
Unlock the voice of Citizen
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Who are we?



Software solutions company 

solving citizen engagement 

challenges

Built in India. Built for scale. #1 in private sector.



Team

170+
Team includes 25 

people from 

premier institutes 
like IITs / IIMs.

Consulting

10+
Enterprise consulting 

team specialized in 
CEM

The team 

Software Engg.

100+
Dedicated full-time R&D 

and development centers 
in Bangalore

Backed by



The people

Vishrut Chalsani

Co-founder and CEO

IIT Bombay graduate

Ex-Zinnov Consulting

Ankur Singla

Co-founder and CSO

NLSIU, Bangalore grad

Ex-Linklaters LLP

Pratik Vimal

Head, Consulting

IIT Kanpur grad

Ex-PwC 

Ankur Joshi

Head, Partnerships

IIT Bombay grad

Ex-Deutsche Bank
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And many more . . .

Few of our esteemed clients
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Our Offerings

Managed Services

Social Listening

Social CRM

Command Centre

Feedback Management

Publishing
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Social CRM

Connect with citizen across all touchpoints



Citizen Experience 
Management

● Build Accountability 
● Better Efficiency
● Improve Transparency
● Keep past data
● Enhanced Security

Manage all citizen complaints, 
feedback and suggestions from one 
place. The USP is that it is a multi 
channel solution that covers calls, 
emails, SMS, Social, In-Person, Letters, 
CPGRAM, WhatsApp, Chat, APP, etc.
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WorkFlow Engine

EmailSupport Social MediaTeam

IndicCrawler

API Integrations

Email Management

Social Media Platforms

1000+ Customer Review sites

Email and Web-forms Telephony System 
(Outbound calling and SMS)

OneDirect CRM Cloud - Workflow
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Natural Language Processing

Sentiment tagging

Priority Engine

Rules Engine

Analytics

API

CRM and DMS
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Overall Workflow: for Federal Government

Citizen Tweets or 
Posts on Facebook 
raising a concern / 

query

OneDirect System 
captures the 
tweet/Post

System then 
Tickets the Tweet 

as per the NLP and 
Ticketing Rule 
Engine. Ticket 

Priority also set as 
per the Ticketing 

Rules

Ticket is 
automatically 

assigned to the 
agents who are 
Active / Online

Social Media cell 
will respond to 

queries & escalate 
issues to 

concerned 
departments 

Ticket is closed 
once the issue is 
resolved. Agent 
then posts the 

closure response



Reporting and Performance Analysis

• Note: Data points and names used, are for illustration only.
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Custom Summary Analytics – Issue | Department | Status
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Custom Analytics 
Department Summary

Service wise issues 
Frequent Complaint Type



Summary Report

Jan Feb Mar Apr May Jun Jul Aug Sep

Total Receipt 4949 15862 30384 43760 53538 62580 77617 89130 103248

In-Action 1459 11674 15842 17925 15685 15916 21385 23031 31068

Disposed 25 3567 13978 25373 37265 46497 55195 65345 71701
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Process Overview - Districts
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Other Non-Actionable Posts [ALL] 27,096

Total Actionable Tickets Received 343

Twitter 336

Facebook 7

Resolved Tickets[%age of Actionable] 257 [75%]

Pending Tickets [%age of Actionable] 86 [25%]

Avg. Resolution Time [of Actionable] 26:32:34

Avg. Acknowledge Time [of Districts] 18:42:56
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Department wise Performance
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Performance Report: District wise
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CRM Integration Scenarios

19

APPEND TO SR
REOPEN SR

OR
(As per Business Logic)

Updates on SR on CRM can be sent to OneDirect using the update API



Scalability

1. Integration

• APIs available for integration with any platform

• Built on Java which makes it easy to integrate with most platforms

• Already integrated with most large enterprise CRMs

• Huge Team of Product Managers and Developers to ensure best and smooth integration

• Process experts to create the best process with integration

2. Customization

• All custom requests for development or changes go through our product development

• Based on feasibility, the solution is developed post approval from client

• Product is ever evolving with product upgrades launching every 14 days.
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Made in India. For India.

OneDirect being reviewed by Hon’ble PM Modi 

and Railway minister shri Suresh Prabhu.

(Rail Shivir 2017 – Surajkund)



Haryana Government 

Case Study



Background (1/3)
● Social Media Grievance Tracker was started in 15th May, 2017 with the motive of prompt redressal of 

complaints of the residents of the state through the Social Media platform which includes Twitter handle, 
facebook and recently started complaints which are through emails.

● The complaints taken up on this platform includes issues regarding Power, Water Supply, Sewerage, Road 
repair, Police assistance  and Challaning, Delay in works in SDM office/Tehsil, Immediate medical attention, 
Issues regarding Pensions, Issuance of Aadhaar Cards, Ration cards and Birth/Death certificates .

● For Complaints which require proper investigations and inquiries, they are referred to another successful 
platform of the Govt. CM Window. 

● At SMGT, apart from redressal of complaint the duration of time is also a priority. We make sure that the 
complaint is resolved in the shortest span of time. We have examples where the complaint has been redressed 
on the same day or within hours of its escalation.  

● Various dashboards have been created of the Districts/Departments so that specific complaints are escalated 
to that very specific District/Department. The Districts acknowledge the complaints which are called tickets and 
have specific numbers and put them in pending state before they start working on it.



Background (2/3)

● SMGT Cell is being Run from 9th floor of the Haryana Civil Secretariat where around 9 operators who work 
around 14-15 hours a day during working days and for 8 hours during non working days. They are guided by 2 
Supervisors and a Coordinator who assist them in proper redressal of issues. These operators escalate the 
complaints to various Districts/ Departments as soon as the complaint is received.

● The tickets which include the spam words which have already been added in the software. For example, we 
receive hundreds of tweets of followers of religious Gurus like Saint Rampal, Ram Rahim, Bapu Asaram etc. 

● Some tweets contain Good wishes for the Hon’ble CM regarding festivals, new year etc. And some tweets 
include only suggestions by the citizen and there is no complaints or issue involved.

● Some tweets are intentionally done by the Opposition Political Parties which are done with specific motives. 

● Some tweets are seen which demand selections in Staff Selection and other Govt. offices. These are done on 
merit basis by our Govt.



Background (3/3)

● SMGT Cell is being Run from 9th floor of the Haryana Civil Secretariat where around 9 operators who work 
around 14-15 hours a day during working days and for 8 hours during non working days. They are guided by 2 
Supervisors and a Coordinator who assist them in proper redressal of issues. These operators escalate the 
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merit basis by our Govt.



Analytics for better accountability (1/2) 



Analytics for better accountability (2/2)



Follower increase trend since launch

There been a clear impact in terms of organic increase in followers of CMO Hry Twitter handle since the 
launch of SGMT. 



Resolution examples



Resolution examples



Resolution examples



Resolution examples
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Questions?

Connect to: 
Kumar Amrendra
Associate Director- Govt. Sales
ODCEM Technologies Pvt. Ltd.
+91-9911229711
kumar.Amrendra@onedirect.in


