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I.   INTRODUCTION 
 
The Legislative Strengthening Program (LSP), funded by the United States Agency for 
International Development (USAID) and implemented by AECOM, is promoting a new era of 
political stability in Iraq. LSP provides a range of support to strengthen Iraq’s parliament, the 
Council of Representatives (CoR).  LSP is guiding the CoR along a more sustainable democratic 
path, promoting greater transparency and accountability. 
 
LSP’s team of international and local specialists are building the capacity of the members and 
staff of Parliament to debate laws in a formal constructive environment, form and run 
parliamentary committees, analyze and properly consider proposed legislation, improve the 
functioning of the CoR’s Presidency Council, improve the ability of Parliament to oversee the 
executive branch, review and analyze the national budget, and bring the national government 
closer to constituents in the provinces. 

AECOM works with the Parliament to connect it to the people of Iraq by developing the ability 
of provincial parliamentary offices to foster better outreach. It is assisting the CoR to better 
direct constituent concerns to the appropriate government agency and increase the representation 
by parliamentarians of their constituents. In addition to improving governance in Iraq, increasing 
the responsiveness of the COR will enhance its perceived legitimacy, thereby cementing the 
country's democratic transition. 

Parliamentarians in any given form of a democratic government serve three main fundamental 
functions: representative, legislative, and government oversight. Effective constituent case 
management, although part of a parliamentarian’s constituency outreach efforts, significantly 
contributes to each of these vital functions of a democratic government. When Members of 
Parliament are able to identify their constituents’ concerns and aid them in resolving them they 
become better informed of their constituencies needs. Doing so enhances their ability to 
effectively formulate policy options, legislate laws that address the needs of their constituency, 
and assess the effectiveness of implementation of legislation.   
 
The CoR established Provincial Offices (POs) under article 151 of its bylaws, which were 
adopted on July 15, 2006, and states that the Iraqi Parliament is to open offices to “secure 
communication between the Members of the Council of Representatives and the people”.   The 
Parliamentary Affairs Directorate (PAD) was tasked with developing the POs and in turn created 
an administrative unit under its structure, the Provincial Offices Department (POD), to carry out 
this task.  On July 9, 2007, the CoR began to employ the staff of its Provincial Offices. By 
August 2009, the expansion of the Provincial Offices to 17 of 18 provinces, with two offices in 
Baghdad, was completed. 
 
The POs started as satellite offices of the Complaints Committee in the provinces and later grew 
to encompass a Regional Affairs Department and a Members Affairs Departments within them. 
The role of the POs expanded beyond receiving citizens’ complaints to serve a larger liaison role 
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between Baghdad and the provinces and to give the CoR greater presence across Iraq. The POs 
became a place to facilitate constituent services, civic education and parliamentary oversight.  
 
 
1.1 GENERAL INFORMATION 
 
1.11 Purpose 
 
This Feasibility Study addresses the viability of developing a computerized Networked 
Constituent Case Management System (NCCMS) to link Provincial Offices with the Iraqi 
Council of Representatives and addresses the basic and foundation needs related to the System. 
The proposed solution is intended to collect all related constituent concerns at a specific 
Provincial Office and effectively convey those concerns to the target audience through an 
administrative focal point. The Study defines the best possible implementation strategy for the 
proposed computerized NCCMS, including specific recommended phases of implementation, as 
well as, supplemental technologies that will most favorably deliver a comprehensive 
computerized constituency complaint resolution service in a cost-effective and expedient 
manner. 
 
The Complaints Department within the POs reported on technical matters directly to the 
Complaints Committee in the CoR. The Complaints Committee was tasked with serving as a 
central point for receiving citizen’s complaints and referring them to the appropriate party. 
However, the CoR recently decided to eliminate the Complaints Committee from the CoR’s list 
of standing committees. Nevertheless, the CoR is committed to collecting and resolving 
constituents’ complaints, the Complaints Departments within the POs still have the same 
mandate, and the CoR is in the process of forming a complaints unit within the PAD as a focal 
point of receiving constituents’ complaints from the POs and referring them to the relevant CoR 
committee.  
 
