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DELEGATION OF SOCIAL SERVICES: 

THE NEED AND POSSIBILITY OF FURTHER DEVELOPMENT OF 

THE PROCESS 
 

 

INTRODUCTION 

                                                                        

Delegation of social services is considered a 

means of improving the service quality and 

cost cost-effectiveness 1 . Mechanisms of 

delegation are varied and diverse, just as 

ways and mechanisms of caretaking, 

caregiving, protection services and their 

provision. It should be noted that social 

delegation cannot respond to all the challenges in the field of providing social services, yet the 

universal trust in this mechanism is steadily growing, especially considering the cost-

effectiveness factor. Charitable and non-governmental organizations usually operating on 

voluntary and meager donations are characterized by dedication and flexibility, in addition to 

which organizations are granted an opportunity to also have stable state financing which 

assures cost-effectiveness.  

 

PROCESS OF SOCIAL DELEGATION IN RA; DESCRIPTION OF SITUATION 

 

A. Legal and procedural background 

 

Prerequisite 1. The RA government's decision No. 1078 of September 10, 2015 defines 

the mandatory conditions for the certification of the activity of providing social service and the 

necessary requirements for the activity of providing social service. 

 Prerequisite 2. On September 10, 2015, in accordance with Article 6 of the RA Law "On 

Social Assistance", the Government of the Republic of Armenia approved the cases and 

procedure for the certification of the activities of providing social services, which defined the 

certification process and the types of activities of providing social services subject to 

certification; as well as this, it was established that organizations seeking state support must be 

certified2. 

 
1  Paula Blomqvist & Ulrika Winblad (2022) Contracting out welfare services: how are private contractors held 

accountable?, Public Management Review, 24:2, 233-254,DOI: 10.1080/14719037.2020.1817530. 
2 Currently, about a dozen NGOs receive state subsidies from the Ministry of Labor and Social Affairs of the Republic of 

Armenia and provide social services to children, the elderly, and persons with disabilities with state support. 

 

Social delegation still lacks a single 

definition accepted by all parties; 

nonetheless, by “delegation of social 

services” we understand the provision of 

funds by the state to NGOs in order to 

implement the process of providing social 

services to this or that group of population.  
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Prerequisite 3. In December of 2017, by order of the Ministry of Labor and Social 

Affairs of the Republic of Armenia, the procedure for selecting legal entities providing services 

in the field of social protection for the purpose of providing state support was approved. 

Prerequisite 4. The strategic plan for social sector reform was developed in 2019 and 

revised in 2021. 

B. Obstacles: Delegation of 

social services is carried 

out through public 

procurement through 

tenders for the purpose 

of certification of 

organizations/services 

and funding for service 

provision. As practice 

shows, the range of 

licensing organizations 

hardly changes over the 

years. The above-

mentioned services are 

complex and difficult to 

assess qualitatively, as a 

result of which the 

monitoring of delegated service providing organizations in the social service  sector 

becomes more complicated3. At the same time, accountability in this area is necessary 

for the protection of the rights of the most vulnerable groups in society: the sick, the 

elderly or representatives of socially disadvantaged groups4. 

 

1․ Lack of complete understanding of the benefits of social delegation 

In Armenia social services are provided by various actors, both directly through 

state/territorial bodies  or through delegation, and by NGOs operating with the financial support 

of international donor organizations, the Armenian Diaspora and local benefactors. The 

conducted study has shown that in general delegation is considered one of the practical 

manifestations of  the cooperation of state bodies with CSOs, but "the understanding of the 

expediency of delegation and the benefit in terms of cost-effectiveness and quality in the case 

of delegated services by state institutions is still incomplete and fragmented"5. In that regard, 

the delegation of social services does not take place at a sufficient pace and to a sufficient 

extent. "There is a certain caution from the government felt in this matter; the steps aimed at 

institutionalization of the process are not convincing, the process is still organized randomly, 

without the introduction of appropriate standards." 

 

2․ Ambiguous acceptance of requirements for certification by NGOs and 

inconsistency of the basis for calculating provided funds with quality of service 

The process is complicated by certification and different procedural requirements, as well 

as low pay rates in the state system, which is why “innovation and quality are subordinated to 

the need to meet the budget requirements and the indicators set” (expert). The next problem of 

the delegation of state services is short-term financing. As a rule, the tender process for 

 
3  Romzek, B. S., and J. M.Johnston. 2005. “State Social Services Contracting: Exploring the Determinants of Effective 

Contract Accountability.” Public Administration Review 65 (4): 436–449. doi:https://doi.org/10.1111/j.1540-

6210.2005.00470.x. 
4 Blank, R. M., and R. Haskins. 2001. The New World of Welfare. Washington DC: Brookings Institution Press. 
5 Interview with a CSO representative. 

