11::tJLJa11a'UL'VI~ e:ici1-:iti'e:iv ., 
~ fl1'\I 

rrl.m.<i'.'. tJ1::"!ll.J~l.Jl.J'U1~1l.JntJL~1Vlti'1~e!L~m'!Jm'tlmamu'U e:ici1.:iti'e:iv (9) fl~\I 
• u 

rrl.m.cr. tJ1::Uj'UtJ1::a'Vl6mY11::tJLJa11a'UL'Vl~ml.Jl.J1~1~1'U e:ici1'lti'e:iv ~ fl~.:i .. 
fri.rn.b. ~Vlvl1)1CJ\11'U'11U~'1tJ1::Ui'UtJ1::a'Vl5fl1"tl)::tJLJ'111'1'Ub'Vl~ml.Jl.J1~)~1'U 8V1\ltJtlV (9) 11V\11'U . .. 
rri.rn.rrl. ~viv1111CJ\11'Ua1tJ~'1tJ1::Ui'U'11V1foe!tJ~V111 e:ici1.:iti'e:iCJ (9) 11V\11'U 

' u 

~ 



b'i.m.~. tJ1::<q1J/L'11'U1t·mn11th:: ~ 'ULLa::'!l tl L'1'Utl LL 'U::LL 'U1Vl1\l L 'Un11U'l:: ~ 'U'l::'U'U'111'1'UL VI ?l'!Jtl \I 

'1mu'UL'Uv'U1fl1Jl e:i~1.:it!m1 (9) fl#.:i 

~. \ltJtl'i::2.J1CUn1'il'i1Lil'U\11'U 

@lct0,000 'U1VI ("1~\ILL'1'U~1,,.,d'U'U1Vlc1'1'U) '11n'101U'Ui~mLa::~~'U1~'U~'1\I (e:i.:it"lm11J,,.,1'tt'U) 
" 

~. 'i::f.J::L1~11'i1Lil'Un1'i 

~1LU'Un1'i~1.:i~tl~ n~nth::dhJtJ 'l::i;V15n1w'i::tJu'111a'U L Vli'l'!Jv.:iamu'U LLa::'1.:i1Je:iu11 EJ\11'1.J 

vY.:i"11J~ 1~LLa1La~'1n1EJ L 'U @lcto 1'U tiu'1~'11n1''Ua.:i'U11J t mrcycy1~\:i 

@o. n1'iL'1'Utle.J~\11'U ('i::tl::L1~1~\11Jtltl\11'1.J) 

~tJ~n'ci11Jl na.:itJnmi1 ~LLa1 L'1 ~'1Il1EJ L 'U ri1"1'U~IJl11Jvti~folJtitJ"11J1EJ\11'U ~.:id 
@o.@ L'1'Utl'i1f.l\11'Un1'iAm~nLdti.:i~'l.J (Inception report) ~1'1.JJ'U ct L'11l 1~wih1EJa::LBEJ~'llv\l\11'U 

IJl1lJ'lltltJL 'lJIJln1'i~1L ii'U\11'1.J L 'U'!lv b'i.m.(9) b'i.m.l!:> LLa:: b'i.m.m ri1"1'U~~\1)1EJ\11'Uil1EJ L 'U1::t1:: na1 ~o 1'U tl'u 

'1~'11n1'Ua\l'U11J L'Uacycy1 w~e:il.lvY\l~~~a 1~cl"'!i'vlj'111EJ\11'U~U'UVin~1EJ hhuml.l Microsoft Word ,j1'U1'U 

(9) 'q~ 

@o .lr:I L'1'Utl'i1tl\11'UOUtJ'11l\j'iW (Final Report) ~1'U1'U ct L'11l 1~EJij11EJa:: L BEJ~'lltl\l\11'UIJl11J 

'llvtJL '!l1J1m1~1L U'U\11'1.J 1 'U'!lti cri ri1,,.,'U~'1\111EJ.:i1'Un1EJ L'U'l::EJ:: L 1a1 @lcto 1'U tiu'1vi'11n1''Ua\lu11J tuacycy1 

w~v~\l~~~a1~a'li'e:ilja11EJ\11'U~U'UYin~1EJ1tJ1LLm1l Microsoft Word ua:: Adobe Acrobat ~1'U1'U (9) ~vi 