The NCCMS will link all relevant parties involved in resolving a citizen’s complaint and prompt 
a speedy resolution process. Citizens will receive a response on the complaint resolution and 
actions taken by the relevant CoR Committee and/or Government Ministry. Effective 
implementation of the proposed System will foster trust between Iraqi Citizens and their elected 
representatives/ Iraqi Government, which will in turn aid in strengthening Iraq’s volatile 
democracy. 
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II. CURRENT ANALYSIS 
 
2.1 Points of Contact (PoC) 

1. CoR Speaker’s Office. 

2. Director General (DG) of Parliamentary Affairs Directorate of the CoR.  
 

3. Director of the CoR Provincial Offices Department. 
 

4.  Director of the CoR Committees Affairs Department. 
 

5. Director General of the CoR IT Directorate. 
 

6. LSP Provincial Offices and Donor Coordination Specialist. 
 

7. LSP Microsoft Office SharePoint Specialist. 
 

8. LSP Legislative Document Management Systems Specialist 
 

 
2.2 Current Functional Procedures 
 
The Complaint Resolution Lifecycle (CRL) initiated at the CoR Provincial Offices is currently 
being managed in a random and unorganized manner. In the recent past and in the absence of a 
sitting parliament for a prolonged eriod of time, Complaints Committee staff took it upon them 
selves to directly coorespond with Iraqi Government Ministiries and follow-up on citizens 
complaints after reicieving a complaint from a CoR PO. Complaints Units within the POs 
submitted complaints in an inconsistant and informal manner, such as via a phone calls and 
simple emails. Following Ira’s parliamentary elections on March 7, 2010, the Council of 
Representatives did not sit unil June 14, 2010 and even then, it took months of political 
negotiations to form a government, legislative business, and form parliamentary committees. 
When CoR Committees were formed the CoR decided that Complaints Committee would be 
eliminated from the list of standing committees. An administrative complaints unit is in the 
process of being formed within the PAD that will serve the same mandate of the former 
Complaints Committee, which is to recieve citizens complaints and follow-up on them. Until this 
unit is established, CoR POs do not have a structured work-flow model for managening citizens 
complaints.  
 
The Complaints Department within a CoR PO consistets of three employees and there is a 
minimum of one individual within each PO that is assigned to collect citizens complaints. There 
are no current records of the volume associated with the collection of complaints. The skill sets 
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required to support the current process are clerical skill sets. The current system does not afford 
an easy categorization of complaints filed by constituents.  
 
 
III. REQUIREMENTS 
 
3.1 Purpose 
 
The proposed solution will manage the collection of constituent concerns through the nineteen 
CoR provincial offices across Iraq and effectively convey them to government ministries through 
the complaints unit to be setup under the PAD.  
 
3.2 System Overview 

 
LSP worked with the POD, PAD, the former Complaints Committee, the Regional Affairs 
Committee, the COR Speaker’s Office, and directly with POs staff to establish a work-flow 
process of receiving and referring constituents’ complaints. This work-flow is outlined below. 
LSP aims to work during this coming year with the CoR Presidency, PO staff, Members of 
Parliament, the POD, the PAD, and CoR Committees to help streamline work-flow processes 
and implement the NCCMS. 
 
This process has been determined to operate as follows: 
 

1. A constituent fills out a complaint form and submits it, along with any supporting 
documents,  to a Provincial Office Complaints Clerk (see attachement A). Alternatively, 
a complaint form can also be submitted directly through the CoR’s website or through a 
Member of Parliament.  
 

2. The Complaint Form is reviewed to determine validity of the complaints and either 
entered into the NCCMS or rejected. (i.e. a complaint is not valid if the citizen has 
initiated legal action or can be resolved by a court of law).  
 

3. A resolution is investigated and offered through the CoR Provincial Offices if possible. 
Concurrently, if the complaint is recieved directly by the CoR and can be resolved in the 
by a CoR PO, then it is refered to the PO for action.  
 

4. If no viable resolution is possible locally, the complaint form is sent by the PO to the 
complaints unit within the PAD at the CoR via the NCCMS and the complaints unit is 
sent an email notification.  
 

5. The complaints unit refers the complaint form to the relevant CoR Committee. The 
referral package, including all attachments, is sent by the compliants unit and the relevant 
CoR committee recieves an email notification.  
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6. The relevant CoR committee then issues a letter to the relevant Iraqi ministry, if need be, 
and continues to follow-up on the complaint until it recieves a response and sends it back 
through the NCCMS’ work-flow to the citizen. 

 
7. A resolution or actions taken with respect to the citizen’s complaint is communicated 

through the NCCMS by the relevant CoR Comiittee to the Complaints Unit and then to 
the relevant Provincial Office who in turn writes to the citizen to update them on the 
action taken on their complaint.  
 

The following graphic demonstrates the work-flow of CRL suggested by the NCCMS and based 
on consultations with all relevant stakeholders: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Based on the above stated purpose the following details are a general overview of the proposed 
NCCMS’ implementation. Additionally, this section summarizes business related aspects of the 
project as follows:   
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This project is being developed by LSP on behalf of USAID for the benefit of the Iraqi Council 
of Representatives and specifically, in support of the Iraqi Citizens’ CRL process mandated to be 
collected and referred by the CoR’s complaints unit through the CoR’s Provincial Offices.  
 
