Smart-Office

1. Employee Grievance Mgmt
2. Employee Suggestions Mgmt
3. Support Tickets Mgmt
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Highlights
Accessible on any device
Automatic workflow notifications

Automatic escalation as per configuration

Multi-level categories

Single point of contact for each category

Accountability of work items

Complaints, Suggestions, Tickets




Bolbindaas

Introducing Pocket Revolution

on MOBILE & WEB

> |ts Huick, Its Easy, Get Information Delivered in a Click

> Enter a Track Your Red Book Complaints from anywhere
> Access all In Real Time, even On The Move

> Top Level escalation Guaranteed!!

WE LOOK FORWARD TO YOUR FEEDBACK



General Flow Of Complaint



User Creates Complaint
by Selecting: Department
> Category > Query Type

(Status = Pending)

Complaint is Assigned to

respective Single Point of

Contact (SPOC) according
to the selected Query

Type

SPOC can view complaint
in “Assigned to Me”
section

User is notified that
Complaint is Resolved

SPOC will Resolve
Complaint

(Status = Resolved)

SPOC will Start Progress
on the Complaint

(Status = InProgress)

User gives Feedback
1. Satisfied
2. Not Satisfied

SMS, Email & App
Notifications on every
Event

Any of the Participants
can Add Comment to the
Complaint at any point of

time




General User Features

Enter New Complaints

Keep Track of Your Past Complaints

See Your Complaints with Status, Assignments &
Comments

Add Comments to your complaint

Give Feedback on Resolved Complaints —
Satisfied/Not Satisfied

Get Email & App notification on every Activity
within your complaint




SPOC User Features

Single Point Of Contact

View Complaint Dashboard
Keep Track of Assigned Open Complaints

View Your Assigned Complaints

Change Category / Query Type to assign the
complaint to another Admin

Start Progress, Add Comments & Resolve

Get Email & App notification on every Activity
within your complaint




General Users
Screens
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Submit Complaint Details
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Subject | Rooms not available many times
£ My Complaints

= Assigned To Me Details | wanted a conference room for a meeting
with a vendor but none of the rooms was
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Subordinates improve the conference reom booking
process..
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Your Complaints List
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=+ Enter Complaint By
E My Complaints 1 | Guesthouse food gquality = GH Booking 22-02- InProgress  E3 pereira@ceat.in  Sucheta 5. View
2016 Menon
= Assigned To Me
3 Guest house food quality = Entitlement 22-02- Resolved Prasad P. Naya Sucheta5. View
E Assigned To Benefits 2016 Menon
Subordinates
4 | problem with tickets Booking related | 24-02- Pending cm@travelvoyages.co.in  SWReta View
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Toggle Fullscreen

Q, Dashboard

COMPLAINTS
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GITEM DETAILS

My Complaints

Assigned To Me

Assigned To
Subordinates

= Escalated To Me

NOTICE

4+ Notice Board
<+ My Profile
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ltem 1D

Category

Subject

Details

Creator File

Created By

Created Date

Status

Assigned To

Estimated Date

CORPORATE ADMINISTRATION & FACILITIES
== Conference Room == Conference booking

Rooms not available many times

| wanted a conference room for a meeting
with a vendor but none of the rooms was
available throughout the day. We need to
improve the conference room booking
process..

Download

Sucheta S. Menon (10003455) QBM

25-02-2016 09:32

Pending

Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

29-02-2016 09:32

etails

Basic Blue

i ITEM ACTIVITY

NEW ITEM SUBMITTED
Sucheta 5. Menon:

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending




Complaint Progress Started
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ltem ID

Category

Subject

Details

Creator File

Created By

Created Date

Status

CORPORATE ADMINISTRATION & FACILITIES
>> Conference Room == Conference booking

Rooms not available many times

| wanted a conference room for a meeting
with a vendor but none of the rooms was
available throughout the day. We need to
improve the conference room booking
process..

Download

Sucheta S. Menon (10003455) QBM

25-02-2016 09:32

InProgress

Assigned To

Estimated Date

Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

29-02-2016 18:00

Welcome, Sucheta S. Menon Basic Blue v ]| & user~

EITEM ACTIVITY

ITEM INPROGRESS
Rinku.kapoor@ceat.in: Identified issue is genuine and we will work towards
resolving the same ASAP.

