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Terms of Reference

Position: e-Governance Coordinator

Position Type: Long-Term Consultancy Contract 
Duration: March 2026 – October 2027
Reporting Line: Team Leader
Location: Dhaka, with frequent travel to selected project districts

Position Overview
The British Council seeks to engage an experienced e-Governance Coordinator to support the implementation of the EU-funded E-ffective Governance: Accelerating E-Government and Digital Public Services in Bangladesh project, implemented in partnership with the e-Governance Academy (eGA) of Estonia.

The role focuses on improving citizen-facing digital public services, with particular attention to user touchpoints, service interfaces, and end-to-end user journeys under Component 3 of the project. The consultant will apply service design and service engineering approaches to help government service owners, frontline staff, and delivery partners translate citizen needs into practical, implementable service improvements.
While the position does not involve ownership of backend systems or infrastructure, it requires strong technical literacy to engage effectively with vendors responsible for developing and maintaining websites and mobile applications supporting public services.

About the Project
EU funded E-ffective Governance project aims to enhance transparency, accountability, and responsiveness in public service delivery through improved use of digital tools and processes. Implemented by the British Council and eGA, the project supports government institutions to improve the quality, accessibility, and consistency of selected digital public services, with a strong emphasis on citizen experience and learning.

Role Purpose
The e-Governance Coordinator will support government partners to design, assess, and improve digital public services from a user perspective, focusing on service interfaces, workflows, and user journeys. The role combines service design, service engineering, and practical technical oversight, enabling government institutions to work more effectively with delivery partners while maintaining a clear focus on citizen experience.



Key Responsibilities
1. User Journey Mapping and Service Engineering
· Lead user journey mapping and service blueprinting for selected digital public services, focusing on interfaces, workflows, and user interactions.
· Identify usability issues, duplication, and friction across digital and hybrid service journeys.
· Translate user experience findings into clear functional and non-functional service requirements.
· Support service owners to prioritise service improvements that are technically feasible and aligned with operational realities.

2. Service Design Standards and Quality Assurance
· Support the development of service standard recommendations for digital public services, including usability, accessibility, clarity, and consistency.
· Apply service engineering principles to assess whether proposed service designs can be realistically implemented by delivery partners.
· Support government teams to review and validate user interface designs, prototypes, and user flows produced by vendors.
· Promote a shared understanding of service quality expectations across government and delivery partners.
· Contribute to alignment of service design practices with relevant government guidelines and digital service frameworks, as appropriate.

3. Communities of Practice and Cross-Government Learning
· Facilitate communities of practice focused on digital public service design and delivery, bringing together service owners, designers, and technical focal points from government institutions.
· Enable peer learning across agencies on managing vendors, defining service requirements, and improving service experience.
· Design and facilitate technical-functional workshops that bridge service design, delivery realities, and implementation.

4. Citizen Feedback and Service Improvement
· Support structured collection and synthesis of citizen feedback related to digital service use and experience.
· Translate citizen feedback into actionable design and interface improvements.
· Ensure citizen perspectives are communicated to service owners and vendors in a constructive and implementation-oriented manner.
· Pay particular attention to service barriers experienced by women, persons with disabilities, and other underserved groups.

5. Technical Coordination
· Act as a technical counterpart to software vendors developing websites and mobile applications for public services.
· Support service owners in articulating clear service requirements, user stories, and acceptance criteria.
· Review vendor deliverables related to user interfaces, workflows, and service usability.
· Facilitate constructive dialogue between government service owners and vendors to ensure alignment with service standards and user needs.

6. Learning, Documentation, and Reporting
· Document service design processes, technical-functional decisions, and lessons learned.
· Contribute inputs to project reporting focused on service quality and delivery outcomes.
· Support identification of transferable practices relevant to user-centred digital public service delivery.

Key Deliverables
· User journey maps, service blueprints, and interface flow documentation.
· Service standard guidance notes for digital public services.
· Functional service requirements and usability recommendations for vendors.
· Documentation from communities of practice and technical learning sessions.
· Inputs to project reports capturing service design and delivery lessons.

Required Qualifications and Experience

Education
· Master’s degree in Public Administration, Digital Governance, Information Systems, Service Design, Computer Science, or a related field.

Professional Experience
· At least seven years of relevant experience in digital public service delivery, service design, service engineering, or related fields.
· Demonstrated experience working with vendors, designers, and development teams.
· Strong understanding of how websites and mobile applications are designed, built, and iterated.
· Experience supporting government institutions in managing service delivery without owning technical infrastructure.
· Proven experience facilitating multi-stakeholder and technical-functional processes.

Skills and Competencies
· Strong service design and service engineering skills.
· Technical literacy sufficient to engage confidently with developers and vendors.
· Ability to translate user needs into functional requirements and design guidance.
· Excellent facilitation, communication, and documentation skills.
· Sensitivity to institutional and political contexts while maintaining technical credibility.

How to Apply

To apply, please submit the following documents in PDF format by email to recruitment.nfe@britishcouncil.org: 
· A motivation letter outlining relevant experience and suitability for the role.
· A current curriculum vitae (CV).
· Three professional references from former supervisors or senior managers.

Please use the subject line:
“Application for e-Governance Coordinator position.”
Closing date: 12 January 2026
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