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TERMS OF REFERENCE (TOR)
MODIFICATION AND ENHANCEMENT OF THE OUEZON CITY HOTLINE 122 SERVICE MANAGEMENT SYSTEM

FOR CITIZENS' CONCERNS

.

.

RATIONALE:

The Local Govemm€nt Unit of Quezon City, overseeing tho lsrgo3t city in Melro Msnils by both land ar€a

and population, is committad to continuously improving its citizen services. Wth over lhree million
(3,000,000) rcsidents, th6 etsting Cilizen Helplin€ 122 36N1c€ menagemer syslem, implementad in

M.rch 2021. has succsss{uly facjliErad the rnansgam€nl, oQanizelion, and lraddng of citizen requests
complaints, and suggestions dircc{ed to lhe Ofiica of thg Mayor or relevar departmonts/officas. The

system procosses information from multiple sources, including smail, SMS, Phono calb, and socialmedia
channals.

D8spile the suocess of the initiel implsmet ation, thera is a need to modify and enhance the cunBnt
systam to ensul€ a highar level of raeponsiyeness and efficiency. Racanl evaluetions of lhe syslem have
revoalod oppodunitigs for improyement, parti:ulalv in ensuring li*els are promptly regolvod 8nd that
cas6 assignmenls are efiedively communicatad and managcd by the r€levant deperlments.

This modification aims to r6fin6lh6 oxisling CRM by enhancing case managemenl cepabilities, intagraling
additionel tools, and ensuring that all departments prop€rly utilize system notificalions to eddress issues
within prescribed tumaround limes.

RATIONAI.E:

The projsci seeks to enhancalhe existing Citizen Helpline 122 sorvice manegemont system lo crBate a

unifisd platform thst smpo\i,ers lhe verious departnenb of the Quezon City Govemment. This upgradsd
systsm will provide a comprehgnsive visw of all cilizen requesls, complaints, end concems submittod to
lhe city govemment- lt will sllBamuno tha pmcess of assigning, tracldng, and resolving ceses across
multiple channels, ensuring that eech doparlmsnt takes ordneBhip of ca36s end sees lhem through to
rosolulion.

The process bgins with cepturing a citizen's concam via verious channels such as the contecl center,
sociel medie, or email. Eacfi concam is assigned a cas€ or ticket numb€r, wtrich is routed to th€
approprieto dopertment. From thera, the cese is managed until it r€acfies final resolulion, whslher by tield
oflicars or adminidrativs siafi- ln soane siluelions, casas may b€ escaEfed dircdly to tho ralavenl
daparlmenl without intemediary st6ps.

This onhancod system will serve as the central ropository for allcitizen concems and requests directed
to the Oflice of the Mayor or eny olher relevant deparlment. lt will provide a singular, roeltime sourc€ of
truth, improving efiiciency, lransparency, and accour sbility. Additionally, the syst€m will eneble
advancad data analytics capabilitios, allowing the Quezon City govemment to derivo strstagic insights for
continuous improvemer in public service delivery.

PROJECT SCOPE OF WORX:

TECHNICAL SPECIFrcANONS
The propBsd Citizen Selvica Manag€mont S!,slom shdl b€ enhencad to ensura aficiency,

responsivaness, and eccountebility in managing citizen @nc€ms. lt will be equipped \rvith tha
following featur6 and capabilitiss:

License3
1.1 The system will supporl th8 follolrring onsling lic€nses: 88 licansa3 of Dynamics 365
Customer S€rvics, 88 licensas of Microsofi 365 Eusiness Basic, and 1 liconso of Po.rer Bl
(up$ade fom Profgseional io Pemium Subscript m) for reporting and dela endysis-
'1.2 The system will el3o supporl any ne$, or additionel licenses procured by the Quezon
City Gov€mment as necessary, ensuring scalability.

2. Syrtem Modlflcatlon3
2.1 Modificationg to the existing CRM system will includo enhancemonts to improve cas6
managemenl, rapoding, and communicalion across dopartsnents and extomal plattorms.
2.2 lntagration of RequaC for Adioa (RFA) Form: Tha RFA form will b. fuly inlsgrelad into
the CRM to standardize incidenl and nonconformity rBporling, improving tracking and
accountability.