Date: 25-02-2016 09:52 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

NEW ITEM SUBMITTED
Sucheta S. Menon:

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending




Add Comment to Complaint




Complaint Resolved

Toggle Fullscreen & Basic Blue

Q Dashboard Submit Feedback

COMPLAINTS

+

Enter Complaint

= ITEM DETAILS EITEM ACTIVITY
My Complaints

£ Assigned To Me ltemiD 5 ITEM RESOLVED
Rinku.kapoor@ceat.in: Issue is rectified. This congestion will not occur
£ Assigned To Category  CORPORATE ADMINISTRATION & FACILITIES bl

Subordinates == Conference Room == Conference booking

Date: 25-02-2016 10:04 Assigned: Rinku.kapoor@ceat.in Status: Resolved

£ Escalated To Me

COMMENT
NOTICE Subject Rooms not available many times Sucheta 5. Menon: FY! - Issue was Faced on Feb 15, 2016
= Notice Board : ) ’ 2 . i - [ ; 2
Details | wanted a conference room For a meeting Date: 25-02-2016 09:58 Assigned: Rinku.kapoor@ceat.in Status:
4 My Profile with a vendor but none of the rooms was WEYRress

available throughout the day. We need to

: . ITEM INPROGRESS
improve the conference room booking

OTHER . Rinku.kapoor@ceat.in: Identified issue is genuine and we will work towards
o L i ¥ = resolving the same ASAP.
ogou
Creator File ~ Download Date: 25-02-2016 09:52 Assigned: Rinku.kapoor@ceat.in Status:

InProgress

Created By Sucheta 5. Menon (10003455) QBM NEW ITEM SUBMITTED LI

Sucheta 5. Menon:

Created Date 25-02-2016 09:32

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending

Status Resolved

Assigned To Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

Estimated Date 29-02-2016 18:00




Submit Complaint Feedback

Submit Feedback




Complaint Feedback Submitted!!
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Details
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Created Date

Status

Assigned To
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CORPORATE ADMINISTRATION & FACILITIES
>> Conference Room >> Conference booking

Rooms not available many times

| wanted a conference room for a meeting
with a vendor but none of the rooms was
available throughout the day. We need to
improve the conference room booking
process..

Download

Sucheta S. Menon (10003455) QBM

25-02-2016 09:32

Resolved

Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

29-02-2016 18:00

Welcome, Sucheta S. Menon Basic Blue v X user~

EITEM ACTIVITY

FEEDBACK
Sucheta S. Menon: Satisfied: YES -1 am happy For the prompt resolution.

Date: 25-02-2016 10:29 Assigned: Rinku.kapoor@ceat.in Status: Resolved

ITEM RESOLVED
Rinku.kapoor@ceat.in: Issue is rectified. This congestion will not occur
again.

Date: 25-02-2016 10:04 Assigned: Rinku.kapoor@ceat.in Status: Resolved

COMMENT
Sucheta S. Menon: FY| - Issue was faced on Feb 15, 2016

Date: 25-02-2016 09:58 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

ITEM INPROGRESS
Rinku.kapoor@ceat.in: Identified issue is genuine and we will work towards
resolving the same ASAP.

Date: 25-02-2016 09:52 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

NEW ITEM SUBMITTED
Sucheta S. Menon:

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending




SPOC Users
Screens



Home Screen - Dashboard
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View Complaint Details

Toggle Fullscreen Welcome, Rinku. kapoor@ceat in Basic Blue v ]| X User~
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COMPLAINTS

+

Enter Complaint

EITEM DETAILS EITEM ACTIVITY
= My Complaints

E Assigned To Me ltemID 5 NEW ITEM SUBMITTED
Sucheta 5. Menon:
= Assigned To

: Category CORPORATE ADMINISTRATION & FACILITIES
Subordinates

== Conference Room == Conference booking

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending

£ Escalated To Me

Subject Rooms not available many times

NOTICE
< MNotice Board ) ,
Details | wanted a conference room For a meeting
4 My Profile with a vendor but none of the rooms was
available throughout the day. We need to
T improve the conference room booking
process..
& Logout
Download

Creator File

Created By Sucheta 5. Menon (10003455) QBM

Created Date 25-02-2016 09:32

Sktatus Pending

Assigned To Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

Estimated Date 29-02-2016 09:32




Change Category of Complaint

Change Category correct applicable Category

This pertains to HR category

HR OPERATIONS
HR Operations

ID card Related




OR Start Progress of Complaint

Start Progress

of Resolution




Assigned Complaints In-Progress
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Subject

Details

Creator File

Created By

Created Date

Status

Complaint Progress Started

EEITEM ACTIVITY

3 ITEM INPROGRESS
Rinku.kapoor@ceat.in: Identified issue is genuine and we will work towards

CORPORATE ADMINISTRATION & FACILITIES resolving the same ASAP.

