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SECTION I: EXECUTIVE SUMMARY

Building on existing public sector reform effort$SAID designed the Palestinian Authority
Capacity Enhancement (PACE) project to develop eerpoofessional and competent public
administration and civil service within the Pale&h Authority (PA), and to provide more
effective, efficient and responsive services antehis to the Palestinian people.

The project has two primary objectives: a shomatéwcus on the delivery of improved services
and a medium-term focus on capacity enhancemeagdgvarnment institutions. Short-term
interventions, to be completed in the first yeavydbeen selected to have quick and visible
impact on the lives of Palestinians across the \Bask. The interventions are designed to
produce immediate, visible results in the form oéduction in the backlog of land registration
transactions, increased fiscal accountability, eikpd vehicle and driver registration, and
improved maintenance of roads. Palestinian embeddedors will be placed in the Palestinian
Land Authority (PLA), Ministry of Finance (MOF), Mistry of Transportation (MOT), and
Ministry of Public Works and Housing (MOPWH) to tethese interventions and coordinate
additional technical resources, as needed. Firmlbpmmunications and outreach plan will
ensure that the improvements in services are conuatiga effectively within partner
institutions, and brought to the attention of tlaeBtinian people.

Midway through the first year, the project will laden its efforts to address medium-term
capacity building objectives. This activity willka the form of continuous on-site support in
partner institutions and will focus on key publ@nainistration functions: fiscal management,
personnel management and administration, leadermstipmunications/outreach, strategic
planning, information technology, and technicallskiAssistance will utilize the Centers of
Excellence (COE) methodology as a framework, incitiacilitated self-assessments will lead
to a reform vision and a capacity development fdareach PA partner. Capacity development
plans, devised by COE teams composed of civil sgsvaom the counterparts themselves will
emphasize ‘bottom-up’ reform - driven from withloltimately, COE will provide Palestinian
civil servants with theinderstanding of best practices, theotivation to effect change, and the
means to do so. Follow-on COE assessments will exparndsastain the reform efforts, and
institutionalize continuous improvement within paat PA institutions. Medium-term assistance
will be targeted at the institutions listed abowe &droadened into other ministries and
institutions, to be selected in coordination witSBAID.

PACE will utilize project procurement, small gramtd simplified grant resources to further
support short and medium-term objectives. Theseuress will be strategically deployed to
maximize project goals, sustain objectives beytadite of the project, and engage citizens as
primary stakeholders in an otherwise supply-sice/figprogram.

In addition to tangible service improvements, sttentn interventions in year one should also lay
the groundwork for medium-term capacity developmeryears two and three. Activities in

each track must be integrated and mutually reifigtcAs such, this comprehensive 3-year work
plan describes both short-term interventions i yee, as well as medium-term interventions to
be carried out through years two and three.
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SECTION II: PROJECT ORGANIZATION

A. Project Context and Description

Uncertainty in the political landscape, securiuiss, and the global economic crisis will present
challenges to implementation over the life of thejgct. PACE will therefore strive to be

flexible and creative in dealing with issues ag/theesent themselves, seizing upon
opportunities, while keeping our focus on achiegabkults. Flexibility and versatility in
surmounting complex challenges will be a hallméarkhe project. Notwithstanding political
developments beyond the projects control, our impl&ation philosophy will be driven by a
clear vision, a solid understanding of how to aghiresults in the Palestinian context, and an
ambitious outlook for improving the lives of Palesins. As PACE implements year one
activities, we will devote considerable effortsstzaring our successes and lessons learned, with
a view to creating a body of knowledge to informAlS and other cross-cutting donor projects
of impact achieved.

PACE must combat widespread cynicism among Palassirwith regard to democratic
governance. To a large extent, transformative astio bring about improvements in the lives of
the average Palestinian do not lie exclusiveljhahands of the PA, but also in those of an
occupying power. This alone, however, should nostitute an excuse for inaction, and
Palestinians are increasingly coming to grips whthfact that the occupation can no longer
shoulder all the blame for the PAs ill performaace lack of good governance. Unfortunately,
government — regardless of the party in powerwidely seen by Palestinians as ineffective, and
the prospect of change may well be greeted as d¢asrRer too long the government has been
perceived as being out of touch with popular come@nd largely ineffective in addressing them.
There seems to be little sense of a common bowdhich citizens feel that whatever the
outcome of an election, they are engaged in a psoit&t is meaningful to their lives and that all
concerned, from the party in power to the loyal@ppon, are working together towards a
common goal. The absence of this pillar of demacigggvernance underscores the need to
solicit the views of the Palestinian public and destrate to them that their opinions matter.
There is probably no more critical need than adsingsthis cynicism and the communications
strategy of PACE will be deployed to that end.

PACE is a combination of quick integrated intervems and sustained capacity enhancement
that will address the needs of the PA, as wellté=eas, in both the short and the medium term.
As such, it consists of two major tasks:

Task 1: Short-term interventions in five selectadistries and institutions will produce
tangible results in year one. These results wilis@le improvements in service
delivery to the Palestinian people.

Task 2: Medium-term capacity enhancement activipesentially in the initial five
candidate ministries and institutions, but broadgno other institutions in years two and
three, that focus on producing sustainable imgrmough capacity building of the PA
partners. This has an explicit focus on sustaiitghd ensure that the improvements
extend beyond the life of the project and that athentic legacy is left behind.
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Initial interventions will take place with the Psimian Land Authority (PLA), Ministry of
Finance (MOF), Ministry of Transportation (MOT),dathe Ministry of Public Works and
Housing (MOPWH). A fifth institution will be iderfied for year one interventions in close
collaboration with USAID. (Note — since this fifthstitution was not identified at the time of
submission of this draft, it has not been inclugteslection Il below. Once it has been identified,
an action plan will be submitted to USAID — as disad in section 11 D.) Technical
interventions will include a small grants componaettailored financial support can be given to
local non-governmental organization to promote gubpbjectives. Communication, awareness,
and outreach will be a final project pillar; buiddi the capacity of PA counterparts to effectively
communicate information to the citizens they arameo serve.

B. Organizational Structure

The staffing structure is designed to streamlin@agament, promote collaboration among team
members, and allow the project to remain flexifblee chief of party is responsible for overall
technical direction and serves as the primarydiai® USAID, other projects and donors, and
PA counterparts. The chief of party will oversee senior finance manager and two senior
technical directors. Each senior staff member witurn oversee a combination of functional
advisors embedded within selected PA ministriesiasiitutions and technical specialists based
in the project office. The embedded advisors witlas liaisons to the project’'s PA partners,
working closely with counterparts to coordinateht@ical assistance, training, and procurement
that is responsive to PA needs and directly coutieihto enhancing service delivery to citizens.
Cross-cutting technical specialists in capacityding — business process re-engineering, IT
systems, communications, training, and monitorind @valuation — will support project
interventions across PA counterparts. They wilivpte technical support both in the short-term
interventions and later as the focus shifts to nmadierm capacity building. The project will
engage expatriate surge advisors to work closely the embedded advisors on extended short-
term assignments to ensure quick impact in year loreddition, a strong administrative staff in
the project office will manage grants and procuneinte ensure that all USAID policies and
procedures are strictly followed.

