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INDIAN RAILWAYS AND CRIS
INDIAN RAILWAYS

            Indian Railways are the largest rail network in the world and the largest civilian organization under a single management.  It is crossing the country’s vast geographical spread. Indian Railways are a multi-gauge, multi-traction system covering over 1-lakh track kilometers.  Its work force is 1.65 million and it runs some 12000 trains everyday, including 8000 passenger trains. The outlook for the next year is   to make Indian Railways  (IR) a leading passenger carrying Railway in the world.

              Harnessing the potential of these vast and widespread assets to meet the growing traffic needs of a developing economy is no easy task and makes IR a complex cybernetic system.  Over the years, Railways have built up an elaborate and well established manual information system to help them monitoring their moving assets.  Supported by a dedicated voice communications network, it collects and transmits information from the remotest corners of the country to control centers, at the highest level. The size and complexity of their operations, growing traffic and changing technologies, placed inevitably a heavy burden on this manual information system. Need for its modernization was, therefore, felt for some time.

CRIS


In 1982, Government decided to set up a Freight Operations Information System (FOIS). Later in 1986, Ministry of Railways established the Centre for Railway Information Systems (CRIS) to be an umbrella for all computer activities on Indian Railways. They also entrusted it with the task of design, development and implementation of the FOIS, along with its associated communications infrastructure.

CRIS: The Need

· To avoid duplication of efforts by individual Railways. 

· To ensure standardization of computer hardware and software on the Railways.

· To undertake design and development of major applications on   Railways requiring higher levels of expertise, faster decision making and system wide applicability.

· To insulate the organization from day to day working of the Railways, so that its objectives are not lost sight of. 

· Need for a combined effort of Railways and Computer Specialists, considered best suited for the development of the computer applications on Railways.

· Need for development of expertise in highly specialized fields like Operation Research, Simulation, Expert System, CAD/CAM, and Process Control etc. 

· Need for greater flexibility to keep pace with the fast changing technology.

CRIS: The Organization

CRIS has a two-tier management structure. At the apex is high-powered Governing Council. Among others, Chairman Telecommunication Commission, Chairman Railway Board, Financial Commissioner Railways, Secretaries Department of Electronics & Telecommunications are members of the Council. Minister for Railways is its Chairman. The Council lays down the policy framework and monitors the progress of CRIS activities.

The day-to-day management of the Center is entrusted with an Executive Committee under the Chairmanship of its Executive Director. Being an autonomous body it also Copts specialists and experts in the field of computers and communications on both its management bodies.

The activities of CRIS are organized under five divisions as shown in the figure:
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ORGANISATION STRUCTURE
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CRIS: Passenger Reservation System (PRS)

 PRS started in 1985 as a pilot project in New Delhi. The avowed objective was to provide reserved accommodation on any train from any counter, preparation of train charts and account of the money collected. When initial pilot project was implemented at Delhi, the software (referred to as version I) had a number of limitations. This were mainly removed in next version i.e. version II implemented in 1987. With the addition of new locations and many redesign needed the new version III evolved in 1990. Even the version III of the earlier software called Impress fell far short of the growing expectations of he traveling public and the need was felt to have software which has the capabilities of providing the Networking of the five independent PRS nodes namely Secundrabad, Delhi, Calcutta, Mumbai and Chennai.

INTRODUCTION

INTRODUCTION TO CRMS: 

Customer Relationship Management is a Web enabled, centralized information and management application to cater for the Indian Railways requirements in building best relations with its customer community by providing fast redressal mechanism to the customer grievances & self identified deficiencies. The entire software is laid into following modules: 

· Login and Session Management

· Registration Module 

· Operations Module 

· User Activity Monitoring Module 

· Search Module

· Report Generation Module 

· Database Administration

· Feedback Module 

· Discussion Forum Module 

· Help Module 

For the Phase II, CRM website will collect more information from the customers and give a better view to the authorities for planning enhancements, which ultimately lead to more customer satisfaction through the following steps:

1. Web enabling CRM –so that customers can directly register their complaints.

2. Inviting topics for discussion through a web forum; this shall also include suggestions management and appreciations management.

3. Linking Complaint Management with the Discussion forum - to bridge the thought-process and practice. 

4. Automating interaction with customers –information sharing through mail server shall be automatic depending on the operations on complaints.

5. Enabling Multilanguage support –to go closer to the customer by crossing the language barrier.

Objective  

The objective of this project proposal is to convert the application running on Active Server Pages to Microsoft Dot Net Framework using SQL Server as the RDBMS. This phase of software will take care of the following issues: 

· Efficiency

· Improved performance through caching 

· Easy Deployment and maintainability of code 

· More Security for the website 

Object Model 
This is the complete object model diagram that describes the classes that have been created as part of this proof of concept and how they relate to each other.

Class Descriptions – This table enlists the various classes. These classes are defined in C#.
	
	Class Name 
	Description

	1
	crm_login.aspx.cs
	This is a codebehind file for crm_login.aspx which accepts user name and passwords and verifies the authenticity of the user.

	2
	crm_reg_complaint.aspx.cs
	This is a codebehind file for crm_reg_complaint.aspx which accepts the complaint details and generates the complaint id for further processing of the complaint.

	3
	crm_reg_deficiency.aspx.cs
	This is a codebehind file for crm_reg_deficiency.aspx which accepts the deficiency details and generates the complaint id for further processing of the deficiency.

	4
	crm_reg_ack.aspx.cs
	This is a codebehind file for crm_reg_ack.aspx which generates the acknowledgement letter and also notifies the customer through the automated e-mail that his complaint has been registered.

	5
	crm_opr_operate.aspx.cs
	This is a codebehind file for crm_opr_operate.aspx which accepts the complaint id from the GCO and displays detailed information about that complaint and allows him to perform operations.

	6
	crm_list_pending.aspx.cs
	This is a codebehind file for crm_list_pending.aspx which displays the list of all the pending complaints.

	7
	crm_list_followup.aspx.cs
	This is a codebehind file for crm_list_followup.aspx which displays the list of all the complaints pending for follow-up.

	8
	crm_opr_subcomplaint.aspx.cs
	This is a codebehind file for crm_opr_subcomplaint.aspx which  is used to generate a subcomplaint for a given complaint.

	9
	crm_opr_subdeficiency.aspx.cs
	This is a codebehind file for crm_opr_subdeficiency.aspx which which  is used to generate a subdeficiency for a given deficiency.

	10
	crm_opr_attach.aspx.cs
	This is a codebehind file for crm_opr_attach.aspx whichis used to attach the documents with the complaint.

	11
	crm_opr_forward.aspx.cs
	This is a codebehind file for crm_opr_forward.aspx is used to forward the complaint/deficiency to a particular unit.