2.3 Automated end Additional Fields for Case Forms and Dashboard Reporting: To
enhance dats eccurecy and streamline ths reporting process, fields such as Case Number,

ToR: Modification And Enhancement Ot The Ouezon City Hotline 122 Seryice Mamgement Slatem tor Citizen's Concem
Page I of I

t.

1



lncident Date, District Field, and Account Type will b€ eutomaled. ln addition, nevv fields
(e.9., the number of vehicles in a roed accident or lha numbsr of establishments in e firo)
lvill be added to caplure more dotailod incident data. This comprehonsive data will be
aulomatically populated .nd reporlad in a dashboard tormsl for quic& and clsar incident

overvi€ws, ensuring efficienl snalysis and prompt r€gponses.

3. Automlted Fleld3
3. 1 Case Numben Automatically generate unique identmars for each incident.
3.2 lncidont Dale: Auto-cEplure tha del€ of the incidont.
3-3 Disticl Field: Automalica[y populslc bes€d on lho saleded Barangay.
3.4 Account Typ6: Automatically caplure Voics Accounl tor Calls and Non-Voico Account

for Emails and Social Media submissions.

4. Sugge3ted Text & Dropdown Lbts
4.1 Case Titlo/Process: Predefinod texl suggostions will be aveilable to improve accuracy
and speed.
4.2 lncident CLassiricdion: Automatgd classificetion options will su€amlins case
cetsgorization.
4.3 lncident Type: Dropdown oplions such as Emsrgoncy, Non-Emergency, Police
Assislence, Fire Incidonts, Medical Emsrgsncias, and mors. Ths systsm will ellow the
dynamic addition of n6w incident types by authorized adminislralors to ensure adaptability
to evolving ne€ds.
4.4 Pnority L.vels: Dalin. priority levels (Low, M€dium, and High) for c8sss.
4.5 PletfoflVlnitietor List pletfoms sucfi as R8dio, 122, Social Madie, and Wsbsite
submissions for case initiation.
4.6 OeperlmenUProcess O ner: Oropdown list of r€levant departments and units for c€so
assignmonl.

4.7 Barangey: Provido dropdo\Nns for Barangays wilh aulomalically linked dislrids for aese of
assignmsnl.

5. Service Level Agrcemonts (SLA8)

SLA Catogory Cr.finition Time Frame Monitoring Metricr

lncidenl Responsa
Time

Timo takon to
a€lmo^rladge and
assign a reporled
incident.

Within 15 minutes First Response Time

lncid€nt Rasolution
Time

Time laken to fully
resolve a reporled
incident.

24 hours (standard
cas€s) / 4 hours
(urgenl cas6s)

Cell Resolution
Time,Tumaround
Time

Tumaround Time
Emergency
Hsndling Time

Tims teken to
r€spond to critical
emergencies (e.9.,
life.threatening
situations)

lmmediate (within 5
minutes),
Responso Tim€

Escsletion Time,
Escalelion Time

Pending Tacket
Notifications

Systsm will tlag
unresolved cases
and send
romind6rs.

Every 12 hours for
pending tickets

Notilicetion Frequency

Tickel Closure
Monitoring

Ensuring tid(ets are
r€solved within SLA
commilrnents.

Oaily tracking Zero lncident
Goal,Tumaround Tim6

6. HeatfiepFunctionality
6.1 The syslem will include a h€at-map deshboard to visually display and track th6
concentralion of incidents in resl-time, partiollady us€ful for managing disastors and
emargencies (e.g, rloods, fre incidants). This feetre wi[ provide spatjal analysis to guide
resource allocation and response prioritizetion.
6.2 The heat map will display incidents by lype and soverity, aiding decision-msksrs in
underslanding and responding to crises offrcienlly.

7, Cas€ ManagEment acrcs8 Channols
7- I The system will ir{egret€ multiple ddfolms such as Fac€book Mass€ngar, Wabsita, end
Email to ensure lhat all ceses raisad lhrough difiorent communication channels are
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captured, logged, and eddressed in a unified syslem. Cases raised via thsse platforms will
be routed through the same CRM system, ensuring thEy sre trackad snd resolved under a
single platfom.

