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ANNEXURE-E (Specification).
Call Centre Requirements
Subject: Establishing call centre in BMTC

Tender No:BMTC/2010/006 dated 17/05/2010

1. Call Centre Overview
i. Solution Overview:

The proposed call centre should be housed within BMTC premises, comprise vendor recruited as well as BMTC personnel, and managed by vendor which will be responsible and provide for all expansion requirements of BMTC, as well as eliminating costs that are incurred on maintaining an infrastructure that is larger than one required given the current needs. The service provider will be given access to the BMTC website. The outsourced vendor should provide the following:

· Hardware/ Software  and Telecommunication requirements for the call centre operation

· Work Stations and other physical infrastructure

· Development of call centre personnel including recruitment and training

· Development of the necessary software/ knowledge database

· Access to BMTC indicators of its performance

2.
As a public transit agency BMTC should benefit from setting up a call centre. Detailed below some suggestions and user needs for incorporation in the tender. 
3. Recommendation to adopt a “Hybrid Approach” wherein, both BMTC and the selected vendor will manage the functioning of the call centre. to have the advantage of quality service provider as it combines the experience of BMTC personnel and prompt response, good articulation & presentation skills of the Vendor (managed by an incentive based system).
4. What a call centre should do: 
a. Act as a nodal point of all inflow/outflow commuter related information (routes/ schedules/ fares, arrival/ departure/delays, report accidents/ thefts and feedback on operations).

b. Collect queries and feedback from commuters, document it for analysis and disseminate to concerned departments.

c. Track and monitor the above feedback to be addressed by departments and inform the commuter regarding the same..

d. Define, specify and automate work flow (of information) process from departments to call centre and integrate existing work flow systems in the above mentioned process .

e. Enhance utility of existing technology to commuters by providing yet another channel of disseminating information (such as GPS fleet tracking by providing real time information).

f. Create wide spread customer communication as a one stop shop for all BMTC related queries through an easy-to-remember toll free number.

g. Enhance staff expertise by allocating tasks according to expertise and thereby improve the call response quality.

h. Bring goodwill and subsequently patronage to BMTC

5. Front end manned by a Vendor at the call centre by qualified people aware of  BMTC operations (Multi-lingual in response) Back end handled by BMTC personnel, especially with regard to emergency or any other situation calling for domain knowledge.
· Working hours and deployment of staff
a. The call centre should work on 24x7 basis in 3 shifts per day.
	Working hours
	No of  staff to be deployed
	Customer  Service Executive

	6.00 AM to 2.00 PM
	2 nos


	One  Customers Service Executive each  should work in two shifts 1ST shift from 6.00AM to 6.00PM and 2nd shift from 6.00PM to 6.00 AM no from

	2.00 PM to 10.00PM
	2 nos


	

	10.00 PM to 6.00 AM


	1 nos
	


b. The staff deployed by the service provider will be assisted by the BMTC staff.
c. The staff deployed should have the Knowledge of  Demography and Geographical locations of Bruhat Bangalore Metropolitan city and adjoining areas where BMTC services are operated.. 
d. Both BMTC and Service provider shall nominate one person each for single point contact.
· Call load and handling Statistics:
a. 350 (call centre) plus 400 (control room) calls approximately per day.
b. 4 concurrent calls  during peak hour to avoid long wait times
c. More manpower between 8 AM – 6PM 

d. Interactive Voice Recognition Technology- making it convenient for commuters to choose the nature of query and thereby allow experts in that area to respond enhancing promptness and quality of calls.

e. Customer Relationship Software: recording (for analysis) queries and identify regular commuter calls and their details to follow up through email (and SMS if necessary)

· Call centre location to be housed in BMTC premises 

· Collect Operations Data from Depots & Accounts Department 
a. Automate information flow from Depots to Corporate Office (and integrate with existing software such as Abacus, Cubot etc) to provide Revenue/DVP related information daily
b. The Vendor must have provision to accommodate larger call volumes, integrate new and inter-operable technology and leave scope for further streamlining operations of the call centre.
8.       Deliverables:- 

c. All calls has to be attended to the fullest satisfaction of the commuters.

d. All complaints/ suggestions of the previous day shall reach the respective department of BMTC and the action taken reports shall be collected at 10 AM everyday except Sundays and Holidays. 

e. Report of action taken enquiries of the commuters.

f. Consolidated reports regarding total query calls, total complaints and suggestions with details in the following format everyday:-

Telephone calls               Total Number        Call time in mins        Remarks

1. Total received

2. Total abandoned

3. Operational enquiry

4. General enquiry

5. Complaint

6. Suggestion

g.      Consolidated weekly and monthly statements of the above reports and call traffic report along with status of each complaint shall be provided both in soft and hard copy as per the requirement of BMTC.
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