
 

Project Coordinator (PC) / 
Project Manager (PM) collects 

the feedback & apply mid 
course correction to the 

Project  

Feedback is obtained 
from client  by customer 

feedback format 
developed by WAPCOS 

at the end of each 
project

PM analyze the 
feedback of the 
client through 

discussion 

MR/CE (BD) 
collects & collates 

feedback of 
discussion for the 
future business 

prospect.

HOD monitors the customer 
feedback & GM ensures the 

adherence to the system

Procedure for collection, collation & analysis of customer feedback

The content is 
recorded

Concerned division 
keeps the records of 

client  for further 
reference  

 
 

Procedure for Assessment of Contractor’s Performance

Work is outsourced as per 
Procedure of purchasing.

Periodic monitoring of the 
contractors’s work is 

conducted.

Proper justification & 
corrective action is taken 
for any noticed deviation.

Procedure of inspection 
of product is applicable 

from development to the 
final delivery.

Cost & time overrun by 
contractor is checked at 
each stage on milestone 
of work implementation

Designated team 
members / Project 

Coordinator reviews the 
final outcome & approves 

the final report

The invoice /bills are 
received from the sub-
contractor & reviewed.

Project manager / 
coordinator reviews the 
contractors performance 
as per Annexure – A after 

completion of the work.

GM & HOD gives 
approval in case of 
recommendation of 

further order .

Concerned GM monitors 
the entire procedure

Sub contractor is 
immediately 

informed about 
any deviation.

Project coordinator 
gives approval 

If the contractor’s bills / 
invoice is to be 

withheld. 

No dues certificate is 
taken from contractor , 

on release of final 
invoice.

 
 



Procedure for capturing Business

CMD signs internal MOU yearly, 
to achieve MOU targets set with 

MOWR.

Concerned HOD’s & GM’s makes 
presentation about WAPCOS 

using promotional documents to 
capture new business as per 

marketing strategy.

BD division  scans the 
advertisements  & sends it 
to the concerned diviion. 

HODs  vsits  websites daily 
& remain in contact with 

prospective clients.

Concerned division 
prepares Tender / EOI

Telephonic contacts / visits 
to the Client site is made for 

understanding clients 
requirements.

An internal estimate is 
prepared to assess the 

necessary inputs.

Tender is prepared showing 
manpower, approach & 

methodology to carry out 
consultancy services.

WAPCOS personnel 
attends the opening of 

tender

HOD submits all tender 
notification with 

continuous follow-up with 
the client

Results of the tender 
submitted is obtained 

from the client .

Success stories / losing 
the bid is discussed in 

Synergy meeting / MRMs 
.

GM monitors the entire 
procedure

Tender is sent to 
the prospective 

client by due 
date.

Refer to Synergy 
Procedure 

 
 
 
 

Procedure for Investigation of Loss of Business

Concerned HOD endeavors to 
identify remedial measures about 
loss of bid, by discussing with the 

team coordinator  

Causes of loss of bid is 
assessed & is characterized as 

cost, team composition, 
methodology, relevent 

experience, lack of follow up, 
past relationship wth client& 

any lapses in formalities.

Concerned HOD submits a 
report for perusal of 

concerned GM & Chief (BD) 
for discussion.

Management decides all 
remedial measures such as 

correction, monitoring, & 
review of the deficiencies.

All the concerned carries 
the follow up actions as per 

the suggestion & 
recommendations for future 

projects.

Concerned GM & CMD 
perform the entire 

monitoring.

Discuss with client , 
if the causes of the 

loss of bid is not 
clear.

 
 


