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ABSTRACT

Revarnping of Existing ccc & cRM software of KSEBL under RDSS Scheme - Invitin{/

Expression of Interest (Eol) - Sanctioned - orders issued'

Corporate Office ( lT, CR & CAPs )

BO

(FTD)N o.3s 0 12o22(cEtT lccc&CSKEPc oKoNlLA l2o2t-22)

Thiruvananth apuram,Dated ; 09 .05 2022

Read: 1. Note no. CEIT/CCC&CS/KEPCOKDN/14I202L-22(4) dated 09.04 '2A22 otthe

Chief Engineer (lT, CR & CAPs) submitted to the Full Time Directors (Agenda

No:LO2l4l22l.

ORDER

As part of implementation of Part-A of RAPDRP scheme, KSEBL has set up a 24x7

centralized call centre with toll fee number L9L2 at lldyuthi Bhavanam'

Thiruvananthapuram, Kerala. All 776 Electrical Sections are now linked whh the

Centralised Customer care (CCC). At present more than 3.5 Lakhs complaints per month

are being registered and managed \hlgugh \he ex\s\\ng c\s\s$\e\ c'a\e sq{t"Nare'

Complaints are being registered automatically through 1912 IVRS' Call centre Agents'

776 section offces, website, whatsapp, etc' BSNL is providing the PRuslP lines to call

centre. Presently 60 channels are connected and will be upgrading to L20 channels

soon.

centralised call centre commenced its operation in 20L4 and more than I years of

operation of systems is completed. Since the installed System is lacking many latest

facilities, the sofware solution is to be revamped to cater the requirements of L'3 crore

KSEBL consumers. A detailed note read (1) above was submitted for revamping the

existing ccc & cRM software under the RDSS scheme with a total budget allocation of

1L2 crore (12 crore is allocated for customer Relationship Management (cRM) software'

{5 Crore br centralized Customer Care Centre (Ccc) and {5 crore for Centralized

Custorner Database (CCDB) under lTlOT Projects)'

|nordertogetadeeperinsiglrtintothemoderntechrro|ogysolutitlnsanc|Artificial
Intelligence Solutions available in the market for CCC & CRM Sof[ware' it was proposed to

invite an Expression o{ Interest (Eol) fronr interested firrns' The otriective of tlre

Expression of Interest is for explorinq all the new features associated with CCC & CRM

solution in order to prepare a fool proof RFP & $RS (System Requiremont $pecificatlon)

to cury out the Work of supply, installation, integrafion & comrnissioning 0{ Call Centre &

custorii"r care solution including cRM software, call Managenrent, complaints

management, Complaint resolution interface, Mobile App for field staff' Voice bot' Chatbot'



Outage Management System (OMS)' Mail m

CCC & CRM software is envisaged and the

existing applications & sofuatare' lt is also pr

the technical Solutions offered by the fir

purpose after the submission of the Eolby the firms'

Having considered the matter in detail, the Full Time Directors' KSEBL in its meeting

held on 27.o4.zozzresolved to accord sanction to invite an Expression of Interest (Eol)

to explore all the new batures associated with latest ccc & cRM solutions so as to

prepare a fool proof RFp & SRS to revamp the existing CGC software under RDSS

scheme.

Orders are issued accordinglY.

BY Order of the

Full Time Directors

)l

B4 /.-
LEKHA G

Gompany Secretary

The Chief Engineer ( lT, CR & CAPs)

Copy to: 1. The Chief Mgilance Oficer

Z.The TA to the cMD/ TAto the Director (Dist.&tT)iTrans & so/Gen-

Electrical/Gen-Civil/Plann in g, Satsty & SCN4/REES, Soura & Spo rts &Welhre

3. The PAto the Director finance\/
4. The Company SecretarY

5. The Chief Public Relation Offcer

6. The CA to the Secretary (Admin)

7, Stock file.

For lssue

)

To:

,,"'As s istant Exeeutive En gineer

^n . 
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