E. Workflow Mapping Gustomizstion
8.1 Custom workflows will b6 implamont€d, allo\ ing the syslem to aulomatically route
csses based on spocilic criteria such as incider rype, priority. and doparlment. These
wortflows will ensuro cas6s are escalaled or rEassigned to relsvant departmonts for
rosolution.
8-2 lnclude unjqu€ worktlolB for DRRM (Dtseslar Risk Roduclion and Managemanl) 8nd
BPLD (Business Permits and Li:ensing Departmer ) to addrass their spocmc needs.
8.3 The syslem will include funclionElity to 6xp6dite ticket closures, ensuring limely
resolulion of all incidents.

9. lso Docum€ntation and Reporting
9.1 The system will provide standardized reports in line wilh ISO documenlalon
requiremonls. The Request for Aclion (RFA) repon fomat will replicate lh6 RFA form for
accuralB documentstion and ISO compliancs.
9.2 Reporting will includo case summaries, departmontal reports, and € deteiled breekdown
of incidents handled, along with anaMcs on resolutbn timas, ticket aging, end depertmental
porformanoe.

10. Report G6neration Fomats
10.'l OCCSD lncidenl Reporl: A concise summary for critical case revi6,r,,.

10.2 Departmontal Report Detaibd reports for in-depth departmont8l enalysis.
'l0.3 RFA Form Reporl: A dotail€d replication of tho RFA form for ISO complianc€.
10.4 Hsatmsp Anelysis Reports; Vlsual rBports based on the heatflap date, tracking high-
risk zones and response ofiecliveness-

I l. Reminde6 and Al€rtg
The syslem will include automeled reminders end elerts for pending or ovedue tickets,
ensuring that no cese is forgotten or 16fi unresolved. These alsrts will assist dopartmenls in
maintaining SLA complienca and ensuring $ if, resolutions.

12. User Manag€ment and S€curity
12.1 The system will include role-based access control (RBAC) to ensuftr securs data
access and managemont across deparlments.
Only euthorizod usars will have access to certsin cases and functionalities, protocting
citizen information.
12.2 A logging and auditing syslem will b€ in plac6 to treck sll actions taken within the
syslem, ensuring transparency and accouriability.

13. Provision of Documents
13.1 The solulion pmvider shall deliver completo documer ation for lhe deliverables,

induding bul not limitod lo:
A. lnformation Systorn/Applicalion system source cod6 and associsl€d libraries
B. User Manuals
C. TechnicauRaferenceManual
D. Sysl€fir/OpsralionalManual
E. Troubleshooting end lnstallstion Guides

'13.2 Documenlation musl be proyided in editable brmets (e.9. Microsofl Word) and non-
editabl€ lormats (e.9., PDF) and dBlivered to the Local covemment of eC. The eC
Govemmont reserves the right to reproduce these documonls at no sdditional cost. All
intellectual property developed or crealed as part of this proied shell become ths sole
proparty of the QC Govemmant, including the source code, which will be availablo lor arry
necessery sFtem adjustments.

14. Web Hosting. Cyb.rs.curity, SSL [anag.ment and Dat p]ivac-tr

To ensure the secure and reliable operalion of the system, th6 solution provider must
implem3nl b€st praclicos in web hosting, crbersocurity, SSL managem€nt, end date privacy
complianca. Additionally, security responsibilities end compliance measures shallbs shared
between the solution provider, the hosting se ice, end the QC Govemment to uphold
industry stendards and regulatory rcquirBments.
14.1 Web Hosting and lnfrastruciure

A. Ths system must b€ hosied on e hig availability infrastruclure that meets
govemmsnt standards for uptime, disssler rBcovery, and dala rsdundancy.
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B. Hosting solutions mud support scalable cloud onvironments with load balancing

and redundency to prever[ servica disruplions.

14.2 C)bersocurity Measures
Th€ syslem must intagrde induslry-stend.rd sacurity conlrols, including:

A. MultFlaysrBd security features such as firsllvalls, intrusaon detectiorvpr€vonlion
systems (lDiS/lPS), end ]eal-.time threat moniloting.

