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• The system is designed to generate customized reports for review and submission to required authorities and with facility of SMS
notification alert to complainant upon registering the complaints and after resolution of the complaint. The services and facilities 
provided are as follows: -

• Provision of 4-5 dedicated lines (cloud tele calling) to receive the calls at a time with dedicated customer care executives around 
the clock (24x7 – in different shifts). 

• Receiving customer calls through CRM- IVRS based cloud tele calling.

• The system has in build capacity of SMS notification alert to complainant upon registering the complaints and after resolution of 
the complaint. 

• Maintenance of categorization of received complaint and registration and generation of Complaint Ticket number.

Sensitivity: LNT Construction Internal Use

• The waiting calls are being contacted efficiently.  

• Provision of dashboard facility to view the complaint status of the day-to-day complaints 

• The escalation of complaints is based on the system based and further follow-ups are undertaken through CSCs (Customer Service 
Centre) until the resolution of the complaints. 

• The provision of system generated reports related to complaints based on zone, category and age of complaint 

• For training and quality purposes, each call is being recorded to assess the transparency and effective communication. 

• The concern official can view assigned timeline for complaint resolution

• Subsequent resolution to the complaints, as a verifiable indicator the provision is made to capture photos before and after to 
understand the resolution status.  

• Provision of attaching consumer feedback form in the system. 



CRMS – Key Features
� This ticketing software converts all customer requests manually or through IVR into tickets.

� This will help customer executives to communicate better with customers and handle issues
more efficiently.

� Registering complaints & informing customers about the status of complaint through
SMS/Email.

Sensitivity: LNT Construction Internal Use

SMS/Email.

� System based Escalation interventions.

� Cloud Telephony Integration with Ticketing system through which customer calls to the front
faced number & it will be redirected to the concerned agent based on customer inputs in the
IVR like Customer ID/ complaint type etc.,



CRMS – Key Features

� From the ticketing system, it’s easier to prioritize , track & follow up on requests . 

� Whenever the ticket is assigned to the staff/engineer , the staff / engineer & customer will 
be notified

� The software will have automated email notifications to managers based on the SLA. If any 
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� The software will have automated email notifications to managers based on the SLA. If any 
ticket is not resolved within SLA period, the same will be notified to manager



CRMS CRMS CRMS CRMS – IVR & Ticket Process FlowIVR & Ticket Process FlowIVR & Ticket Process FlowIVR & Ticket Process Flow

Welcome 

Note

Language Selection

(Kannada, Hindi , English)

Location Selection

(Hubballi , Dharwad) 

Complaint Selection

Call forwarding to Customer 

Executive
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Executive

Complaint Ticket creation

Ticket Assigning to Engineer

Ticket Resolution & Updation 

from Engineer
Ticket Closing

Ticket SMS/Email to 

Customer
Feedback



CRMS CRMS CRMS CRMS – Customer Facing featuresCustomer Facing featuresCustomer Facing featuresCustomer Facing features

Hosted Ticketing Software (with IVR)

Open a ticket

Track status of the Ticket

SMS & E-Mail alerts

Feedback for the resolution
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Visit Customer 

Care Centre

Call to IVR 

customer care

Customer Portal

Feedback for the resolution

Escalation Alerts

Ticket alerts to customer

Ticket assign alerts to engineer

Ticket resolution alerts to 

customer



CRM CRM CRM CRM – DashboardDashboardDashboardDashboard
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CRM CRM CRM CRM – Engineer Attempt & ResolveEngineer Attempt & ResolveEngineer Attempt & ResolveEngineer Attempt & Resolve
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CRM CRM CRM CRM – Customer FeedbackCustomer FeedbackCustomer FeedbackCustomer Feedback
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CRM CRM CRM CRM – Ticket Type & Group Wise Abstract Ticket Type & Group Wise Abstract Ticket Type & Group Wise Abstract Ticket Type & Group Wise Abstract 
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Thank you!
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Thank you!


