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About GTI Infotel Pvt. Ltd., India & 
GTI Infotel, Inc., USA

GTI’s Partners & Ventures:



About Us:

• Established in 2008

• A CMM L5 & ISO 9001:2015 Co.

• HQ in Noida/Delhi

• Subsidiary GTI Infotel, Inc. in the US

• 200 employees worldwide

Recognition & Awards: 

• Paper Presentations: Vista Community Meet, 
Fairfax, VA & Sacramento, CA, HIMSS, AIIMS, 
IIHMR & others

• Awards: OSEHRA, eIndia 2010, eIndia 2011, 
eHealth Expo 2011, mBillionth South Asia 
2010 & IETE Gadadhar Memorial 

About GTI Infotel Pvt . Ltd. 

GTI

Healthcare

GTI VistA EMR GTI HIMS
Telemedicine 

Solution
Oncology AI 

Platform based 
on IBM Watson

IT Services

GPS/VTS: Vehicle 
Tracking

GIS/RMS: Route 
Mgmt Sys

ERP/Track & 
Trace

Technology Expertise:

• DB: SQL, PostgreSQL, GT.M, Cache & Oracle

• Tech: Java, JavaScript, PHP, C#, C++, .Net

• OS: Windows & Linux

• Mobile: Android & iOS

• AI: IBM Watson



Quality in Everything we do

GTI Infotel is proud to be a part of the ISO AND CMMI family of standards is a guideline 
on good quality management practices. This standard consists of standards and 
guidelines relating to quality management systems and related supporting standards.

The adoption of a quality management system is a strategic decision of GTI Infotel. The 
design and implementation of GTI Infotel’s quality management system is influenced 
by:

- Our environment
- Varying needs
- Objectives
- Products or services 
- Processes 
- Size and structure 



GTI’s Experience in similar projects:



S.N PROJECT NAME CRITERIA TOTAL PROJECT VALUE COMPANY 

1. Director General, Medical & 
Health Services, Department 
of Medical Health & Family 
Welfare, National Health 
Mission, Government of 
Uttar Pradesh.

Implementation of Telemedicine Services in the 
State of UP: The project involved setting up & 
operation of call center with upto 200 seats with 
Medical Professional such as MBBS Doctors, Ayush 
Doctors & Paramedical Staff such as 
ANM/GNM/B.Sc. Biology based Executives in ration 
of 5:4:1.
Project involved development of SW for Call Center 
(CTI/IVRS/CRM), Central Patient Portal, Electronic 
Medical Record along with entire infrastructure for 
call center

Rs. 7 Crore

2. Health Helpline for 
AIIMS/SM Telesys Ltd.

Contract of Outsourcing of both inbound and 
outbound call center.
Project Involved development of call center with 
CTI/CRM/IVRS/EMR) for AIIMS wherein the patients 
were able to call and get information about their 
appointments, medicines, schedule of doctors, 
procedures, setting up appointments and much 
more operating 24x7

Rs. 54 Lacs

3. NICE Ltd., Delhi Establishment & Operation of International Call 
Center to support its Medical Tourism clients. The 
process involved voice, data, text, email with 24x7 
functioning. It was co- located at the Clients 
premises

Rs. 5 Crore

GTI EXPERIENCE IN SIMILAR PROJECTS



4. Sunderlal Memorial 
Hospital, Delhi

Healthline call center for support of the Hospital patients 
as well as the doctors. The process was totally outsourced 
wherein GTI was responsible for the entire call center set 
up along with the Software, Hardware & medically skilled
manpower.

Rs. 2 Crore

5. SKS Hospital Healthline call center for support of the Hospital patients 
as well as the doctors. The process was totally outsourced 
wherein GTI was responsible for the entire call center set 
up along with the Software, Hardware & medically skilled
manpower.