The key function of the proposed NCCMS includes: 
 

1. Effective data and content capture, and comprehensive categorization.  
2. Provision of multiple views and renderings of the underlying data and content, 

based on defined security and authority. 
3. Automatic launching of alerts and triggers necessary to define the logical flow of 

information. 
4. Clear definition of roles and responsibilities associated with various users of the 

proposed NCCMS  
 

The NCCMS is intended to be deployed at the CoR’s Complaints Unit under the PAD and in 
each of the 19 Provincial Offices across Iraq. Additionally, specific views of the system, data and 
content are intended to be accessible at the CoR Complaints Unit, CoR Provincial Offices 
Department, and Parliamentary Affairs Directorate. Members of Parliament and key staff may 
also be authorized access based on ongoing consultations with the CoR. 
 
3.3 Environment 
 

3.3.1 Input/output 
 
The proposed NCCMS will collect complaint details through an e-form design based on a paper 
form that is an output of previous LSP training for Provincial Offices Complaints staff (see 
Attachment A). The collected information form will be centralized in the system and different 
views will be reendered based on security authorities and work-flow definitions. The 
organization of the collected content will also provide a foundation framework for a starting 
point for data mining by key authorized CoR staff. 
 
3.4 Functional Objectives 
 
The proposed NCCMS will automate the CRL for the CoR and will make the process more 
efficient and promote greater transparency and accountability. Additionally, the proposed System 
will accommodate the direct entry and collection of constituent complaint information through 
an e-form. The system will support a direct data entry model and the original complaint will be 
attached into the system.  
 
Once the data and content is captured in the system, new additional offerings and features are 
envisioned by the proposed NCCMS as follows: 
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• Automatic assignment of a case number as an accession number. 
• Automatic organization of complaints rendered by category selection. 
• Automatic rendering of complaints by Provincial Office. 
• Automatic rendering of complaints by Referrals. 
• Automatic launching of triggers and alerts when complaints are referred to a CoR 

committee.   
• Partial validation of certain data based on predefined drop downs associated with data 

entry.   
• Preservation of attached content submitted with the complaint in electronic form. 
• Security based authority managed control based on roles and responsibilities over 

viewing rights of collected information. 
 

The above features become critical platform functions that will serve the basis for future cost 
effective enhancements and expansion of the proposed NCCMS. A wide array of additional 
capabilities can be added to the foundation system where the broader set of constituent 
management needs will be addressed.    
 
3.5 Assumptions and Constraints 
 
Key assumptions being made in support of the implementation of the NCCMS are:  
 

1. That each Provincial Office will have access to the internet and computers to support the 
NCCMS application. 

2. That each Provincial Office will have one technical staff member capable of performing 
the necessary data entry.  

3. That the need for a Complaints Resolution Lifecycle solution will be a long term need.  
4. That the Complaints Unit will have access to internet and necessary hardware. 
5. That the current Provincial Offices’ staff is effectively collecting complaints manually. 

 
Possible key constraints perceived in relation to the implementation of the NCCMS are: 
 

1. Potential resistance to implement the recommended solution by the IT Directorate and the 
CoR Presidency Council.  

2. Resistance to allowing the application and subsequently the data to be hosted outside of 
the country. 

3. Potential limitation of technically skilled staff to support the necessary data entry at each 
Provincial Office.  

4. Limitation of obtaining proper sample previously collected complaint forms.  
5. Rejection of the proposed NCCMS’ leveraging of WSS technology. 
6. Limiting LSP’s access to a CoR Provincial Office where the System can be piloted. 
7. In support of assuring that the proposed NCCMS is successful, Provincial Office staff 

must embrace the proposed process, technology and procedures defined.   
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The design specification for the data and content collection for the CCMS includes the easy entry 
of: 
 

1. Date (Calendar Selection) 
2. Constituent full name 
3. Phone Number 
4. E-mail Address 
5. Physical Address 
6. Provincial Office designation (Drop Down), will include PAD and Website 
7. Provincial Office Staff Member and designation 

a. Complaint Recorder 
b. Management 
c. MP Affairs 

8. Detailed description of complaint 
9. List of supporting documents 
10. Image capture of supporting information 
11. Date that the Complaint is referred to by the Provincial Office 
12. Place that complaint is referred to by the Complaints Unit. 
13. Further action required to resolve the complaint 
14. Summary notes on actions taken and/or resolution 

 
 
3.6 Security and Privacy Impacts 
 
The information contained in a constituent complaint is sensitive and thereby needs proper 
security access, but the information is not considered private. The complaint is filed for review, 
comment, and ultimately response by specific staff having designated security and authority.  
These authorities and security settings related to the work-flow of the NCCMS is defined by the 
CoR.   
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IV. ALTERNATIVES AVAILABLE 
 