	12
	crm_opr_reject.aspx.cs
	This is a codebehind file for crm_opr_reject.aspx which is used to reject a complaint/deficiency which is wrongly forwarded to that unit.

	13
	crm_opr_reply.aspx.cs
	This is a codebehind file for crm_opr_reply.aspx which is used to generate a reply corresponding to a complaint/deficiency.

	14
	crm_opr_asign.aspx.cs
	This is a codebehind file for crm_opr_asign.aspx which is used to assign to assign a complaint/deficiency to a department that deals with solving those kind of complaint/deficiency .

	15
	crm_opr_feedback.aspx.cs
	This is a codebehind file for crm_opr_feedback.aspx which is used to generate a reply.

	16
	crm_opr_punish.aspx.cs
	This is a codebehind file for crm_opr_punish.aspx which creates a punishment form for the employee and submits it.

	17
	crm_opr_close.aspx.cs
	This is a codebehind file for crm_opr_close.aspx which  prepares a reply letter addressed to the complainant, with the closing details including the details of the employee found responsible for the complaint.

	18
	crm_act_user.aspx.cs
	This is a codebehind file for  crm_act_user.aspx which 

	19
	crm_act_unit.aspx.cs
	This is a codebehind file for  crm_act_unit.aspx which accepts user name and passwords and verifies the authenticity of the user.

	20
	crm_search.aspx.cs
	This is a codebehind file for  crm_search.aspx which lets the user search DATA based on various fields: complaint-id,date ,categoryetc.



	21
	crm_rep_mon_detailed.aspx.cs
	This is a codebehind file for crm_rep_mon_detailed.aspx which is used to generate a report of complaints  month-wise.

	22
	crm_rep_mon_departmentwise.aspx.cs
	This is a codebehind file for crm_rep_mon_departmentwise.aspx which is used to generate a report of complaints  month-wise as well as department-wise.

	23
	crm_rep_mon_causewise.aspx.cs
	This is a codebehind file for crm_rep_mon_causewise.aspx which is used to generate a report of complaints  month-wise as well as causewise.

	24
	crm_rep_mon_multiple.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	25
	crm_dba_view.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	26
	crm_dba_edit.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	27
	crm_fdbck_input.aspx.cs
	Which is This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	28
	crm_fdbck_display.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	29
	crm_help_form_view.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	30
	crm_help_form_edit.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	31
	crm_help_flow_view.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	32
	crm_help_flow_edit.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	33
	crm_dis_messages.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	34
	crm_dis_display.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	35
	crm_dis_user_mangement.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	36
	crm_dis_messages.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	37
	crm_dis_display.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.

	38
	crm_dis_user_mangement.aspx.cs
	This is a codebehind file for crm_log.aspx which accepts user name and passwords and verifies the authenticity of the user.


WORK UNDERTAKEN
BASIC ELEMENTS OF .NET

Microsoft® .NET is a set of Microsoft software technologies for connecting information, people, systems, and devices. It enables a high level of software integration through the use of Web services—small, discrete, building-block applications that connect to each other as well as to other, larger applications over the Internet.
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The Components of Microsoft .NET
.NET is infused into the products that make up the Microsoft platform, providing the ability to quickly and reliably build, host, deploy, and utilize connected solutions using Web services, all with the protection of industry-standard security technologies.

	[image: image4.png]Smart Clients

ER




	"Smart" client application software and operating systems enable PCs and other smart computing devices to act on Web services, allowing anywhere, anytime access to information. 
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	Microsoft and others are developing a core set Web services—from authentication to calendaring—that can be combined with other Web services or used directly with smart client applications. The Microsoft MapPoint® Web Service allows you to integrate high-quality maps, driving directions, and other location intelligence into your applications, business processes, and Web sites is an example of one of these services. 
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	Microsoft provides the best server infrastructure—the Microsoft Windows Server System™—for deploying, managing, and orchestrating Web services. 
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	Microsoft Visual Studio® .NET and the Microsoft .NET Framework are a complete solution for developers to build, deploy, and run Web services. 

	



.NET Architecture

Once you have the basic purpose and the list of user scenarios developed for your solution, you need to start looking at the general architecture, too. The main goal here is to identify the logical and physical aspects of the application—how you plan to break it up into useful sections. I've also added an item in this section covering security. Security is something you want to consider at the very beginning of your planning. Security is not something you "add at the end" of your development cycle. We cover this in more detail later in this section.

LOGICAL ARCHITECTURE

Logically, you want to plan out your solution to identify the "boundaries" between data storage, data access, business rules, user interface and so on. Typically, Web developers will opt for a two-stage model with WebForms holding all the code to access an existing data storage system such as Microsoft SQL Server™. A more robust approach is to create a middle-tier component library that stands between the WebForm user interface and the SQL Server data storage system. This three-tier approach (WebForms, component, database) is usually all that is needed for most applications. In some cases, however, an additional layer might be needed to handle transporting data between servers. This transport layer can be implemented using a platform-independent protocol such as XML-SOAP. However, if you are using Microsoft .NET technologies from end to end, you can use the binary version of the .NET Remoting protocol to do the same work much faster than XML-SOAP.

For our example, we'll define three logical boundaries: the user interface (WebForms), the middle-tier (a .NET component assembly), 

and the data tier (SQL Server database). Figure 1 shows how this might be represented.
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Figure 1. 3-Tier Diagram
We now have a simple logical model. How is this useful? It helps us think about the boundaries between each logical group. Each logical layer should act as independently as possible from the others. Ideally, changes in layers should have minimal impact on the whole. For example, if you changed the data storage from SQL Server to XML data files, the only other layer affected should be the middle tier layer. The user interface should not have to worry about the change at all. This should give you some ideas on how to implement the actual coding of the solution to enforce this kind of rule.

Also, the logical layers will help us think about security issues. The boundaries between each layer are potential security holes. And each layer will probably have its own specific security implementation (SQL Server rights, .NET runtime rights, ASP.NET security, and so on). Again, we'll address that in a later section here.

PHYSICAL ARCHITECTURE

Now that the logical layers are identified, it's also important to think about the physical layers. For example, you could implement this application all on a single physical machine that has the SQL Server, Internet Information Server, and ASP.NET and .NET runtimes all installed on the same machine. That would be one physical layer. But a more reliable and scalable approach would be to deploy the Web Forms on a cluster of three Web servers, the .NET component assembly hosted on a cluster of two application servers, and have the database hosted on a pair of SQL Servers in fail-over mode. That would result in a physical architecture that includes seven Windows servers in three main groups: Web cluster, component cluster, and database cluster. You might implement the code differently if you knew that the various logical parts of the system would be hosted on different machines.