Rs. 2 Crore

6. Directorate of Health 
Services, Govt. of NCT 
of Delhi

OPD/IPD/Casualty patient registration and support across 
12 Delhi Government Hospitals supporting over 10,00,000 
patients in the state

Rs. 8 Crore

Prepay Nation, USA International Cell center to support Prepay Nation US 
clients through Voice & email

US$ 700,000

8. SM Telesys Ltd., Noida International Customer Support Call Center to support SM 
Telesys Ltd. International Calling Card customers via Voice, 
data and text. SMT was in business of selling pre- paid 
calling card to its customers in India. GTI’s call center, 
working out of the SMT premises, was responsible for 
thecustomer support, sales, after sales support, technical 
support activities on behalf of SMT

Rs. 1.8
Crore



9. Sangita 
Communication 
Pvt. Ltd., Assam

Regional call center to support Airtel customers on 
behalf of Sangita Communication from their premises

Rs. 1.8 Crores

10. Chacha Nehru Bal 
Chikitsalya, Delhi 
(Govt. of NCT)

HIMS Implementation done by GTI, which
included Registration: ADT (Admission, Discharge
& Transfer), Radiology, Lab, Pharmacy, Inventory,
Cloud based, Portal Access, Manpower to handle
the Clinical Operations. A patient grievance
redressal call centre is established, operated and
maintained by GTI on the premises of the client.

Rs. 3.5 Crores

11. Dr. Bhim Rao 
Ambedkar 
University, Agra

Educational Institute call centre established and
run by GTI to cater to the grievances and queries
of the current, future and past university
students.

Rs. 5 lakh

12. Chhatrapati Sahuji 
Maharaj University, 
Kanpur

Educational Institute call centre established and
run by GTI to cater to the grievances and queries
of the current, future and past university students

Rs. 5 lakh



13. Delhi Government
English Speaking  
Course Call 
Centre,  Dwarka

Delhi Government’s project to help the youth of
society to make them confident enough to secure  
good jobs. GTI had been awarded the project of  
running the call centre and handling the queries.

Rs. 5 Lac

14. IOCL Loyalty CALL
CENTRE IOCL LOYALITY CALL CENTRE Project to help the

customer attendant and Mechanics issues. It  
handle redemptions and

QR code scanning
related queries

Rs. 1 Cr

15. Delhi Jal Board
(Establishment &  
Operationof Delhi 
Jal  Board, Call 
Centre- 1916 
including CRM)

The Delhi Jal Board (DJB) (hereinafter referred as 
Purchaser)  constituted under the Delhi Jal Board Act, 
1998, is  responsible for the production and 
distribution of drinking  water along with collection, 
treatment and disposal of  domesticsewage in the 
capital.

Rs.1.04 Cr

(As on date)



• Project awarded by the Government of UP & implanted across the state of UP catering to a population of 230 
million. The services has been envisaged and designed by NHM.UP Tele Consultancy Contract Under NHM

• GTI has developed and operates the Medical Call Centres through toll free health helpline which provides 
medical advice and health related information to users who connect by dialling 104 in the state of UP.Dial 104 Call Center

• The Medical Call Centres, having sitting capacity of a minimum of 50 call operators including Paramedics, 
Counsellors, AU Doctors & MBBS Doctors for providing the Services. It is being extended to 200 seats. 

Medical Call Center with Doctors, Consular 
and ANM/GNM

• To store EMR of patients and their consultation history. Central Patient Portal

1. NHM, UP Tele Consultancy across the state catering to 230 million



UP Tele Consultancy: Health Services Provided



UP Tele Consultancy: Technology Developed & Deployed



Central Patient Portal



Case Study

Delhi Jal Board 
Call Centre/ Help Line 

1916 Option-1&2 
( Jan 2023 to  Dec2023 )
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Delhi Jal Board Helpline Overview:-

⮚Helpline 1916 established on 3rd Jan 2018 to redress consumers grievances.

⮚Helpline operates  24x7 in three rotational shifts.
.

⮚To register complaint, consumers  dial 1916 and choose IVR Option-1 for complaint of tanker & water, Option-2 
for sewer,Option-3 for Revenue (Billing) issues and Option-4 for Septic Tank.

⮚Consumer can also register complaint through our Customer Relationship Management (CRM) & DJB4U 
Application.

⮚Registered compliant is forwarded to JE concerned through Customer Relationship Management (CRM). 

⮚JE takes necessary action and mention its status in the system.  

⮚If complaint is not attended by JE, it escalated to AEE & ACE as per Turn Around Time (TAT).

⮚ In case complainant not satisfied with action taken, consumer can reopen the complaint within 3 days.

