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TERMS OF REFERENCE (TOR)

TIIODIFICATION AND ENHANCEMENT OF THE QUUON CITY HOTLINE I22
SERVICE TIANAGEMENT SYSTEIf, FOR GITIZEiIS' CONCERNS ,

I. RATIONALE AND BRIEF BACKGROUND

The Local Govemment Unit of Quezon City, overseeing the largest city in Metro
Manila by both land area and population, is committed to continuously improving its
citizen services. \Alrth over three million (3,000,000) rqsidents, the existing Citizen
Helpline 122 *s'vicF- management system, implemented in March 2021, has
successfully facilitated the rnanagement, organization, and tracking of citizen requests,
complaints, and suggestions directed to the ffice of the Mayor or relevant
departnenb/orffices. The systern processes information ftom multiple soure, including
email, SMS, phone calls, and social media channels.

Despite the success of the initial implementaUon, there is a need to modiff and
enhance the canent system to ensure a higher level of reqponsiveness and efficiency.
Recent evaluations of the systrem have revealed opportunities for improvement,
particularly in ensuring tickeb are prompfly resolved and that case assignments are
effeclively communicated and managed by the relevant departnents.

This modification aims to refine the existing CRM by enhancing case
rnanagement capabilities, integrating additional tools, and ensuring that all departments
properly uUlize system notifications to addres issues within prescribed fumaround
times.

II. PROJECT DESCRIPTION

The project aims to upgrade Quezon Ci!y's Citizen Helpline 122 *wie
management system, creating a unified platform to enhance departsnental oordination
and accountability. This enhanced system will provide a comprehensive view of citizen
requests, complaints, and oncems, steamlining the assignment Eacking, and
resolution process across multiple communication channels. Cilizen concems, captured
via contact cenEr, social media, or email, will be assigned a case number and routed to
the appropriate deparfrnent for resolution. Certain cases may be escalated directly to
relevant departnents, ensuring timely and efficient handling. Serving as the cenfal
repository for citizen coneems, the platform offers a reaFtime source of buth, improving
kansparency and accounhbility across deparfrnents. Advanced data analytics will
enable stategic insights, supporting the city's continuous improvement in public service
delivery.

III, PROJECT SCOPE OF WORK

The proposed Citizen SeMce Management Systern shall be enhanced to ensure
efficiency, responsivenes, and accountabilig in managing citizen con@ms. lt will be
equipped with the following feafures and capabilities:

1- Llcenses

a) The system will include 88 licenses of Dynamics 365 Customer Service, 88
licenses of Microsoft 365 Business Basic, and 1 license of Power BI (upgrade
from Professional to Premium Subscription) for reporting and data analysis.

b) The s_vstem will allow the Quezon City Govemment to "procure additional
licenses' as necessary, ensuring scalability.
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2. System Modiflcations

a) Modifications to the existing CRM system will include enhan@ments to
improve case management, reporting, and communication acloss
departrne nts and extemal platforms.

b) lntegration of Request for Action (RFA) Form: The RFA form will be tully
integrated into the CRM to standardize incident and nonconformity reporting,
improving tacking and accountabil'rty.

c) Automated and Additional Fields for Case Forms and Dashboard Reporting:
To enhance data acorracy and streamline the reporting process, fields such
as Case Number, lncident Date, District Field, and Account Type will be
automated. ln addition, new fields (e.9., the number of vehicles in a road
accident or the number of establishments in a fire) will be added to capture
more detailed incident dah. This comprehensive data will be automatically
populated and reported in a dashboard format for quick and clear inciderd
overyiews, ensuring eficient analysis and prompt responses.

3. Automated Fields

a) Case Number: Automatically generate unique identifiers for each incident.
b) lncident Date: Auto-capture the date of the incident.
c) District Field: Automatically populate based on the selec{ed Barangay-
d) Account Type: Automatically capture Voice Account for Calls and Non-Voice

Account for Emails and Social Media submissions.