For our case, we'll assume an efficient, but robust two-tier model: a Web server hosting both the user interface and the components and a database server hosting the SQL Server data storage. This model will give us the flexibility to add more servers in a cluster if the traffic gets high and still keep it simple enough for us to deal with on a small scale. The image below shows how this physical architecture maps against the logical architecture we defined earlier.
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Figure 2. Physical architecture mapped against 3-tier architecture
As you can see, the logical and physical architecture need not be the same. There is one more item to cover in the planning stage: security.
This project is an implementation towards easy registration of complaints for Railways .It uses ASP.NET as Front-end and on Back-end Ms SQL Server was used. The .NET Framework supports a variety of languages includes – C#, VB.NET , Jscript. In this project C# is used to write the codes that actually works behind for the project .Any user can access it by logging on the CRMS website. Here they get, whatever the project is doing for them. 








   The user can simply enter the Station Code/Name and click the ‘ Submit ’ button for logging his/her complaint. Now the user have to select the department involved and the staff responsible so that an appropriate complaint No. is generated for his complaint and his\her complaint is forwarded to the concerned department, only by a single click. 


        When the users logon to CRMS Website , they get the home page– this page collects the information about Customer Name from the user lets him\her write about the complaint the difficulties that he faced, it become easy for the user who knows only one of the either information .On entering the information, the complaint id is generated by which he\she can access the status of their complaints, the user goes through the list of pages to get the required information they need to register the complaint successfully .The home page contains various links to other information’s as well as registering of deficiency found in the current system etc.
DIAGRAMS RELATED TO INTERNET ACCESS

HOW TO CONNECT
There are different ways connect to the Internet to access a site. Below there are some ways to connect:
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DESCRIPTION OF SOFTWARE BASED SOLUTIONS


Internet connections can be shared with software, but they require one of your computers to 'host' the Internet sharing software.  The computer that hosts the sharing software can be called a 'connection server' or 'internet PC'.

If you have a cable or DSL modem that uses Ethernet to connect to your computer, the 'Internet PC' will need two network cards in it - one for the modem and one for the local area network (LAN).

As you can see in this diagram, if the 'Internet PC' is not running, the other computers cannot reach the Internet.  Internet data from the laptop pictured above must travel through the 'Internet PC'

DATABASE :

                To provide the data, the project uses Ms SQL Server as the database. The database includes various tables and their compatibility with each other. The E-R Diagram of the tables used in the project is as below:

[image: image11.png]DATABASE TABLE OF CRM_WAREHOUSE

complaint_type *
complaint_type
escription

comp_regisunit
unit_d

Unit name
Level_of it
Station_id
Divisian id
zone id
Railway_board
escription

cat_scat
Cotegory id
subcategory_id
Cateqory desc
subcategory_desc

Fact_Complaint *
Complaint_d
5ub_Complaint id
(Complaint_date
Regs_unit_id
complant_type
defcomp
ction id

ept_id
category id
sub_category id
Status code
prioity
Tie_Frame
Total

Salved

unsalved

Time_details

Complaint_d
5ub_complaint_id
Complaint_date

Status

Status_code
Status_desc
staus_color

dept

Dept_id
Dept_code
Dept_name
 Controling_officer

Time_Frame
Frame_id
Frame_desc

Priority

prionty_id
Pririty_name
Duration






The above diagram shows all the relations between the tables used in the project.

Each of the table has specific data to control the implementation of the project and data-inconsistency. The various tables and their fields are as follows:-
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Use Case Diagram
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Sequence Diagram
Diagram 1: Sequence diagram for the complaint registered at the station. 
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Website Structure

The website structure is designed such that same format is used throughout the site for all pages (dynamic or static). The website consist of the following structure – 

· Header

· Left Navigation bar

· Footer

· aspx page to be viewed by the user

The header, footer and the left navigation bar are cached in the memory, first time the site is requested. From the next call these are taken from the memory, which reduces execution time and improves performance.

In the middle is the actual (aspx) page requested by the user, which is served as per the user request. 

The following is the design of this structure – 

	Header

	Left Bar
	Ascx Page

	
	Footer


Directory Structure

This section describes the directory structure that is in place for the application. The projects that make up the CRM application is divided into two categories namely, web project and Components project. These projects are described in the following points.

Web Projects

1. Visual Studio Project Name : CRIS.CRM.Web

a. Description: This is a web application project in which all the web pages (aspx pages)   are designed. It contains logic for calling classes from CRIS.CRM.COMPONENTS for doing database operations in web pages. 

b. Folder Structure: 

i. Root 

1. bin – This contains the executable(s).
2. Images – This folder contain the images used by this site.
3. Layout – This folder contains the layout templates from which all the pages in the site derive their appearance.
4. Controls – This folder contains all the user controls such as style sheets, used in the project 
c. Dependencies: CRIS.CRM.Components

2. Visual Studio Project Name : CRIS.CRM.Web
a. Description: This is a csharp class library project for making components, which contains reusable classes having database operations logic. All the dynamic web pages will call these components from web application project.
b. Folder Structure: 

1. bin – This contains the executable(s).
2. Images – This folder contain the images used by this site.
3. Layout – This folder contains the layout templates from which all the pages in the site derive their appearance.
4. Controls – This folder contains all the user controls such as style sheets, used in the project 
Application Design Requisites
The solution assumes availability of Railnet connectivity at all the users - Railway station, Divisional Headquarters & Zonal Headquarters. The server will also be connected to Railnet. The proposed solution is a web-based solution with a central database.
















The project Computerization of Public Complaints/Deficiencies is a self-contained independent application and not a part of any larger system.  

HARDWARE INTERFACES:

A Pentium Server with 1 GB RAM and 50 GB Hard disk with internal RAID Controller. (Web server & Database Server on same machine).

SOFTWARE INTERFACES
BACK OFFICE 2000(Win 2K server & SQL Server 2000 (Web License) & Web Server IIS)

USER CHARACTERSTICS
The application will be used by various users belonging to one of the registered units at either zonal/divisional or station level. A user can access “COMPLAINTS CARE MANAGEMENT SYSTEM” application from the Railnet with a PC (min. ‘486) running Internet Explorer and can work on it if only if he is registered with the Complaints database.

Development tools and Languages
· Internet Information Server(IIS 3.0)

· MS SQL Server 2000

OS platform:

· Windows 2000 Advanced Server
Welcome to

‘customer RELATIONSHIP MANAGEMENT’ system Guide

The Customer Relationship Management (CRM) application is designed & developed by CRIS.  This document aims to provide a detailed view of the software functionality to the user community. CRM is a Web enabled application (the most advanced and are based on OPEN systems compared to proprietary systems of yester years) to cater for the Indian Railways requirements in building best relations with its customer community by providing fast redressal mechanism to the customer grievances & self identified deficiencies.

The next section provides general information about the software and expected user profile for working with this application; following section provides basic information about the facilities/features available in this application, concluding with an introduction to the terminology & flow. Subsequent sections elaborate the features of this package with screens. At the end help is provided in the form of bibliography and annexure –A, B & C.

