
Improving Transport Services in Ger Areas (TAR MON 52374-001) 

TERMS OF REFERENCE FOR CONSULTING SERVICES 
 
A. Individual consultants 

1. Behavior Change Communication Specialist – International (3 person-
months, intermittent) 

 
1. The Behavior Change Communication (BCC) Specialist will ensure the proper planning, 
preparation, implementation, and monitoring and evaluation of the project activities and ensure 
implementation of all activities listed in the communication and participation strategy.  
 
2. Requirements. The BCC Specialist must have: (i) at least 8 years experience in the 
design and implementation of behavior change communication projects, including community 
campaigns, preferably with a focus on transportation; (ii) demonstrated experience in evolving 
participatory approaches to mobilize key stakeholders including government, civil society 
organizations (CSOs) and communities; (iii) demonstrated experience in conducting formative 
research and other evidence-based methodologies, and using results to inform BCC approaches, 
and measuring results of BCC interventions; and (iv) demonstrated experience in the production 
and strategic dissemination of quality BCC multi-media materials and training paraphernalia.  
 
3. Experience working for projects financed by ADB and other multilateral donors is an 
advantage. Strong oral and written English proficiency are required.  
 
Detailed Tasks and/or Expected Outputs 
 
4. The BCC Specialist is expected to undertake, but not be limited to, the following key tasks: 
 

(i) work with the national Social and BCC specialist, communication/technical 
specialists under the implementation packages for Road Safety and Public 
transport quality improvement and the coordinator of the Community Engagement 
grants to further detail the project’s communication and participation strategy and 
develop a detailed workplan for its implementation. The detailed work plan will 
include sector-specific approaches, budgets, work schedule, responsibilities, and 
monitoring and evaluation to document and gather behavior change indicators for 
reporting and future production of knowledge management products that will be 
developed for the project.  

(ii) coordinate all specialists working on the various BCC activities to ensure 
synchronization of communication workplans and indicators; timing of 
implementation and harmonization of materials and messaging;    

(iii) provide technical assistance to the communication/technical specialists under the 
implementation package for Road Safety on the design and conduct of the 
behavior survey; and using the results, development and conduct of the BCC 
campaign on road safety; 

(iv) provide technical assistance to the communication/technical specialists under the 
implementation package for Public transport quality improvement on developing 
the training module for bus drivers and using this to design and conduct the BCC 
intervention on promoting bus etiquette for drivers and passengers;  

(v) provide technical assistance to the coordinator of the Community Engagement 
grants on developing the BCC campaigns on pedestrian safety and prevention of 
harassment in public transportation.  
 

http://www.adb.org/Documents/LinkedDocs/?id=52374-001-TAReport
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2. Social and Behavior Change Communication Specialist – National (6 person-
months, intermittent) 

 
5. The Social and Behavior Change Communication Specialist will ensure the proper 
planning, preparation, implementation, and monitoring and evaluation of the project activities from 
a gender perspective and ensure implementation of all activities listed in the project Social 
Development Gender Action Plan (SDGAP) and Communication and Participation Strategy. 
 
6. Requirements. The expert must have at least a bachelor’s degree, preferably master’s in 
gender or development studies, development communication, human rights, social work or a 
relevant discipline. Minimum of 5 years demonstrated experience in the area of gender-based 
violence and/or domestic violence, or gender mainstreaming in development projects; minimum 
of 2 years’ experience in project management; and sound knowledge on gender mainstreaming 
in development. Experience working for projects financed by ADB and other multilateral donors. 
Strong oral and written Mongolian and English proficiency. 
 
7. Under the project coordinator’s supervision and in close coordination with GOCC, the 
duties and responsibilities of the Social and Behavior Change Communication Specialist will 
include the following tasks but not limited to: 
 

(i) prepare a detailed work plan for the implementation of the SDGAP and ensure 
effective and timely implementation;  

(ii) work with the International Behavior Change Communication (BCC) Specialist, the 
communication specialists under the implementation packages for Road Safety 
and Public transport quality improvement and the coordinator of the Community 
Engagement grants to prepare a detailed workplan for the implementation of the 
communication strategy; 