4.1 Alternative Systems 
 
The majority of alternative systems addressing traditional case management are usually targeted 
to law office automation and other professional services organizations. Additionally, a number of 
solutions are designed to address the needs of campaign management.  Finally, there are several 
firms that specialize in the wide array of traditional Constituent Management where such 
solutions include services such as: 

 
 e-Newsletter Generation  
 Web Publishing  
 Telephone Town Hall Management   
 Virtual Town Hall Management  
 Data Services – Data Entry and Data Processing 
 CRM – Customer (Contact) Relationship Manager  
 Capitol Correspondence - Automated Issue Correspondence Drafting 
 SharePoint – Content and Data Repository  
 MI Congress – Constituent Gateway e-newsletter system 
 Web Advertising – (i.e.: Google Adds)   
 

While each of the above Constituent Management applications hold significant merit, the full 
array of referenced applications demand a sophisticate infrastructure, environment and staff to 
realize true benefit from such systems.   
 
The proposed target audience of the Provincial Offices suggests the deployment of a smaller and 
simpler solution as a first of many steps towards the delivery of comprehensive constituent 
services. The proposed NCCMS will effectively automate the Constituent Complaint Lifecycle 
while establishing a platform from which to build and expand in the future.  
 
4.2 Description of Alternative Systems  
 
A number of possible alternative systems have been considered as follows: 

1. Monarch – Constituent Services 
2. Microsoft Dynamic CRM  
3. Lockheed Martin - Intranet Quorum Enterprise Contact Management 
4. i Constituent – TOTAL Constituent Communications 

 
The aforementioned options are designed to help legislators establish two-way communication 
with the general population which is intended to nurture voting loyalties as well as providing an 
open forum for citizen dialog. This dialog can often be managed through a comprehensive 
Citizen Relationship Management model offered by the above providers and many other general 
Contact Relationship Management (CRM) and Work-flow Management providers.    
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As noted there are substantial variety of features and functional capabilities available in any 
commercial Constituent Case Management offerings. The current proposed solution to be 
constructed by the AECOM - LSP Staff is projected to be the most cost effective solution 
designed to leverage inexpensive already deployed technology and infrastructure within the CoR. 
The proposed NCCMS deployment is designed to address the specific requirements governing 
The Constituent Complaint Lifecycle. It is fully acknowledged that many other constituent 
support services will be needed by the Iraqi Parliament and the citizens of Iraq in the long term.  
However it is deemed that the proposed NCCMS is a solid first step to serve the needs of 
enhanced citizen services within Iraq.  The proposed NCCMS will prove to be an excellent 
platform upon which to build government dissemination strategies intended to enhance further 
citizen awareness in the future.  
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V.  RECOMMENDED APPROACH 
 
5.1 Scope 
 
The Feasibility Study’s scope includes the assessment of the proposed NCCMS implementation 
using Windows SharePoint Services (WSS) as the foundation framework for organizing the 
necessary data and content related to constituency complaint resolution life cycle.  The proposed 
SharePoint Server technology will be used to automatically drive collected complaints to the 
CoR’s Complaints Unit and CoR Standing Committees.   
 

General support system:  
 

1. The underlying technology being proposed for the NCCMS will be Windows 
SharePoint Services (WSS) and related technologies supporting data and content 
capture as well as necessary work-flow definition. The recommended 
technologies are intended to deliver the NCCMS as a web-based solution, thereby 
requiring less downstream and local support.  

2. The NCCMS should be deployed as a phased implementation strategy leveraging 
rapid prototyping methodology to achieve the most efficient implementation 
possible. 
 

5.2 Coordination 
 
CoR Speaker’s Office: 

• Security Identification. 
• Requirements Identification. 
• Proposal of the NCCMS to the CoR’s Presidency Council. 

 
DG of Parliamentary Affairs: 

• Provincial Office Department Administrative Oversight. 
• Requirements Identification. 
• Security Identification. 

 
Director of CoR Provincial Offices Department:  

• Provincial Office Department Administrative Management.  
• Staff Training.  

  
DG of COR IT: 

• Oversight of IT Resources. 
• Oversight of IT Operations.  
• Oversight of Security Definition. 
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LSP IT: 
• Development of proposed NCCMS. 
• Installation. 
• Security of proposed NCCMS. 
• Eventual handover of system administration. 

 
LSP Provincial Offices and Donor Coordination Specialist 
 

• Definition of the functional requirements of the proposed NCCMS. 
• Coordination and overall management of the initiative. 
• Security definition. 