C. Project Resources

The project brings a wealth of tools to the tasPAfcapacity building. In addition to the long-
term specialists and embedded advisors, we wilidan expatriate advisors with specific
expertise during year one of the project to assit the short-term interventions. To support the
technical specialists, our subcontractors—The Kaempany, The State University of New
York’s Center for International Development (SUNYDJ, and Partners for Democratic Change
(PDC) will provide short-term expatriate experti€eir local subcontractor, Massar, will provide
local technical and administrative staff, as wsliravaluable knowledge of the social, political
and geographic dimensions relating to project mamant in the West Bank. Short-term local
expertise is also available through both ChemoamtsMassar. A three-member project
management unit (PMU) in the home office compodeaidirector, manager, and associate will
support the field staff and provide necessary tagksng.
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D. Coordination

While it is true there are a multitude of interoathl, regional, and local organizations working
on development in the Palestinian territoriess gqually true that there is much work to be
done. PACE will approach all donor initiatives asagportunity to maximize impact for the
benefit of citizens and will take a leadership rioleoordinating sector specific efforts
underway. Specifically, utilizing the public secteform working group operating under the
auspices of the Ministry of Planning (MOP), ouraties will leverage the efforts of DFID,

GTZ, UNDP, and the EU to build the capacity of B to be transparent, accountable, and
responsive to citizens. PACE has much to learn fifeerexperiences of these supply-side donor
interventions; however the project will also havgreat deal to contribute in the way of
replicable models for government service enhancémen

PACE will promote better collaboration between bast country counterparts, maximizing
opportunities to hold joint trainings and to creister-governmental working groups to tackle
systemic issues. This will include active engageméour counterparts from the MOP and the
Office of the Prime Minister; further increasingr@oals to assist the PA to achieve its vision
for public sector capacity enhancement.

The short, medium, and long-term goals of PACE msupport USAID’s overall democracy and
governance objectives. To that end, our team wékout synergies with other USAID projects,
including projects from the Mission’s health, pte@nterprise, water resources, and
humanitarian assistance portfolios. SpecificallyCE will work closely with projects with
capacity building components, such as FlagshiptHelletham, and the Local Democracy
Reform project. Cross cutting activities, such asraandate to build outreach and
communication strategies will benefit greatly frtf8AID’s media development project
implemented by Internews, while a wealth of ciitiety experienc will be gained from the
Civil Engagement Project (CEP). PACE will also retythe resources available through
RUWWAD, tapping into its army of young graduatediliccritical human resource gaps.
Detailed collaboration is discussed throughoutisestlll and IV.

PACE will manage direct stakeholder coordinatiamtigh the development of detailed year one
action plans with each of its partners. Draftinghase plans will be a joint effort, providing the
project with an opportunity to engage ministry leesthip and working level staff in the planning
process. It will establish clear expectations, tines, benchmarks, and vest ownership for
planned interventions in local stakeholders. It aléo assist every stakeholder, including
USAID, MOP, and the Office of the Prime Ministay,told all parties accountable for activities
under their operational control. These action plaiisbecome the framework, or backbone, for
our efforts and will be reviewed and amended olrercourse of the year, ensuring everyone
continually challenges program assumptions so goate course corrections can be made long
before implementation problems arise.

E. Communication

Due to widespread cynicism and lack of faith in dieenocratic process in Palestine,
communications will be as important to the progsthe achievement of short-term and
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medium-term results themselves. In the short-ténmachievement of immediate improvements
in service delivery to Palestinians will be an cador of success, but if these improvements are
not widely known and shared with key constituenqgoesject impact will be severely

diminished. In the medium term, the enhancemetitetapacity of government across
ministries and institutions will be only a partgalccess if there is not a measurable improvement
in public perceptions and a belief that citizens pkay a critical role in effecting change.

Our communications specialist, surge advisors,gleith each embedded advisor, will meet
with key counterparts, including staff from eachisiry’s communication department, in order
to assess their basic communications infrastrucRA€E will take a holistic approach to
communication capacity building, reaching out te Kinistry of Information’s Office of the
Government Spokesperson (GSP) to harmonize PA giegsstrategies for citizens. Detailed
communication/outreach plans will be developed thasethe needs of each partner. These are
discussed throughout section Il below, includirmgviprocurement and civil society activities
will support overall communication goals. Lasilyernal communication needs within each
ministry will be analyzed to identify how gaps imternal communication processes hinder the
ability of ministries to provide high quality custer service. A key part of the work of the
communications specialist will be to assist thetBAevelop a more unified and consistent
approach to public outreach.

F. Results Framework

PACE understands the need to manage performancestdalineated indicators. All activities
will be linked to the results framework to ensure projects implementation methodology
achieves defined results. The framework will suppBAID’s Assistance Objective, be
integrated into USAID’s GIS initiative, and be ditly linked to PACE’s comprehensive
monitoring and evaluation plan. Milestones havenbaeluded for year one under sections
A,B,C,D and E below and correlate to PACE'’s resinimmework, in particular KRA 1.1/1.2/1.4
for improved customer care, increased level ofisesvand enhanced communication capacity of
PA institutions. (Note — PACE will submit the M&Ham to USAID as a separate deliverable
pursuant to the terms of the task order contr&stfgrences to the results framework will be
found in sections Ill and IV. (Please see graphmic¢he following page)

SECTION lll: SHORT-TERM INTERVENTIONS

Year one interventions directly feed into resultsler PIR 1, improving delivery of services by
PA institutions to create immediate, tangible béaef the lives of Palestinian citizens.
Interventions will be designed to improve custoese by increasing efficiencies through
process reengineering, improving customer servite targeted staff training, and modernizing
service delivery with targeted improvements in stakder IT infrastructure. At the same time,
these interventions will lay the groundwork for gm-term capacity building interventions under
task 2, which will result in improvements in fingaldransparency and accountability, enhanced
and sustainable institutional capacity, and in@dassponsiveness within targeted PA ministries
and institutions (PIR 2, 3, and 4). These will Imxdssed in detail in section IV.
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USAID Assistance Objective: To reinforce Palestinian efforts to strengthen the performance
and Democratic practices of selected public sector institutions and non-state actors

Project Goal: A more professional and competent public administration within targeted PA ministries and
institutions that provides more effective, efficient, and responsive services to the Palestinian people

I

I

i

I

PIR 1: Improved delivery of
key services by targeted PA
ministries and institutions
that result in immediate
tangible benefits to citizens

PIR 2: Increased financial
transparency and
accountability by the PA in
public financial management

PIR 3: Enhanced and sustainable
institutional capacity of PA
ministries and institutions

PIR 4: Increased
responsiveness of targeted
PA ministries and institutions
to the needs of citizens

I

I

KRA 1.1: Improved customer-
care at targeted ministries

KRA 1.2: Increased volume of
requested services delivered

KRA 2.1: Improved accounting
system to support program
based budgeting

KRA 2.3: Increased civil servant
understanding of anti-corruption
and transparency

KRA 2.4: Increased availability
of PA financial data

i

KRA 3.1 Increased PA knowledge
and skills for performing core
government functions

KRA 3.2. Enhanced ability of
selected ministries to assess
organizational needs and develop
strategic plans

KRA 3.3 Improved internal
standards, systems and procedures
of targeted ministries and institutions

i

KRA 4.1: Enhanced
communications capacity of
targeted ministries
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A. Ministry of Transportation (MOT)

The issuing/renewal of drivers’ licenses, vehi@gistration, and change of vehicle ownership
have been selected as primary services in neejgfcp intervention. These services were
selected in collaboration with ministry leadershgrause of the number of citizens in need of
these core services. Based on the number of veleielted fatalities in Palestine, the MOT also
requested assistance to support ministry planstadbksh and operationalize a national traffic
safety initiative.