(iii) Coordinate with all specialists working on the various BCC activities to ensure 
synchronization of communication workplans, timing of implementation and 
harmonization of materials and messaging, particularly: 

(iv) with the communication/technical specialists under the implementation package 
for Road Safety on the design and conduct of the behavior survey; and using the 
results, development and conduct of the BCC campaign on road safety; 

(v) with the communication/technical specialists under the implementation package 
for Public transport quality improvement on developing the training module for bus 
drivers and using this to design and conduct the BCC intervention on promoting 
bus etiquette for drivers and passengers;  

(vi) provide technical assistance to the coordinator of the Community Engagement 
grants on developing the BCC campaigns on pedestrian safety and prevention of 
harassment in public transportation.  

(vii) ensure gender mainstreaming in the project activities and behavior change 
communication activities;  

(viii) develop detailed action plans (monthly, quarterly and annual) pertinent to specific 
outputs of the project in consultation with the SCCCP and technical advisory 
groups;  

(ix) support the project monitoring and evaluation specialist in preparing and 
monitoring the Project Performance Management System (PPMS) following the 
performance indicators/targets of the GAP, and Design and Monitoring 
Framework;  

(x) prepare the project quarterly and annual reports including the GAP implementation 
progress, including a qualitative assessment of the project benefits;  
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(xi) develop a mechanism and instruments to collect sex-disaggregated data of the 
project interventions, including beneficiaries’ data disaggregated by gender, living 
standards, and rural/urban areas;  

(xii) assist the Human Centered Design Consultant in selecting the subgrants 
recipients; 

(xiii) work with the Human Centered Design Consultant to monitor effective and timely 
implementation of the subgrant programs through regular field visits;  

(xiv) review and provide technical guidance to all activities under the project, and assure 
quality control of the project outputs (e.g., consultants’ deliverables; research);  

(xv) coordinate and monitor the progress and results of all capacity building activities;  
(xvi) coordinate and monitor interim and end-of project community journey maps with 

participants who developed the pre-project journey maps; 
(xvii) provide journey maps and other inputs for the preparation of a knowledge product 

regarding HCD in transport projects; 
(xviii) video documentation on the before and aftereffects of the project; 
(xix) guide, assist, coordinate, and monitor project activities to be conducted among 

local and national project key stakeholders and submit progress reports to the PSC 
and ADB, as necessary; and 

(xx) provide support for the project review missions of ADB including progress updates 
on the GAP implementation.  

 
B. Consulting Firms 

1. Public Transport Improvement (partial lump sum) 
 
The objective of this assignment is to build the capacity of the GOCC, PTSD, bus companies and 
UBSCC, complimenting physical improvements made to pedestrian and bus infrastructure by 
improving the access to information and quality of public transport services in the Chingeltei 
corridor. 
 
8. Requirements. The firm will have extensive demonstrated experience in public transport 
service delivery and intelligent transport systems. The consultant team will include specialists with 
experience in training, customer service, safety, bus accessibility, route planning, intelligent 
transport systems, and public transport business and operating models.  The team will also have 
a consultant specialized in managing and improving customer complaint systems, such as 
working with bus-driver and bus-company incentive schemes to improve the effectiveness of 
public transportation. The consulting team will have demonstrable experience in implementing 
measures to improve the quality and responsiveness of public transport services and public 
transport information systems to user needs.  They will also demonstrate experience working on 
public transport systems in developing countries, particularly in assessing and advising 
sustainable public transport operating models.  
 
Detailed Tasks and/or Expected Outputs 
 
9. The public transport improvement consultants are expected to undertake, but not be 
limited to, the following key tasks: 
 

(i) Real-time public transport information improved 
a. Develop or identify and implement software which tracks live traffic and 

predicts traffic in Ulaanbaatar city 
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b. Connect live traffic and traffic prediction to existing bus information 
management system operated and managed by the Ulaanbaatar Smart 
Card Company 

c. Improve the public transportation mobile application for the public, through: 
(i) inclusion of offline mode access; (ii) inclusion of live traffic information; 
and (iii) improving the functionality of the accessible version of the 
application for persons with disabilities (PWDs). User testing should be 
conducted to ensure mobile application changes are user-friendly and 
meet the needs of commuters, particularly PWDs. 

