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Unlock the voice of Citizen




Who are we”?



Software solutions company
solving citizen engagement
challenges

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

ONEDIRECT



The team

Team Software Engg. Consulting
170+ 100+ 10+

Team includes 25 Dedicated full-time R&D  Enterprise consulting
people from and development centers team specialized In
premier institutes In Bangalore CEM

like IITs / lIMs.
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The people

Vishrut Chalsani Ankur Singla Pratik Vimal Ankur Joshi
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Few of our esteemed clients
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And many more . ..



Our Offerings

Social CRM

Social Listening

Publishing

Command Centre

Feedback Management

Managed Services
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Social CRM

ONEDIRECT B GERTRET

Connect with citizen across all touchpoints



Tickets ticke r,name, emai +) M ==

- LR N
Add Ticket
Views . = .
All Tickets 12tickets i Delete ¥ Export @ AddTag 2 Assignto More v

8 DEFAULT & SHARED

v All Tickets (450) Ticket# Name & Subject & Status a Priority a Manage
| Facebook (12) ;
5600668 Abhishek Jain Post Hate this product,do not recommennded Open * High One Di
Twitter (120) Created: 24 Updated
tor
5600667 Avinash Vank... u Tweet Dont like it Open * Low One Di
Created: 24 Updated
8 ono Open Tickets (80)
Build Accountability
Better Eff|C|ency Closed Tickets (670) 5600666  Vampsi Manoh... u Tweet Worst service ever, plz reply Closed * Low Swiggy
Created : Updated: -
Improve Transparency Draft: &)
Keep paSt data High Priority (34) 5600665 Abhishek Jain Mail Hate this product,do not recommennded Open * Urgent One Di
Enhanced Security G ) Created 2 Updated
Discarded Tickets (80) 5600665 Abhishek Jain > Review Dont like it Open * Urgent One Di
. Created: 24 Updated
- MY VIEWS
Assigned to me (450)
— : 5600665 Abhishek Jain p Review Worst... Open * Urgent One Di
Manage all citizen complaints, My Pending (80) Created: 24 Updated
feedback and suggestions from one My Draft (80)
place- The USP iS that |t is a mUItl 5600668 Abhishek Jain n Post Hate this product,do not recommennded Open * High One Di
. Created: 24 Updated
channel solution that covers calls,
emails, SMS, Social, In-Person, Letters, 5600667  AvinashVank.. [ Tweet Dontlikeit Open  * Low One Di
CPGRAM, WhatsApp, Chat, APP, etc. Creater:2s tlpcated:2
5600665 Abhishek Jain > Review Worst... Open * Urgent
Created Updated
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OneDirect CRM Cloud - Workflow

M
T ONEDIRECT

Email and Web-forms

ym
ﬂ.

Social Media Platforms

s éon umer ONEDIRECT

P Conurmer Complatras

1000+ Customer Review sites

10

Ve

Natural Language Processing
Sentiment tagging Telephony System
Priority Engine (Outbound calling and SMS)
Rules Engine
Analytics
ONEDIRECT
WorkFlow Engine

API

CRM and DMS

gﬂ

{‘JA -1
>

EmailSupport Social MediaTeam
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Feedback Cloud

@ Facebook Pages 1. Facebook API Integration ) ( Agent Resolution) ( CSAT Link on Resolution via Facebook (in cases of DMs only) using Oneblrectj

(2. Twitter Mentions

2. Twitter Firehose Integration ) (Agent Resoiution CSAT Link on Resolution via Twitter (in cases of DMs only) using OneDirect
Feedback Cloud

@. CPGRAMS/SPGRS

3. CPGRAMS API Integration }—(Agent ResolutiorHSAT Link on Resolution via CPGRAMS Reply using OneDirect Feedback CloutD

@. Webportals/Microsites

4. and 5. OneDirect create ticket API
based integrations with web-portals

}—G\gent ResolutioH CSAT Link on Resolution via Emails using OneDirect Feedback Cloud )

(5. Helpline Portal

6. Create Ticket API based integration
with SMS gateways

s}—Q-\gent ResolutioH CSAT Link on Resolution via SMS using OneDirect Feedback Cloud )

7.E-mails
(8. Toll Free Customer Care 8. IVRS Integration (Preferred is cloud " : CSAT Link on Resolution via SMS after calls or touch-tone using OneDirect
: gent Resolution
based telephony provider) Feedback Cloud

(9. Scanned copy of complaints

7. OneDirect Email Parser Integration Agent ResolutioH CSAT Link on Resolution via Emails using OneDirect Feedback Cloud )