B. DOoS protection and mitigation mechanisms lo ensura unintenupled service

aveilebility.
C. Rolebesed a@ass control (RBAC) lo enforca s€curity policiss and limil access

bssad on user lBsponsibilitjas.
The solution provider shall conduc, rogular soorrily audils, vulnerability assessmsnts, and
penotration testing to ensur6 complianca with cyb€rsscurity standards. Additionally, the
solulion provider will also provide resolulion lo the vulnerebility essessmenl reports

conducted by outside parlios lhal arB authorized by QC LGU. This includes thoso conduded
by netional agencies like the Oepartment of lnformalion and Communications Technology
(DcT) or other thid parties with whidr QC LGU en€Egas.
'14.3 SSL MenagsmBnt

A. Ths systom shall orforce Transport Layer Sscurity CrLS 1.2 or higher) for all data

transmissions.
B. SSL/TLS csrtificates must be reguledy updated and monitorad to Prevent sscurity

vulnerabilities.
14.4 Data Privacy and Compliance
The syslam musl comply with the Dela Privacy Acl of 2012 (RA 10173) and othor appli:eble
data proleclion ragulations.
14.5 1 Security configura{ions must include:

A. Deta el R6st: Enqyption compliant with rBcognizsd industry slandards (e.9.,

AE9256 or FIPS 1.t(}2).
B. Data in Trensit Secure @rnmunicdion protocols 3uch as TLS, SSI- and

lPsec encryption to protoci sensilive deta.

c. Role-based accsss cor rols (RMC) shall be implemented to ensure only

authorized personnel can access or modify sensitivo d8te.

1 4.6 Shared Security Responsibilities
Th€ QC Govemment shsll rstain full ournership ot all date slored within the system, whiis

cybersecurity, privacy, and dala protoction shall be a shar€d responsibility betw66n the

solution provider and the hosting service.
14.6. 1 The solution provider shall configure and aniorce securily controls, including:

A. Multi-Fador Authenticetion (MFA) to enhencs user authenticslion security.

B. Security roles and pormissions to ragulate accgss based on user

responsibilities.
C. Conlinuous thrBal monitoring and sutomated seqirity alerts to proactively

address security risks.

(ltom 14 (14.1-14.5) tefe,t7€tt to lhe TOR "Ptocunment of Cudomor SeryicE Application" of the Ticketing System

Subsctiption)

tv. AREA OF COVERAGE

Th6 Local Govommenl Unil (LGU) of Quszon City, govsming the laEasl city in Motro Manila by lend ar6a

and populalion, will implemont tho Customer Relationship Menagoment (CRM) system modifcations

across all 142 berangays of Ouezon City. These gnhancements will snsur€ seamless coverege of the

Bntiro city, improving incident tracking, caso menagement, and integrded communicalion across

departmanb.

Additionally, key departmer s sucfi as the Ouezon City Disaster Risk Reduclion end Managomenl Offics
(OCORRMO) and lh6 Business Permits and Licensing Department (BPLD) will be equippsd with uniqus
workflows tailored to their sp€cific operations, ensuring efiedive disasler responso and efficiont handling

of business-relaled conciams. Th6 modmed systsm will abo handle inter-rutisdictional coordination.

exlending its funcfionality to neighboring cities as rEquirEd, providing a cornpmhensive and scelable

solution for all stakeholders.

To mainlain syslom reliability across Ellcovered ar€as, the implementation includos conlinuous software

meintenance, security updates, and lechnical support. Regular us€r training will ensure Effoclivo system

uso and data management. Annual supporl sarvi€s will cover bug fxes, faature enhancements, and

socurity updates to sustain geamlegs cjty-wids operations.
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LICENSE STANDARDS AND REQUIREMENTS

Tnck Rocord
1. The system sofrwa{e providor/suPPlier muc have comPl€ted a similar Project wilhh the pac three

yeers, with a projod value ot at leesl 5Oo of the Approved Budget for the Contract (ABC) for this

Proiect.
2. Th6 provid€r/supplier must demonslrate I good trsck record and submit tha organizationel structura,

manpo rer schedul6, end deteils of fundions and duties, along with relsvant carlificslions, as Part of

the Poect lmplomontation Plan (PlP).

A. Organization

1. The systam sofl\flara provider/supplier must deliYer the solution using cloud-based Customer

Relationship Menagement (cRM) services. The modificetions will enhanca the oxisting cRM system

us6d for managing citizen interec{ions with the City Govommant

2. Ths system soflweG providsr/supCier must b€ a cartified distributor or manr.fadurar of the sotuvara

being used for the modificalions.

