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REPUBLIC OF ZAMBIA
OFFICE OF THE PRESIDENT
E-GOVERNMENT DIVISION

TERMS OF REFERENCE
Firms Selection
Name of the Client: Smart Zambia Institute (SZI); Office of the President,
Project Name: Digital Zambia Acceleration Project

Name of assignment: DESIGN, PILOT AND SCALE-UP OF ZAMBIA'S
DIGITAL AMBASSADORS PROGRAM (DAP)

Grant No. V527-ZM
Project ID No. P505094

1. Background

The Government of the Republic of Zambia (GRZ), through Smart Zambia Institute (SZI)
under the Office of the President, is implementing the Digital Zambia Acceleration Project
with support from the World Bank (IDA). The Project seeks to expand affordable access to
high-quality internet services, enhance the Government's capacity to deliver digital public
services, and build digital skills among underserved citizens.

Component 3 of the Project focuses on building foundational and advanced digital
competencies, with particular emphasis on underserved populations including women, the
elderly, persons with disabilities (PwDs), and beneficiaries of social protection programs. The
component is structured around the scale-up of the Digital Ambassadors Program (DAP) and
the Digital Transformation Centers (DTCs) and other potential alternatives, delivered in
partnership with SZI, the Zambia Information and Communications Technology Authority
(ZICTA), the Ministry of Youth, Sports and Arts (MYSA), and Zambia Postal Services
(ZAMPOST).

SZI has already piloted basic digital skills training in four (4) DTCs located in schools, each
equipped with Starlink-based internet connectivity, leveraging content and platforms from the
International Telecommunication Union (ITU) and the GSMA. This assignment will support
GRZ's effort to scale the Program, institutionalize delivery, and explore potential options for
long-term financial sustainability.

2. Objectives of the Assignment

The overall objective of this consultancy is to design, pilot, and prepare for scale-up of a
national and inclusive approach to digital literacy and online-safety competencies among
underserved Zambians, across a range of core services. This will include exploration of the
role and design of a Digital Ambassadors Program and Digital Transformation Center network,
as well as other potential alternatives for scaling of digital literacy, based on exploration of the
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needs, conditions and resources of different groups of Zambians. This will include exploration
of options for financial sustainability over the long term. The specific objectives are to:

1.

10.

Design digital interfaces that work for the variety of target populations across a range
of services, within the context of digital infrastructure, the equipment used by Zambians
and their daily practices, needs and interactions with government, the market and
others.

Develop a modular digital literacy curriculum and training process, including localized
content, embedded cybersecurity awareness, and women-focused online safety
modules aligned with private-sector demand. This would be based on exploration of
how different groups access the relevant services now, and how they acquire
information on new activities (e.g. from peers, radio, WhatsApp, YouTube, etc.)

. Refine and operationalize the Digital Ambassadors Program (DAP) model and

institutional framework, to be delivered by Digital Ambassadors (DAs) through Digital
Transformation Centres (DTCs) and alternative scalable channels, ensuring inclusive
design with specific attention to gender and persons with disabilities.

Design and implement a pilot of the DAP model and support scale, targeting different
beneficiaries of social protection programs and other services.

. Manage the DAP program, during both the pilot and scale phases, including supporting

all operational activities (recruitment, deployment, training, equipping of minimum 100
— 150 Digital Ambassadors )

Assess and plan the scale-up the next phase of establishment of DTCs, including
infrastructure specifications, geographic prioritization, and institutional arrangements.

Explore options for financial sustainability for DTCs, including PPP options with
private partners, cost-recovery mechanisms, and a voucher-based scheme for
subsidized training.

Produce procurement-ready bidding documents for the DTC expansion, including
technical specifications for ICT equipment and renewable energy systems.

Provide Training of Trainers (ToT) and support the rollout of advanced digital skills
programs, informed by a gap assessment of industry-specific skills and emerging
technologies (including big data, Al, blockchain, and robotics), in collaboration with
local universities and with support from the World Bank.

Design, develop, and operationalize an e-learning platform for self-paced digital skills
training, to be hosted by SZI, including content management and user tracking
functionalities, and support the Government in engaging mobile network operators to
ensure the platform is zero-rated and accessible free of charge nationwide.

3. Scope of Services

The Consulting Firm, shall undertake the full set of tasks described below. The scope is
organized in five (5) work streams.