1. Streamlining citizen services for the issuancerofad licenses and vehicle registration in
Ramallah, Nablus and Hebron

The embedded advisor will begin by establishingettalder buy- in by the end of November
2008, identifying key interlocutors at the ministegtablishing working relationships with key
staff, and building consensus within the MOT foe throjects planned interventions. Working
closely with ministry counterparts, the PACE teailh then begin to map each step in the
current process for selected services in the lingrisureau. The work will begin at the
headquarters of the MOT in Ramallah where manhefcentralized IT and human resource
systems are housed, focusing simultaneously ohcémesing bureau in Ramallah, as itisin a
separate location from the MOT headquarters. Prajggrventions, including refurbishments,
will move on to the ministry’s satellite bureausNablus and Hebron by the end of January
20009. It should be noted that while comprehensssstance will center on the licensing bureaus
in Ramallah, Nablus, and Hebron, the IT and oteehnnical assistance delivered to the MOT
headquarters will have a positive impact on serdalevery at all 12 licensing locations in the
West Bank.

Process maps will be developed for each of theetloeations, as there are currently no
standardized procedures for services delivery, eétth office setting up its own system and
schedule for citizen services. Once all three looathave been assessed and mapped, a working
group will be established consisting of ministrygmnel from all three locations so a coherent,
consistent, and streamlined process can be estaddlte bring increased efficiencies,
transparency, and service standards for all logati@nce this is accomplished, a manual will be
developed clearly articulating the newly establishwrk flows and standards. Simultaneously,
the project will complete its IT assessment of M@T IT directorate, completing a needs
assessment for equipment, software, and IT traireggired at each of the three locations to
support the modified processes. Assistance willgte refurbishment and automation of the
written testing centers at all three locationsyplimg citizens with tangible improvements in
service delivery with the added benefit of reducipgortunities to bypass this important
requirement. Additional improvements will includepanding the number of days per week the
test is administered from one, just Mondays, to @eny of the work week. Applicants will also

be able to receive instant test results from tlstesy, allowing them to immediately proceed to
the next step in procuring a license, significanéiglucing the amount of service time. Both plans
will be submitted to the ministry leadership fovieav and final approval by the end of February
2009. Implementation of the approved recommendstah begin no later than March 2009.
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Immediately following receipt of all approvals, tiieprocurement process will be initiated. The
embedded advisor and surge advisor will also engdgeal consultant to redesign customer
services centers based on the newly establisheggsanaps. This will be done at all three
locations. Scopes of work will be developed fourbfshment, reviewed and approved by
USAID, with anticipated release of the tender bgyellarch 2009, with selection no later than
early April. By the April/May 2009 timeframe all egpment should be procured, local firms
engaged for refurbishment, and implementation shbalunderway in at least two of the three
locations. (It should be noted that the MOT antitgs moving the customer service centers to
new locations in Hebron and Nablus in March/Ap@iD2, which may slightly delay the start of
interventions at those locations.) Once work comees, completion is anticipated within 45
days.

Concurrent to work described above, the projeciiming management specialist will complete
detailed staff training plans for each of the |omad to train the staff on customer service
standards, as well as customized training for mipimanagement and staff on what they will
need to do to implement the reengineered procesgbprocedures. This will include IT systems
training on the IT infrastructure plan as definedhe approved process manual discussed above.
A detailed training plan will be developed, appyy the MOT, by the beginning of March
2009, scopes of work will then be completed forldcaining support, with tenders released and
firms selected by mid March. Training will beginlate March and will continue over the course
of year one pursuant to the training plan. Addiibyn the communications team will begin
working with the embedded advisor, surge advisad, ministry counterparts to assess and
develop the MOT communication strategy around tiygovements, as well as developing a
strategy to increase public awareness concernirsgices being offered, hours of operation,
and fee schedules. Public awareness interventidhs@ude the creation of clear instructional
signs for the public in customer service areaiyred information pamphlets for wide
dissemination, as well as multi-media and intemfeirmation campaigns to educate Palestinians
and to establish predictability for all service niss@ hese efforts should also reduce the incidence
of abuse by empowering citizens with the knowledthe standards of service they should
expect. Aspects of the communication strategy lalimplemented along with completion of
refurbishment and initial staff training in May,tWithe launch of broader awareness campaigns
no later than July 2009 after all improvements tathing have come online. The
communication strategy will be developed in Marathwhe ministry leadership and also tie
directly into the objectives of the project’'s gmprogram discussed in greater detail in section E
below.

Although year one will focus on improved servicéivd®y through sustainable change
management, process reengineering, IT systemsageaeht, and training, the project will be
setting the stage for medium and longer-term aawicontemplated in years two and three.
These are discussed in more detail under compdwent

Other support and customized activities will takecp over year one, including regional fact
finding trips to Jordan, and/or cites in the regimnlearn from the results of similar
initiatives/activities We will also look for oppamities to maximize the resources and initiatives
of other projects, including activities under USAgMetham project to reengineer the payment
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of traffic infractions and vehicle related finesramluce the number of cases that unnecessarily
bog down local court dockets.

Milestones:

* Project working relationship established. (Novenibecember 2008)

» Action plans developed, submitted to MOT, amended, approved. (January/February
2009)

» Functional based, reengineered and fully equipfcedayout for three MOT regional
licensing bureaus completed and ready to provigeoned service. (January-June 2009)

* |IT assessment conducted and equipment procured-JAme 2009).

» Training needs assessment conducted. (February.ZD@@ning begins. (March 2009)

* A manual developed clearly articulating the newdtablished work flows and standards
or the three regional offices. (March -May 2009)

» Capacities and skills of MOT staff are strengther§@mhgoing)

» Customer satisfaction surveys conducted to collaseline data. (March/April 2009)

MOT communication strategy developed around theawvgments. Also, a strategy is
developed to increase public awareness concerflisgraices being offered, hours of
operation, and fee schedules. (March-May 2009)

* Public awareness interventions to educate Palassrand to establish predictability for
all service users designed and implemented. (Jeptenber 2009)

* Regional fact finding trip/s to Jordan, and/or ite the region conducted to learn from
the results of similar initiatives/activities. (M&eptember 2009)

* Medium and longer-term activities contemplatedearng two and three. (Ongoing)

2. National Traffic Safety Initiative.

The Minister of Transportation identified the neaedmprove traffic safety as one of his top
priorities. The embedded advisor, surge advisat,cmmunication specialist, with regional
short-term consultant support, will begin workinghathe ministry to make this happen in
January 2009. This activity will feed directly intfee projects mandate by assisting the PA to
address the high mortality rate, particularly ampedestrians, associated with vehicle crashes in
the West Bank. Linkages with the projects efftoténprove road conditions and road safety
anticipated with the MOPWH, as well plans to fuittzen advocacy efforts through the civil
society component will also contribute to achievihig activities short, medium, and long-term
objectives. PACE will include traffic safety retatissues into its plans to improve the
communication/awareness capacity of the MOT desdrdbove. The project will further engage
the PA’s Office of the Government Spokespersonuincommunication interventions, taking a
holistic approach to improving the ability of thé& B educate citizens about government
services and reforms underway for their benefghttuld be noted this model will be used with
all of PACE’s stakeholders.