Contents

1. General information about CRM & Expected User Profile

2. Basic Information about CRM & Flow Diagrams

3.
Modules
· Welcome 2 Sign Out

· Operate on Problems

· Monitor System Usage

· Punishments

· Search & Rescue

· Report Generation 

· Database Administration

· CRM feedback
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General information about software

This software is primarily meant for the Indian Railways to record and maintain the complaint/deficiency registered at station, division, zonal or at Railway Board level. CRM automates the manual processing of complaints/deficiencies registered against the Indian Railways. During the design of software every business rule of the manual complaint processing was taken into consideration so that we shall be able to provide a user-friendly interface. The system on one hand provides an interactive user-friendly front end interface to the end-user, catering to their information and data management needs; and on the other hand… maintains, rather manages the data. So, it allows Indian Railways for quick handling of the problems. This way it will reduce the manual efforts earlier required for the quicker redressal. This software is imperative to have a reliable integrated management/operation control system that will not only minimize the inconvenience caused by errors but also help the management to view the effect of its decision in handling a problem. The following points will help you understand the system features better:

1) The system has a centralized database residing behind an Internet Server. The system has the provision for handling the problems (complaints/deficiencies) from any of the registered locations (RB, all Zonal, Divisional Head-Quarters & several nominated Type-A stations). Horizontal and vertical expansion is considered in the design and it is taken care of.

2) All registered users across the whole organization (Indian Railways) will be accessing information, from the central server, depending on their permissions…the access permissions are provided based on the hierarchy of the registered units.

3) All the features/facilities are properly ordered into modules for easier maintenance and user convenience for communicating their difficulties

4) The ‘information regarding problem’ (domain) is segregated to the possible extent, that operations can be performed on minute data, effectively. Steps are taken for automation of the problem redressal. Though automation is done to the possible extent, scope is left for complete automation. Special interests are shown in categorizing the problems.

5) This system generates a unique reference-id for each registered problem, which can be used for future references. It resembles mainly the place, at which the problem is registered.

6) Since the information is centralized, at the server, up-to-date information is available to each and every unit, based on it’s last refresh of the information

7) Though the problem’s action-unit is different from its registering-unit (or any of the concerned units), information regarding the case is accessible to the concerned units based on their access permissions.

8) Application usage / utilization can be monitored by the unit-users based on their privileges.

9) It provides complete workflow in the application to track the specific movement of each complaint across people and offices. With the workflow movement it is also possible to trace how effectively the problem is redressed at every desk. Problem redressal can be prioritized at any point of time.

10) Copy of all the attachments as proofs, can be made available through the use of scanners to the officers for clarity on exact information, rather than depending on the interpretations of intermediate users.

11) Internet users can also register the complaint for themselves, which shall primarily be attended by the problem area’s Zone! (yet to be introduced…)

12) Search is provided on various fields. Various kinds of reports are framed to meet the estimates of user.

Help is provided online. Users are provided with both online and offline (for testing & experimentation) environments. Users can communicate with the development team through ‘Technical feedback’; If inadequate, then through the ‘Discussion Board’; Further, if unable to access the site… then through email at crmrailnet@rediffmail.com. 

Basic Information

CRM handles the problems (complaints/deficiencies) at four basic levels of units: 

· Railway Board

· Zonal head quarters

· Divisional level

· Station level

The hierarchy of the system is that there can be any number of stations under a division, as well as any number of divisions under a zone, & similarly any number of zones under RB. It is understood that divisions play major role in problem re-dressel and special attention is given to the role of a division in CRM.

The entire software has been laid out into ten modules:

· Operate on Problems

· Monitor System Usage

· Punishments

· Search & Rescue

· Database Administration

· Report Generation

· CRM feedback

· Discussion Forum

· Help

Apart from the above modules it is fully incorporated with security features. Security has been kept in mind with each progressive step in CRM.

operate on problems:

This is the main application interface module. CRM handles the assigning, forwarding, escalation, feedback and closing of the complaints/deficiencies at each unit. Components of this module are as:


* Complaint Registration


* Deficiency Registration

* Pending list generation

· Assign

· Feedback 

· Forward

· Forward reject

· Escalate

· Reply

· Attachments

· Create sub Complaint

· Close


* Follow up list generation

· Escalate

· Instruct

Once a complaint has been made, automation is laid to keep track of its status. System also keeps track of the complaint whose target date has crossed.

  COMPLAINT/DEFICIENCY REGISTRATION components:-

These components allow a unit-user to input the details of the problems (complaint/deficiencies) for registration. A successful registration will be acknowledged with a unique registration-id (which is used to track down the complaint during its life cycle) holding the format,

For Stations: Zone-code/Division-code/Station-code/seq. no./sub.comp.no,

For Divisions: Zone-code/Division-code/seq. no./sub.comp.no,

For Zones: Zone-code/seq. no./sub.comp.no,

For RB: RB/seq. no./sub.comp.no, indicating the place of registration.

In case of public complaints a standard acknowledgement letter will be automatically generated (which can be modified), for sending a copy to the customer! Automatic mailing need to be enabled, in case complainants provide their email address; for security reasons the automatic mailing is disabled.

PENDING LIST GENERATION:-

This component is responsible for giving the list of problems (a sort of task sheet) whose current-unit/action-unit (place, where the action need to be taken) is the logged-in-unit; i.e. it generates and then displays the list of problems (complaints/deficiencies) registered at this unit or received from other units (through forward) on which the user has to act upon. Before generating the pending list of complaints a check is performed for the unattended problems (whose target date is crossed), which are highlighted in the pending list (by marking it with orange color). Depending upon, whether the unit is a station, a division or zone the pending list varies slightly. In case, the unit is a division, then, all the complaints for the stations under it, with the solved status would also be displayed; the complaints escalated automatically to the division would also be displayed in the pending list.

A click on any of the rows in the list, will give the details of a particular problem corresponding to that row!

A list of operations on problems (complaints/deficiencies) will be shown at the bottom of the list; user has to select a problem and click on the operation

ASSIGN:-

This component of CRM allows the action-unit to issue a task-sheet to the concerned department to take action against the complaint/deficiency registered in CRM. This component fetches the data regarding the assignment of complaint. The user can verify the correctness of the responsible department, based on the categorization. If it is improper, this is the last place where he can change the categorization; proper note is given on the assign page. An investigating officer associated with the department, will be issued a task sheet. The job card specifies the department, investigating officer to whom the task is assigned, designation, the target date, and assignment details. The rules for issuing the Job card are as follows:

· Complaints with any status can be assigned at any unit.

· You can assign the complaint to multiple departments and investigating officers (i.e.. there is a provision for multiple assignments.)