The government considers the following as priority directions: 

1. Development of descriptions and minimum quality standards for round-the-

clock and day care services, including the required human, financial and other 

resources, taking into account international best practices and local 

specificities; 

 

2. Formation of modern new or improved alternative services for the care of 

children, the elderly and persons with disabilities, the consistent increase of the 

quality, accessibility and cost-effectiveness of these services (existing and 

newly introduced), the formation of a new quality offer on the market and the 

expansion of the geographical coverage on the basis of a mutually beneficial 

public-private partnership; 

 

3. Development of full descriptions (passports) of sector services, which should 

include: 

I. targeted scope and grouping of beneficiaries, 

II. geography and coverage of service provision based to the assessed needs, 

III. package of sub-services or works to be provided for each group of 

beneficiaries and the frequency of their provision in a unit period as well as the 

procedure. 

https://doi.org/10.1111/j.1540-6210.2005.00470.x
https://doi.org/10.1111/j.1540-6210.2005.00470.x
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participation in state orders implies co-financing, otherwise the allocated amount is highly 

insufficient for the provision of quality social services.  

 

3․Limitations of the scope of delegated assignments 

The delegation mechanism can be applied not only on policy-level, but also at the stage 

of its development and revision. Another area of delegation can be the monitoring and 

evaluation of state programs and strategies, which is one of the gaps in state systems, as the 

resources and efforts both for internal and external evaluation are highly limited6, while the 

government turns to donors for these services or purchases these services with credit funds 

from the market, from for-profit organizations, at a far higher cost. One of the experts has also 

suggested delegating the management process support to CSOs, as at present numerous CSO 

experts are trained and certified in the field of program management.  

 

4․ Information gap regarding organizations having social delegation and the range of 

provided services 

 Service users find it particularly problematic to receive full, accessible and available 

information regarding specific social services both on republican and local (regional, 

community) levels. A unified informational base is absent through which it would be possible 

to receive appropriate information regarding existing social services in the given area.  

 

5․  Centralized organization of delegation  

The process is centripetal and is almost entirely carried out through the state department, 

while the part done through local self-government bodies is negligible. This is why the 

community participation in the creation and operation of needs-based services continues to be 

passive, which hinders the development of needs-based and community-oriented services.  

 

6․ Issue of inconsistency of the requirements for delegation 

The prerequisites for participation in the public procurement tender process refer to the 

certification of services, the availability of physical space and its security rules, which are a 

necessary but not sufficient condition for providing quality social services. In other words, 

there are no established minimum quality standards for the provision of social services in 

the country. 

 

As a result, social services provided to vulnerable groups of the population develop 

unevenly, quality-related questions remain open/unanswered, which directly affects the 

effectiveness of social support policy. This leads to the incomplete realization of the initial 

goal. 

 

STRATEGY FOR OVERCOMING THE CHALLENGING SITUATION 

 

International best practice, as well as current local problems, show that the only effective 

model for improving the social services sector in Armenia is to enhance and strengthen the 

practice of delegation. The key steps should include the following scope: 

 

1․Decentralization of service delegation 

If the process of delegation is implemented in a decentralized way, and if territorial and 

community government bodies are authorized to delegate social services taking into account 

the specific needs of the community, it will be possible to form needs-based services, ensuring 

a more targeted and inclusive social environment. Here the role of the government is to set the 

 
6 DePo NGO, within the framework of the development program for NGOs, CRRC-Armenia, October 2019, pages 44-50, 

https://www.crrc.am/wp-content/uploads/2019/03/Analytical_Report_2019_CSO_DePo-1-1.pdf 58, p. 55. 
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minimum standards for quality and to regulate the organization of the delegation process, as 

well as to define the procedure for licensing organizations/professionals. 

 

2․ Setting the minimum quality 

standards for social services 

Given the variety of social services and 

the already accumulated experience of their 

provision in the country, it is advisable that 

at this stage the minimum standards for the 

most common types of services be 

developed first: for example, day care and 

protection services for children, shelters for 

victims of violence, inclusive day care 

services for children with disabilities and 

children with other special problems, day 

care services for adults with disabilities, 

elderly day care services, as well as 

outbound/mobile  services of the listed 

types. 

In Appendix 1, one can find the draft 

minimum standards developed for the 

Children's day care Center. 