Law #5 mandated the creation of a higher councitriffic safety in the year 2000, however
nothing was ever done to institutionalize it sitloe law’s enactment. The initial focus will
therefore be to review the law, assist ministryntetparts to establish the council, then to
support the development of the council’s mandaieuth targeted technical assistance. In order
for the council to achieve its goals, it will becessary to include a broad spectrum of
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stakeholders in the development of the counciliants work. Representatives of the private
sector, civil society, schools, medical communaiher government agencies, and citizens all
have a stake in the process and must be engabelistic and sustainable goals are to be
achieved. The embedded advisor and surge adviddewvarage the current high level of
political will to effectuate buy-in from the govenent sector, while using project resources,
such as the communications advisory and grantsngakechanisms, to develop a strategy to
draw in the other critical stakeholders. Once thencil is established, the projects institutional
capacity building director and training specialigif assist in the development of an institutional
capacity building plan for the council, bringinglotal short-term consultants, as needed, to
establish the internal structure, vision, and acgitan for the council.

PACE will dovetail assistance to activate the teastafety council with work already underway
to draft, catalog, and update the laws and enalpéigglations related to traffic rules. The MOT
has engaged a local consultant to codify trafficaictions, define the enforcement power of the
PA as it relates to traffic rules, and improve $lygstem for collection of civil fines for
parking/traffic infractions. PACE will work with 8@MOT, and USAID’s Netham project to
streamline procedures for collection, increasiragirtives for citizens to actually pay imposed
fines, while reducing the number of such infracsidimat clog civil court dockets.

Milestones:
* Baseline assessment on existing road safety emagnnhconducted. (March 2009)
* Road safety needs on prioritized basis establigivakch 2009)
* IT and training needs assessment conducted (Mapch-2009)
» Draft action plan developed on the establishmeth®fSafety Council. (March 2009)
» Stakeholders approve draft action plan (April 2009)
» Capacity training and organizational support predid May-July 2009)
» Safety Council established (June-September 2009)
* Public awareness campaigns conducted. (ongoing)

B. Palestinian Land Authority (PLA)

The PLA is experiencing a modicum of donor fatigfter years of assistance from the World
Bank, EU, and others. Prior assistance focusedarder issues with Israel, with a second donor
priority to establish a modern system of land titheluding labor intensive efforts to survey the
entire West Bank and to harmonize land recordsgpan the Byzantine, British, Jordanian, and
Israeli mandates. PACE will take a different apptowith the PLA, working with them to
improve citizen service delivery through limitecdbpurement and refurbishments and assisting
them to improve customer service skills and bolstaif knowledge of land issues so they are
better able to assist clients in the land registnabffices.

The PLA offers PACE the opportunity to engage Ralsss outside Ramallah. Project
activities will initially be directed at the regiation office in Nablus, rolling out to Jenin,
Qalqgilyah, and Tulkarem by the summer of 2009. Whilany of the interventions planned
around customer service improvements and work #@thgiencies will be similar across all
ministry counterparts, other staff training, lead#p training, and IT capacity building will be
slightly different with the PLA. The primary reastor the differences is due to the fact that
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many of the processes within the PLA are prescrilyeldw and therefore cannot be
‘reengineered’. Additionally, through assistanaarother donors, the PLA already defined its
IT infrastructure, including a customized land stgition software system. Our technical team
was assured this structure and system take manidaigdegistration procedures, and
automation of them, into account. It is uncleaoifwhen, the PLA plans to activate and roll the
system out in Ramallah, which may cause some cigakefor PACE and impact our ability to
roll it out to the locations described above. W& work with the PLA to mitigate these
potential implementation issues beyond the projepé&sational control.

Our training interventions and communication plauisbe modified to maximize the needs of
the PLA. More on-the-job training, assistance wigta entry of land files, and
communications/awareness assistance is what wasstegl and will be provided. Awareness
and outreach activities will focus on educatingeBahians about the services offered by the
PLA, and packaging and disseminating informatiartiie public through service brochures,
production of fee schedules, forms specific tosstining service delivery, and also working
with the PLA to ensure information is readily aahile on public websites. As with each of our
interventions, we will leverage outreach goals bgaging civil society and the private sector to
maximize project resources available for awarehgssactivities.

The design and refurbishment of citizen servicecef and the creation of clear instruction signs
for land registrants will be identical to those ciésed in section A for the MOT. Other needs
specific to the PLA will include fireproof cabingtto safeguard land files, some dating back
over 100 years. The file system contemplated iflaino the rolling cabinets provided to the
courts and notary offices by USAID’s Netham projecRamallah.

While we will work to define potential medium ar@hb-term interventions to assist the PLA,
we may be able to address its primary needs ing@arfreeing project resources for other
opportunities to build sustainable capacity witlvrgartners in years two and three. This will
depend on other donors’ assistance, and asseskatghve PLA wants in terms of medium-term
technical assistance against what PACE is ableavige.

Milestones:

* Project working relationship established. (Novenibecember 2008)

» Action plans developed, submitted to PLA, amended, approved. (March/April 2009)

» Four PLA land registration offices in Nablus, Jefinlkarem and Qalqilyah are
refurbished, equipped, and furnished to offer thlegtitizen services. (April-September
2009)

» |IT assessment conducted and equipment procured-Qugust 2009).

» Capacities and skills of PLA staff in headquarted & four regional offices
strengthened. (April-September 2009)

» Communication and outreach activities conductedayd@eptember 2009)

C. Ministry of Public Works and Housing (MOPWH)

Project efforts will focus on revitalizing road gepunits, assisting the PA to provide
informational and road safety signage, and buildisgverall capacity to respond to citizen
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needs by establishing a hotline for Palestiniarreport road related issues. As with activities in
each counterpart institution, PACE’s implementatnoethodology will utilize an embedded
project advisor in the ministry with support of geradvisors, local, and regional consultants.
The project will also provide limited commodity atance to support short-term objectives,
leverage the projects small grants program to emngag society in planned interventions, while
working to build the communications and outreagbacity of the PA to educate citizens about
efforts underway to improve their day to day lives.

1. Improve safety and informational signage.

The embedded advisor will take the lead in PA &$ftw improve informational and road safety
signage in the West Bank. Local legislation is saimeg confusing when it comes to identifying
clear lines of responsibility for assessing nepdscuring signs, installing them, or establishing
which entity is responsible for securing and mamitgy signs once installed. PACE will
therefore facilitate formation of an inter-minisgmworking group by January 2009 comprised
of decision makers from the MOPWH, MOT, and Mirystf Local Government (MOLG) to
move this activity forward. Once consensus ishlied¢roles and responsibilities defined, and a
plan of action solidified, PACE will assist the M@/ to implement the agreed strategy. The
focus will initially be on section ‘A’ areas in Raftah, rolling out to Hebron and Nablus as
applicable. The PA representatives of the workiraug will be responsible for completing the
assessment in Ramallah, establishing an installglian and protocols, including a strategy to
ensure signs do not ‘disappear’ soon after beiagted. The MOPWH will oversee installation;
provide resources to manage traffic; and ensuregtallation complies with the agreed inter-
ministerial approved plan. PACE will assist witle tthevelopment of a scope of work and award
a fixed price subcontract for a local firm to prodiand install the signs, as is the most expedient
and cost effective strategy for signage deliverthanWest Bank. The entire process will feed
into overall project efforts to develop standardipeocedures and reengineering discussed in
greater detail below. This activity will also baKked to the mandate of the traffic safety council,
leverage planned assistance to the PA to institaive communication/awareness strategies,
and will further be supported by PACE'’s effortsetigage civil society in improved government
service delivery through the small grants program.

