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Preamble:

N

There is a 24 X 7 Helpline functioning at Corporate office, BESCOM and Circle
Control Rooms in all the Circle Offices are functioning on 24 X 7 basis. All the
complaints received at Corporate Office, BESCOM Helpline are being transmitted to
the respective Control Rooms for resolution of complaints.

The functioning of the Circle Control Rooms were revamped during May 2013 ’
based on the feedback from the SEs that the personnel working in the Circle Control
Rooms were less in number, lack of professionalism, lack of complaint handling skills
etc., which in turn was causing inconvenience in speedy redressal of grievances. The
entry of the complaints, updating and closing was done manually without using an
application in circle control rooms. Hence, it was felt necessary to totally revamp and
to strengthen the functioning of Circle Control Rooms and decided to upgrade them
by integrating the circle control rooms through PGRS Helpline application. This
matter was discussed in the CRM held on 05.12.2012 and decided to go for an
Integrated management of Circle Control Rooms/ Helpline.

In the first phase, 5 Circle Control Rooms of North, South, East, West and BRC
were provided with qualified manpower services from KEONICS for monitoring and
closing complaints.

Now, in order to systematically monitor the resolution of complaints of other
4 Circles viz, Tumkur, Kolar, Davangere and BRC, it is decided to establish a combined
single control room with necessary infrastructure support and manpower services. |

Since, recently, the Bangalore Rural Circle has been bifurcated into BRC and
Ramanagar Circles and the new Ramanagar Circle Office is operating in the place of
BRC Office, the existing Control room continues to work as Ramanagar Circle Control
Room.






