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Annexure-D. 

Call Centre Proposal
Subject: Establishing call centre in BMTC

Tender No:BMTC/2010/006 dated 17/05/2010
1. Introduction: 

Bangalore Metropolitan Transport Corporation came into existence in 1997 with the sole aim of providing public transportation to the city and sub-urban areas of Bangalore. The mission of the organization is to provide safe, reliable, clean and affordable travel to everyone. BMTC leads by example in being the only Bus Corporation within the city of Bangalore to ferry more than 4 million commuters a day. The organization comprises a fleet of over 6000 buses covering an area encompassing a radius of 36 kms from the city centre. In a day BMTC operates 13 lakhs kilometers and 76266 trips with 30000 strong labour force. BMTC services the transport needs of the urban and sub-urban population in and around Bangalore. And, despite the differentiated base of the commuting population, BMTC reaches far and wide, in every nook and corner of the city making public transport an attractive travel choice for everyone. BMTC's strong hold in the area of public transportation in Bangalore is a testimony to its adoption of sound Management, HR, Quality and Environmental policies. 

2. Background:
In view of expanded operations, call volumes are growing regarding general/service related queries, making the need to set-up a call centre becomes necessary. The call centre should act as a single point contact for addressing customer queries/feedback and BMTC’s current/future needs through increased passenger comfort by integrating Intelligent Transport Systems and Passenger Information System, to handle calls effectively.
3. BMTC is interested in establishing an outsourced call centre services housed within the premises of BMTC. The call centre is expected to address incoming telephone calls to BMTC toll free line 1-800-425-1663. The break up of the telephone enquiries are as follows:
· General Enquiries: 25%

· Service Enquiries: 75%

It is anticipated that the volume of calls will grow, and therefore agency selected will be needed to handle 4 concurrent calls at the same time with a provision to scale up in future. 