⮚ On closure of complaint approx. 15%feedback is taken from the complainant.



1916 Overall Application Flow:-



Overall Application Flow For Emails:-



Overall Application Flow For Whatsapp:-



Citizen Grievance Chart Flow (Public Portal)  

https://djbgov4u.co.inURL :-

Click Here For Login



Citizen Grievance Chart Flow ( Public Portal ) :-

URL :- https://djbgov4u.co.in

Click For New Complaint 



Citizen Grievance Chart Flow ( Public Portal ) :-

URL :- https://djbgov4u.co.in



❖ We are responsible only for maintenance related (Engineer Complaint).  

DJB4U Citizen Application Chart Flow

Note :- DJB mobile app is down from the last 2 week.



Complaint TAT ( Turn Around Time):-

Complaints Types Category Subcategory Status TAT

Time duration given to concerned officer to give their 
feedback online in case

JE AEE ACE

Dirty water (Contamination) Complaint Water Active 12 Working Hrs

12 Working Hrs. / (AS 
per the complaint TAT)

3 Working Days 7 Working Days

Leakages of Water Pipe Line Complaint Water Active 12 Working Hrs

Low Pressure of Water Complaint Water Active 12 Working Hrs

Missing of Manholes Cover Complaint Sewer Active 24 Working Hrs

No water Complaint Water Active 12 Working Hrs

Pits on Road sewer / Road construction sewer Complaint Sewer Active 24 Working Hrs

Pits on road/Road construction Complaint Water Active 24 Working Hrs

Repairing Manholes Cover Complaint Sewer Active 24 Working Hrs

Sewer Blockage / Overflow/leakage Complaint Sewer Active 24 Working Hrs

Sewer Garbage Complaint Sewer Active 24 Working Hrs

Short Supply of Water Complaint Water Active 12 Working Hrs

Tanker water contamination Complaint Tanker Active 48 Working Hrs

Unauthorized Sewer connection Complaint Sewer Active 48 Working Hrs

Unauthorized Water Connection Complaint Water Active 24 Working Hrs

Wastage of Water Complaint Water Active 12 Working Hrs

Water Logging Complaint Water Active 48 Working Hrs

Water Tanker Required Complaint Tanker Active 48 Working Hrs

Water Tankers- Missed Trip Complaint Tanker Active 48 Working Hrs.



Citizen Grievance Chart Flow ( Public Portal ) :-

URL :- https://djbgov4u.co.in



Escalation Matrix:-



Control Room ( HQ )

In the control room complaints are received through landline telephone ( 4 Line) and one hotline of Delhi 