3. Th6 Syslem softwarc provider/supplier must submit e silalement ensuring non-disclosure of lhe

agencys dele.
4. Th€ system soft^rare provider/supplier musl provide wananty stat€ments that include on-site

services to address technical support neods in a timely manner, es w€ll a3 phone or email lechnical

support servicas for lwelva (12) months from lh€ p[oiacl complotion dsts'

5. Ths system soflware Provider/suPPlier musl be duly rogistersd under lha Nalionel Priva6l

Commission

B. Manpower

Th€ system softrars pmvider/supplier must provire a minimum of the tolloring p€fsonnel for the

enhancement and modifcation of tha existing syslem:

A. 2 Consultents
B. 2 O€veloPers
C. 1 Proj€ct Manager
D. 1 TechniEl Consultant

Mininum QuafifE€fions:

1

Two (2) Functional con3ultant should have a minimum ot three years of hands-on exPsrience

with qnamica 365. This experience should includa e lhorough understending of th€ platform's

funaionalities and capabiliti;s. The qualifications should align with the specitic requiremenls of

oynemics 365, ensuring that the consultar 's expertise is welFsuited to m6et th6 needs of this
platlorm.

Two (2) Dewlopor should havo a minimum of three years of hands-on experienca with

Oynamii:s 365. This exp€rignce should includo a de€p undaBtanding of the platform's

developmont environment and capabilities. Tho qualificalions should align with the sPecific

r€quirsments ol Dynamics 365, ensuring that the dovelopa/s expgrtise is w€ll-suitad to meotlhe
nseds of this PlEtform.

One (11 Proiect lr€mg€r sholrld have e comp{€h€nsiY€ unde.standing o{ Proi€cr m€n€€oln€nt

requiiements and capsbilitios relaled to qnamics 365. The qualifications should align with the

specitic needs of rynamics 365, onsudng that the proiecl manageis exPertise is well-suited to

ovenieo succosstul implementations. Additionelly, the proiect menagor should hold a degrea'
demonstrating a strong educalional foundation and commitmenl to excellence in lhe field

One (l) Technical Con3ultant h8ve at l6est ten years of exP€riencs in the lT industry'

Oernoirstrgting a bmed and d'eeP unffianding of tednical sokniorB and tquirsm€nts'
particularly th;se relat€d to rynamics 365. Their sxtonsivs background should ensure th€y cen

provide eip€rt t6chnic€l support and guidanco tailored to lhe platform. Additionally, lhe tochnical

consultant should hold e deg6e, reflecting a slrong academic foundetion and a commitmant lo
6xcell6nce in their fiald.

c. TEining and Alta of Gaching

1. The seNice provider will provide the equivalenl of four (4) lolsl hours of training, focus on

understanding the core feeture within th6'Cuslomer Salice" including tickst creation, assignment,

escelation, while also familiarizing wilh th6 kay navigalion snd customization options within tho

platform. The training will cover

A. Contact center Agents/Admin stafr: 60 lrainees in batchss
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B. D€partmenuofiice/TF Heads; '120 trainees.

C. Contact Center System Administretor/Mls Stefi: Specific numb€r lo be delermined based on

need.
D. Sysle[VTech Personnel: Speciric numb€r lo bo determined basad on n6ed.

VI. PROJECT DURATION

This poect shall ba implemented with the following taBet days per milestone. Delivery period for tho

project shall be ninety (90) cslendar days upon issuance of notice to proceed.

MILESTONES CALENDAR DAYS

Project Preparation End Mobilization '15 cabndar days upon Receipl of Notic€ to
Proceed

Process Mapping, Tgdmicsl Spocifcstions
Sign-Ofi

2 calendar dsys

Application Programming & Devslopmenl to
Minimum Viable Produc{

60 calendar days

User Accaplance Tost (UAT) 2 calendar days

Training and Handovar I cal€ndar day

Project Supporl 6 months from handover del6

v APPROVED BUT€ET FOR THE COI{TRACT

Source of Fund Local t ls.sbr Rl3k Reduc{ion and
ilenagement Fund

The Approved Budget ior tha Contract i3 Saven million thr€e hundred frftY
thousand hro huodrDd fifty eight P.!oB
only (PHP 7,350,25E.00)

v . BASIS OF PAYMENTS

MILESTONES ACCEPTANCE CRITERIA PERCENTAGE BILLING

Project Preparation and
Mobilization

Process Mepping, Technical
Specifications Sign-Ofi

Procoss Mapped and
Appmved

Documentation signe4off by
the snd user

't5%

Application Programming &
Development to Minimum
Viable Product

Minimum viable produd
signed ofi by QA and client's
authorized peBonn€l

35%

User Acceptence Tast (UAT)

