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Mission Mode Project Name: 

Design, Development, Testing, Implementation, Maintenance of Integrated, Web 

Based Citizen Relationship & Grievance Management System (CRGMS) and 

Implementation at Call Centre using Voice, IVR, Internet, Email, WAP Enabled 

Mobile Phones, Fax and Paper Media  
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Existing level : 
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Brief description of proposed project including likely service benefits: 
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 B. Project Objectives, Service Levels & Output Indicators 
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���� Graphical representation of Citizen Grievance Management�
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���� Graphical representation of Grievance Registration and Handling 

through CRGMS�
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1.6. Expectations from the Call Centre 
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1.6.2. Call Waiting & Handling Time 
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1.7. Call Centre Features 
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C. Project Approach & Component detailing 
 
Department will identify a vendor(PPP Partner) ho will be responsible for 
development of CRGMS and operations of Call Center. 
 

1.1. Responsibility of the PPP Partner   
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D. Process/Inputs and Project Monitoring Indicators 
 
Project Phase Wise Deliverables  
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E. Project Costing & Expected Benefits 
  
The broad cost estimates to implement the project are provided below  
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E. Implementation Timelines 
 
Time Limit for the Completion of Tasks  
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