Traffic Police. The complaints are received from

⮚ LG Office 

⮚ E-mail Grievance 

⮚ Whatsapp Grievance

⮚ Citizen Grievance

⮚ VIP/ Ministry (9650291021) 24X7

⮚ DJB Consumers (General) 24X7

⮚ PCR Hotline (MTNL) 24X7

⮚ DJB Employees for Medical Emergency 24X7

Source Of Complaints

1916 Call 318874

Citizen 3477

CM Office 278

E-mail 2460

LG Office 4

Twitter 71

Whatsapp 15167

Grand Total 340331



Month & Zone Wise Number of Complaints Received

Month Wise Received Complaint

Jan’23 18415

Feb'23 20594

Mar'23 29980

Apr'23 30472

May'23 32691

Jun'23 36545

Jul'23 36508

Aug'23 30339

Sep'23 32333

Oct'23 27288

Nov'23 21443

Dec'23 23823

Grand Total 340331

Zone Wise Received Complaints 

ACE(M)-1 38044

ACE(M)-2 27781

ACE(M)-3 34090

ACE(M)-4 16738

ACE(M)-5 29115

ACE(M)-6 23624

ACE(M)-7 23556

ACE(M)-8 50870

ACE(M)-9 31296

ACE(M)-10 20026

ACE(M)-11 23428

Project I 4213

Project VII 393

Projrct IX 18157

Grand Total 340331



Types Wise Complaints Received

Types Wise Complaints

Dirty water (Contamination) 48866

Leakages of Water Pipe Line 13199

Low Pressure of Water 3545

Missing of Manholes Cover 808

No water 92640

Pits on Road sewer / Road construction sewer 1155

Pits on road/Road construction 1572

Repairing  Manholes Cover 4817

Sewer Blockage / Overflow/leakage 130628

Sewer Garbage 5411

Short Supply of Water 2378

Tanker water contamination 139

Unauthorized Sewer connection 64

Unauthorized Water Connection 682

Wastage of Water 1024

Water Logging 54

Water Tanker Required 32803

Water Tankers- Missed Trip 546

Grand Total 340331



Month Wise Complaint Status

Month Wise Complaint Status %  Month Wise

Jul'23 36508 Jul'23

Closed 34279 94%

Pending 2329 6%

Aug'23 30339 Aug'23

Closed 28377 94%

Pending 1962 6%

Sep'23 32333 Sep'23

Closed 30278 94%

Pending 1955 6%

Oct'23 27288 Oct'23

Closed 25310 93%

Pending 1978 7%

Nov'23 21443 Nov'23

Closed 19045 89%

Pending 2398 11%

Dec'23 23823 Dec'23

Closed 20321 85%

Pending 3502 15%

Month Wise Complaint Status %  Month Wise

Jan'23 18415 Jan'23

Closed 17966 98%

Pending 449 2%

Feb'23 20594 Feb'23

Closed 19983 97%

Pending 611 3%

Mar'23 29980 Mar'23

Closed 29196 97%

Pending 784 3%

Apr'23 30472 Apr'23

Closed 29712 98%

Pending 760 3%

May'23 32691 May'23

Closed 31418 96%

Pending 1273 4%

Jun'23 36545 Jun'23

Closed 35100 96%

Pending 1445 4%



2. AIIMS/SM Telesys – Setting Up Health Helpline Call Centre

GTI developed, installed & customised the VistA Electronic Health Record (EHR) and integrated several components like call center, CRM, etc. for the Jai Prakash 
Narain Apex Trauma Centre (JPNATC), under the All India Institute of Medical Sciences. Under this contract the company is not only developing & upgrading but 
adding several modules, machine interfaces, web based front end (using EWD) & much more for the Hospital.\
GTI Infotel has also integrated and operated an off-site Call Center & an interactive website with VistA to cater to the Patients as well as Faculty. The following 
major services were offered:

• Operating a Hybrid call center for JPNATC where the company has deployed Call Center agents at GTI’s Call Center as well as Data Entry Operator & other staff 
at the Hospitals.

• Development, upgradations & maintenance of VistA.
• 50 healthcare personnel deployed at the Hospital responsible for Registration, Admission, Discharge, Transfers, Vitals, Lab & other such data entry on VistA.
• The offsite call center agents are responsible for handling patients & staff calls in regards to appointments, scheduling, complaints, etc.
• The company has developed a CRM & the website that has been integrated with VistA to give the call center agents & the faculty real time information 

through CRM & Dashboard respectively.
• GTI is also maintaining the Hospital Machine/equipment and following up with the vendor for its repairs & support



3. NICE : SETTING UP INTERNATIONAL CALL CENTRE

NICE, a joint venture of LG Information & Communications, S. Korea & PTT Telecom, Netherlands were given the license for operating paging 
services by Ministry of Communications, Govt. of India and international call center to support its Medical Tourism clients. The process 
involved voice, data, text, email with 24x7 functioning. It was co- located at the Clients premises.

The work of setting up of the call centre with 200 agents and 6 supervisory positions had been awarded to GTI Infotel which included the 
following :

• Planning
• Establishment
• Operationalization

The establishment of call centre was based on Asterisk platform with the following:
o CTI
o IVRS
o Predictive Dialing
o Algorithm Based Solution



4. SUNDERLAL HOSPITAL – HEALTH LINE CALL CENTRE

• GTI Infotel on outsource basis had Planned, established and Operated healthcare call centre of 50 seats at 
the Sunderlal Memorial Hospital, Delhi.

• The call centre catered to both outbound & inbound calls from patients, their caretakers, relatives and 
clinicians to handle queries, appointments and specific telemedicine services.

