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Design, Develop and Implement the Services Program

SCOPE DELIVERABLE/S

Strategy development Service Delivery Strategy for ECZA
®  Vision, Mission, Strategy and EC/SEZs under ECZA's
®  Operating Model - innovations and structures authority

®  Performance criteria - based on ease of doing business
® Commercial Model - Revenue sharing basis, pricing model
®  Maturity plan covering current and future portfolio of SEZs

®  Overall alignment with ECZAs goals (collaboration across SEZ

Affairs, COE, REs, and others)

Establishing the Service Design, Development & Execution Department Establish the ECZA Service Delivery
®  Services Delivery Framework department capability
® Roadmap

®  Design, development, and delivery

Implementing knowledge management framework for targeted SEZ Knowledge hub for SEZs including
®  Knowledge hub across all service areas external and internal FAQs and
®  FAQs and services information for publication on website and guidance notes

communication channels

Information and support for beneficiaries

Customer Experience Framework for targeted SEZ Detailed Customer Experience
® [dentifying & segmenting guidance for REs

o Customer management strategy

Measuring and improving
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Digital innovations and pragmatic solutions Services digital innovations
®  Study and identify options framework Roadmap for digital
®  Review regulatory framework from business viewpoint signatures implementation

®  Liaison with technology counterparts

Implementation plan

Including Automating identify and signatures

Developing KPI and performance management/monitoring for targeted SEZs | Establish reporting framework
®  Alignment with government reporting Deliver trend, performance, and

®  Alignment with EODB Insights report Continuous

improvement program

0SS implementation program management and change management for Support the services

SEZ/ECs implementation roadmap and

transitional adoption for KAEC/KAP