2. Road repair units.

Among the most disruptive factors in the life of thiverage Palestinian is the restriction on
movement across the West Bank, with its A, B aratéas, checkpoints and uneven road
networks. The entire area is crisscrossed withegldrboard of settler roads, roads open to
Palestinians, improved roads built by both thedisaand Palestinians , and a wide network of
unimproved or dirt roads that carry an unknown eetage of the traffic across the West Bank.
While large maintenance projects appeared to bsoatted to private contractors, the problem
of the routine maintenance of roads is apparentkWothis area will produce the immediate
and visible improvements in service provision tas a key criterion in selection of the
intervention. With the agreement of the MOPWH tbad maintenance capacity of units in
Ramallah, Nablus and Hebron were selected for P&@giport.
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Responding to an identified priority of the Ministive will begin by assisting the MOPWH to
develop a simplified procedural manual of work instions and management procedures for
basic road unit maintenance and repair. The mamiiahclude instructions on how to fix a
pothole, stripe a road, and address other roadudbisins, as well as standardized forms and
procedures so mangers can expedite the work. mbedded advisor and surge advisor will
work with ministry management, with support frooeal engineering firm if needed, to codify
what needs to be done to deliver approximatelydr2 services. This will be completed and
approved by the Ministry by April 2009 and the PA@Em will use it as the primary guide for
building the management and staff capacity of thigsuo implement it through process
reengineering, training, and other technical irgations.

Other staff training will include road crew safefggging, GIS/MIS training, basic traffic
engineering, as well as core strategic planningg irew management, and database and IT
training as needed to support process reengineassigtance. We will also build the capacity of
the Ministry to proactively provide the public witbad information, engaging private sector
media and internet providers with ‘just in timefonmation about potential hazards, planned
roadwork, or other useful information that will texk frustration and traffic congestion.

It should be noted that although the maintenan@s imRamallah, Nablus and Hebron exist on
paper, most of the staff have retired and a goocepeage of the equipment needed to effectuate
repairs appears to be inoperative. The units ve#ichto be rebuilt from the ground up. Therefore,
PACE will immmediately set out to inventory and assbasic equipment/material needs in order
to develop scenarios on how to deliver tangibleltesn the short-term. The assessment will
include detailed information about the basic nesd=ach unit, identify existing assets that can
be used with slight repair, and set out a condigtef equipment and materials PACE can
procure to get the units up and running. Once PA@&determined what is in the project’s
capacity to deliver, we will work with USAID to imgtigate the possibility of leveraging
additional commodity needs with other USAID infrasture programs underway, while
simultaneously working with the Ministry to maximiPA resources available, in particular the
need for skilled and unskilled labor. Efforts valso be made to identify support that may be
available from other donors or the private sedtdgerventions will initially focus on Hebron, as
the Hebron office is the most advanced of the thsétl limited commodity needs. It is
anticipated interventions will move forward quickdpd yield replicable models for the units in
Ramallah and Nablus.

3. Citizen hotline services.

PACE will work with the Ministry to establish a ‘Hme’ so citizens can report issues in need of
the government’s attention. The embedded advistpancess engineering specialist will
quickly establish protocols and work instructionsihanning the hotlines which will feed
directly into capacity building efforts for dailweekly, and monthly priorities of the repair units.
The system will include protocols to inform citizethat action was taken on the information
provided — so Palestinians feel the PA is respantbrtheir needs. PACE will also build the
capacity of the Ministry to communicate the availgbof this service and its responsiveness
and link this effort to civil society initiativesnd also to data needs of the traffic safety council
This activity presents an opportunity to collaberaith USAID’'s RUWWAD program,
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allowing the MOPWH to utilize recent college grathsato stopgap human resource needs of the
hotline and to institutionalize the process thahsforms complaints into tangible responses by
Ministry personnel. This activity will also be liad to the Ministry’s plans to upgrade its
government website, offering a second mass comratiaictool for citizens to report road

issues, obtain traffic information, and receivaams$ feedback.

Milestones:

* Project working relationship established. (Novenibecember 2008)

» Action plans developed, submitted to MOPWH, amendead approved. (March 2009)

* Inter-ministerial working group comprised of deoisimakers from the MOPWH, MOT
and MLG established to jointly coordinate work oad safety signage (January 2009).

* Ajoint technical assessment on number of signdegalities completed to cover three
West Bank cities. (ongoing, Ramallah - completed\pyil 2009)

» Signs needed are procured and installed in the Ram&uly 2009)

» Assessment on IT and others needs of the threerepad units completed. (April 2009)

» Operating procedures manual for road repair is d¢etagp and approved by ministry.
(April 2009)

» Organizational structure, job descriptions are detepl for the road repair units. (April
2009)

» Capacities and skills of road repair units’ stéfésgthened. (April-August 2009)

» MOPWH communications strategy completed and approfgpril-May 2009)

* Three road repair units are fully established, poed, and functional. (September 2009)

» Hotline is established so the citizens can repontoad issues. (July 2009)

» Study tour to other Arab countries scrutinizedley staff at the repair units to get
acquainted on road maintenance systems. (July 2009)

D. Ministry of Finance (MOF)

PACE will begin to deliver assistance to the MORpril 2009. Due to the high profile of the
MOF and the number of donors involved in providasgistance, PACE plans to provide
technical assistance and training for ministryfstaimplementing the PA’s new, internally
developed, unified accounting/budget system. Téssséance will help the Ministry to achieve
one of the critical goals identified for it in tR&RDP and is an excellent opportunity to
complement PACE activities in all partner instituns by linking assistance to the MOF’s efforts
to establish accounting uniformity

across the PA. Additionally, once ~ Whatis “Net-Lending”
this svstem is rolled out. it will la Net lending issues center around the amounts dadidngility bills
y ! y by Palestinian municipalities, which are summadliéducted by

the groundwork for medium-term Israel from amounts remitted to the PA. In 200% #rhounted to
project objectives to build sustainable $530 million, and a key PA fiscal goal is to redtive amount. The

ity th h ol d activiti . | suggested solution is to develop a system to miotitobehavior of
capacity through planned actvities In g municipalities and ensure that amounts colieate paid to

years two and threeThe Ministry utility companies and not diverted to other usde lient would be
also expressed interest in support to the MOF, but working through the Ministry of Lodabvernment

1 1 “ MOLG).
improve issues related to “net- ( )
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lending” (see text box), and to assist the Ministrglevelop an overall and comprehensive
strategic plan so it can better absorb and leadrdfmmded technical assistance. Once the
embedded advisor is integrated in the daily openatat the Ministry, a final package of
technical assistance will be solidified through #liotion plan process.

The embedded advisor will begin by assessing assistalready underway in the MOF. This
will include efforts by the World Bank and IMF toqvide direct budgetary support to the PA,
while improving its ability to account for donorrfds in an open and transparent manual; Ernst
& Young's to improve internal controls; JICA’s astsince for a unified property tax structure;
the EU’s assistance to increase efficiency andparency in the tax department; DFID’s
capacity building efforts focused on the budgeiceffthe French Development Agency’s
training support; and UNDP’s focus on leadershipetfgpment. To ensure time is not wasted
duplicating work completed, the embedded advisdrumdertake an initial activity to collect,
catalog, and prioritize all the assessments, wiapeers, strategic plans, action plans, and reform
oriented recommendations made to improve the cgpaicthe MOF. Drawing on this quick
assessment of work underway and inventory of nafd?ACE will engage MOF counterparts to
define the projects primary objectives, utilizitng tinclusive action plan development strategy
mentioned above and described in section Il D.