 

3․ Determining the cost of the service 

per beneficiary 

 Appropriate budgeting is an 

inseparable and determining part of the 

quality of services. Appendix 2 presents the 

minimum budgeting lines/conditions for the 

service mentioned in point 27.  

 

4․ Development of tender conditions 

and discussion with interested parties 

Tender conditions must meet at least on the following requirements based on the 

assessment of the capabilities of the organization participating in the tender.   

• Management staff 

• Professional staff 

• Area and working conditions 

• Internal procedures 

• External connections /suppliers/ 

• Intersectoral cooperation 

• Team work 

• Methodology, including that of case management 

• Services offered for education, recreation and socialization 

• Cooperation with other services 

• Services for promotion of physical and mental health 

• Career guidance/orientation service 

• Services aimed at activation in social and labor markets 

 
7 The calculation has been done taking into account the experience of organizations that are members of the Child Protection 

Network.   

EXAMPLES OF INTERNATIONAL PRACTICE 

 

International best practice proves that local needs-based social 

services are effective and community-friendly when delegated by 

community authorities to other specialized organizations. In Sweden, 

the practice of delegating social services has been in place since the 

1990s. For example, contracts in the field of elderly care are regulated 

by the Law on Public Procurement; local authorities delegate the 

function of social services, while institutions remain publicly owned. 

According to the Swedish Social Services Act (Socialtjänstlagen), local 

authorities are responsible for the quality of all social services 

provided, including delegated services. This implies that local 

authorities should ensure high quality of services. 

 China has made the mechanism of delegation the main approach 

of its social policy. As a result of this policy in China, a larger number 

of non-governmental organizations have been created, and the range 

of services provided by these organizations has increased. On the other 

hand, local self-government bodies have begun to perceive NGOs as 

official agents, resulting in the need to perform additional work not 

specified in service contracts. Moreover, fearing reductions of 

government contracts, NGOs have focused on service delivery instead 

of human rights issues. Social service contracting policies have led to 

increased financial contributions from the Chinese government to 

NGOs, but have limited their political activities. 

The experience of Moldova also demonstrates that 

local/community authorities should be directly licensed to delegate 

social services to those in need, thus ensuring a decentralized social 

protection policy. Parallel to this, organizations wishing to provide 

social services must be certified by the relevant state body. 

In addition to its positive aspects, such an approach has its 

negative sides as well, among which, with reference to the experience 

of Moldova, it can be noted that there are communities which lack 

structures with appropriate capabilities, leading to the absence of 

service in the given community. 
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• Innovative solutions, provision of support for social and professional integration, 

services aimed at overcoming addictions 

• Activities aimed at the development of intellectual and emotional capital 

• Services aimed at the development and strengthening of social capital 

• Organization of activities arising from special needs 

• Budgeting algorithm consisting of the combination price-technical quality 

• Regulations on the use of the received grant to exclude risky transactions 

• Regulation of payment of taxes and duties, transparent activity 

• Accountability to stakeholders, government and the public 

• Regulation of conflicts of interest 

• Professional qualification/license 

• Whether or not the organization has registered staff professionals  

• Statutory/registration and other documents required by law.  

Thus, in order to ensure and control the effectiveness of the implementation of the practice of 

delegation, as well as the quality of social services provided by various actors, it is necessary 

to define universal quality standards for the provision of social services and their monitoring. 

Given the international experience and lessons learned, it is also necessary to consider and 

develop a system of accountability mechanisms formed on the basis of different models, which 

will be based on social accountability. 

 

Appendix 1  

Day care service center for children in especially difficult circumstances 

 

Purpose: 

To mitigate the risks of children and families in difficult circumstances, to improve the quality 

of life and possibly guaranteeing a promising outlook. 

 

Services provided by the center  

1․ Organization of social and psychological support 

• to carry out social and psychological rehabilitation of children in especially difficult 

circumstances and their family members, as well as activities aimed at individual’s adaptation 

to the society: 

a. individual counseling and therapy, 

b. family counseling and therapy, 

c. group therapy. 

 

Organization of activities aimed at the development of children's education, cultural, 

sports, and aesthetic skills 

• to contribute to the identification and organization of teaching of work, cultural, sports, 

and aesthetic skills to children in especially difficult circumstances, with the help of the 

following therapeutic interventions: 

1) art therapy, 

2) dance therapy, 

3) sport groups. 

