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Description

The Interactive Voice Response System (IVRS)
is an automated telephony system, which
provides the caller a controlled access to an
interactive voice-guided menu for lodging
complaints and seeking status of the complaints
lodged earlier. The IVRS accepts a combination
of telephone input through touch-tone keypad
selection and provides appropriate responses in
the form of pre-recorded voice messages in
interactive mode. The customized voice
messages can be in any language including
Hindi. The IVR system would typically include a
Computer system with Dialogic card, customized
software application, database and supporting
infrastructure.

The controlled access is through a registration
number and a password (which can be obtained
from the authorities through an application, on
physical submission of the registration form).
The registration number and password is input
through the keypad of the telephone instrument,
a correct combination of which provides access
to a voice-guided interactive menu.
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The first layer of the menu provides the
categorization of the services, and the second
layer provides the list of types of complaints,
from among which, the user can select the
appropriate complaint code and input the same
through the telephone instrument. The selection
leads to storage of the complaint in the system,
generation of a token number reference (for
future reference) and voice communication of
the same over the telephone, to the caller. The
caller can subsequently access the system,
provide the token number input and obtain a
voice-guided status of the complaint.

On the back-end the system reports are provided
regarding the complaints received in the TVRS
system, which are then forwarded to the
respective agencies for due redressal. The
agencies in turn provide their feedback, which is
input to the system, from where the complainant
can obtain feedback as above. The caller may get
the status of the problem and departmental status
report may also be produced for further analysis.
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e Computer Telephony Interface (CTI) e Complaint booking
o LPG booking

e Railway/ Airline / Bus related

e User friendly and Easy-to-Use

o 24 X 7 facility without manual intervention oo i i
timings / ticket enquiry

e Insurance enquiry
e Transparent and efficient system e Credit card information

e Messages in user’s own language

e Facility to log complaint without wasting time e Loan account enquiry

e Caller Line Identification facility ®  Order tracking and status

) e (Call centers
e (Convenient to user

e Message broadcasting & Reminder services

e Automatic response of the status o Courier / Logistics tracking

* Produces variety of reports e Examination results enquiry
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Note: A pre-implementation study is a pre-requisite for such projects, to identify the system
requirements and user requirements. The customization can be done as per the user
requirements.
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