3.1 Work Stream A - DAP Model Refinement and Institutional Framework

Undertake a system analysis and institutional assessment of the existing DAP pilot,
ZICTA-led initiatives, DTC operations, and related GRZ programs (including MYSA
and ZAMPOST partnerships).
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Benchmark against comparable programs in sub-Saharan Africa and globally (e.g.,
ITU Digital Transformation Centres initiative, GSMA Mobile Internet Skills Training
Toolkit, Rwanda's Digital Ambassadors Program).

Refine the DAP operating model, including recruitment, training-of-trainers (ToT),
certification, deployment, performance management, incentives, and exit pathways for
Digital Ambassadors - with preference for young women Ambassadors.

Prepare implementation guidelines, standard operating procedures (SOPs), and a
governance framework anchored in SZI.

3.2 Work Stream B - Digital Literacy Curriculum and Training Package

Develop, adapt and prototype a basic digital literacy curriculum drawing on best-
practice resources (ZICTA, SZI, ITU, GSMA, UNESCO, World Bank, Rwanda DAP),
calibrated to the Zambian context and to distinct target groups (women at the base of
the pyramid, elderly, PwDs, youth, social protection beneficiaries, civil servants).

Translate core content into Seven (7) Zambian local languages (to be confirmed with
SZI; expected: Bemba, Nyanja, Tonga, Lozi, Kaonde, lunda and Mubale).

Embed cybersecurity awareness, online safety, safe use of digital payment platforms,
data privacy, and protection from online gender-based violence throughout the
curriculum.

Develop training manuals, facilitator guides, learner workbooks, assessment
instruments, and digital/offline learning assets (including low-bandwidth and printable
formats).

Design customized digital skills and online safety modules for women, aligned with
private-sector demand, including pathways to advanced certified courses.

Design assessment-based certification standards and mentorship program structures
featuring female tech role models.

Design a self-paced e-learning platform intended for zero-rated mobile access.

3.3 Work Stream C - DAP Pilot Design, Rollout and Evaluation

Design a pilot of the refined DAP model across the existing four (4) DTCs and (where
feasible) up to two (2) additional community sites.

Develop a pilot rollout plan including target beneficiary numbers (with a minimum
gender parity target and explicit PwD and elderly inclusion targets), training schedule,
risk register, and safeguarding plan. Build in techniques for learning and adapting the
design as it is rolled out, based on tracking of the field experience.

Ambassador Management: Based on the results of the pilot, design a full lifecycle
management of a minimum of 100 -150 Digital Ambassadors (DAPs), including:

o Recruitment & Onboarding: Fair and transparent selection with a focus on
gender-parity and youth.

o Training: Intensive training-of-trainers (ToT) on the new modular curriculum.

o Equipping: Procurement and distribution of (tablets, solar power banks, and
branded materials).
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o Deployment: Strategic placement at the 4 existing DTCs and up to 2
community sites.

e Deliver targeted digital literacy training through DTCs in priority sectors, with
particular focus on beneficiaries of social protection programs.

e Provide hands-on support in delivering digital skills and literacy programs in targeted
areas for target groups in 3.2.

e Support SZI in delivering customized digital skills and online safety training for
women.

e Establish a Monitoring, Evaluation and Learning (MEL) framework, including
systematic tracing of processes over time, that is integrated within the DAP system;
builds in learning; has sex-disaggregated and disability-disaggregated indicators; and
a gender-based-violence risk mitigation protocol.

e Document lessons learned and provide evidence-based recommendations for a multi-
phase national scale-up under SZI.

3.4 Work Stream D - DTC Scale-Up Assessment and Implementation Plan

e Conduct a scale-up assessment and roadmap for the expansion of digital literacy
including:

o Expansion of the DTC model to additional areas, including an initial plan for
initial and eventual full scaling.

o Geographic prioritization using a transparent, criteria-based methodology
(poverty incidence, gender gap, PwD prevalence, connectivity status,
school/ZAMPOST infrastructure availability, proximity to social protection
beneficiaries).

o Infrastructure and equipment requirements, including ICT equipment
specifications, furniture, accessibility features, and renewable energy solutions
(solar PV, battery storage, backup power).

o Deployment model for Digital Ambassadors at each DTC.
o Phased rollout strategy (Phase 1 through Phase 3).

o Institutional and operational arrangements, including host-institution
agreements, SZI oversight, community engagement, and grievance redress.

o Exploration of potential additional strategies for expansion of digital literacy,
including via self-learning, peer-to-peer and the possibility of viral processes
and reaching tipping points for autonomous growth.