  
5.3 Environment 

5.3.1 Input/output 
 
The collected data will be stored in a WSS content collection database that will facilitate the 
rendering of selected views of the data based on categorization and indexing. 
 

5.3.2 Processing 
 
Short development life cycles and fast changes in technology influence the requirements 
engineering process. Requirements are exposed to changes during the entire development life 
cycle, and decisions related to requirements and systems design are moving more steadily toward 
developers. For this reason it is important to keep requirement changes under control during the 
entire development process. This control can be achieved by utilizing Configuration 
Management functions and in particular Change Management. By having items under version 
control it is possible to get a better overview of the requirements change process. In the 
implementation phase, requirement items are associated with Change Requests which define 
implementations to be introduced in the system. Using Change Requests as links between 
requirements and the implemented functions will create a greater awareness of requirements and 
a better overview over the requirement process. Furthermore, it will provide a foundation for 
reuse of requirements when new systems are built. 
 
The goal of the development model presented above is to manage requirements in a controlled 
way. This is performed by placing requirements under Configuration Management and by 
utilizing Change Management functions. This approach will provide effective record keeping of 
the evolving design specifications as well as strengthen the foundation which is based on a rapid 
prototyping methodology.  
 

5.3.3 Security 
 
Security will be governed by definition of authorized parties and their specific authorities, roles 
and responsibilities.  Access to specific views of the collected data will be restricted based on the 
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defined security and consequential authority to view specific renderings of the content.  
Furthermore, the ability to edit or update the data in the collection will be limited to individuals 
that have been assigned such authority through the definition of their roles and responsibilities.     

5.3.4 System Interaction 
 
Based on the leveraging of WSS as a content collection tool for citizens’ complaints received on 
the provincial level, data can easily be exported to other systems if needed.  The NCCMS’ 
application based on WSS technology can easily be incorporated as a component of any 
enterprise-wide dashboard established as the portal that will provide easy access to a variety of 
applications being developed for the CoR.  Based on this foundation framework, seamless 
system integration can readily be achieved.  

5.3.5 Physical Environment 
 
As noted above, the proposed NCCMS will operate as an interactive application governing the 
standard data collection. The general WSS technology provides rich ad-hoc reporting of the 
collected content based on the selection of specific category views as well as leveraging ad-hoc 
search and retrieval options. 
 
5.4 Methodology 
 
Based on the recognized urgency and need for automation of the Complaint Resolution 
Lifecycle, a rapid prototype methodology has been used to produce a quick Proof of Concept 
functional application. This rapid prototyping approach is based on LSP’s ability to leverage 
existing WSS technology already deployed.  The rapid prototyping will provide a comfortable 
reviewing paradigm with the key PoCs associated to the Complaint Resolution Lifecycle.     
 
5.5 Evaluation Criteria 
 
The proposed NCCMS will be developed on the Windows SharePoint Services (WSS) using a 
rapid prototyping methodology as identified above. This development strategy is designed to 
achieve the deployment of a production NCCMS solution in the shortest timeline and in the most 
cost effective fashion possible. The proposed NCCMS is deemed a major business priority 
necessary for achieving more efficient transparency and public trust of the Iraqi Parliament.  
 
LSP recommends using current technologies to speed the delivery and implementation timeline 
as well as minimize the overall cost burden of the proposed NCCMS.  LSP will build out a WSS 
application framed as a vehicle that will automate the manual paper form used to currently 
collect complaints at the Iraq Provincial Offices.  The rapid prototype approach will leverage a 
variety of meetings with the CoR Speaker’s Office, the DG of Parliamentary Affairs, and 
Provincial Office Department staff. Additionally the DG of IT Directorate will be engaged as the 
responsible party governing the IT deployment and ongoing management of the proposed 
solution. This interaction will assure that the proposed NCCMS evolves with effective “Ease of 
Use” for the target user population.  
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5.7 PROPOSED SYSTEM 

5.7.1 Description of Proposed System 
 
The proposed system governing the current and future needs of Constituency Complaint 
Resolution Lifecycle automation is based on the deployment of the planned NCCMS. LSP 
recommends that the NCCMS be developed on the state-of-the-art Windows SharePoint Services 
(WSS). This platform will accommodate an easy path for data and content collection at the 
Provincial Offices’ level. Additionally, this platform will provide easy multi-viewed access of 
the collected content and data from a variety of COR staff positions throughout the enterprise.  
The WSS platform provides for controlled views of the collected content and data based on 
security defined Roles and Responsibilities. This security definition will provide specific CoR 
staff members with the ability to add comments related to the data and content collection.   
Furthermore the WSS platform will allow easy classification of the collected data and content 
based on predefined categorization.  This delineation will provide for easy organization of the 
content and data thereby allowing the COR staff to select the groupings of objects based on 
personalized selection. Finally the WSS platform will serve as a viable portal to support easy 
maneuverability between various other legislative applications. 
 