· A provision has been given to categorize the complaint again in case the earlier categorization was not found satisfactory 

· This Assignment procedure will generate a task sheet containing the name of the Investigating officer and the details of the task to be performed against the complaint.

· Each Job Card has it’s own Reference Number. On the Basis of which the Investigating officer will be permitted to give the feedback.

FEEDBACK:-
This department/sub-department, to which a task sheet has been issued, will give the feed back to the grievance-cell. This feedback shall given to CRM through this component, to send the details of necessary action taken against the complaint/deficiency. The feedback can be of two types: Final Feedback or intermediary feedback. After the final feedback is received, the complaint is supposed to be solved and is ready to be closed; else, action taken against the problem reported is inadequate and more assignments need to be issued for further action. This component keeps track of the problem, the department, investigation officer from whom the feedback is received. The rules for feedback are as follows : 

· Feedback can only be given to the complaints with the Assigned status

· The valid reference no(i.e. task sheet Id) against the task-sheet should be entered while giving the feedback, otherwise system will not allow the user to give the feedback (this is to ensure the quality of redressal mechanism)

· Final feedback is allowed only 

· If feed-backs for all previous task-sheets are received; otherwise it will not allow you to give the final feedback.

· There should not be any pending sub-complaints which have been created at the unit

· It has also the provision for attachment of the supporting documents (feedback sheets submitted by the concerned departmental staff).

FORWARD:-
This component allows the registering unit of a complaint to set some other action point for it, or forwarding detail in the form of a little remark may also be sent to the forwarding unit. The rules for forward are as follows: 

· Complaints with the assigned status can’t be forwarded to some other units.. 

· Forwarding is allowed in case the status of the complaint is registered, feedback, unit_final_feedback, forward_reject

· The complaint once forwarded from a unit shall be shown in the follow-up  list of the units falling in the official path and in the pending list of unit to which it was forwarded 

· While forwarding the complaint it is necessary to give the reason for performing the forward operation.

FORWARD REJECT:-
This component allows the unit to send the complaint back to the unit which forwarded it, without taking any action on it. The rules for forward reject are as follows : 

· Only Complaints with forward status are allowed for forward reject.

· Forward reject will send the complaint in the pending list of the unit lying one level up in the hierarchy of the official path.

· While doing the forward reject to the complaint it is necessary to give the reason for performing the forward reject operation.

REPLY:-

The component of CRM facilitates the user to reply the complaint which was forwarded to it and on which the user has taken proper action (i.e. assign and feedback) back to the unit, from where it has come through internally following the official channel (this is enforced to get the validation of redressal procedure from all the responsible offices in the hierarchy of official channel). The user can reply back to the unit with some reply details. The rules for Reply are as follows: 

· Only problems (complaint/deficiencies) with the forward and unit_final_feedback status can be replied.

· If there are sub-complaints, which were created at the unit and are yet to be solved, then the system will not allow the user to reply-back. 

ESCALATION:-
This component of CRM automatically escalates to the higher unit if the complaint remains unattended after its target date is crossed. If the action point and the Registering unit is same then the complaint is escalated to the higher level in the hierarchy of units. Apart from the automatic escalation an option is provided to manually escalate the complaint . The rules for escalation are as follows : 

· Any complaint can be escalated to the unit’s lying above in the hierarchy.

SUB COMPLAINT CREATION:-

This component allows binding between different problems, reported by the same person; i.e. if a problem reported by a person needs redressal at different action-units (for proper workflow to redress faster), or holds different categories of problems (for proper reports); then user shall segregate the problem into sub-complaints. Here there will be one major (parent) complaint; and the rest will be it’s subs (children).

The CRM registration-id for a problem will be registering-unit-id/seq-no/sub-comp-no

For major complaint the sub-comp-id will be ‘0’; whereas the subsequent sub-complaints created will have the sub-comp-id as 1,2,3,… resembling their order of creation.

The sub-complaint can be created at any place, if the problem is shown in the pending list; i.e. the logged-in unit shall be it’s current-unit; wherever the sub-complaint is created registering-unit-id portion of the registration-id will remain same, as that of the major.

Sub-complaints can further be divided into sub-complaints.

CLOSE:-
Once a complaint has been solved, then a reply letter is supposed to be sent to the complainant. This component prepares a reply letter addressed to the complainant, with the closing details including the details of the employee found responsible for the complaint. The rules for Closing the complaint are as follows : 

· No station is allowed to closed the complaint

· The complaints with the solved status at the station level, will automatically be forwarded to it’s division and only the division has the authority to close the complaint.

· Only the complaints with the unit_final_feedback can be closed.

· Once the complaint is closed it will not be shown in any of the pending lists or the follow-up lists of any unit

· Before closing, all the sub-complaints are required to be with the ‘unit_final_feedback’ status. If anyone of the sub-complaints is pending, then the system will not allow to close the complaint.

ATTACHMENTS:- 

Attachments component will allow you to add any documentary proofs to the problems. It is suggested that users shall attach the documents in their minimized types, so that the uploads and retrieval will be faster.
FOLLOW UP LIST GENERATION:

This component generates and then displays the list of problems (complaints/deficiencies) on which the logged-in unit-user shall be vigilant; i.e. problems, which have once ‘been passed through the unit and the ones that have been escalated, to the unit. The follow up list is required in order to keep the units updated about the status of the problems (which they have forwarded to other units for action, or which have been escalated to them for suggestion/advice). This component allows the user to escalate or instruct complaints i.e. a unit-user can either seek help from its higher-ups or instruct its subordinates. This has two components further, for these operations:



· Escalate: to seek help from higher-ups. 

&

· Instruct: to share views with the subs.

monitor system usage:

This module provides the administrative users to monitor the user operations. Right now two features are provided: 1) unit functionality details- to give an overview of the unit’s operations, 2) user functionality – to give the details of a specific user at a specific unit.

punishments:
Though the punishments shall be included in the operations on problems module, it is separated for simplifying the workflow. Punishments is a time taking process in the complaint cycle, during which the unit-user might not want to see a big list of pending problems. In fact, the problems in which only punishments are pending, are not considered to be shown in the pending list for the unit-user – as some action is taken which will not cause problems in future, excluding for problems due to the behavioral attributes. Punishments can be given anytime, after unit-final-feedback, on a [sub]problem  as long as it is available online (database supposed to keep them alive for 6 months, after which they shall be available only in backups).

SEARCH & RESCUE:

This module of CRM helps the user to find a group of similar complaints holding some common context. Grouping can  be on any of the following criteria: 

Complaint ID 

Complaints/deficiencies 

Complaints registered between to dates

Based on Zone, divisions station 

Based on category sub-category 

Based on priority or status

Based on department and sub-department 

User has the choice to make any number of combinations. This engine is there to enable the user with the information so that decision-making & problem redressal process becomes easier. In a sense it is a guide.