• The call centre was completely run by GTI Infotel with hardware/software from Astarisk, Sugar CRM, Digium, 
Severs etc with interphase and connectivity from Airtel including ACD, IVRS & Algorithm based solution



5. SKS Hospital – Healthline Call Centre

GTI Infotel had established 50 seated call center for handling both inbound and outbound medical query and 
appointments and the Tele-Radiology Services at the SKS Hospital, Salem, Tamil Nadu

The call centre was set up with IP ACD and all associated facilities like:
• IVRS
• Predictive Dialing
• Skilled Based Routing having algorithm based solution



6. GTI HIMS at DHS, Govt. of NCT of Delhi

Ebix Inc., Confidential

DHS

GTB hospital

Vivek Vihar 
clinic

Nand Nagri 
clinic

Dr. 
Headgewar 

hospital

HSMC clinic

JPC Hospital

Gautam Puri 
clinic

BJRM Hospital

Wazirpur 
iclinic

MV Hospital

Rohini clinic

Sanjay Gandhi 
Hospital

Rohini clinic

LBS hospital

Khirpur clinic

DCB Hospital

Keshav puram 
clinic

NCJ Memorial 
hospital

Polyclinic

SRHC Hospital

Narela clinic

Directorate of Health 
Services (DHS) of 
Government NCT of Delhi 
provides health 
care facilities at primary 
and secondary level to the 
citizens of Delhi through 
various types of health 
outlets. 



# HOSPITAL NAME 
# of 

Beds 

# OF PATIENTS AS OF 2015

OPD NEW 
REGNS. 

SPECIAL 
CLINIC REGNS 

CASUALTY 
REGNS. 

NO OF IPD 
REGNS 

1 Guru Teg Bahadur Hospital 1,500 1,361,687 162,176 237,737 78,065 

2 Babu Jagjiwan Ram Hospital  100 503,340 28,612 137,465 12,250 

3 Baba Saheb Ambedkar Hospital
500 

1,009,198 128,171 47,809 

4 Deep Chand Bandhu Hospital 100 

5 Dr. Headgeware Hospital 200 189,707 423,921 18,060 

6 Dr. NC Joshi Hospital 30  167,000 14 

7 Jag Parvesh Chandra Hospital 300 629,435 75,234 11,423 

8 Kanti Nagar Mother & Child 100 49,568 256 

9 Lal Bahadur Shastri Hospital 100 657,121 12,774 190,438 18,723 

10 Maharishi Valmiki Hospital 150 323,831 6,011 92,142 9,179 

11 Sanjay Gandhi Hospital 376 697,772 10,123 112,955 27,238 

12 SRHC Hospital 200 475,691 - 23,765 8,031 

TOTAL 3,656 6,063,350 219,696 1,421,832 231,023 

DHS Implementation: Catering to 10 Million Patients per year 

GTI’s Solution caters to:
• 12 Hospitals under DHS with over 3500 beds
• Over 1,00,00,000 (one crore)  patients/year 

for over four (4) years: one of the largest 
such solution deployed in the country

• HIMS solution deployed across hospital, 
Mohalla Clinics and Poly clinics

• Turnkey solution including HIMS software, 
hardware, network, manpower, service and 
O&M

• Govt. of Delhi Health Analytics

• Turnkey solution including HIMS software, 
hardware, network, manpower and O&M

• Govt. of Delhi Health Analytics being 
provided by GTI



• Prepay Nation is a fast growing company in the business of enabling the purchase of 
airtime across international borders with over 200  mobile operator partnerships in 
central America, South America, Caribbean, Asia and Africa and a varied distribution 
channel spanning over 175,000 locations in the US, Canada, Europe and Middle East.

• Prepay Nation had been awarded with TIESO 2013, FORBES 2014, INC 500 & Deloitte 500 
Technology fast awards over the years.

• GTI Infotel Inc. Michigan, USA, a subsidiary of GTI Infotel, India had planned, established 
and implemented 3 voice based call centres of 100 seats each at three different locations 
at US as per technical specifications.

PREPAY NATION, USA – SETTING UP CALL CENTRE



• SM Telesys Ltd. Was licensed by the govt. of India for operating International Call center for catering 
medical tourism patients

• GTI Infotel had been given the work of planning, establishment and operating of customer support service 
and sales call centre for both inbound and outbound calls.