Once the action plan is complete, approved by tld-Mand submitted to USAID, PACE will
activate the resources it needs to quickly delivars will include mobilizing a surge advisor to
take on defined interventions, implementing tragnamd process reengineering activities by
PACE’s cross-cutting team members, finalizing I'l @nocurement plans to support targeted
interventions, and tapping into local/regional weses as needed to quickly produce results. We
anticipate the assessment, action planning, anseosus building to be completed by early

May, with concrete interventions underway direthigreatfter.

PACE will take a leadership role in facilitatingliedoration at the MOF so we are able to seize
upon opportunities to leverage assistance of atbeors to expediently achieve project goals.
To ensure maximum impact, we will coordinate ouivétes with the General Personnel
Council (GPC), which is mandated to regulate ancldp the civil service, and to link it with
the ongoing “civil service leadership program”. diibnally, our communication specialist will
have the projects communication strategy for theistiiy completed by the end of May 2009 so
the Ministry and GSP can effectively communicatéhvAalestinians — not only about PACE
supported reforms, but to educate them about teeatifinancial status of the PA and what is
being done with tax and donor revenues to buildPAgo be a conduit of citizens needs.

Milestones:

* Project working relationship established. (ApriD2)

» Action plans developed, submitted to MOF, amended,approved. (May 2009)

* Assessment on IT and TA interventions conductedy(®0D09)

* Necessary process reengineering and training itgions conducted. (June/July 2009)
* Necessary equipment procured. (July 2009)

» Communication strategy for the Ministry completéday 2009)
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E. Small Grants Program

The PACE grants fund has an approximate value @C&R000 over the three-year term of the
project. The main objective of the grants progrartoibuild the capacity of CSOs, leverage their
support and involvement in policy development, tmdngage the sector in demand driven
efforts that support PACE objectives. This migldlinle direct technical assistance,
communications/outreach activities, participatonjigy-making, advocacy, and/or training
support. PACE will use grants to engage CSOs ascsguroviders, creating links between the
CSOs and their PA counterparts, building relatigrskhat will last beyond project completion.
Support through the award of grants will be prodite CSOs whose mandate and proposed
activities meet PACE'’s eligibility and evaluationteria, as well as contribute to project result.
All grants will be performance-based and demandetirin nature to maximize capacity
building, sustainability, and verifiable results.

The grant team, led by the senior technical dirgetdl develop and submit PACE’s grant
manual for USAID approval by March 2009. While ativeg final consent, the necessary
groundwork to identify potential local CSO partnarsl to gauge their suitability, programmatic
directions, and interests, will be conducted. PAGIEalso predetermine the readiness of
potential grant recipients to comply with USAID ealand regulations. A year one matrix of
potential CSOs, including a detailed rationaleselection, will be developed and shared with
USAID for preliminary approval by April. The matrixill articulate the experience and
qualifications of proposed CSOs, especially as tiegte to the capacity building activities in
each partner ministry or generally for the PA. Emample, a CSO that has the capability to
deliver training on public safety may be an impottaartner to the Ministry of Public Works
and Housing. Likewise, a CSO that has the capglditieliver training on customer service can
be a partner to many, if not all of the partneristines.

Upon receipt of USAID approval of the grants manoat grant team will develop and seek
USAID approval for the first call for applicatiofBFA)to be released to relevant CSOs. PACE
will ensure an evaluation process is in place aatlall received applications are subject to a
vigilant and professional appraisal process. PA@Ecanduct pre-award assessments and short
lists of approved concepts that warrant full aggilan development. In parallel, PACE will
ensure that all vetting forms are completed antidbkected CSOs accept the mandatory
provisions and other compliance requirements uniqu&BG.

With project activities taking place throughout ¥est Bank rather than just in Ramallah, it will
be important to work with those CSOs outside of Ridath, especially in those areas in the south
that are rich in CSOs, but where donor projectehastorically little presence. The project
grants program will initially utilize two types gfrants: simplified and fixed-obligation grants.
The smaller fixed obligation grants will allow wsissue grants quickly to trusted CSOs that
have a great deal of experience working with dqamojects. The simplified grants will allow us
to leverage the knowledge of those CSOs that dyejust beginning to work with donors, and
will allow the project to issue larger grants.
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We will also coordinate our efforts with other USAfunded projects, such as the Civil
Engagement Project Il, to both leverage their reses) and to ensure that we are not duplicating
efforts.

Milestones:
* Grants manual developed and approved. (April/M&3920
» Call for applications developed, approved, andasad. (April/May 2009)
* Review and evaluation of applications completedn€J2009)
» USAID approval received for awards. (July 2009)
» Signing of agreements and grants implementatiahy D09)
* Monitoring and evaluation of grant activities. (@irQ)

IV. Medium-Term Interventions

Year one interventions will lay the groundwork foore comprehensive assistance in years two
and three. The project approach, however, will geasignificantly, transitioning from an
emphasis on short-term tangible results (PIR1)rfmee dynamic implementation strategy
directed at building sustainable institutional aapawith a select number of PA instituions.
While high quality citizen service delivery will ntinue to be a proxy indicator of success, the
goal will shift to increasing financial transpargnstrengthening policy-making, sustaining
institutional reform, and solidifying a sense amaitgens that the public sector is responsive to
its needs. (PIR 2,3,4)

Building on the relationships, experience, andttemgendered by the project in year one, the
same cast of PA ministries will be strong candisiée medium-term activities. However,
before any final decisions are made, an assesssilebe conducted by a project team member
or short-term project consultant by the end of Aat2009. The assessment will inform the
project’s follow-on strategy, determining relati@ehievements and levels of political will to
take capacity enhancement assistance to the nekt The assessment will also include
recommendations for opportunities that may arisetéan new political realities to assist
additional partner institutions that exhibit thelipto absorb medium-term assistance in a
manner that will yield results. Final selectioniMaé made in close collaboration with USAID
and other critical stakeholders, such as the MGfcelof the Prime Minister, and select partner
CSOs.

The primary objective in years two and three waltb contribute meaningful and sustainable
public sector reform in select PA institutions. fiecal interventions in this sector are not a ‘one
size fits all' endeavor and a great deal of time affort will be invested in tailoring packages of
activities that leverage existing capacity withratggic support to assist each institution to
overcome identified gaps. Care will be taken tontdg activities within the operational control

of the counterparts’; ensuring time and resourcesat wasted on peripheral issues or on
aspects beyond a partners’ ability to change. reedrder of business will therefore be to assist
individual partner institutions to develop compresige strategic plans for short, medium, and
long term capacity building. (Note — we understargteat deal of donor funded assistance has
already been directed at capacity building. PACEamilect, catalog, and then use this material
to quickly complete this process.) Once the stiatglgins are completed, PACE can work with
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each partner to prioritize project activities that assist the ministry to achieve aspects of its
overall vision for reform. The same inclusive aotan development methodology used in year
one will be utilized to define roles and resporigibs for each stakeholder for years two and
three. Completion of strategic and action planrshguld be completed by the end of November
2009.

