TERMS OF REFERENCE FOR THE IMPLEMENTATION OF A BENEFICIARY SATISFACTION SURVEY (PRE- AND POST-INTERVENTION ASSESSMENT)
Serbia Scaling Up Residential Clean Energy (SURCE) Project

1. Background

The Government of the Republic of Serbia (GoS) has secured financing from the International Bank for Reconstruction and Development (IBRD), which is part of the World Bank Group, to implement the Serbia ‘Scaling Up Residential Clean Energy’ (SURCE) Project, hereinafter “The Project”. The development objective of the Project is to increase the uptake of energy efficiency (EE), sustainable heating, and rooftop solar photovoltaics (RSPV) by households in participating local self-government units (LSGUs) in Serbia. An important associated objective is to reduce greenhouse gas (GHG) emissions and improve air quality thanks to achieved energy savings and reduced use of solid fuels for heating. These objectives will be achieved by two project components: 
· Component 1: Financing Energy Efficiency, Sustainable Heating, and Rooftop Solar Investments in Residential Buildings, with a key focus on single-family houses (SFHs).
· Component 2: Technical Assistance and Implementation Support, with the overall aim of supporting the development of scalable financing mechanisms and removing market barriers, with three subcomponents: (a) enhancing local market capacity, improving enabling environment, and strengthening public awareness; (b) technical studies informing program design and implementation; and (c) project implementation support.

Components 1 and 2 will be implemented simultaneously; together they represent USD 50 million with Component 1 being allocated the major share of loan proceeds. Investments will be financed under Component 1 and scaled up relying on the analytical insights, institutional structures, and financing mechanisms developed under Component 2. The Ministry of Mining and Energy (MoME) might provide additional funds from the government budget to expand the scope of the investments. 

The Project will scale up a revised version of an existing government program, piloted in 2021, financing residential EE investments through a combination of public grants and leveraged private-sector financing. The investments under Component 1 will be financed through: (a) partial grants financed through the Project, offered by the MoME and channeled through participating local self-governing units (LSGUs); (b) partial grants offered by the LSGUs directly, in parallel with the IBRD financing channeled through the Project; and (c) household contributions, financed either from savings or borrowings (Figure 1). 

Figure 1. Structure of the Project, with the LSGU playing a pivotal role and the citizen required to pay a share of the investment
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Notes: MoME: Ministry of Mining and Energy; SFH: single-family house; LSGU: Local self-government unit.
Source: World Bank staff.

The Project became effective in December 2022 and will be implemented over a 5-year period until November 2027. The overall responsibility for the implementation of the Project rests with the Government of Serbia, with the MoME acting as implementing entity. The MoME will establish a Project Implementation Unit (PIU) to carry out the day-to-day activities of Project implementation. The PIU will coordinate closely with the MoME as well as the World Bank energy and E&S teams responsible for the Project implementation and E&S performance. SURCE implementation will be also facilitated by the Administration for Energy Efficiency Financing and Promotion (hereinafter Energy Efficiency Administration, EEA) which has a coordinating role for clean energy and energy efficiency programs across government.

2. Objectives of the Assignment

2.1. General Objective

The objective is to engage a Consultant with a proven track record in public opinion research to design and implement a public opinion survey aimed at evaluating the experiences, satisfaction, and overall impact of subsidy programs among beneficiaries. The research will provide evidence-based insights to support the assessment and improvement of the subsidy program implementation at the local level.

2.2. Specific Objectives

Services to be provided by the Consultant under the assignment include:
· To define an appropriate and statistically reliable methodological sample of subsidy beneficiaries.
· To design the research methodology and data collection instruments.
· To conduct the public opinion survey among subsidy beneficiaries in selected local self-government units (LSGs/JLS).
· Assess beneficiary satisfaction with technical assistance for the subsidy program and implementation procedures at the LSGU level.
· Identify barriers encountered during application and implementation processes.
· Collect precise data, on a satisfactory sample, about the achieved energy and fuel savings with the aim of verifying the savings for each of the eight applied individual energy rehabilitation measures of households.
· Evaluate the perceived impact of implemented measures on thermal comfort, energy expenditures, and quality of life.
· Assess changes in household heating practices and energy consumption behavior.
· Evaluate awareness and understanding of energy efficiency and clean energy technologies.
· Support monitoring of the SURCE gender-related results indicator concerning participation of female homeowners in the program.
· Assess the effectiveness of program communication channels.
· Generate insights to support scaling-up strategies and improved inclusion of vulnerable households.
· To analyze the collected data and assess beneficiaries’ satisfaction, perceptions, and experiences with the subsidy program.
· To prepare a comprehensive analytical report with key findings and recommendations for improving program implementation.
3. Scope of Services