4. Suggeeted Text & Dropdown Lisb

a) Case Tifle/Proes: Predefined text suggestions will be available to improre
accuracy and speed.

b) lncident Classification: Automated dassifcation options will streamline case
categorization.

c) lncident Type: Dropdorn options such as Emergenry, Non-Emergency,
Police Assistance, Fire lncidenb, Medical Emergencies, and more. The
system will allow the dynamic addition of new incident types by authorized
administrators to enaure adaptability to evoMng needs.

d) Priority Levels: Define priority levels (Low, Medium, High) for cases.
e) Platform/lnitiabn List plafforms such as Radio, 122, Social Media, and

Website submissions for case initiation
f) DepartnenUProcess Owner: Dropdolrn list of relemnt departments and units

for case assignment.
g) Barangay: Provide dropdowns for Barangays with automatically linked

disticts for ease of assignment.

5. Service Level Agrcements (SLAs)

a) SLAs will define response and resolution times for various types of incidents
to ensure timely handling. Mefrics such as incident frequency, call duration,
agent response {me, and emergency handling times will be tacked.

b) The system will flag pending tickeb to remind departments of unresolved
issues, with noffications sent to expedlte ticket closure and ensure timely
resolution of all incidents.

c) Gonfiguration for Ticket Closure and Monitoring Metrics: The system will
include features to track rnetics such as Tumaround Time, First Response
Time, and Call Resoluton Time. These configurations in the Dynamics 365
Customer Service Hub will support Citizen Helpline 122 in meeting service
commifrnent stiandards for citizens.
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d) The monitoring tools will also contsibute to the Zero lncident goal by ensuring
efficient c€lse management and reducing risks through prompt resolutions.

6. Heat-map Functionallty

a) The system will include a heat-map dashboard to visually display and track
the concentation of incidents in reaFtime, partic,ularly useful for managing
disasters and emergencies (e.9., floods, fire incidents). This feature will
provide spatial analysis to guide resource allocation and response
prioritization.

b) The heat map will display incidents by type and severity, aiding decision-
makers in understanding and responding to crises efficienfly.

7. Case Management acroes Channels

a) The system will integrate multiple plafforms such as Facebook Messenger,
Website, and Email to ensure that all cases rErised through different
communication channels are capfured, logged, and addressed in a unffied
system. Cases raised via these platforms will be routed through the same
CRM system, ensuring they are facked and resofued under a single platform.

8. Workflor Mapping Customlzation

a) Custom workflows will be impbmented, allowing the system to automatically
route cases based on specific criteria such as incident type, priority, and
departnent. These workflows will ensure cases are escalated or reassigned
to relevant departrnents for resolution.

b) lnclude unique wokflo\irs br DRRM (Disaster Risk Reduction and
Management) and BPLD (Business Permits and Licensing DeparfiTent) to
address their specific needs.

c) The system will include functionality to oeedite ticket closures, ensuring
timely resolution of all incidents.

9. ISO Documentation and Reporting

a) The system will provide standardized reporb in line with ISO documentation
requirements. The Request for Action (RFA) report format will replicate the
RFA form for accurate documentation and ISO compliance.

b) Reporting will include case summaries, departnental reports, and a detailed
breakdown of incidents handled, along with analytics on resolution times,
ticket aging, and deparfrnental performance.

t0. Report Generation Formats

a) QCCSD tncident Report: A concise summary for critical case review.
b) Departmental Report Detailed reports for in-depth departmental analysis.
c) RFA Form Report A detailed replication of the RFA form fior ISO compliance.
d) Heat map Analysis Reports: Msual repork based on the heat-map data,

backing high-risk zones and response efiestiveness.

{ 1. Rernindere and Alerts

a) The system will include automated reminders and alerts for pending or
overdue tickets, ensuring that no case is forgotten or left unreolved. These
aterts will assist departments in maintaining SLA compliance and ensuring
swift resolutions.
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12.User Management and Security

a) The system will include role.based access contol (RBAC) to ensure secure
data access and rnanagement across deparhnents. Only authorized users will
have access to certain cases and functionalities, protecting citizen
information.

b) A logging and auditing sptem will be in place to fack all actions taken within
the system, ensuring tsansparency and accountability.

1 3, Subscription lnclusions

a) The subscription includes softrare maintenance, updates, and security
patches. lt will also cover training for relevant sffi to ensure proper system
use and data management.

b) The subscription service will include annual support, covering bug fixes,
feafure enhancements, and security patch updates on a quarterly basis, or
more ftequently if critical security issues arise.