3.5 Work Stream E - Financial Sustainability Model and Bidding Documents

e Conduct consultations with key stakeholders, including government counterparts and
private sector partners, and develop options for sustainable financial and operational models
for Digital Transformation Centres (DTCs), including:

o CAPEX and OPEX build-up per DTC and network-wide;
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o Potential revenue streams and cost-recovery mechanisms (training fees, co-
working, printing, community services, corporate partnerships);

o Private-sector participation options, including PPP structures, sponsorship, and
management contracts;

o Voucher scheme design for reduced-cost training redeemable at DTCs;
o Scenario analysis and sensitivity testing.

® Prepare procurement-ready bidding documents for DTC expansion compliant with the
World Bank Procurement Regulations for IPF Borrowers, including:

o Technical specifications for ICT equipment and renewable energy systems;
o Implementation requirements and performance standards;

o Draft bidding documents (using the appropriate Standard Procurement
Documents) and proposed evaluation criteria;

o Bills of Quantities and draft contract forms.
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4. Capacity Building Program

Capacity building and transfer of knowledge are integral, cross-cutting objectives of this
assignment. The Consultant shall design and deliver a structured capacity-building program
that develops sustainable institutional capacity within Smart Zambia Institute (SZI) and partner
agencies (ZICTA, MYSA, ZAMPOST) to manage, evaluate, and scale the Digital
Ambassadors Program (DAP) and the Digital Transformation Centre (DTC) network beyond
the assignment period.

At a minimum, the capacity-building program shall include the following elements:

(1) Embedded knowledge transfer across all five work streams, with designated SZI
and PIU counterpart staff working alongside Key and Non-Key Experts
throughout the assignment;

(11) Training-of-Trainers (ToT) sessions for SZI, ZICTA, and DTC host-institution
staff covering the refined DAP operating model, the digital literacy curriculum
(including local-language and women-focused modules), the Monitoring,
Evaluation and Learning (MEL) framework, and the e-learning platform;

(ii1))  Institutional capacity development for SZI to manage the full lifecycle of Digital
Ambassadors, including recruitment, training, deployment, performance
management, certification, and exit pathways;

(iv)  Hands-on workshops with the Project Implementation Unit (PIU) on
procurement of ICT equipment and renewable energy systems, contract
management, and World Bank Procurement Regulations for IPF Borrowers
relevant to DTC expansion;

(v) Structured handover at the close of the assignment, including documentation,
SOPs, training packs, source files for all curricula and the e-learning platform,
and a transition plan that enables SZI to operate, scale, and update the program
independently.

Consultants shall describe in their Technical Proposal a detailed approach and methodology
for the capacity-building program, including target institutions, sequencing, learning outcomes,
indicators for measuring success, and the estimated level of effort dedicated to capacity-
building activities.

5. List of Reports, Schedule of Deliverables and Indicative Period of
Performance

5.1 List of Reports

The Consultant shall produce the following reports aligned with the due dates of the
deliverables specified in Section 5.2 (Schedule of Deliverables).

(vi)  Inception Report (D1) - methodology, work plan, team and partnership
structure;

(vii)  Situational and Institutional Assessment Report (D2) - including international
benchmarking, stakeholder mapping, system analysis, and risk register;

(viii)) Refined DAP Model Report (D3) - implementation framework, SOPs, and
governance structure;

(ix)  Digital Literacy Curriculum and Training Package (D4) - including local-
language versions and women-focused modules;
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x)

(xi)

(xii)

(xiii)

(xiv)

(xv)

(xvi)

(xvii)

Inclusive DAP Design and e-Learning Platform Report (D5) - mentorship
structure, ToT plan, and e-learning platform documentation;

Pilot Rollout Plan and Operational Launch Report (D6) - covering recruitment,
equipping, and phased deployment of 100-150 Digital Ambassadors;

Mid-Term Pilot Implementation Report (D7) - progress data and initial MEL
findings;

DTC Scale-Up Assessment Report and Roadmap (D8) - including infrastructure
and geographic specifications;

Financial Sustainability Model Report (D9) - PPP options, cost-recovery
mechanisms, and voucher scheme design;

Procurement-Ready Bidding Documents (D10) - technical specifications,
BoQs, and Standard Procurement Documents for DTC expansion;

Advanced Skills and Pilot Final Evaluation Report (D11) - outcomes of private
sector and university collaboration and scale-up recommendations;

Final Report (D12) - consolidated handover pack and national closeout
workshop materials.

In addition, the Consultant shall submit monthly progress reports and quarterly steering-
committee briefings throughout the assignment.

5.2 Schedule of Deliverables and Indicative Period of Performance

All deliverables shall be submitted in English, in editable Microsoft Office formats and PDF,
and where applicable in local-language versions. Each deliverable is subject to SZI and World
Bank no-objection.