Based on the foundation capabilities of the WSS system defined above, the proposed NCCMS 
will: 
 

1. Provide for the collection of complaint content and data at the Provincial Offices’ level. 
2. Provide for the attachment of captured images attached to the complaint at the Provincial 

Offices. 
3. Provide for alerts to be sent to the Complaints Unit and CoR Standing Committees. 
4. Provide for Complaints Unit and Standing Committees to add comments relating to the 

data and content. 
5. Provide for images to be attached to the complaints at the Complaints Committee and DG 

of Parliamentary Affairs. 
6. Provide for the referral of the content to designated offices for planned resolution. 
7. Provide for final comments regarding resolution to be applied. 
8. Provide for e-mail launch to be issued automatically to alert Provincial Office of latest 

status of complaint. 
9. Provide for multiple views of the collected content based on categorization selection. 
10. Provide for a history of complaint for subsequent review.  

 
5.8 Time and Resource Costs 
 
The proposed NCCMS will require the combined resources of 2 -3 LSP staff members 
developing a rich prototype over a 6 - 9 months period. The prototype development began on 
June 22, 2010, but was halted due to differing views on the authorities, security definitions, and 
work-flow model of the NCCMS. Once Parliament sat and CoR Committees were formed, the 
elimination of the Complaints Committee posed an added complication to the System’s 
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development. LSP is now working with the Speaker’s office on the project and projects that 
NCCMS be completed by the mid to late July of 2011.  
 
Based on reaching consensus with the key staff associated with the development of the NCCMS 
the rapid prototype will be revised to meet the final request of the CoR Speaker’s Office. After 
presentation of final modifications, a period of minimally 2 weeks will be allocated to testing and 
problem resolution followed by one month of formalized training in the use of the new NCCMS. 
Following the proposed training, the system will be deployed as a production system in one 
Provincial Office. The roll out to other Provincial Offices will take place following the formal 
acceptance of the solution by the CoR Presidency Council.  
 
The proposed NCCMS will be deployed on an existing LSP server that has been designated for 
CoR usage. The WSS software comes as part of Microsoft Office 2003 for which the CoR and 
LSP already have licenses. As such there are no projected incremental costs associated with the 
implementation of the NCCMS. Finally the responsibility of the NCCMS will be transferred to 
the CoR for long term support until future retirement of the NCCMS. 
  

NCCMS Implementation Timeline 
Task  Resource Allocation Start  Finish 
Feasibility Study LSP  March 31, 2011 
WSS Config. and Deployment LSP/COR 22-Jun-2010 18-Sept-2010 
Prototype Development LSP 22-Jun-2010 15-Jul-2011 
Rapid Prototype Review 1 LSP/COR 15-Jul-2011 30-Jul-2011 
Rapid Prototype Review 2 LSP/COR 1-Aug-2011 30-Aug-2011 
Testing & Correction LSP 1-Sep-2011 15-Sep-2011 
Training Development LSP 1-Sep-2011 30-Sep-2011 
Application Approval COR 15-Sep-2011 30-Sep-2011 
Training LSP/COR 1-Oct-2011 15-Oct-2011 
Deployment Provincial Office 1 LSP/COR 15-Oct-2011 30-Oct-2011 
Approval Production COR 1-Nov-2011 15-Nov-2011 
Rollout to all Provincial Offices COR 5-Jan-2012 30-Jan-2012 
Full Production Deployment COR 1-Feb-2012 ------------- 
 
5.9 Impacts 
 
The Access database of complaints maintained at each Provincial Office is compatible with WSS 
and can be imported into the planned NCCMS.  Any data elements that need to be added can be 
supplemented by the user staff at the Provincial Office as well as at the COR during the initial 
training that LSP would be providing. Beyond the importing of Access database elements there 
is no automated back file conversion anticipated.  All efforts will be made to minimize the 
manual data entry of back-file material.  
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5.9.1 Equipment Impacts 
 
The equipment necessary for the proposed NCCMS leveraging WSS technology already exists in 
each Provincial Office.  At least one staff member in each Provincial Office has adequate 
computer skills and access to the Internet. These are the minimum requirements for the proposed 
system.  The existing staff at the Provincial Office will continue to collect the data and content 
associated with each complaint in paper form.  The hard copies of these complaint intake forms 
will be transferred to the Provincial Office staff member with computer skills for data entry into 
the NCCMS.  
 
LSP has already acquired a Dell Power Edge R710 server designated to support the WSS 
repository at the CoR.  WSS has already been installed on this server and the Server has been 
delivered to the CoR IT department on 4-Jul-2010.  At this time there is no additional hardware 
or software projected to be acquired necessary for the deployment of the proposed NCCMS. 
  