 

2․ Case management  

• identification of children in especially difficult circumstances, cooperating with the 

state, community and other bodies, non-governmental organizations and citizens who have the 

authority to solve children's problems; 

• development of individual work programs with beneficiaries;  
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• providing humanitarian and financial support (for extreme situations);  

• ensuring access to medical services; 

• supporting children excluded from educational institutions to be admitted to 

educational institutions; 

• supporting the activities aimed at protecting the rights of the community of children in 

especially difficult circumstances;  

• teaching and development of life skills and social abilities (capabilities); 

• supporting professional orientation and pre-professional education; 

• damage compensation (children in conflict with law); 

• protection of children's interests (advocacy); 

• rehabilitation and protection of the violated (impaired) rights of children in especially 

difficult circumstances; 

• mentoring or using a positive example; 

• provision of information, interventions and referrals. 

 

Extended case discussions. These are organized in particularly difficult cases, when, by the 

decision of the professional working team, an extended discussion is arranged, to which field 

officials, representatives of the structures related to the case, other specialists and the child's 

parents/guardian/ are invited. 

 

3․ Awareness  rising and capacity building among the local professional community 

Organization of professional conventions: 

• activation of sector stakeholders; 

• arranging meetings with local specialists; 

• presentation of existing problems to the officials responsible for the sector and to the 

policymakers; 

• application of joint case management practices. 

 

4․ Promotion and activation of beneficiaries  

 

• Beneficiaries’ skills development:  

✓ training for the development of healthy lifestyle skills among children,  

✓ training courses for parents in order to develop various skills.  

 

• Professional orientation 

  

5․ Community education and civic education  

Implementation of preventative works at schools: 

✓ meetings with school children, 

✓ meetings with teachers and parents. 

 

Implementation of community mobilization programs: 

1) promotion of community-oriented mindset among children, 

2) support to the development of specific programs based on children’s ideas,  

3) support to the implementation of community programs, 

4) organization of civic education activities for children. 

 

Organization of social events for the beneficiaries of the center 

Organization of thematic events: 

1) patriotic social events, 

2) spiritual social events, 
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3) entertainment and leisure social events. 

 

Beneficiaries of the day care center 

 

The following can be beneficiaries:  

• Children and their families who 

✓ are in especially difficult circumstances (family conflicts, absence of guardianship, 

extreme poverty, deprivation, situations of being out of service, homelessness, 

abandonment, etc.);  

✓ have problems with the law;  

✓ have behavioral problems, have been classified as “in difficult life situations” and 

have come under the attention of the police;   

✓ have conflicts with peers (adults);  

✓ are excluded from education and other social services because of their special 

needs;  

✓ any child who has any need for support as a result of violation of their rights.   

 

• Community professionals: 

✓ Community Guardianship and Trusteeship Committee; 

✓ Juvenile Division of the Police; 

✓ schools, preschool institutions; 

✓ Unified Social Service information center; 

✓ day care centers; 

✓ other organizations. 

 

Visits of beneficiaries of the center 

 

Beneficiary visits will be scheduled according to the level of risk of the problems.  

 

 High risk Average risk Low risk 

Frequency of visits Minimum 

3 times a week 

Minimum 

2 times a week 

Minimum 

once a week  

 

The Day Center will provide services both in the office and in the communities, through a 

mobile service. 

Based on the given schedule, it is envisaged that the day center will serve 35-40 children per 

day. Children will attend both individual therapy according to the set schedule, and group 

therapy, sports group, and group work. On a daily basis, the duration of the service provided 

to one child at the Center will be 2 hours. About 70 children per month will benefit from the 

services. If the average duration of the service is 12 months, then the Center will serve 70 

children during the year. Experience shows that about 30% of children improve their situation 

within 6 months, which means that the Center will be able to serve about 100 children in a 

year, but never simultaneously. 

In case of mobile service, 15-20 children will receive service during each community visit. The 

mobile team will work 4 days a week in the communities and 1 day in the office to do 

documentation. 

 

Center staff 

 

• Administrative staff 

✓ center director 

✓ accountant 
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• Service staff 

✓ driver 

✓ cleaning manager 

 

• Professional team 

✓ social worker 

✓ psychologist 

✓ art therapist 

✓ group manager 

 

 

This publication was produced with the financial support of the European Union. Its contents 

are the sole responsibility of “Armenian Association of Social Workers” (AASW), “Family and 

Community Charitable NGO” (F&C); “Partnership and Teaching Civil Society and 

Education Supporting NGO” (P&T) and Hilfswerk International (HWI) and not necessarily 

reflect the views of the European Union․ 