The Consultant will be responsible for designing and implementing three semiannual public opinion surveys aimed at evaluating achievements of the Project and the experiences and satisfaction of beneficiaries of the subsidy program in selected local self-government units (LSGs).
The surveys will be conducted half-yearly (September 2026, March 2027, and September 2027), covering beneficiaries who received subsidies through public calls implemented in 2024, 2025, 2026, and 2027.  The methodology shall ensure comparability of survey results across different years to allow trend analysis. The surveys may also involve households that were not successful in applying for subsidies, or did not apply at all.
The survey design should allow the Ministry of Mining and Energy (the Client) to generate insights relevant for potential extension of the SURCE program, including identification of barriers to participation, assessment of communication strategies, and understanding of beneficiary perceptions that may inform future program phases.
The Consultant will perform the following tasks:
· Develop an Implementation Plan: Prepare a detailed plan for each semi-annual survey, including research methodology, sampling approach (sample size and sampling procedures), data collection strategy, timeline, and resource allocation. The plan should be submitted to the Client for approval before implementation begins. 
· Development of the research methodology: Propose a detailed methodological approach, including sampling design, data collection methods, and quality control procedures, ensuring that the sample is statistically valid and representative of subsidy beneficiaries. The methodology shall ensure comparability of survey results across different years to allow trend analysis.
· Definition of the sample size and sampling procedures: The PIU proposes that 10% of the total number of beneficiaries (households) are interviewed. Targeted number is 25,000 households but expected total number of beneficiaries is more than 30,000. The sampling should be stratified according to the annual public calls (2024, 2025, 2026 and 2027), region/LSGU, type of implemented measure, and socio-economic characteristics where possible. The response rate is expected at 50% and sampling approach should aim to ensure 10 % of the total number of beneficiaries in each of the project cycle and as  broad coverage of subsidy beneficiaries across participating LSGUs.
· Questionnaire design: Develop a structured questionnaire in consultation with the Client, ensuring that it adequately captures beneficiaries’ experiences, perceptions, and satisfaction with the subsidy program covering the following modules: 
1) Awareness and information sources about the SURCE program; 
2) Experience with application procedures; 
3) Interaction with LSGU administration; 
4) Satisfaction with subsidy implementation - technical assistance; 
5) Contractors' performance and quality of works; 
6) Perceived improvements in thermal comfort; 
7) Perceived changes in energy expenditures; 
8) Changes in heating practices; 
9) Environmental awareness and air quality perception; 
10) Barriers encountered during participation,
11) Gender dimensions of participation and  
12) Suggestions for program improvement.
13) Inclusion of vulnerable groups, accessibility of information and procedures, and participation barriers.
The questionnaire shall be reviewed and approved by the Client prior to survey implementation.  
Questionnaire review and approval
For each semi-annual survey cycle, The Consultant shall prepare a draft questionnaire and submit it to the PIU for review. The PIU shall review and provide comments and required revisions. The Consultant shall incorporate all comments and finalize the questionnaire accordingly. The final version of each questionnaire must be formally approved by the PIU prior to the commencement of survey implementation for the respective survey cycle. Approval of each questionnaire shall be considered a condition for acceptance of the corresponding deliverable and for initiating the respective survey cycle.
· Survey implementation: Conduct data collection for each semi-annual survey through appropriate methods (telephone surveys, or online surveys), ensuring adherence to professional standards, ethical behavior, respondent confidentiality, and data reliability. The final method shall be agreed with the PIU based on data availability. 
· Data processing and analysis: Clean, process, and analyze the collected data for each semi-annual survey using appropriate statistical methods. Conduct statistical analysis, perform cross-tabulation by relevant variables, identify key trends and patterns. The analysis shall include gender-disaggregated reporting for all major survey indicators and questionnaire modules, wherever statistically feasible. Particular attention shall be given to differences between male and female homeowners regarding program awareness, access to information, decision-making patterns, satisfaction levels, and participation barriers. The analysis shall also assess the participation, experiences, satisfaction levels, and barriers faced by vulnerable groups, including but not limited to low-income households, energy vulnerable households, elderly persons (65+), persons with disabilities, single-parent households, ethnic minorities, and households residing in remote or underserved areas. Recommendations shall be provided for improving accessibility, outreach, and inclusion of vulnerable groups in future program cycles.
· Survey Report: Prepare a survey implementation report for each completed research cycle, including the research methodology, sample structure, data collection process, questionnaire overview, survey implementation, response rates, and summary of collected data. The report should provide a descriptive presentation of survey findings and confirm the quality and completion of the research process. 
· Analytical Report with Dataset and Analytical Tables: Prepare a separate analytical report for each semi-annual research cycle, presenting key findings, conclusions, and recommendations regarding the effectiveness and impact of the subsidy program from the perspective of beneficiaries. Beside analytical survey report, The Consultant will prepare a dataset (anonymized) and statistical tables Provide a dedicated gender analysis chapter assessing: participation of women and men in the program; awareness and understanding of the program; differences in access to information; decision-making roles within households; barriers affecting participation; recommendations for improving gender inclusion in future public calls and outreach activities. Presentation of results: Present the findings of each semi-annual survey and Analytical Report with Dataset and Analytical Tables to the Client through structured presentations highlighting the research methodology, key survey findings, trends, conclusions, and recommendations related to the effectiveness and impact of the subsidy program. The Consultant shall provide clear interpretation of the collected data, explain statistical tables and analytical outputs, and respond to any comments, requests for clarification, or additional analytical questions raised by the Client. 
· Final Implementation Report: Prepare a comprehensive final implementation report upon completion of all research cycles, summarizing the overall implementation of the assignment, applied methodology, key findings from all conducted surveys, comparative analysis of results across reporting periods, and overall conclusions regarding the effectiveness and impact of the subsidy program. The report shall include consolidated recommendations for improving future implementation of the program, an overview of challenges encountered during the research process and mitigation measures applied, as well as a summary of all deliverables submitted under the assignment. The report shall be prepared in both Serbian and English and shall be suitable for public dissemination. The Consultant shall also provide final anonymized datasets, statistical annexes, and supporting analytical materials as part of the final reporting package.
Personal Data Protection, Data Ownership and Use of Survey Outputs
· The Consultant shall carry out all activities involving the collection, processing, storage, transfer, anonymization and use of personal data in full compliance with the applicable legislation of the Republic of Serbia, in particular the Law on Personal Data Protection (“Official Gazette of RS”, No. 87/2018), as well as with internationally recognized principles of research ethics, confidentiality and informed consent. Personal data shall be processed only to the extent necessary for the implementation of the surveys and shall be protected through appropriate technical and organizational measures, including secure storage, restricted access, anonymization or pseudonymization where applicable, and deletion or return of personal data upon completion of the assignment, in accordance with the Client’s instructions. All final datasets and analytical materials submitted to the Client shall be anonymized and shall not allow direct or indirect identification of individual respondents. 
· For the purposes of this assignment, the Client shall retain ownership of all survey instruments, questionnaires, databases, anonymized datasets, statistical tables, reports, analytical outputs and other materials produced under the contract. The Consultant may use the collected data and survey outputs solely for the implementation of this assignment and shall not publish, share, transfer, reproduce or otherwise use them for any other purpose without the prior written approval of the Client. 
4. Deliverables

