
E-Services 
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“New Way of Doing Familiar Things”
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E-Services   Overview 

Revenue 
Collections

• Utility Payments  

• Statutory 
Payments 

Service 
Automation 

• Citizen Services 

• Business 
Services 

Communication 
Management 

• Campaigns 

• Emergency 
Communications 
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What is E-Services Framework ?

Information Portal provides 

all services provided by the 

Government  Agency

❖Information Portal 

❖Transaction Portal 

❖Citizen Communication 

❖Planning and Resource 

Management 
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Multi Channel E-Services framework 
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Voice

SMS

Web Forms

Web Self Service 

Chat 

Social Media

Customer

Database 

Users 

Voice Support / Presence  

Email/SMS/MMS

KB/FAQ/Forums

Campaign Management 

Queries / Case Handling 

Campaign Management 

Document 
Repository

LOB 
Applications

Case Management 

Out bound 



E-Services framework – Multi Tenancy  

 Multiple Organisation or Department use on a single instance 
 Organization / Community have Own rules 
 Virtual host, Role, Users, Content as well as Look-and-feel

Service 
Provider

Citizen DB (Common)
ü Bio graphic Data 
ü Payment info
ü Contacts – Phone/SMS
ü Location Information 
ü Self Services 
ü Reports 

Organization 1  (Private)
ü Services Related Data 
ü Form Data 
ü Case Management 
ü Tasks  
ü Reports 

Organization 1  (Private)
ü Services Related Data 
ü Documents 
ü BRE 
ü BPM/Workflow  
ü Reports 

Organization 1  (Private)
ü Services Related Data 
ü Documents 
ü BRE 
ü BPM/Workflow  
ü Reports 

Documents Documents Documents Documents 
- Photos
- Documents 

Liferay Portal Framework 

Payment 

GW

SMS

Integration

Report 

Server

BI/DW

Banks



E-Services framework – Easy Provisioning (1)

Sub - organizations 
and Department 

Manage Users and 
Roles 

Top Level 
Organization

External 
Integrations 



E-Services framework – Easy Provisioning (2)

Configure Services by Individual Organization , Sub organization 
or Department 



E-Services framework –Provisioning (3)

Set working  Hours, Number of Appointments per day, Holiday , 
Special working day per organization 



E-Services framework –Provisioning (4)

Manage Services Provided by the organization – Name of 
Service, Services Fees, Service Description (html or PDF ) and 

Application form Link  



E-Services framework –Provisioning (5)

The Menus and Sub-Menu’s are Available in the Site Automatically 



E-Services framework –Provisioning (7)

Services is ready for use 



Multi Channel Citizen Service Framework 

üCitizen Register – Profiles, History 

üResources Management – Location tracking, Asset Management, 

Employee Management 

üCitizen Services – Revenue generating on-Line services 

ü Service Delivery - Online Applications , Appointment , Scheduling , Online 

Payment Service  History , Social , Status Check 

üActivity Auditing 

üCampaign and Promotions management – Promotional programs, 

Preventive Health etc. 

üContent and Document Management  - Archiving , registry services 

üWorkflow / Business Process Management – Case Management , 

Approvals 

üCommunication Management  - Email, SMS , Emergency Communication 
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E-Services – Common Integration

❖ Payment Gateway

❖ BPM Integration

❖ Case working tools

❖ Document Repository

❖ SMS/MMS Integration

❖ Security

❖Web Services Integration

❖ Reports and Dash Boards
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Payment Suite  Features

• Comprehensive Payment Suite

• Social Payment Integration , Entitlements from City Government

• Mobile Integration / Mobile Wallet

• Credits (Collection, Monitoring, Bank Linkage, Budget Link )

• Account Management System

• Usage

• Advance Payments for City Government Services

• Parking

• Transport

• Social Payments

• Payments Collected in Advance
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Self Service 

• Check Bill Status 

on Line 

• Set Scheduled 

payments 

• Get Advance 

Payments 

• Multiple Payment 

Channels 
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Licenses / Application  Management 
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Application Data and Document Upload 



18

Queue - Management 
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Case Management Tools  

• Create Customized Case tools 

• Linked to Workflow , Documents, Payments  

• Reports 

• Audit and activity monitoring 
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Citizen  Care – Case  Management 

ü Handles Complex 

Customer queries 

ü Linked to Workflow , 

Business Rules 

ü Parallel or sequential 

workflows 

ü Scores, Voting, Yes/No 

Approvals 

ü Audit and activity 

monitoring 
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Citizen  Registration  
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Citizen – Dash Boards 

Team – Dashboard 
User  – Dashboard 
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Citizen Service – Contacts  
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Customer Care – Query Management 
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Citizen Care – Document & Media 

ü All your documents, images, 
videos and other media types 
into an unified library 

ü Automatic Previews 
ü Business Defined Document 

Types 
ü Desktop like Experience 
ü Mount additional repositories 

without any modification to 
your user interface 
ü CMIS (e.g.: Alfresco) 
ü SharePoint 
ü Document 
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Customer Care – Voice/ Video 
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Citizen Care – Presence 
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Citizen Care – Chat 
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Citizen Care – Self Service - KB
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Citizen Care – Mailing List Management 

Mailing lists are usually created once for each type of recurring

communication, and are updated regularly afterwards
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Citizen Care – Campaign Management 

Campaign is a scheduled task to send out a specific

communication to a particular mailing list
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Citizen Care – Communication  Management 

Communication Manager Helps organise outbound

Communication Preferences to Each Citizen in the System



33

Citizen Care – Team Collaboration

Team Site Pages – Allows working 
group to share Information across the 
group Members 

Team Schedulers – Allows working 
group to keep a Common Calendar of 
Events 
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Customer Care – Message Boards 

 RSS and email-based 
subscriptions

 Threads management

 Support for sticky posts

 Statistics and recent posts
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Citizen Care – Blogs

 Easy text editor 

 RSS support and email   
notifications of blog replies

 Threaded user and guest 
comments

 Tags and labels

 An entry rating system

 Social bookmarking links
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Citizen Care – Wiki

 Built-in user management

 Versioning and reversion capabilities

 Multiple Wikis per deployment
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Citizen  Care – Social  Collaboration

• Build a social network for your 
enterprise with a single plugin.

• Configure features to reflect activity 
for a sales team or departmental 
workflow.

• Familiar social features: Friend List, 
Facebook-style Wall, and Activity 
Tracker.

• The Activity Tracker API makes it 
easy to integrate third party portlets
and applications. 

• Integrated Chat persists across all 
pages

• Publish Liferay portlets to Facebook, 
MySpace, twitter or any website

Social Networking provides Seamless integration to popular 

Social networking sites  thus create functional social networks 

suited to meet business needs.



Thank You…

Email: rmurugan@kvaliteta.in
+919500872638
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