14. Provbion of Documents

a) The solution provider shall deliver complete documentation for the
deliverables, including but not limited b:

1) lnfurmation System/Application system source code and associated
libraries

2) User Manuals
3) TechnicaUReference Manual
4) System/Operational Manual
5) Troubleshooting and lnstallation Guide

b) Documentation must be provided in editable formats (e.9., Microsotft Word)
and non+ditable iormats (e.g., PDF) and delivered to the Local Govemment
of QC. The QC Govemrnent reserves the right to reproduce these documents
at no addfional cost. All intellectual property developd or created as part of
this projecl shall become the sole prcperty of the QC Govemment, induding
the source code, wlrich will be available for any necqssary system
adjustnents.

IV, AREA OF COVERAGE

The Local Govemment Unit (LGU) of Quezon City, goveming the largest city in Meko
Manila by land area and population, will implement the Customer Relationship
Managernent (CRM) system modifications across all 142 barangays of Quezon City.
These enhancemeflts will ensure seamless coverage of the entire city, improving
incident tracking, case management, and integrated communication across
departments.

Additionally, key departments such as the Quezon City Disaster Risk Reduction and
Managenert (OCDRRM) ofice and the Business Permits and Licensing Departnent
(BPLD) will be equipped with unique workflows tailored to their specific operations. This
ensures efiective disaster response and efficient handting of businms-related concems.
The modified system will also handle inter-jurisdictional coordination, extending its
functionality to neighboring cities as required, thereby providing a comprehensive and
scalable solution for all stakeholders.
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V. PROJECT STANDARDS AND REQUIREMENTS

A, Track Record

1. The system sofhrvare provider/supplier must have completed a similar project
within the past three yearc, with a project value of at least 50% of the
Approved Budget for the Contract (ABC) for this project.

2. The provider/supplier must demonstrate a good tack record and submit the
organizational structure, manpower schedule, and details of functions and
duties, along with relevant certifications, as part of the Project lmplementation
Plan (PlP).

B. Organization

1. The system software provider/supplier must deliver the solution using cloud-
based Customer Relationship Management (CRM) services, The
modifications will enhance the existing CRM system used for managing
citizen interactions with the City Government.

2. The system softrnare provider/supplier must be a certified distributor or
manufacturer of the softtvare being used for the modificatjons.

3, The system software provider/supplier must submit a stiatement ensuring non-
disclosure of the agenq/s data.

4. The system softrvare provider/supplier must provide warranty statements that
include on-site services to address technical support needs in a timely
manner, as well as phone or email technical support services for twelve (12)
months from the project completion date.

C, tanpower

1. The system so,ftrrare provider/supplier must provide a minimum of the
following personnel for the enhancement and modification of the existing
system:

a) 2 Consultants
b) 2 Developers
c) 1 Prqiect Manager
d) 1 Technical Consultant

D. Trainlng and Arca of Coaching

1. The system softrltrare provider/supplier shall deliver training, area coaching,
and orientation programs for users of the enhanced system. The taining will
cover:

a) Contact Center Agents/Admin Staff: 60 trainees in batches.
b) DepartmenVOtrice/lF Heads: 120 tainees.
c) Contact Center System Adminisfrator/MlS Stafi: Specific number to

be determined based on need.
d) System/Tech Personnel: Specific number to be determined based

on need.
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VI. PROJECT DURATION

This project shall be implemented with the following target days per
milestone- Delivery period for the project shall be ninety (90) calenclar days,

MILESTONES CALENDAR DAYS

Project Preparation and Mobilization 15 calendar days upon Receipt of
Notice to Proceed

Process Mapping, Technical
Specifications SigrrOff 12 calendar dalls

Application Programming &
Development to Minimum Mable
Product

60 calendar days

UAT 2 calendar days
Training and Handover l calendarday
Projec{ Support 12 months from handoverdate

VII. APPROVED BUDGET FOR THE CONTRACT

A. The Approved Budget for the Contract (ABC) is Seven Mllllon Three
Hundrcd Fifty Thousand TWo Hundrcd Fifry Eight Pesos
(PHP 7,350,258.00) witt deliverables and listed complete details specified in
Section lll, Projecl Scope of Work.

B. NO PRICE AIUUSTiIIENT - The project cost shall be ft(ed and there shall be
no price adjustrnents applicable for the duration of the conkact exceft when
the operations costs are increasd by more than 1006 as a result of any
adraordinary circumstance as IDENTIFIED by the National Economic
Development Authority (NEDA). Pursuant to the provisions of RA 9184 and its
IRR on contract price escalations, all contact price escalation shall be
approved by the Govemment Procurement Policl Board (GPPB).