# Deliverable Indicative Due
Date from
contract start
date

DO | Full team formation (two months from signature) Month 2

D1 | Inception Report: Methodology, work plan, team and Month 4

partnership structure.

D2 | Assessment Report: Situational and institutional assessment, Month 6

incl. international benchmarking, stakeholder mapping, system
analysis, and risk register.

D3 | Refined DAP Model: Implementation framework, SOPs, and Month 6
governance structure.

D4 | Digital Literacy Curriculum: Training package (incl. for Month 8
available local languages and women-focused modules).

D5 | Inclusive DAP Design & e-Learning: Mentorship structure, Month 8
ToT plan, and e-learning platform.

D6 | Pilot Rollout Plan & Operational Launch: Recruitment, Month 9
equipping, and deployment of 100 -150 DAs, in phases.

D7 | Pilot Implementation Report (Mid-term): Progress data and Month 15
initial MEL findings.

D8 | DTC Scale-Up Assessment: Roadmap for expansion of DTC Month 15
system (infrastructure/geographic specs).
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D9 | Financial Sustainability Model: PPP options, cost-recovery, and | Month 18
voucher scheme design.

D10 | Bidding Documents: Procurement-ready packs (Specs, BoQs, Month 18
SPDs) for DTC expansion.

D11 | Advanced Skills & Pilot Final Evaluation: Outcome of potential | Month 18
private sector or university collaboration and scale-up
recommendations.

D12 | Final Report: Consolidated handover pack and national closeout | Month 24

workshop.

Monthly progress reports and quarterly steering-committee briefings shall be submitted
throughout the assignment.

5.3 Duration and Level of Effort for the Assignment

Total assignment duration: 24 months from the Contract Effective Date

Total Key Expert level of effort (indicative): 84 person-months (as per Section 8).
The Consultant shall propose additional non-key expert inputs as required to deliver
the scope.

The assignment requires in-country presence in Zambia for the majority of the
duration, with other Key Experts required to be present during field missions,
stakeholder engagements, and key workshops, as appropriate.

6.0 Data, Local Services, Personnel and facilities to be provided by the
Client

SZI, as the Client, shall make the following inputs available to the Consultant in a timely
manner. These inputs are intended to be sufficient and realistic and form part of the basis on
which the Consultant prepares the Financial Proposal.

Information and documentation:

(xviii) Existing DAP pilot documentation and curricula;

(xix) Existing training curricula and modules from ZICTA and SZI;

(xx)  ZICTA survey data, in particular sections on digital skills demand and supply;

(xxi) DTC operational data and reports from the four piloted Digital Transformation
Centres;

(xxi1) Relevant GRZ policies and strategies, including the National Digital
Transformation Strategy, National ICT Policy, National Broadband Strategy,
and National Al Strategy;

(xxiii) Beneficiary lists and other administrative data held by partner ministries,
subject to applicable data protection requirements.

Coordination and access:

(xxiv) Introductions to partner ministries, technical working groups, and implementing
agencies (ZICTA, MYSA, ZAMPOST, Ministry of Technology and Science,
Ministry of Community Development and Social Services);

(xxv) Facilitation of stakeholder consultations, including with private sector partners,
mobile network operators, and civil society;

(xxvi) Access to the four existing DTCs and pilot sites for assessment, design testing,
and evaluation activities.
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Counterpart staff and facilities:

(xxvii) Designated SZI staff and the PIU to work with the Consultant team throughout
the assignment, in line with the capacity-building program described in Section
4.

(xxviii)Office space and meeting facilities at SZI and PIU premises in Lusaka for
Consultant team members during in-country missions and on a continuing basis
as agreed;

(xxix) Logistical support for in-country field missions, including coordination with
provincial and district authorities.

Note: The purchaser will be responsible for paying all workshop fees, including venue costs,
stakeholder participation, and refreshments associated with workshops, stakeholder
consultations, and Training-of-Trainers (ToT) sessions delivered under this assignment.

The Consultant shall be responsible for all other inputs required to deliver the assignment,
including its own ICT equipment, software, transportation, accommodation, and
communications.

7.0 Institutional and Organization Arrangements for the assignment

The Consultant shall report to the National Coordinator, Smart Zambia Institute. A Project
Steering Committee - comprising SZI, ZICTA, MYSA, ZAMPOST, the Ministry of
Technology and Science, the Ministry of Community Development and Social Services, will
provide strategic oversight and review key deliverables.