REPORT GENERATION MODULE:
Singling-out values isn’t enough, From a tactical point of view it’s always been necessary to manage the site so that identified values are made available. So, this Module aims to provide the user with the statistics for complaints/deficiencies registered based on the various criteria such as the category, action-taken or status etc. Simply select a report type and apply a filter. The user is provided with the option for generating the reports of predetermined time-frames and formats.

The Time-frames include the following :

Daily,Monthly,Quarterly,Half-Yearlyand Yearly for the different formats as follows:

Cause-Wise Analysis Receipt & disposal of public grievances aired through newspaper columns Punishment & other deterrent actions taken against the railway staff, etc…

DATABASE ADMINISTRATION MODULE:

This module provides the user with a direct access to the Master table information. It basically provides an interface to maintain the data at the back-end. The user can view, add, update the records in the table directly at the back-end.

List of tables:

Zone, Division, Station, Comp_regisunit, Status, Category, Unit-User, TestCRMtab

CRM FEEDBACK MODULE:

This module provides a mode of communication between the user and developer. Users are expected to communicate their difficulties/suggestions regarding CRM through this module. The CRM development team will be monitoring the user feedbacks on a regular basis. This provides a customized user interface.

DISCUSSION FORUM MODULE:

In case the user is facing difficulties in expressing his/her problems through CRM Feedback module, may be due to it’s customization, they are expected to communicate through this module.

ONLINE HELP MODULE:

Online help is HTML pages inter-linked to provide help to the end-user’s self  understanding. These pages have detailed information about each module how to work on it and what to expect from it.
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BIBLIOGRAPHY OF THE PROJECT
ACKNOWLEDGEMENT: When a complaint is registered, a letter to intimate the complainant of the registration-id with which he can do the future references regarding this complaint may be dealt with, is issued.
ACTION PLACE: The place where the problem need to be addressed may not be a CRM registered unit. Such kind of places shall be intimated through this field; this is found in the assign page.
ACTION POINT/UNIT: The unit from where the action can be initiated against the Complaint/Deficiency registered by the CRM.
ACTION TAKEN: Any action taken against liable staff(optional) employee id, name, designation.(multiple option)
ASSIGN: The action point has to issue a job card to the concerned department/sub-department to take action against the complaint/deficiency registered by CRM. 
ATTACHMENTS: Documents (soft copies either received directly or scanned copies) supporting the cause of the complaint. 
CATEGORY: 
Complaints/Deficiencies are broadly segregated, the services provided to the customer are categorized into different categories. 
CLOSING DETAILS: Final comments by the closing authority, which may be sent as a reply, indicating the action taken to solve the problem to the complainant (compulsory).

 CLOSING STATUS: This indicates the status the problem is closed with:

Machine operational mistake, Personnel operational mistake, Procedure/system operational mistake, unavoidable, unrecoverable, unsubstantiated.
CLOSING UNIT: This is the unit which finally has to validate the redressal and approve for closure of the complaint/deficiency; units, except those at station level, can be closing units; by default the same unit will be shown in the problem registration forms… for stations the default closing unit will be it’s division. Closing unit can be any of the units in the hierarchy from RB to Division of the ‘problem registering unit’. 
CLOSURE: The final stage of the complaint/deficiency is, closing with some final comments.
COACH NO.: Usual convention followed by the Indian Railways which is familiar to the public; e.g. A1,AS2,F3,S4,CC and for General class bogies :GN1,GN2,GN3,… may be followed (the suffix seq. no. indicating the bogie position from the Engine).

The ‘composition no.’ shall give exact reference to the bogie!
COMPLAINANT NAME: Name of the customer complaining. Refer to NAME.
COMPLAINT: This term is used to refer to a complaint lodged by the customer.
COMPLAINT DESCRIPTION: Though the information is almost segregated, there could be some information which need to be provided for describing the case; in that case, that excess information can be given here.

COMPLAINT ID: A successful registration will be acknowledged with a unique registration-id (which is used to track down the complaint during its life cycle) holding the format,

For Stations: Zone-code/Division-code/Station-code/seq. no./sub.comp.no,

For Divisions: Zone-code/Division-code/seq. no./sub.comp.no,

For Zones: Zone-code/seq. no./sub.comp.no,

For RB: RB/seq. no./sub.comp.no, indicating the place of registration.
COMPLAINT REPORTED DATE: This term is used in the complaint registration form. It signifies the date on which the complaint was received from the customer (shall be available on the Public Complaints Book Foil). In case of news papers/media this can be filled with date of publish/airing. This date cannot be the future date.
COMPLAINT TYPE: Complaints can be of two types: train, station; this appears in the complaint registration form; based on the type further fields will be required to be filled; for train type: Train No., Coach No., Composition No. need to be filled & for station type: Platform No. need to be filled
COMPOSITION NO.: This number represents the ‘manufacturing id.’ of the coach. Use of this number shall be adopted at least in deficiencies, for a greater clarity!

CRM: Customer relationship Management, The application.
DEFICIENCY: This term is used to refer to by the railway staff (on board) through reports.
DEFICIENCY TYPE: Same as COMPLAINT TYPE.
DEPARTMENT: The various activities of railways are divided amongst various departments.
DESCRIPTION: The detailed report submitted by the assignee against a complaint/deficiency as feedback. 
DESIGNATION: In connection with the investigating officer (in assignment) or staff found guilty (in punishment form), his designation (optional)… 
DETAILS: The text of the complaint/deficiency received by the railway staff.
EMPLOYEE ID: Employee number of the staff, through which he/she can be uniquely identified; in case of non-railway staff, their ‘badge no.’ combined with place of work can be used to identify them uniquely!
ESCALATE: this is an operation through which you can seek the help from your bosses to get some instructions for problem redressal! 
FEEDBACK: After the complaint got assigned to a investigating officer/department they will send the details of the necessary action taken on the complaint/deficiency and send it as feedback to the unit which forwarded the complaint/deficiency.
FEEDBACK RECEIVED DATE (feedback form2): Date on which the feedback was actually received by the assigning authority for entry into the CRM.
FIELD ID (CRM feedbacks form): all the forms/pages in the CRM site have field id corresponding to fields in the respective form/pages.
FINAL FEEDBACK: No more assignments pending on this [sub] complaint/deficiency. It is a status. A check box is also placed in the feedback form2; you can check this box, if you think that this is the final feedback on this [sub] complaint/deficiency…but, the constraint is that there shall not be any assignments without feedback!
FOLLOW UP LIST: The list of complaint/deficiency registered/forwarded at the unit but forwarded or registered, which are not yet closed.
FORM ID (CRM feedbacks form): All the form IDs refer to the form/pages available on the CRM site.
FORWARD: 
If the action point is not the same as the registering unit, then the Complaint/Deficiency need to be brought to the notice of the Unit in which the action point falls, in the jurisdiction of.