The Consultant shall prepare and deliver the following documents in the corresponding stages of the assignment.



	Deliverable
	Timeline

	1. Implementation Plan
	Within 1 month of the start of the assignment

	1. First Questionnaire
	Within 2 months of the start of the assignment

	1. First Survey Report and Analytical Report with Dataset and Analytical Tables
	Within 4 months  of the start of the assignment 

	1. Second Questionnaire
	Within 8 months of the start of the assignment 

	1. Second Survey Report and Analytical Report with Dataset and Analytical Tables
	Within 10 months of the start of the assignment 

	1. Third Questionnaire
	Within 12 months of the start of the assignment 

	1. Third Survey Report and Analytical Report with Dataset and Analytical Tables
	Within 14 months of the start of the assignment 

	1. Final Implementation Report
	Within 15 months of the start of the assignment



The Consultant shall be paid the lump sum contract amount linked to the defined deliverables.

Acceptance of the deliverables:
All deliverables shall be prepared in both English and Serbian and submitted in electronic versions by e-mail for revision and comments by the Client. Deliverables shall be considered as final upon acceptance by the Client. 
5. REPORTING and ACCESS TO DOCUMENTS

The Consultant will refer to the Client for all issues that could appear in the execution of the assignment, and for decisions to be taken in reference to the assignment. 
Final versions of reports/deiverables accepted by the Client shall be submitted in Serbian and English language, sent via email as well as in two hard copy.
The Client will share available documentation at the outset of the assignment and will make staff available to discuss with the Consultant and enable quality outputs. The available information includes: 
· Relevant documents related to the SURCE project including Project Appraisal Document (PAD), Stakeholder Engagement Plan (SEP), and Findings from Walk-trough Energy Audits and Contribution to PAD (November 2021).
· Materials from previous energy efficiency and clean energy communication campaigns carried out by the MoME,  notably under the activities funded by IPA 14 and 16. 
· The Energy Efficiency Awareness Strategy of July 2021, draft version prepared by HULLA & Co Human Dynamics GmbH & Co KG for the Ministry of Mining and Energy of the Republic of Serbia with the financial assistance of the European Union.
· The results of the qualitative survey (focus group discussions) of low-income and vulnerable households that are the beneficiaries of financial social assistance (SA) and the households that are eligible for the energy vulnerable program (EVP) support; 
· The results of in-depth interviews with actors involved in the current public call for co-financing of energy efficiency measures (2021) – Ministry of Mining and Energy (MOME), Local Self Government Units (LSGU), and private companies.
6. Experience and Qualifications of the Consultant and the staff of the Consultant 