• The set up was done for 300 agents call centre software based on Asterisk software that included IP based 
ACD, CTI, IVRS and skilled based routing based on logical algorithm

• We also procured Sugar CRM software integrated with the call centre software

8. SM TELESYS – INTERNATIONAL CALL CENTRE



• Sangita Communications pvt. Ltd. Had awarded GTI Infotel with the project to plan, 
establish a call centre of 110 seats on turnkey basis as per the technical specifications 
laid down by their client Airtel Ltd.

• GTI Infotel had provided inbound as well as outbound service to Airtel customers 
across Assam and the North East India.

• Initially the call centre of 110 seats got expanded twice in 2 consecutive years with 100 
seats per year expansion making it a total of 300 seated call centre.

9. SANGITA COMMUNICATIONS – REGIONAL CALL CENTRE



Other Major Healthcare implementations 

Medical Call Center & EHR

• Implemented India’s first medical call 
center catering to Calls from several 
stake holders including
– Patients
– Physicians
– Roster Management
– Equipment Management
– O&M
– Appointments

• GTI VistA EHR Implementation
– Several EMR modules Implemented
– Machine Integrations
– eMLC
– CPRS
– Vitals
– Intake/Output
– Manpower to handle the Clinical 

Operations 

VistA EHR based BMS

• North India’s leading 600 bed Cancer 
Hospital 

• GUI based Bed Management System 
deployed across Clinicians, 
Registration, Finance, Accounts 
integrated with VistA EHR

• GUI displayed on Video Wall for 
information to Staff at various 
locations .

• View availability of the beds 
graphically incorporating all the 
blocks & wards where the 
Administrator is be able to view the 
complete hospital including all the 
Blocks & Wards.

• Mirth Integration Engine used 
• Integration with existing HIS systems

HIMS

• Chacha Nehru Bal Chikatsalaya

• Largest Children Hospital in NCT, Delhi 
with 215 beds

• Complete HIMS implementation 
including

– Registration: ADT (Admission, 
Discharge & Transfer)

– Radiology

– Lab

– Pharmacy

– Inventory

– Cloud based 

– Portal Access

– Manpower to handle the Clinical 
Operations 



Other Client/Partners/Press release/Awards List (Excellent execution certificates from all clients)

Confidential



GTI’s proposed solution & Implementation Process



• Cloud server for on-the-cloud deployment of the Telephony 
Solution consisting of: 
– Inbound & Outbound capability 
– IPBX/ACD (Auto Call Distributor)/CTI (Computer Telephony Interface)
– IVRS (Interactive Voice Response System)

• Software Development:
– Dashboard creation for the stakeholders
– API integration with Govt. Server
– Telephony integration. 

• Integrated CRM with Email/Call based Enquiries
• Agent Performance Monitoring Tool
• MIS

Software & infrastructure creation 



Call Centre Solution: Features of ACD/IP PBX, CTI, CRM, Telephony  

Dial Centre
• Interactive Voice Response (IVR) Server
• Auto Call Distribution
• Call Recording
• Call Monitoring
• Comprehensive Reporting
• Managerial Dashboard
• Customized GUI
• Skill-based routing
• Administer Call Disposition Status
• CRM Integration
• Customer Call Back 
• Real Time Queue Position Statistics

SOFT SWITCH
• Inbound, Outbound and Blended Voice Process
• Automated Voice Blaster
• Outbound Pacing Modes: - Predictive, Preview and Progressive
• Web Callback
• Do Not Call List Management
• Unified Customer Contact History
• Real Time and Flexible Historic Reporting
• Enterprise Class Relational Database
• Passive and On-Demand Call Recording
• Call Monitoring
• Call Barge-In
• Multi-Number Dialing
• Time Zone Administration
• Disposition Administration
• Logical Partitioning
• Call Detail Screen Pop-Ups
• Managerial Dashboard
• Queue Position/Queue Wait
• Customizable Customer Lead Management
• Callback Scheduling
• Call Transfer
• Skill Based Routing
• Most Idle, Fewest Call
• Campaign and List Management
• CRM and Business Application Integration
• IVR Call Routing
• Advanced Desktop Scripting with Screen Pop-Ups for Call Guides
• DNIS Routing
• Campaign wise Music On Hold Messages
• Answering Machine Detection



Call Centre Solution : Contingency & Business Continuity Plan



Citizen Response Centre Software

Callers Call Received at 
the Call Centre

Agents attend the call 
via mobile phone

While answering the call, 
agents enter the details & 

grievance of the caller

Our System records every call and 
the auto reports are generated



INBOUND CALLS DASHBOARD



WhatsApp based conversational bot built on Natural 
language models to help users have a human like 
conversation with the bot to answer the queries. 