@@. n1'i~\11ltit1.:i1'ULL~::m'i~1m~'U 

tr11~1\1'1::~1LU'Un11i11::L~'UIJ111J\11Vl\11'U"1~\1'11nflru::m11Jn111Jl11'1-StJ'1n~v\IL~EJtJ~tJEJLLa1 1~EJLLU\I 
" " 

m1i11::e:ie:im i'.Ju I!> .:i1~ ~.:id 
\11~~ @ LthJ~1'U1'UL~'UL'Uel(;))1 ~e:JEJa:: cto (~1~tJLtJviL~'Ul'l) 'lltl\11\IL~'UIJ111Jacycy1~1\I Lde:i~tJ~n°cl1 

1~~~'1\111tJ\11'Um1Pin'cl1Ldmi;l'U (Inception Report) ua::flru::m11Jm'l\;l'l1'1-Su1~1J111'1-StJL~EJu~e:iEJua1 
.:i1~~ lrl Lllu~1u1m~'Utuam1~e:im~:: cto (~1i;uLtJe:iiL~u1'1) 'llv\11\IL~umlJacycy1~1\I L~e:i~tJ~n'cl1 

1~~~'1.:i11EJ\11'Uouu'11l\J'lru (Final Report) LLa::flru::m11Jm1m1'1fo 1~m1'1-SuL~t1u~e:imLa1 

l11J1fJLl1~ L'Umru~tJ~n'cl1~~icycy1auL ~e:i\lm'11n 'Wa11111'1tJ~mi.:i1u t~'11L ~'1'1'11.:i 1tJ1J11m::EJ::L1a1 

~iu~~icycy1~riTv1u~11 ~tl~m:J1vuEJe:i111~~11~1.:itJ-SuLll'U11EJ1''UL'Uam1~e:iEJa:: o.<9lo 

'!Jv\I 11f\1rl1~1\l '1'U n11~tJ~n'cl1'1 ::tJnu~\11'1.J L'1~'1iuIJl11.Ja C\j C\j1 1~ EJfl1tl-StJ~\I n" 11'!J1\I~ 'U 

amu'U '1::tXn'11n L~'U~'1::~1EJri1~ 1\l 1~~uYi 

@lrl. Vi~ntl'i:: n'Ue.1~.:i1'U 

n11~1tl rl1~ 1\1 L ~~tJ~n'cl1~LL U\I m1'111):: vv n L U'U\11 ~ cr11~1\1'1::tXn L~'U~'1::~ 1 EJ LL~a::fl#\l L 'U el(;)) 1 
" 

~e:iEJa:: ct 'llv\I L~'Uri1~1\ILL~a::\11vi L ~m iJum1tJwn'Ut.ia\11mLa::amu'U'1::?im~utJ1::n'Ut.ia\11umEJ L 'U ~ct 
1u tiu'11nflru::m111m1m1'1-Su 1~1J111'1\11'U\11~~~ri1ma~'1LLa1 

"' 



@m. ri1tl~u 

mru~~tJ~m~1vl1~1'UhlLL'11L'1~~\Jl1lJ L1m~·rn~1m~'qiqi1 ~'lJ~mn~~IJi'el~L~Vf11tJ-r'll1~LLn~-J1~1~ 
L ll'U11v1''U 1mi'IJl11-relv a~ o.G> (~'Utl~~vtU~) '1Jel~1~L~'Uf11~1~'1Jel~~1'U i!'Un~~1n1'Uf11'\Jfl1Vl'U~ 1'U'!Jel ~. 
~'U()~1'U~~'lJ~m~ntJlN~\Jl 1l.JiqJ qj1f11'\J Cl1'U LL'1~~11~1~ 1~1Jl11~ fo~1'U LL'11 

@er. fi1W'1l.JU~'llei~~mm~n 
G><i'..G> m1~~'Vl~ L ti V'U!l 'llel'1'\J11Jl/!'lrual.ltm~'U I 

