
 Power major implements Helpdesk solution 
 
 

Overview  
 
A web-based fault  recovery 
m anagem ent  system allow ing 
custom ers to ent er and t rack 
com plaints over I nternet  or  telephone.  

 
 
The Client  

 
Our cust om er is the largest  power 
generat ing com pany of I ndia. 
I ncorporated in the year 1975 w ith the 
object ive of planning, prom ot ing and 
organizing an integrated developm ent  
of thermal power in the count ry. They 
are a public sector com pany wholly 
owned by Govt . of I ndia having a 
power generat ing capacit y of about  
20,000 MW in the four m ajor power 
regions of t he count ry.  

 
 
 
 
 
 

The Strategic Threshold  
 

The client  is a 50,000 employee st rong 
organizat ion. The m anagem ent  was 
concerned regarding their  em ployees 
not  get t ing fault  correct ion support  
from  the organizat ion due to 
m ishandling of com plaints.  
 
The client  had a fault  regist rat ion 
service for  it s’ em ployees residing in 
large, dist r ibuted com pany owned 
housing com plexes and other  
resident ial facilit ies. The em ployees 
would face im m ense problem s when 
t rying to lodge their  com plaints or 
request  for  repairs.  
 
The im portant  issue was reiterat ing 
the fault  status log and act ion reports. 
The client  had a manual system  for  
m aintaining com plaint s lodged and the 
status of the t rouble recovery. 
However, like all m anual system s 
handling m illions of requests, t his one 
too proved to be ineffect ive and led to 
dissat isfied em ployees. The 
m anagem ent  along with our 
consultants cam e up w ith an 
innovat ive applicat ion to solve this 
cr it ical issue.  



Our solution  
 
 
Our team  ident if ied the following key 
issues to be addressed in our solut ion 
for  the client .  
 
½ Maintaining com plain history and 

other related records.  
½ To ensure that  com plains do not  go 

unregistered and unat t ended.  
½ To deploy an em ployee fr iendly 

system  which will prov ide feedback 
and recovery status over the 
phone.  

 
Our consultants with the client  
deployed an Autom ated Cent ralized 
Telephone Fault  Regist rat ion System  
(ACTFRS) . Autom at ing the exist ing 
m anual process of receiv ing the 
com plaint  details, inquiry etc. on the 
telephone. A com plaint  is lodged when 
an author ized custom er (Present  
em ployee or a resident )  m akes a 
phone call. The call is recognized and 
stored. After  which it  is forwarded to a 
custom er engineer who is assigned to 
this com plaint .  
 
The custom er engineer init iates the 
recovery work and keeps the ACTFRS 
(Autom ated Cent ral Telephonic Fault  
Regist rat ion System )  updated w ith the 
com plaint  status. Once the t rouble has 
been fixed, the com plaint  is closed. 
The com plainer can check the status 
by calling into the cent ral syst em .  
 
When the custom er m akes a telephone 
call t o ACTFRS and inquires about  the 
status of his com plaint ,  the intelligent  
software checks the status in the 
ACTFRS and conveys the stat us to the 
calling custom er on the telephone.  
 
 
 
 
 
 
 
 

The com pany wanted to develop an 
easy- to-use interface to the ACTFRS 
system  where customers could enter  
com plaints. ACTFRS allows custom ers 
to enter com plaints and then t rack the 
history and status of t heir  complaints.  
Today, the organizat ion is reaping the 
benefit s of a well designed, easy- to-
use fault  m anagem ent  system  t hat  has 
great ly enhanced the com m itm ent  it  
ensures to it s people.  
 
 

 

 
 
 
 
 
 