(ii) Public Transport Service Improvement 
a. Conduct meetings with PTSD, and the two bus companies that run buses 

on the project route. 
b. Review driver training material and propose training modules to improve 

driver behavior in relation to the following areas:  operational sustainability 
including maintenance, safety, customer service, and dealing with sexual 
harassment on board. 

c. Develop and implement a train-the-trainer program for drivers which will 
cover (i) driver customer service; (ii) harassment and discrimination in 
public transport, and (iii) driving style for improved safety and passenger 
comfort. 

d. Review current bus service standards and driver incentives to meet them. 
e. Explore practical options to incentivize bus companies and drivers to 

improve service standards 
f. Study bus routing in Ulaanbaatar and make recommendations to PTSD to 

improve optimization and customer service. 
(iii) Customer feedback mechanism improvement 

a. Review the effectiveness of current complaint procedures and 
documentation, including the public transport service department hotline 

b. Research and provide recommendations for an effective complaint system 
for public transport to be piloted under the consultant’s oversight. 

c. Develop a “Code of Practice” that outlines how complaints should be 
managed to ensure prompt professional response. 

d. Design training for public transport officers and hotline staff on how to 
handle complaints effectively. 

(iv) Improve accessibility of public transport services 
a. Monitor and assess the implementation of at least two pilots for improving 

the accessibility of public transport services, namely: 
i. The use of announcement speakers on buses to alert passengers 

waiting at bus stops of the arriving service 
ii. Running an accessible bus along the project route at a known time of 

day (dedicated accessible service) 
b. Develop a knowledge product, including lessons learned and 

recommendations for PTSD based on the pilots for scaling. This should 
also include the results of other pilots run during the project such as push 
button pedestrian crossings, and the community-led behavior change 
campaigns which can be assessed in conjunction with the human centered 
design and behavior change consultants. 
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2. Human-Centered Design and Community Engagement (partial-lump sum) 

 
10. The objective of this assignment is to maximize the engagement of the community in 
improving transport services in the project corridor. This assignment will take a human-centered 
design approach, mobilizing members of the community within the project precinct to identify 
needs and creative, innovative, grassroots solutions to improving community ownership in the 
project precinct, reducing harassment on public transport services, improving road safety, 
reducing harassment and improving safety of informal taxis, and other needs as identified by the 
community. This component is key to increase community ownership and improve the overall 
sustainability and impact of other project outputs. 
 
11. Requirements. The successful civil society organization will have experience using 
human-centered design, and other effective community participation tools, to identify, co-design 
and implement solutions with community members. They will have experience working with 
international experts, national experts, multiple levels of government stakeholders and local 
communities to develop capacity building programs, run workshops, and implement needed 
solutions. Ideally, they will have experience working in the ger areas in Ulaanbaatar city, 
Mongolia. 
 
Detailed Tasks and/or Expected Outputs 
 
12. The human-centered design consultants are expected to undertake, but not be limited to, 
the following key tasks: 
 

(i) Capacity building in human-centered design 
• Identify key resource persons required to co-implement capacity building 

program, and write TOR for resource persons 
• Co-implement capacity building program for key government and project 

stakeholders, including the GOCC and the PMO, in human-centered design 
(ii) Identify and help to select innovative, grass-roots initiatives to be funded under the 

grant 
• Run design jams, phased throughout project implementation, to identify and 

select community-designed initiatives on topics which should include: 
• community-designed and led protection mechanisms to reduce harassment in 

public transportation 
• community-led initiatives to improve and maintain the project corridor and 

encourage community ownership (including landscaping along the project 
corridor) 

• community-designed and led initiatives to improve service and/or promote a 
proper etiquette for informal taxi drivers 

• community-designed and led initiatives to improve road safety. The road safety 
consultant engaged under the grant should be a member of this particular 
design jam. 

(iii) Prototype and test the grass-roots initiatives and/or community-led mechanisms 
selected 

(iv) Project manage and monitor the implementation of grass-roots initiatives and/or 
community-led mechanisms funded under the JFPR grant 

(v) Distill lessons from the community-led initiatives into a knowledge product, 
including lessons learned from the community-led, human-centered design 
approach, and ways in which this approach could be used in Mongolia in the future. 
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