9. Scanned copies to be sent to a centra

Les : I Agent ResolutioH CSAT Link on Resolution via Email or SMS using OneDirect Feedback Cloud )
OneDirect's parser email

60. Central PM/CM Monitoring Cell \

10. OneDirect form based ticket creation access to celH\gent Resolution CIARLINE o REzalution yi3 EmAIl or SMs slng CIHEDIFect
Feedback Cloud

(11. Playstore App Reviews

11. Playstore Reviews Integration }—(Agent ResolutiorD—(CSAT Link on Resolution via reviews using OneDirect Feedback Cloua

62. Any other custom source - In-App reviews

12. API based integration to power forms, in-app reviews. CSAT Link on Resolution via Email or SMS using OneDirect
(13~ Mobile Application Indic crawler for third party reviews g Feedback Cloud

64. Third Party Platforms 13. Self-Serve SDK integrated with IRCTC Databases}—@gent ResolutiorD—(CSAT Link on Resolution via Email using OneDirect Feedback Cloudj




Overall Workflow: for Federal Government

Citizen Tweets or
Posts on Facebook

raising a concern /
query

ONEDIRECT

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.



Custom Analytics
Department Summary
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4949 15862 30384 43760 53538
1459 11674 15842 17925 15685
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Process Overview - Districts

Ticket Types

Short Term Actionable 297
Long Term Actionable 1 6
Non Actionable | 5

Feedback | 1

0O 50 100 150 200 250 300 350

Other Non-Actionable Posts [ALL] 27,096
Total Actionable Tickets Received 343
L 4 Twitter 336
Kl 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

16

Top Issue Types

Water Supply . 62
Sewarage / Drainage IS 46
Medical Emergency I 12
Crime Against Women [l 6

Criminal Threat M 6

0 10 20 30 40 50 60 70




Department wise Performance

M Total cases ® Dosposed ®Overdue M UnderProcess M Response Awaited

Municipal Transport Electricity Police Health Education Irrigation Civil Supplies
Corporations
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Performance Report: District wise

Bikaner
Hanumangarh
Jhalawar
Jodhpur
Sikar

Ajmer
Jaisalmer
Tonk

Kota

Jaipur

o

1000 2000 3000 4000 5000 6000 7000 8000 9000

B Total Receipt M Overdue M In-Action M Disposed ™ ATR Sent

ONEDIRECT



CRM Integration Scenarios

ONEDIRECT
WorkFlow Engine
Available NOT Available
OPEN SR CLOSED SR SR
Found Found NOT Found L'
I am b | Social Media Team
New SR will be .
| | Write back to customer
OR
L CREATED i to provide some

(As per Business Logic) details

REOPEN SR
APPEND TO SR

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

AD Microsoft
EI’y y .D}I/namics ORACLE SIEBEL
19



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.



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



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, Inmediate 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.
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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.
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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
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Analytics for better accountability (1/2)

Overall Summary - All
. A P Ti kTim A Tirm
Tickats cknowledged Processed Tickets T Avgmg ime vg,Pra-t_:ass e
Count count (Mins) (Mins)
139,283 124,855 137,572 8,249 448 1,426
Month wise Tickets Trend Response Metrics Trend [Mins]
Jaranry October Movember December Tag - Road related Janiary October November December
- 3K
4551344 35g &1577 Department Count = 2670
m: F
G Fam 20
3 27.202 g &
2 2 113
20% 1405613 032 I Karnal 28 1| 757 840 77
400 311 347
ﬂi.. R Fa— 2058 1 Hisar 25 o [ o - won I
= EE—EE—;%—; Pd 2EFT P4 ET P95 ZET| 24 CET
?Egigﬁf:EEﬁEE Fardabad 24 “¥ p=35 ¥ p=E “¥X pFE " p*=
= ] = - | = = | = = f = £ = £ = £ m £ =
= L. 3 - E. 8
Ehieeani 23
Revaari 23
Panipat 21
Kurukshetra 16
Panc hikula [
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Analytics for better accountability (2/2)

‘ District wise Final Scores
Acknowle %agefAck AwvgAck Processed Avg. &0_weigh 20_weigh Final
Rank Tickets dged Coun nowledge Time Tickets  Resolved H:m Sage Process 20_weig.. tage_%ag tage_Proc 5:“
t d (Mins)  count sible  Processed .\ (M. eProces. essingTi. ~ooC
Karnal 1 124 144 10:0%6 38 132 142 1 95996 9,843 20 &0 20 99
Nuh 2 83 82 Go% 7i2 80 78 2 96 9. 706 20 58 20 =]
Kurukshetra 3 97 a7 10:0% 1,090 g3 92 1 96% 12,014 20 58 17 a5
Gurugram 4 283 280 99% 443 277 267 10 95%% 15,210 20 59 13 a1
Sirsa 5 102 100 S 877 98 96 2 96% 15,015 20 58 13 S0
Panchkula [ 87 86 G9% 2,000 78 72 & 0% 12,423 20 54 16 80
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Follower increase trend since launch