G>) ~'lJ~m~n~~lli'eM;'U'Vl~LtiV'ULU'U~'lJ~n~1n'llm~'Vl11~m1f1~~ a1'U1i'1mLa~tl1~Lij'U~a 
~) ~'lJ~ fl~1~ ~ IJi' el~ L lJ 'U~jj f111l.J-r f111l.J L ;V1'!!1f1 1 LL'1~'lJ1~'1'\Jfl11 ru1'U~1'Ul \) V LL'1 ~ 

\J \J ·~ 

'lJ1~L:iJ'U~a 'lJ1~L.fl'Vlel~fi°nTrnvt1'!!'U '11'U11'!!m 1 -r~1a1vtn~ 
"' 

m) ~'lJ~ n~1 L U'U~iif111l.JL .U11 ~ L 'U'\J~'\J'Vl 1\J LL '\J'\J ~1'U1'1 mLa~t11~ L:iJ'U~'1'1Jel~el~ fim1l.lvt1'!!'U 
\J \J 

ct) ~tJ~n~1~~lli'el~ hiL u'Uer~'1m~'\J:ael 111 'Uurn~11v:fieler~~~1'U'Uel~11'!!m1LLa~ hfa~~ 
\I \I \ Dt \I 

L 1 V'Uzjel LL~1Vl~el 11J1~-r'\J~'1'Uel~fl11i~1 ~U~'\Jf1f1'1~'UL U'U~~~~1'U\Jl 1l.J1~ L ti V'U'IJel~ 
' \J 

11'!!fl11 

~) ~'lJ~n~1~~1li'el~ WL u'Ueri:i~a'lJ1~ Lv'!!tl~1l.ln'Un'll'll~~'Vl~tl~n~111v~'U ru 1''U~'ULelna11 
\J 

~tJ~n~111v~'U ru 1''U~ 'ULelna11fi'~L~el n~tl~n~1\91 el'1mu'Uvt~el11J L ll'U~~v11 m1a'U 
\J 

L U'Ufl11-1r~'ll11~fl1) LL -u~-rr'U 11f11el ~1~ L U'U 511l.J 

G>Ci'..~ '\Jf1mmvt~mLa~'\Jf1m maiT'U'1'U'U~~'UL'1'Uel~~lli'el~ii\\'1 'U1'U~tl~n~11lJ~1 n11 m f1'U 1~vlli'el~ 
' , , \I 

L'1'Uel'\Jf1a1mvt~n~iim1l.l-r m 1l.Ja1m1mLa~tl1~a'\J m1ru1 'U~1 LL vttl~\911~., ~W'\J mh~i.i'elv 
, " I ' 

~1LL vttl~a~ (9) f1'U ~~\91el 1 ud 
G>) ~1vti.i'11m~m1 ~~lli'el~i'.ifl rual.Ju~~um1Pin~111J~1n-i1mqiqi11 'Vl vt~elii~1LLvttl~m~ 

i'll1m11~~'Uer'ti1rna11a\Jl11~11tl;'U1 ti vt~m Vi v'llL vh 'Vl1~~1'Uf1elllY11 LIJlel{ L 'Vlf1 L'U fa v 
\J 

"' .. .J.J" ... , ' ... 'i''i'.. ~-! 
'111'1'UL Vll"I Vl1el'11'1J11'!!1Vl Ln V1'1J el~ LL'1~l.J u1~'1'\Jfl111:\J'Vl1~~ 1'UL 'Vl f1 b 'U b'1 v ?111'1'UL Vll"I IJ.J 

~1n11 G>o u 
~) ~L :am'!!1ru~1'Um1t11~L:iJ'U 1f11~m1'Vl1~~1'UL'Vlf1L'U1ava11a'UL vii"! ~~lli'el~i'.i f1ruaiJu~~'ll 

\J v ' 

fl11Pl n~1 w~1n1°TLl~qiqi11 V1 Vl~elU~1LLVlil~V11~1'!!1fl11W~'ll~'1i1Vl"\1'1\Jl11~11V;'U1t1 
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