Effectuating sustained institutional capacity tlgbstrategic delivery of capacity enhancements
requires a high degree of political will at eacld @&very working level. PACE plans to facilitate
buy-in from senior, mid, and working level stakederk using the Centers of Excellence tool
discussed in greater detail below. The COE modeltésted approach, anchored in the belief
that attitudinal/institutional change must be grdech at the grassroots level — while
simultaneously solidifying managerial and senoeldwuy-in that empowers COE participants to
effectuate change. However, PACE will apply the sal®gree of flexibility and versatility
exhibited in year one to make certain the projeottective efforts remain focused on doing
what is necessary, at any given point in time dueve results. This will certainly entail
tweaking the COE model so it is relevant to ancpsuive of PA realities. PACE is tasked with
delivering critical enhancements to increase tlbility, transparency, and the effectiveness of
the government to be responsive to citizen nedas.pfoject will deliver results using the COE
framework, a PA version of it, and/or other accdpteethodologies that produce desired results.

A. Resources and Timelines

Preparation for year two and three activities Wébin midway through year one. No later than
April 2009, PACE consortium partner Kaizen Companlyfield a COE advisor to begin to
build consensus with the PA and conduct an initeedds assessment of the current operating
environment so a PA specific COE strategy can btegiake form well in advance of year two
and three planed interventions. This effort wikdedirectly into the anticipated assessment and
partner selection process discussed above. Wockusgly with the PACE technical team, the
COE advisor will initially spend at least three rtfin the West Bank meeting with key PA
counterparts, USAID, other technical assistancgpt® implementing supply-side capacity
building, and key civil society stakeholders. ThHeE advisor will conduct workshops,
participate in planned training, and, once apprdwetd SAID, lead a team of PACE technical
staff and select local stakeholders on an inforomafi fact finding mission to observe the COE
model in action in Jordan by June 2009.

Once all partners have been selected, strategitiplg completed, and action plan development
is underway, PACE will provide USAID with mutualgreed year two deliverables by the first
week of December 2009. This will include a year tiedailed training plan, communication
strategy, and amended work plan. The work planinglude year two implementation details,
details on how small grants will contribute to mediterm objectives, and an amended staffing
plan, articulating a clear vision for how PACE wilanage the project to be results driven.

B. Institutional Capacity Building

Improved citizen service delivery is just one catiaspect of institutional capacity building.
PACE will utilize the strategic planning and actilanning processes with each partner
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institution to expand its menu of technical assiséato support broader public sector reforms.
Activities to reform financial management will bdiibn the PACE's efforts in year one with the
MOF to rollout its unified accounting and budgesteyn to other PA institutions. This will
support other potential activities focused on inwprg financial transparency and reducing the
incidence of corruption. Modernizing human resoyneetices is another area ripe for project
interventions, as the PA does not have a consistetiiodology to do organizational planning,
create job descriptions, provide basic staff tragnior implement a payroll system that links
salary and promotions to job performance. A pringogl of the project will be to link agreed
upon packages of assistance with the objectivesuidty the PA in the PRDP; with GPC
mandates to drive overall civil service reformwas| as with the efforts of other donor programs
to build a unified approach to public sector reform

Change in the public sector is difficult. This isedto an array of challenges, including a lack of
resources to sustain reform, low morale, poor lesde skills, competing chains of command,
and the inability of government institutions to yide positive incentives for employees to
produce high quality public services. PACE withrdfere not abandon its core functions of
transparent policy development, internal regulatefgrm, process reengineering, training, and
communication planning, as pillars of our approdsmgaging citizens through support to civil
society and community based organizations will &ls@ priority; ensuring citizens remain
critical beneficiaries and stakeholders in the pesc Change, once embraced, will lead to more
productive, challenged, and motivated civil sergaartd will have a profound effect on public
perception on the utility of government as a drifegronger, healthier, and more productive
lives in Palestine.

C. Centers of Excellence Methodology (COE)

PACE’s medium-term goals are to institutionalize ffnocesses of government transformation
by providing our counterparts with the tools the@ed to be the drivers of reform. The Centers of
Excellence will be the primary means by which PAGE achieve these objectives. COE will
support teams of mid-to-senior level civil servdintsn within our counterpart ministries. It will
provide them with a heightened understanding okgowment best-practices and with a
structured means to apply this understanding toorgPA services. Perhaps most importantly,
it will maximize ownership of reforms and the refa process, critical to the longer term
sustainability of all project initiatives. Proje@sources will increasingly flow to those minissrie
that demonstrate the greatest initiative in drivimganizational change and successful COE
implementation will be the primary means by whinhtitutional success will be measured.

Immediately following counterpart selection, sixmiger teams of mid and senior level ministry
staff will be identified. This process will contiaio build consensus among key internal
stakeholders and engender buy-in from team menasaifsey take on responsibility for
implementation. The ministry team will be the fopaint for all interventions, with the PACE
embedded advisors serving as the primary projaisons, with support from the COE advisor.
Ministry leadership will facilitate the work of titeams, allocating at least 25% of each
member’s time to capacity building activities. PAGH strive to have all teams in place by the
end of month two of year two, with intensive crosssterial training for them underway by the
end of November 2009. The project’s senior tecrdaector, training specialist, and business
process reengineering specialist will coordinat facilitate delivery of the COE training
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modules in collaboration with the COE advisor. fnag will include knowledge and skills
transfers of COE methodologies and on the basiepte of change management.

Once the initial training and skills building haveen effectuated, each team will lead an
organizational self-assessment. The assessmerientibmprised of tailored surveys and
interviews which will be conducted by team memblersolicit peer feedback on ministry
strengths, weaknesses, gaps, and opportuniti@mpoovements in ministry operations and
citizen service delivery. The self-assessmenttenithed to set the stage for capacity
enhancement interventions by:

» Building the knowledge and capability of the COEtpar organization teams so they
can serve as internal resources in public-secgarozational best practices.

* Providing measurable indicators for governmentqgrenince in core functional areas and
a basis for how their organizations rank against peactice principles.

» Establishing broader organizational buy-in throeghgagement of all levels in the self-
assessment process, through use of participatopitpues for information collection
and wider exposure to public-sector organizatioehs and concepts.

» Establishing COE-partner team ownership of theastessment process, laying a
foundation for motivated, informed ownership oforeh activities stemming from the
self-assessment diagnostic.

Collaboration and knowledge sharing across ingtistto support further development and
refinement of the self-assessment process willhgewaged, including opportunities for cross
training and inter-ministerial collaboration on mait reinforcing action items.

Once all the data is collected, PACE will assisttisams to collate, analyze, and produce reports
of the findings. This information will then be pegged to senior leadership, and once approved,
used as the basis for a planning workshop/braimétgy to operationalize activities to address
identified deficiencies with key ministry staff. @vthe course of the workshop, interventions

will be prioritized, resources allocated, and resoilities for outcomes assigned to dedicated
staff members. PACE will provide technical assistaand training as needed so identified
benchmarks and goals can be achieved. Concurr@RI@E will continue to support ministry
team members to ensure this process for interdalgn change is institutionalized; external
resources are brought to bear to achieve spedfiembmes; and senior leadership have the skills
to monitor and evaluate progress and lead change.

D. Communications, Grants, Procurement

It cannot be emphasized often enough that the ioggrgoal of every project activity it to
engender a sense among Palestinians that the &@¥able, accountable, and credible
representative of the people. PACE will redouldeeiforts in years two and three to build the
capacity of the PA to implement a sustainable sgnato communicate and engage citizens.
Interventions will be designed and carried forwaith each partner, regardless of whether
communication capacity development is identifieé gsiority through the COE process. In
addition to the communications specialist, the hess process reengineering specialist, training
specialist, and grant team will work closely witietembedded advisors to push communication
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activities forward in a way that ensures this aspéour activities is a legacy of our
interventions. Again, the approach will be holispalling in critical PA stakeholders such as the
GSP; developing a strategy to leverage privateoseatdia, relying on synergies with USAID’s
media development program; and proactively creaippprtunities across all project
counterparts to establish a joint vision for comroations through joint training, inter-
ministerial committee development; and PA policynfation as it relates to citizen
outreach/awareness. A critical aspect of commuioicanterventions will continue to be
facilitating dialogs and building bridges betwebka government and CSOs/CBOs. PACE will
work with USAID’s CEP project and all other USAIDédonor funded programs with a
component dedicated to such advocacy development.