VIII. BASIS OF PAYMENTS

fILESTONES ACCEPTAilCE
CRITERIA

PERCENTAGE
BILLlI{G

Project Preparetion and Mobilization

Process Mapping and Technical
SpeciFrcations SignOfi

Process
Apprcved

Mapped and

Docurnentation signed-off
by the end user

15o/o

Applicatim b Programming and
Developmeflt to Minimum Viable Produci

Minimum viable pmduct
sQned off by QA and
dienfs authori4d
personnel

3504

User Accaptanco Test (UAT)

Beta te$ing at the 6nd
us€f s offce at ttle
Quezon City Compound

Full doaimentation
signed off QA and cliente
authorized personnel

u%

Training and Handover Signed off by clients
aulftorized personnd 15%

Performance Serurity Retainer 6 months 1Yo

TOTAL {(xr%
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I)C WARRANW

The QC Service Managernent System for Citizen Concems, including all
modifcations and enhancements, shall be ftee from defects in material and
workmanship ior a period of one (1) year from the date of final project acoeptance. Free
system updates related to the modifications will be provided within the warranty period.
The system must meet all requirements ouUined in the Terms of Reference (IOR).

X. PENALTIES FOR BREACH OF CONTRACT

Failure to deliver the services according to the standalds and requirements set
by flre City shall constihrte an offense and shall subject he service provider b penalties
and/or liquidated damages pursuant to the provisions of RA 9184 and its revised
lmplementing Rules and Regulations.

XI. CANCELLATION OR TERIUINATION OF CONTRACT

The guidelines contained in RA 9184 and its revised IRR shall be followed in the
termination of any service contact ln the event the City terminated the contract due to
default, insolvency, or for cause, it may enter a negotiated procurement pursuant to RA
91t14 and its lRR.

Terms of Reference endorsed, revierved and ceffied by:

Prepared by:

Enp. D. PEREZ,C. DISTRA"'O
c, QccsD r , QCDRRMO

IIPA

trt

rgflih
PAUL RENE S. PADILLAT
iiia-, oirbri. 

---.-- 4

Noted by:

iIICHAEL VICTOR N. ALIMURUNG
City Administrator
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APPENDIX

Updated Key Featurcs and Requirements

lncident Tracklng:
n SysGm Scope: lmplement a consistent system for recording, tacking, and
responding to citizen incidents.
e. Mobile Access: Ensure mobile app functionality includes viewing, updating, and
closing tictets, with ofiine capabilities.
c. Automation: lnclude automated acknowledgements and responses upon incident
logging.
D. Document Management Facilitate the creation and disfribution of both standard
and custom documents related to incidents.
e. End-teEnd Management: Provide comprehensive management from incident
logging to resolution.

Data Management:
n" Record Storage: Store comprehensive records including case details, allocations,
and mandatory case fucts.
a. Document History: Maintain a complete history of all documents and interactions
related to each incident.
c- Case Notes & Uploads: Support the capfuring of case notes and document
uploads.
o. Case Linkage: Enable identifcation and linkage of related cases.

User lnterface and Experience:
n Summary Mews: Provide detailed views including incident stage, hacking
number, departrnenVun( responsible perconnel, and other relevant details.
e. Search & Filbn lmplement robust search and filter functionalities for tickets and
citizen reports.
c. Dashboards: Offer customizable dashboards w'th real-time data monitoring and
visualization.

Reporting and Analytics:
r Reporting Capabilities: Support automated and customizable reporting, including
predefned and custom report options.
e. Dashboards: lnclude a dashboard interfaoe for flexible data visualization, both
graphical and tabular.

Security and Compliance:
l Secure Repository: Ensure a secule, centalized repository for document storage
with comprchensive audittails and unalterable records.
a. Ac@ss Control: Define user roles and permissions, and implement robust
security protocols.
c. Standards Compliance: Adhere to basic workflow standards and support no-code
applicartion development for enhanced fu nctionality.

Process Monftoring and Workflow:
A Status Tracking: Track the stafus of work items, job timelines, and document
creation/archival dates.
e. Dashboard Configuration; Enable users to configure dashboards and generate
performance reports.
c- Workflow Support Support customizable workflows and process re'engineering
as needed.
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