General Experience of the Consultant:
· At least five (5) years of experience in conducting public opinion, social, or market research.
· Documented track record of designing and implementing surveys, preferably in the field of social programs, subsidies, or public policy evaluation. 
· Experience in applying statistical analysis and data interpretation techniques for survey results.
· Demonstrated ability to ensure representativeness and bias control and analyse quantitative + qualitative data
· Demonstrated experience in the design and implementation of quantitative and qualitative surveys, including sampling design, questionnaire development, fieldwork supervision, and data analysis.
· Ability to ensure confidentiality, personal data protection, and compliance with ethical standards during survey implementation, including adherence to applicable national legislation and internationally recognized research ethics principles. The company should demonstrate that it has established internal procedures and protocols related to informed consent, secure data storage and handling, anonymization of respondents’ information, and protection of sensitive data throughout all phases of the research process.
· Evidence of internal quality control procedures for survey and data processing.

Specific Experience of the Consultant
· The Consultant must have successfully implemented at least five (5) public opinion or beneficiary perception surveys in Serbia or the wider region during the past five (5) years, conducted on a statistically representative national sample.
· Experience in conducting surveys in the field of energy efficiency, sustainable energy, renewable energy sources, climate policies, or related fields within the energy sector will be considered an asset. 
· Preference will be given to companies with experience in implementing surveys and analytical research within projects financed by international donors, development partners, or international organizations.

As a proof for similar assignments, the Consultant shall prepare a table listing following information: name of the relevant assignment, name of a firm that conducted the assignment, short scope of work, year of contract implementation, country/region, contact reference (name, e-mail, phone number).

The Consultant must provide a team of experts covering the following requirements:

Project Manager / Team Leader
· At least ten (10) years of experience in managing large-scale public opinion or social research projects.
· Proven experience in coordinating multidisciplinary research teams and ensuring timely delivery of project outputs.
· At least Bachelor degree (Master’s degree preferred) in Social Sciences, Public Policy, Economics, Statistics, Political Science, Sociology, Psychology, or another relevant field.
· Experience in communication and presentation of research findings to public institutions, donors, or international organizations.
· Previous involvement in projects related to public policies, social programs, energy efficiency, sustainable development, or similar sectors will be considered an asset.
· Working knowledge of English and local language.

Senior Research Methodologist / Survey Designer
· At least ten (10) years of experience in quantitative research, preferably in social programs or policy evaluation.
· At least Bachelor degree (Master’s degree preferred) in Statistics, Sociology, Psychology, Economics, Political Science, Public Policy, or another relevant field with a strong background in quantitative research methods.
· Demonstrated expertise in sampling methodology, questionnaire design, and statistical research standards for nationally representative surveys.
· Experience in designing and implementing quantitative surveys using different data collection methodologies and research approaches appropriate for nationally representative public opinion and beneficiary perception surveys.
· Experience in preparing analytical reports, interpretation of survey data, and formulation of evidence-based recommendations.
· Working knowledge of English and local language

Data Analyst 
· At least three (3) years of experience in survey supervision and data analysis.
· At least Bachelor degree in Statistics, Mathematics, Computer Science, Data Science, Economics, Sociology, Psychology, or another relevant field.
· Experience in data processing, cleaning, validation, and preparation of statistical tables and datasets.
· Proficiency in statistical and data analysis software (SPSS, Stata, R, or similar).
· Experience in coordinating teams, monitoring data quality, and implementing quality assurance procedures during survey implementation.
· Ability to ensure compliance with data protection and confidentiality standards throughout the research process.
· Working knowledge of English and local language
7. LOGISTIC, TIMING and Implementation Arrangements

· Location
The Republic of Serbia

· Start date & period of implementation of tasks
The intended start date is September 01, 2026, and the contract implementation will end no later than November 30, 2027.
The Consultant is expected to work from their own premises. The Consultant is responsible for all costs related to the realization of activities relevant  for  the assignment.
8. SELECTION

The Consultant will be selected in accordance with CQS method set out in the World Bank’s Procurement Regulations for IPF Borrowers, Procurement in Investment Project Financing Goods, Works, Non-Consulting, and Consulting Services (updated November 2020) (“the Regulations”).
Expressions of interest will be evaluated based on the following criteria:

	General experience 
	40 points

	Consultant’s specific experience related to the assignment 
	60 points


	TOTAL:
	100 POINTS
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