HIERARCHY: The Railways official functionary hierarchy is in 4 levels as far as CRM is concerned: RB, Zones, Divisions & Stations.

RAILWAY  BOARD
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…
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DIV1
…
DIV2

     DIV3
        
 
STN1
…
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    STN4



INSTRUCT: It is an action through which you instruct your subordinate, on some problem, for some suggestion sought.
INVESTIGATING OFFICER: If a complaint/deficiency involves inquiry an investigating officer will be nominated for the activity. The officer's name needs to be maintained; this can be used to refer to a person individually (optional).
ISSUING AUTHORITY (punishments page): Staff found guilty must be getting some punishment; who is the punishment issuing authority?
JOB CARD: Job card is issued to the department/sub-department to which the complaint is assigned. This card has full description regarding a complaint/Deficiency.
LOGIN UNIT: Unit through which the user has logged in the CRM system.
MOST URGENT: 3 days, which does not involve any inquiry. 
NAME (of the complainant): This field appears in the complaint registration form. Name shall be prefixed with some title, which is shown in a drop down list holding the following entries: Mr., Ms., Dr., Maj., Col., Capt.
NORMAL: Time taking activities, mostly enhancements involving infrastructure.
PARENT COMPLAINT ID: Same as COMPLAINT ID.
PC FOIL NO: The Public Complaint book’s page No., on which basis a complaint is being registered, shall be entered here; this is to control fraudulent usage of the complaint books. If the source of complaint is news paper, then this can be used to store the page number of that particular news paper on which the source information is available!
PENDING LIST: The list of complaint/deficiency forwarded or registered, which are not yet closed.
POSTED AT: Where is the staff posted at? (location)
PRIORITY: This intimates the staff, at what phase the problem should be redressed. This helps in target date fixation to some extent.
PROBLEM DESCRIPTION (CRM feedbacks form): to explain the problem faced by CRM users, in detail. It would be better if case is specified!
PROBLEM DOMAIN: This field is intended to pin point the problem place at short. For train based problems, it shows the train no., coach no.; and for station based problems, the platform no.
PROBLEM FACED AT STATION: This field is supposed to help in forwarding the complaint automatically. Station codes are preferred. Online help could be provided to show the code for a given station name!
PROBLEM FACED ON DATE: This field shall be fed with the actual date on which the problem was faced. No future dates!
PROBLEM REPORTED AT STATION: This field is an additional requirement to identify the place where exactly the customer/staff has availed the facility to lodge a complaint; in case of problems registered through media, this field can be used to show the base station/place of that media; e.g. for news papers, it could be the which edition & for local television channel, it could be which region (some major place)!
PROBLEM TYPE (CRM feedbacks form): The problem can be one of: form-related, flow-related types.
PUNISHMENT: List of punishments identified are:

Warning, Minor Penalties, Major Penalties (what sort of? may be explained in the punishment details), Suspension (for how long? Shall be specified in duration), Transfer (to which place? May be specified in the punishment details)& Fine (how much? Shall be specified in the fine-amount). 
PUNISHMENT DETAILS (punishment form): In case the list provided in the punishment menu are inadequate to explain the kind of punishment this may be used!
REFERENCE NUMBER: Any reference no supporting the complaint, this could be a letter's reference no, PNR no, etc.
REFUNDS TO THE COMPLAINANT: In some cases Indian Railways must be pacifying the customers with compensation in terms of money; ‘what amount is it’  in the punishments form!
REGISTRATION: Complaint/Deficiency lodged, are fed into the CRM.
REGISTRATION DATE: Date on which complaint/Deficiency is registered.

REGISTRATION ID: This is the unique key number generated by the CRM against the registration of the Complaint/Deficiency, with which future references regarding the Complaint/Deficiency will be dealt with.
REGISTERING UNIT: The unit where the complaint got registered in the CRM
REMARKS: The assigning authority may like to add comments, suggestions or directions.
REPLYING UNIT: This is the unit, which finally has to communicate with the customers, regarding the status of the complaint! Units, except those at station level, can be replying units; by default the same unit will be shown in the problem registration forms… for stations the default replying unit will be it’s division. Replying unit can be any of the units in the hierarchy from RB to Division of the ‘problem registering unit’. 
REPLY SLIP: This term is used to refer to a slip that is generated when the complaint is closed. It contains the feedback that can be given to the complainant as a reply to his complaint.
REPORTED BY (complaint registration form): This field shall be filled with the name of staff responsible for maintaining the Public Complaints Book; in case the source of complaint is media, this field can be used to store the media name…e.g. for news papers, it could be name of that paper & for televisions, it could be name of the channel! 
REPORTED BY (CRM feedbacks form): This field will automatically accept the unit user from where the problem is being reported by!
RESET: Nullifies the effect of the values entered in the form.
SOURCE OF COMPLAINT: Indian railways receive public complaints through books placed at different places & also invite customer complaints through various means (list follows). This field name is used in the complaint registration form, and it throws a dropdown list holding following entries: Booking office, Catering, Direct, Complaint, Luggage, Reservation office, SS office, Train, Letter, Email, Phone, Fax, News paper.

Based on this field the interpretation for the next few fields (PC Foil Number, Complaint Reported Date, Problem Reported at Station, Reported By) in the Complaint registration form might change!
STAFF NAME (deficiency registration): Name of the staff who’s reporting the deficiency. See help on NAME (complaint registration).
STATUS (of problem): This field tells the user at what stage the problem is at in it’s life cycle. It can be any of the following:

Registered, Unattended, Assigned, Feedback, Unsolved, Closed, Forwarded, Solved, Acknowledged (internal), Unit-Final-Feedback, Forward-Reject.
SUB CATEGORY: Further segregation of categories.
SUB DEPARTMENT: Each department might have sub-departments under it. Majority of the customer service falls under the commercial department, and moreover the (complaint cells) units are in the Commercial office heads and they can directly deal with the sub-departments. 
SUBMIT: The details/description given against a complaint shall be submitted to the system as soon as the Submit Button is pressed.

SUGGESTION DESCRIPTION (CRM feedbacks form): Along with explanation of a problem, you could also give your suggestion for recovery/betterment/solving the problem.