200000 120800
168500

148700

1 123700

106400

100000 84300

63800
56468
50000 | 38281 40518 46308 20868

20500 22100  q73gg 2?9090 q1g98o0 22300

3821 2237 2790 4560 5600 7332
ﬂ I
January Feburary March April May June July August September October November December
B Mew Follower Increase —Total Followers

There been a clear impact in terms of organic increase in followers of CMO Hry Twitter handle since the
launch of SGMT.
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Resolution examples
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,
Daeepak Kaushik { e '
G Deepak i 1033595

CM sir meter readers reading lene nahi
aate & apni marzi se khud hi reading
daal dete hn uski wjah se electricity bill
firse zayada aaya hai please take action.
This repeats every month. Last Meter
reading for today is 17351. @UHBVN_
@cmohry @mlkhattar

131 A - 2 Lam 2OR

I_ ___________
W I
| Citizen was Happy | -

#~ ~
D_lel-: Kaushik (" Foliow |
gl - J33% o
@ TOveRakKd103356s %

Respected CM sahab Thankyou for resolving
my electricity bill problem. Which SDO mam
couldn’t solve after 5 days of complaining,
one tweet to you did.

Sir Lucky to have CM like you. With twitter
you are connected to whole haryana.
Thankyou soo much sir @cmohry
@mlkhattar

g




Resolution examples

hira - -
. g—:hra?:h.-thi_:-a; | Fallaw |
@crmohry Sir, The HUDA Park No-9 in

Sector 23, Gurgaon is in bad shape, no -_ |
flowers, no maintenance, no swings, - | Tweet of a Citizen |
broken toe walls, no paint. | have
registered grievance under HUDA

website but no help. Can you please
support. Thanks.

@ Chirag " Follow |

- Schiragchugh19a3 o _y

First of all Thanks to team who handles
twitter account of CM/CMO for being

meeTE | very swift in actions and then heartiest
| Citizen was Happy | - thanks to the CM, Khattar for being the
force behind this change. MCG has

started repairing the Park as requested.
Our whole colony is thankful to you Sir.
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Resolution examples
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@anohnr

ggﬂ Faew | fofdR AfR w e € 1aR- 2 s w i
mwﬁém ¥ Ul 1 7% o5 faeTs o ol T BiEd igweE Er

¥F 3% 7158 T (@K FUBWE [
twitter.com/cmohry/status/948555966751977472

Vikas Yadav l,/—m \
o @Vikasya50018438

Replying to §michatiar

TART C.M. T&9 3faT 154 Ry ud e foan
f19¥ 3ffaR Ul 3t g & aR | 3R g
@1 HIYH g1 7911 U1 C.M. $Ht o1 <l

{ATG TR H1UP] §gd- §gd UG |

@  VikasYaday X
( Follow | ~
@ ©VikasyaS0015438 ~ -

Replying 10 @milichattar

mﬁmaﬂqaﬁmﬁmmadahKM%@m
918d © 131U 5 UPR 1 H 3B ¢ 31 UG
@?aﬁmwmﬁaﬁ?mm
?ﬁ%%WCMaﬂmm
@SR Ol ¢ 1319 Yid WHG J BT PR IR ¢ 1T
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Resolution examples

- "
o Ajay Sharma " an }
Crruaya2 LS Py

@cmohry @mlkhattar @narendramodi EEssRTEETREa
@ranathiingh OAmtshoh P g iz g @R | TweetofaCitizen
W =t & oiH ° 79/ | foten uaaa |

gHlq Ruifersl #1 W Yd ®1 iR &l

TR 9 difea) # oot ofE | U Sead

B & =1d i &1 guman o S adtn

ofi¥l1 8813871234 (3/3)

Ajay Sharma I-’F o :) .
Y Sshagayez o

@mlkhattar @narendramodi @AmitShah
@CMOHaryana AH9® ! IHR off ggt
- & i o T e o el B g o
| CtizenwasHappy | EEMP Qe ot ikl ST fAT| ST @ AT T

“““““““““ adiat SICEICED
T o 1 ey e o ot o
&I BT 3MUR |

& Trarpate fromn Hing
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Questions?

Connect to:

Kumar Amrendra

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