Small and simplified grants in years two and thwdEbuild on the work completed in year one
of the project. PACE will look for opportunities éxpand civil society support for activities that
effectively complemented grant goals, while lookingopportunities to assist new civil society
partners with fresh ideas to support project gdaise prime example will be educating the non-
government sector about the COE model and engdlgémy as a partner in improving
government performance. This model worked welldrddn and PACE will endeavor to
replicate that success in the West Bank. The graatsual and grant procedures should not
change over the life of the project. Year one wasgrement heavy based on the objective to
jump start the project with tangible results. Liedtprocurement and the award of local fixed
price subcontracts will continue to be a tool iae frojects toolbox in years two and three;
however these aspects will be more surgical andsuamned in nature to sustain year one
initiatives and directly support medium-term needs.
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ANNEX - Gant Chart

PROJECT
ACTIVITY Oct Nov Dec Feb Mar Apr May Jun Jul Aug Sep | RESOURCES PARTNERS

08 08 08 09 09 09 09 09 09 09 09

A- Project Management
Activities

1. Mobilize and start-up

2. Work planning

3. Develop MOUs with PA partners

4. Place embedded advisors

5. Procure equipment & other
commodities for project admin

PMU, other
CIWBG
teams

PA partners

1. Prepare Performance Monitoring
Plan (PMP)

1.1. Understand project Context

2. Select indicators

3. Select data sources and data
collection methodology

3.1 Conduct meetings with the EAs to
identify sources of data

3.2 Design data collection
methodology and tools

4. Collect baseline data and set targets

5. Write Performance Monitoring Plan

6. Develop a system for storing and
analyzing data

7. Collect and analyze data

8. Report data

9. Use the PMP to aid project decision
making

MES, USAID
GIS
Specialist,
HO, STTA,
BPRS, ITS,
MTS

PA partners
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B Short-Term Activities (quick &

visible impact)

1. Establish project relationship with
the ministry

2. Understand and prioritize needs
(Nablus, Jenin, Tulkarm and Qaligilia)

3. Develop DRAFT action plan

4. Get partners approval for the action
plan

5. Refurbish, equip and furnish four
PLA land registration offices in Nablus,
Jenin, Tulkarm and Qalgilyah to offer
tangible citizen services

6. Conduct IT assessment and procure
equipments

7.Strengthen capacities of PLA staff in
headquarter and four regional offices

8. Conduct communication and
outreach activities

9. Prepare general evaluation of our
intervention impact on the performance
improvement

10. Contemplate medium and longer
term activities in years two and three

BPRS, ITS,
TMS, Surge
Advisor,
STTA,
Capacity
Building
Director,
PLA EA,
MES,
Comm.
Specialist,
Grants
Manager,
Procurement
Manager

PLA

1.Establish project relationship with the
ministry

2. Develop, submit, amend and
approve the action plan

3. Assess the IT and TA interventions

4. Conduct necessary process
reengineering and training
interventions

5. Procure needed and agreed upon
equipments

6. Complete communication strategy

BPRS, ITS,
TMS, Surge
Advisor,
STTA,
Capacity
Building
Director,
MOF EA,
Comm.
Specialist,

MOF
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for the Ministry

7. Conduct monitoring and evaluation

Grants

9. Brainstorm mid-term plan

Manager,
Procurement
Manager

1.Establish project relationship with the
ministry

2. Study the current situation in the
licensing Bureau

3. Assemble the licensing process
improvement team

4. Develop action plan

5. Get partners approval for the action
plan

6. Complete a functional based,
reengineered and fully equipped office
layout for three MOT regional licensing
bureaus to provide improved services

7. Conduct training needs assessment
and start training

8. Conduct IT needs assessment as
well as procure equipments

9. Develop a manual clearly
articulating the newly established work
flows and standard operating
procedures

10. Build internal capacity of the MOT
staff.

11. Conduct customer surveys to
collect baseline data

12. Arrange for a fact finding trip/s to
cities in the region to learn from similar
experience

13. Develop awareness strategy about
the improvements; also develop a
strategy to increase public awareness
concerning all services being offered.

14. Conduct public awareness to
educate citizens and to establish
predictability for all service users

BPRS, ITS,
TMS, Surge
Advisor,
MES,
Cpacity
Building
Director,
STTA,
Comm
Specialist,
Grant
Manager,
Procurement
Manager
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designed and implemented.

16. Monitor implementation

17. Contemplate medium and longer
term activities in years two and three

1. Conduct assessment on existing
road safety environment

2. Establish road safety needs on
prioritized basis

3. Conduct IT and training needs
assessment

4. Develop draft action plan for the EA MOT,

establishment of the council Su_rge

5.Approve the draft action plan by Advisor, MOT
stakeholders MES,BPRS,

6. Provide capacity training and TMS,

organizational support

7. Establish the Safety Council

8. Conduct awareness campaigns

9. Monitoring and evaluation

#ilf]?st?rBIISh project relationship with the EA MOPWH,

2. Assessment of the current road BPRS, ITS,

repair units. TMS, _Surge

3. Develop draft action plan to Advisor,

reconstitute road repair units in MES,

Hebron, Nablus and Ramallah. Capacity

4. Get partners approval for the action Building MOPSNH' Other
plan Director, onors
5. Conduct IT assessment and other STTA,

needs of the three road repair units Comm

6. Implement the action plan Specialist,

6.1 Develop standard operating Grant

procedure manual for the proposed 13 Manager,
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services to be delivered by those units

6.2 Develop the organizational
structure as well as job descriptions for
all staff members of the units

6.3 Conduct customized training
sources to build internal capacity

6.4 Have the three road units fully
established, equipped and functional

Procurement
Manager

6.5 Establish hotlines to report on
roads problems

6.6 Arrange for study tours to regional
countries with similar experience

6.7 Complete and get approval for the
communication strategy for MOPWH

7. Monitor and evaluate our
intervention

8. Contemplate medium and longer
term activities in years two and three

1. Facilitate formation of an inter-
ministerial working group for this issue

2. Identify roles and responsibilities

3. Reach consensus and define
responsibilities for stake holders

EA MOPWH,
EA MOT,

4. Develop action plan

5. Assist MOPWH to implement the
agreed strategy

5.1 Assess the needs for implementing
the strategy

5.2 Assess the number of signs and
localities

5.3 Procure and install signs in
Ramallah area

BPRS,

Surge
Advisor,

MES,
Capacity

Building

Director,
STTA,

6. Monitor performance

7. Brainstorm mid-term needs

Comm
Specialist,
Procurement
Manager

MOPWH, MOT,
MOLG
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1. Develop grants manual and get

approval

2.Develop, approve and release call .

for applications Car‘)ac.:lty

3. Review and evaluate the building

applications Director, CSOs
4. Get USAID approval Grants

5. Sign grant agreements and start Manager,

implementation

6. Monitor and evaluate grants
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