The Consultant shall coordinate closely with the Project Implementation Unit (PIU) at SZI,
participate in monthly technical working group meetings, and attend quarterly steering
committee meetings in Lusaka.

8.0. Qualifications and Experience of the Consulting Firm and key staff of
the Consulting Firm required for the assignment

8.1 Required Historical Qualification and Experience of the Firm

The Consultant shall demonstrate the following minimum firm-level experience, evidenced by
contracts signed within the last ten (10) years. Each reference assignment or certificate of
completion for similar works must be supported by client contact details and be verifiable.

# Specific Experience Requirement Minimum Number of
Assignments
E1 | Design and/or implementation of institutional At least three (3)
reviews and assessment of programs targeting assignments

underserved populations (women, youth, elderly,
PwDs, rural), each of value not less than
US$300,000 USD or equivalent. For ongoing
assignments, the contract must have achieved at
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least 70% or more completion at the time of
proposal submission.

E2

Development of skills, curricula, training
manuals, and facilitator guides in various sectors
adopted by a government, UN agency, or
multilateral development bank, with special
emphasis on digital and innovation

At least two (2) assignments

E3

Design of minimum viable interventions,
financial sustainability and business models for
social impact programs and/or PPPs.

At least one (1) assignment

E4

Work in the innovation to scale continuum and
leadership organizational change

At least two (2) assignments

E5

Satisfactory experience working directly with
government, UN agency, multilateral
development banks and donors, including
knowledge of bidding documents from World
Bank.

At least two (2) assignments

E6 | Assignments in sub-Saharan Africa, of which at At least three (3)
least one (1) in a low- or lower-middle-income assignments
country
E7 | Monitoring and Evaluation (M&E) framework At least one (1) assignment

design for skills or education programs, with sex-
and disability-disaggregated indicators
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8.2 Required qualification and experience of the key staff of the firm required to

undertake the assignment

Key Experts (Team Composition and Qualifications) and indicative staff
time for each position required to undertake the assignment

The Consultant shall propose, at a minimum, the following Key Experts. The CVs and
qualifications of the proposed experts shall be submitted and will form part of the evaluation
of the Technical Proposal. Non-key experts (e.g., translators, graphic designers, research
assistants, M&E field enumerators) shall be proposed by the Consultant but will not be

individually evaluated.

KE # | Position

Level of
Effort

(person-
months)

Minimum Qualifications and
Experience

KE-1 | Team Leader / Digital
Transformation Expert

24

Master's degree in ICT, Public Policy,
Development, or related field. Minimum 8
years' experience in digital transformation
or digital skills programs, of which at least
5 years at team-leader level. At least 3
equivalent assignments. Excellent spoken
and written English.

KE-2 | Senior Program
Manager

24

Master’s degree in public policy,
Development, or related field. Minimum 8
years’ experience in managing programs
and teams, with particular experience with
the World Bank and/or governments and
multilaterals.

KE-3 | Senior Digital Literacy
and Curriculum
Development Specialists

10

Master's degree in Education,
Instructional Design, or related field.
Minimum 8 years' experience developing
digital literacy curricula for adult and/or
youth learners. Experience with low-
bandwidth and multilingual delivery.

KE-4 | Online Safety Specialist

Bachelor’s degree in Information
Technology, Cybersecurity,
Communications, Education, Social
Sciences, or a related field; Minimum of
five (5) years of relevant experience in
online safety, digital literacy, or
cybersecurity awareness, including
experience in designing and delivering
digital safety training for diverse user
groups, particularly low digital literacy
populations.

KE-5 | Monitoring, Evaluation
and Learning (MEL)
Specialist

Master's degree in Statistics, Economics,

Development Evaluation, or related field.
Minimum 10 years' M&E experience on

education or skills projects, with strong
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command of disaggregated indicators and
results-based frameworks.

KE-6 | Community
Engagement Lead

10

Bachelor's (Master's preferred) in Social
Sciences, Education, ICT, or related field
with experience working with working
with disadvantage groups including in
areas of mainstreaming gender and
disability in ICT or skills programs.
Minimum 5 years' experience working,
civil society, and community structures.

KE-7 | Training-of-Trainers
(ToT) and Digital
Ambassadors
Coordinator

Master's degree in Education, Human
Resource Development, or related field.
Minimum 5 years' experience designing
and delivering ToT programs at scale,
preferably for community-based
extension cadres (ICT, health, or
agriculture).

Gender balance on the team: The Consultant's proposed team of Key Experts is encouraged
to be gender balanced without compromising the required minimum qualification, competency,

and experience requirements.
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