5.9.2 Software Impacts 
 
Due to the fact that the current environment has little to no automated production systems, there 
is no adverse impacting affect envisioned to existing applications.  The deployment of the 
NCCMS will provide a clear and quick path towards improved Complaint Resolution Lifecycle 
management. Additionally, the proposed NCCMS will serve as a foundation framework for 
future legislative applications accessible through a common legislative portal.    

5.9.3 Organizational Impacts  
 
No changes to the organization or personnel are necessary to implement the NCCMS. 
 

5.9.4 Operational Impacts 
 

• Other concurrent LSP initiatives will reinforce the proposed implementation of 
NCCMS. LSP is developing a staff handbook for the Provincial Offices.  In 
addition, LSP is developing a design for a Model Provincial Office that includes the 
utilization of technology to support MPs and constituency services.  The 
technologies and training modules from the Model Provincial Office will be 
extended to all POs.   

• LSP will provide training specifically on the operations and support of the proposed 
NCCMS.    

• Additionally specific first line of support procedures need to be defined for the 
support and required relationship between the Provincial Office staff and the IT 
Directorate staff designated to support the WSS and NCCMS functions and 
features. The IT Directorate should be responsible for defining the problems and 
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resolving them. In effect, the IT Directorate staff will need to establish a Help Desk 
model to support the technical assistance needed by Provincial Office staff.  

• Data entry procedures will be developed. 
• Data retention requirements, information storage and retrieval procedures should be 

addressed and conform to the CoR’s overall Archival Strategy.  Before the NCCMS 
is placed in production status, standard procedures should be established for the IT 
Directorate governing automated backup and restore procedures in the event that 
disaster recovery is necessary.   

• There is a strong expectation of periodic interruption of power and power surges.  
To avoid frustrating operating disruptions, contingencies such as battery backup 
equipment for all servers and desktop equipment are recommended.  
 

5.9.5 Developmental Impacts 

 
The developmental impacts are: 
 

1. Specific activities to be performed by the users in support of development of the NCCMS 
 

• The proposed NCCMS implementation is based on a rapid prototyping 
methodology that will require a series of meetings with the PoCs designated as 
responsible for the Provincial Offices and the Constituent Complaint Lifecycle. 
These meetings will be instrumental to the effective success of the rapid 
prototyping methodology.  
 

2. Resources required to develop databases: 
 

• The planned resources needed to develop the collection framework and database 
will be 2-3 technical staff LSP personnel.  They will configure the WSS 
technology to accommodate the data elements defined based on the general 
specifications defined herein.   
 

3. Computer processing resources required to develop and test the new system: 
 

• A new SharePoint server has been installed at the COR. This server will provide 
all necessary processing support needed for the implementation of the proposed 
NCCMS. No additional desktop equipment would be required at the Provincial 
Offices.  
 

4. Privacy and security implications: 
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• The required security and authority governing user access, editorial and comment 
will be governed by through the roles and responsibility designation defined 
during the foundation WSS deployment. However, the staff members of the COR 
that have viewing and comment rights will not have authority to modify the 
content of the complaint.  

• The foundation features of WSS technology provide for roll based definition of 
authority and responsibility.  Furthermore WSS technology provides for multiple 
views controlling the rendering of information for the authorized staff members of 
the CoR.  

 
5.10 Rationale for Recommendations 
 
The proposed NCCMS has been selected to meet the foundation needs of the Constituent 
Complaint Resolution Lifecycle. The proposed NCCMS is framed on the deployment of the 
simplest strategy possible based on the recognition that the current infrastructure supporting the 
Iraqi general population is limited. While there are a number of constituent management systems 
and case management systems already developed, there are few effectively simple legislative 
complaint management systems available on the open market that have been designed to meet 
the needs of a multilingual environment while not placing substantial burden on the underlying 
infrastructure.   
 
As indicated above, the target audience of the Provincial Offices and the COR have a limited 
level of technical as well as a limited level of processes and procedures established in support of 
the full range of constituent services.  As such, the recommendation governing a solution for the 
Constituent Complaint Resolution Lifecycle should be addressed by a smaller and less complex 
solution. Towards this end the foundation framework of WSS has been proposed in support of 
the proposed NCCMS design that will provide a basis for moving forward. 
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VI. CONCLUSIONS AND RECOMMENDED NEXT STEPS 
 
6.1 Performance Objectives 
 
The proposed NCCMS will facilitate improved productivity within the CoR and its Provincial 
Offices.  The collected complaint information will be maintained on an organized automated 
framework and the speed of constructing a variety of sorted views of the information provides 
substantial productivity gains in serving the public and Members of Parliament. The automated 
collection of complaint information will facilitate more effective decision making efforts on the 
part of the Complaints Committee as well as a variety of CoR membership and staff supporting 
the complaint mitigation process.    
 