Beta lEsting al lhe end use/s
ofiice et the Quezon City
Compound

Full documentstion signed ofi
QA and clienl's aulhorizsd
personnel

35%

Training and Handover Signed off by client's
authorized personnel

t5%

TOTAL 100%

TOR: Modification And Enhancemerf of The Ouezon City Hotline 122 Service Management System ior Citizen's Concem
Page 6 ol8



The guidelines contained in RA 9184 and its revised IRR shall be followed in the

termination bf any service contract. ln the event the City terminated the contract due to
default, insolvency, or for cause, it may enter a negotiated procurement pursuant to RA

9184 and its lRR.

IX.WARRANW

The QC Service Management System for Citizen Concerns, including all
modifications and enhancements, shall be free from defects in material and
workmanship for a period of one (1) year from the date of final project acceptance' Free
system updates related to the modifications will be provided within the warranty period.

The system must meet all requirements outlined in the Terms of Reference (TOR).

X. PENALTIES FOR BREACH OF CONTRACT

Failure to deliver the services according to the standards and requirements set

by the City shall constitute an offense and shall subject the service provider to penalties

and/or liquidated damages pursuant to the provisions of RA 9184 and its revised
lmplementing Rules and Regulations.

XI. CANCELLATION OR TERM]NATION OF CONTRACT

Terms of Reference endorsed, reviewed and certified by:

Prepared by

EL C. DISTRAJO Enp. D. PEREZ, MPA

O'G QCCSD Officer I , QCDRRMO

MA ANN RUZ
Ofrcerin Charye, ITDD

Noted by:

EL VICTOR N. AL]MURUNG
City Administrator
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APPENDIX

updat.d K.y Featurcs and R€quiEmenta

lncident Tracking:
A. Systom Scope: lmplomenl a consislent syslem for recording, tracking, and responding to citizen incidents.

B. Mobile Acc€ss: Ensure mobile app fundionality includas vieu,ing, updating, and closing lickets, with ofiline

capabilities.
c- Automation: lncluda automsted acknowledgeman6 and rssPonsas upon incident log€ln€.

D. Document Msnagemenl: Facilitato the creation and distribution of both standad and cuslom documents

related to incidents.
E. End-to-End Management: Provide comprehensive manegemenl from incident logging to resolution.

Data Manegomar :

A. Record Storaga: Store compr€hBnsive records includin€ cEse delsils, ellocdions, end mandatory case tads
B. Document History: Maintain a complote hislory of all documel s and interaclions rolated lo 6ach incident.

c. Case Notes E Uploads: Support tho capturing of cas6 no(es and documenl uploads.

D. Cas6 Linkage: Ensble identificalion end linkege of r€laled cases.

User lntedace and Exp€ri€nct:
A Summary Mews: Provide dotailed vievys induding incident stage, treddng number, dep8rtmanuunit,

responsiblo PeBonnel, and o(her relevant delails.

B. Seerch & Filten lmplement robust search and fitter functionalities for ticksts and citizon roports.

c. Dashboards: Off6r c8tomizable deshboards with rael-tima data moniloring and visuelizalion

Reporting and Analytica:
A. Reporting C€pabilities: Supporl automated and ojslomizable reporting, induding prederimd and cuslom

report options.
g. Dashboards: lnclud€ a dashboard ir orface for flexibl€ dala visualizalion, both graphicsl end tebular.

security and Compliance:
A. Secure Reposilory: Ensure a secura, centralized repository for documenl storage with comprehensivo eudit

lrails and unaltorable records.

B. Accass Conkol: Oefne us€r rolo3 end Pefmtg.sions, 8nd imCemenl 6bust soculily Protocols.
C. Standards Compliancs: Adhere to basic wortflow sl,andards and support no.€ode applicetion development for

enhanced tunctionality.

ProceBs Monitoring and Workflow:
A. Status Tracking: Track the status of work items, job timelines, and document creatiodarchival dates

B. Dashboard Configuralion: Enable users to configuE dashboards and gonerate performanoe reporls

c. Workflow Support: Support cu.3toanizrble f,orl(flof,rs and Proces rF'enginoering as naeded
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