== Conference Room == Conference booking

Date: 25-02-2016 09:52 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

NEW ITEM SUBMITTED
Sucheta 5. Menon:

Rooms not available many times

I wanted a conference room for a meeting
with a vendor but none of the rooms was

available throughout the day. We need to
improve the conference room booking

Date: 25402-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending

process..

Download

Sucheta S. Menon (10003455) QBM

25-02-2016 09:32

InProgress

Assigned To

Estimated Date

Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

29-02-2016 18:00




Complaint Resolution
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Complaint Resolved
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Creator File
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Status
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Estimated Date

CORPORATE ADMINISTRATION & FACILITIES
== Conference Room == Conference booking

Rooms not available many times

| wanted a conference room For a meeting
with a vendor but none of the rooms was
available throughout the day. We need to
improve the conference room booking
process..

Download

Sucheta 5. Menon (10003455) QBM

25-02-2016 09:32

Resolved

Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

29-02-2016 18:00

Welcome, Rinku. kapoor@ceat in Basic Blue v ]| X User~

#ITEM ACTIVITY

ITEM RESOLVED
Rinku.kapoor@ceat.in: Issue is rectified. This congestion will not occur

again.

Date: 25-02-2016 10:04 Assigned: Rinku.kapoor@ceat.in Status: Resolved

COMMENT
Sucheta S. Menon: FY! - Issue was Faced on Feb 15, 2016

Date: 25-02-2016 09:58 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

ITEM INPROGRESS
Rinku.kapoor@ceat.in: Identified issue is genuine and we will work towards
resolving the same ASAP,

Date: 25-02-2016 09:52 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

NEW ITEM SUBMITTED
Sucheta 5. Menon:

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending




Q Dashboard

COMPLAINTS

+

Enter Complaint
= My Complaints
= Assigned To Me

= Assigned To
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Complaint Feedback Received

Add Comment

@ITEM DETAILS

ltem ID

Category

Subject

Details

Creator File

Created By

Created Date

Status

Assigned To

Estimated Date

CORPORATE ADMINISTRATION & FACILITIES
>> Conference Room => Conference booking

Rooms not available many times

| wanted a conference room for a meeting
with a vendor but none of the rooms was
available throughout the day. We need to
improve the conference room booking
process..

Download

Sucheta S. Menon (10003455) QBM

25-02-2016 09:32

Resolved

Rinku.kapoor@ceat.in (Rinku.kapoor@ceat.in)

29-02-2016 18:00

#HITEM ACTIVITY

FEEDBACK
Sucheta S. Menon: Satisfied: YES -1am happy for the prompt resolution.

Date: 25-02-2016 10:29 Assigned: Rinku.kapoor@ceat.in Status: Resolved

ITEM RESOLVED
Rinku.kapoor@ceat.in: Issue is rectified. This congestion will not occur
again.

Date: 25-02-2016 10:04 Assigned: Rinku.kapoor@ceat.in Status: Resolved

COMMENT
Sucheta S. Menon: FY! - Issue was faced on Feb 15, 2016

Date: 25-02-2016 09:58 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

ITEM INPROGRESS
Rinku.kapoor@ceat.in: Identified issue is genuine and we will work towards
resolving the same ASAP.

Date: 25-02-2016 09:52 Assigned: Rinku.kapoor@ceat.in Status:
InProgress

NEW ITEM SUBMITTED
Sucheta S. Menon:

Date: 25-02-2016 09:32 Assigned: Rinku.kapoor@ceat.in Status: Pending




Similarly there is a workflow process for all
the 3 modules

s 1. Grievances/Complaints module
I 2. Suggestions module
. 3. Support Tickets module
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