TARGET DATE: Default target date depending on the priority of the complaint/deficiency is calculated +3 days (most urgent), +7 days from the date of registry; but this can be changed; if the target date is crossed the complaint/deficiency will automatically be escalated to the immediate higher authority! Target times are based on the priority of the complaint/deficiency; target times for different priorities are listed below:

Priority of complaint/deficiency:


Target time:

Most urgent





3 days

Urgent
                                                                        7 days
Normal





30 days

TRAIN NO.: Usual convention followed by the Indian Railways.
UNIT: Complaint cell through which complaints can be registered/processed in the computerized (CRM). The complaint cell can be at the Board, Zone, Division or Station level.
UNIT ID: Identification given to the complaint cell, which is registered as a UNIT in CRM.
UNIT LEVEL: Level of the unit can be at any of the four levels as indicated in HIERARCHY.
USER NAME: This term is used to identify the person who is authorized by railways to access/operate CRM. 
URGENT: 7 days, involving inquiry and need to be solved urgently. 

Reports Section

The reports section in the Complaints application deals with specific areas. The idea is to enable the user with information so as to make the dicision making process simple. The report is targeting the number of complaints/deficiencies which were registered during the specified period, which unit/units it were forwarded to who were assigned those complaints/deficiencies, what were the action taken on them, in how much time they were solved and what was the feedback given to the complainant.

Another section of the reports deals with Comparitive Analysis of Zone, Division, Category and Status based on year, month , status, zone, division and category..what the user should expect from theese reports is a detail data report which compares data over a period of: -

· Three Years

· Three Months

Comparison of data is also available between: -

· Three Categories

· Three Status

· Three Zones

· Three Divisions

Through theese reports a user can compare data over a period of time of one year only. The year field has to be specified in theese reports, which is asked in the form. The report is based on the data for that perticular year only.

Comparitive analysis

When a user opens the comparitive analysis page he is faced with the options of  generating reports year, month, category, status, zone and division wise. It is upto the user which type of comparitive analysis he/she would like to do.

If the user selects yearly analysis he encounters fields : 

ZONE: -Here the user is required to select the zone from the select list for which the user wants to generate report.

DIVISION: -Here the user is required to select the division from the division list for which the user wants a comparative report, note that a valid zone for the division should be selected.

CATEGORY: -In this field a user is required to mention the category of the report for which he wants yearly comparison.

STATUS: -In this field the user is required to select the status of the complaint for which the comparative report is to be generated, the user can select from: acknowledged, forwarded, problem identified, unattended, rectified from CONCERT, solved/closed

YEAR1, YEAR2,YEAR3: -Theese fields contain the list of years for which the user 

wants to compare data, the user may select three different years from the select list to generate comparative reports for three different years.

After filling in all the data the user must click on the GENERATE REPORT button to generate the year-wise comparative report.

Another button is provided so as to let the user return to the main Reports Section page.

If the user selects monthly analysis he encounters fields : 

YEAR: -The user must specify the year for which he wants the monthly comparative analysis generated.

ZONE: -Here the user is required to select the zone from the select list for which the user wants to generate report.

DIVISION: -Here the user is required to select the division from the division list for which the user wants a comparative report, note that a valid zone for the division should be selected.

CATEGORY: -In this field a user is required to mention the category of the report for which he wants monthly comparison.

STATUS: -In this field the user is required to select the status of the complaint for which the comparative report is to be generated, the user can select from: acknowledged, forwarded, problem identified, unattended, rectified from CONCERT, solved/closed

MONTH1, MONTH2, MONTH3: -Theese fields contain the list of months for which the user wants to compare data, the user may select three different months from the select list to generate comparative reports for three different months.

After filling in all the data the user must click on the GENERATE REPORT button to generate the month-wise comparative report.

Another button is provided so as to let the user return to the main Reports Section page.

If the user selects status-wise analysis he encounters fields : 

YEAR: -The user must specify the year for which he wants the status-wise comparative analysis generated.

ZONE: -Here the user is required to select the zone from the select list for which the user wants to generate report.

DIVISION: -Here the user is required to select the division from the division list for which the user wants a status-wise comparative report, note that a valid zone for the division should be selected.

CATEGORY: -In this field a user is required to mention the category of the report for which he wants status-wise comparison.

STATUS1, STATUS2, STATUS3: -Theese fields contain the list of STATUS for which the user wants to compare data, the user may select three different status from the select list to generate comparative reports for three different statuses.

After filling in all the data the user must click on the GENERATE REPORT button to generate the status-wise comparative report.

Another button is provided so as to let the user return to the main Reports Section page.

If the user selects Zone-wise analysis he encounters fields : 

YEAR: -The user must specify the year for which he wants the Zone-wise comparative analysis generated.

DIVISION: -Here the user is required to select the division from the division list for which the user wants a comparative report.

CATEGORY: -In this field a user is required to mention the category of the report for which he wants Zone-wise comparison.

STATUS: -In this field the user is required to select the status of the complaint for which the comparative report is to be generated, the user can select from: acknowledged, forwarded, problem identified, unattended, rectified from CONCERT, solved/closed

ZONE1, ZONE2, ZONE3: -Theese fields contain the list of Zones for which the user wants to compare data, the user may select three different Zones from the select list to generate comparative reports for three different Zones.

After filling in all the data the user must click on the GENERATE REPORT button to generate the month-wise comparative report.

Another button is provided so as to let the user return to the main Reports Section page.

If the user selects Division-wise analysis he encounters fields : 

YEAR: -The user must specify the year for which he wants the Division-wise comparative analysis generated.

ZONE: -Here the user is required to select the zone from the select list for which the user wants to generate report.

DIVISION: -Here the user is required to select the division from the division list for which the user wants a comparative report.

CATEGORY: -In this field a user is required to mention the category of the report for which he wants Division-wise comparison.

STATUS: -In this field the user is required to select the status of the complaint for which the comparative report is to be generated, the user can select from: acknowledged, forwarded, problem identified, unattended, rectified from CONCERT, solved/closed

DIVISION1, DIVISION2, DIVISION3: -Theese fields contain the list of Divisions for which the user wants to compare data, the user may select three different Division from the select list to generate comparative reports for three different Division

After filling in all the data the user must click on the GENERATE REPORT button to generate the Division-wise comparative report.

Another button is provided so as to let the user return to the main Reports Section page.

If the user selects Category-wise analysis he encounters fields : 

YEAR: -The user must specify the year for which he wants the Category-wise comparative analysis generated.

ZONE: -Here the user is required to select the zone from the select list for which the user wants to generate report.

DIVISION: -Here the user is required to select the division from the division list for which the user wants a comparative report. Note that a valid division should be selected based on the Zone

STATUS: -In this field the user is required to select the status of the complaint for which the comparative report is to be generated, the user can select from: acknowledged, forwarded, problem identified, unattended, rectified from CONCERT, solved/closed

CATEGORY1, CATEGORY2, CATEGORY3: -Theese fields contain the list of Categories for which the user wants to compare data, the user may select three different Categories from the select list to generate comparative reports for three different Categories

After filling in all the data the user must click on the GENERATE REPORT button to generate the Category-wise comparative report.

Another button is provided so as to let the user return to the main Reports Section page.
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