The proposed NCCMS will certainly improve the overall cost burden and required effort while 
significantly expanding the performance effectiveness of the Complaint Resolution Lifecycle.  
 
6.2 Recommendation 
 
The proposed NCCMS is envisioned to provide an organized method of recording constituent 
complaints and issues. This system, in part, will assure specific rights to Iraqi Citizens under the 
auspices of the Iraqi Constitution as well as effectuate citizen trust in accordance with the 
dictates of the Iraq Parliament’s Rules of Procedure. This solution will facilitate communication 
of complaint resolution action taken by the CoR Standig Committees, and/or Iraqi Government 
Ministries to address citizens concerns and complaints.  
 
The proposed NCCMS will automate the collection of the complaints received by the CoR’s 
Provisional Offices. Added to the collection of the data and content associated with the 
Constituent Complaint Resolution Lifecycle, the proposed NCCMS will provide an improved 
model for communicating the collected complaints to the Complaints Unit under the PAD, 
providing for an efficient system of managing constituent complaints. Additionally, the proposed 
NCCMS will facilitate the easy application of comment by all parties associated with the process 
lifecycle.  Finally, the collection of Complaint Content and Data will evolve to be an effective 
repository supporting certain levels of “Data Mining” though the use of automatic categorization 
as well as indexing of the content and data. The proposed NCCMS will prove to be a solid 
framework to use as the basis of an enterprise-wide portal to all legislative application planned 
for the Iraqi Parliament.  
 
Over time, more sophisticated aspects of constituent management can be deployed through the 
extension of the current design to include fundamental features associated with Customer 
Relationship Management (CRM) customized for governmental constituent services.  Such 
systems exist today and can benefit the CoR’s plans to enhance direct communications with its 
constituency.  The recommended NCCMS provides sophisticated data mining capabilities that 
can be used towards constituent driven legislation. The Complaint Resolution Lifecycle 
implemented through NCCMS will be the first step of many steps that will initiate an organized 
dialog between the general Iraqi voting population and the CoR.  As such, the overarching goals 
of transparency, fostering trust, and improved public awareness of government services will be 
facilitated, which will serve as a stabilization factor to Iraq’s volatile democracy.  
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(Attachment A) 

 
Constituent Complaint Intake Form 

 
Part One: Gathering Constituent Contact Information 
 
Date: _____________________________________________________________________ 

(Date of Intake) 
 
Name:______________________________________________________________________ 
 (Name of constituent. Make sure to get proper spelling of full name) 
 
Phone number:_____________________________________________________________ 
 
Email: ____________________________________________________________________ 
(Ask if constituent can be contacted by email as this is one of the fastest means of communication) 
 
Address:__________________________________________________________________ 
 
Provincial Office contacted:__________________________________________________ 
 (This should be the name of your provincial office but this is an opportunity to verify the constituent is at 
the proper provincial office which represents them.)  
 
Part Two: Gathering Information about the Complaint 
 
Government Ministry or Agency which Complaint is logged against or from where relief is 
sought_______________________________________________________________________ 
 
Details of complaint:  
(Get specifics here, names of people involved and their possible contact information. Listen to complaint 
but try to only include relevant details on the form. Questions to ask constituent: 
-Have officials been contacted? If so, whom? And, what is their contact information? 
-What steps have been taken by the constituent prior to coming to their provincial offices for assistance? 
-How would the constituent like this matter resolved?) 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
____________________________________________________________________________________ 
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Supporting documentation:  
(Briefly list any documentation constituent is sharing or submitting to back up their complaint which may 
be attached to this form) 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
________________________________________________________ 
 
 
 

Part Three: Resolving the Complaint 
 
Action Suggested by COR Provincial Office: 
_____________________________________________________________________________________
_______________________________________________________________________ 
 
Date and Place Constituent Complaint Sent: 
______________________________________________________________________________ 
 
 
Provincial Office Follow-Up on Complaint with Government Entity and with Constituent: 
(Most case and complaint work requires some degree of follow up. It is important to both follow-up with 
the government office where the complaint was sent and to get back in touch with the constituent to 
inform them of the Provincial Office’s efforts on their behalf.) 
 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_________________________________________________________ 
 
Further Action Required on Complaint:  
(Note here any further steps which are required to resolve complaint) 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_________________________________________________________ 
 
Resolution:  
Was Constituent Complaint Resolved? If not, describe why: 
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_________________________________________________________ 
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