Meta APIs will be directly integrated for the 
conversational bot which will allow sending of rich 
media present on WhatsApp such as images, 
documents, videos, buttons, lists etc

Conversational bot will retain conversational 
contexts to help maintain the conversational flow. 

Can be used for general FAQs, booking and multiple 
other applicational scenarios 

The bot can be integrated with other applications via 
API to allow enhanced interaction with customers

Fall back option can be set up to allow  customers to 
connect with agents via chat or a voice.

Conversational log will be recorded under the client 
account within the Omni channel platform for review 
or reference in the future.  

WhatsApp INTERACTIONS Via Conversational bot



Web based conversational bots are developed 
to service web chat based conversations that 
can be plugged into the website.

Similar to WhatsApp based bots where rich 
media can be sent along with text. 

Bot will converse using the NLP engine and 
understand the conversation context based on 
the knowledge base. 

Bot can be integrated with other applications 
via API to help service client interactions and 
reduce overall load on human agents. 

Conversations can be logged in the provided 
omnichannel platform under the customer 
reference for future reference. 

Integrated E Query via Conversational Bot on web chat



Omni channel agent platform allows agents 
to converse with the customers. 

Multi channel support - voice, web, 
WhatsApp conversations can be handled on a 
single platform. 

Log conversations - Conversational log 
allowing agents to refer to enquiries by the 
customer on any of the channels. 

Multi user logging - multiple agents can log in 
based on campaign to service different 
incoming request streams without any hassle. 

Multi level access - user roles can be defined 
allowing different user groups(managers, 
agents, admins) to have different levels of 
access present on the system. 

Integrated E Query via Omni channel agent platform



GTI has developed and deployed Conversational bots 
that are trained to respond to users query via voice. 

Models are developed in most regional Indian 
languages with good accuracy. 

The Conversational ASR bot will help replace a large 
percentage of queries which come in via phone which 
will help reduce the actual calls handled by the agents 
present. 

The conversational bot can also be integrated with 
other systems via API to fetch additional details such as 
ticket status, train details or any other information to 
aid the users.

Fall back option can be setup to allow customers to 
connect with agents during the conversation

IVRS DEVELOPMENT-Conversational ASR in IVR



Taxi booking - Taxi booking serve partners can be integrated with the bot 
over voice/whatsapp/web conversations to allow seamless booking of rides. 

Hotel booking - Preferred hotels can be listed to the customers as suggestion 
if asked upon or at a fixed period before travel with suggestions to hotels at 
the destination. 

Tourism products - Similar to hotel booking booking of tourism products such 
as attractions can be provided as suggestions based on the destination. 

Advertisement jingles - Jingles or advertisements can be scheduled to play 
during hold time on call to allow borden the scope of advertisements. 

Value added services via IVRS 



CRM Development



CRM Dashboard



CRM Contacts



CRM Add Ticket



CRM Call Logs



Ticket History



CRM Configiration



VOICE LOGGER SYSTEM



Voice Logger Status



Voice Files



Voice File Download



MIS REPORTING



MIS REPORTING



MIS REPORTING



MIS REPORTING



MIS REPORTING



MIS REPORTING



MIS REPORTING



MIS REPORTING



MIS REPORTING



CLOUD INFRASTURCTURE-Web Werks Government Community Cloud (GCC)

An Enterprise-class infrastructure platform Broad network access–

through multiple network 

providers

On demand self-service–

provision IT resources via a 

web interface

Measured service–integrated 

show back and charge back

Elasticity and resource 

pooling –change the capacity 

used based on demand



Web Werks Government Community Cloud (GCC)

ISO/IEC 27001 
ISO/IEC 27017 
ISO/IEC 27018 
PCI DSS Level 1 

Web works provide Disaster 
Recovery Services to ensure 
continuity of operations in the 
event of failure of primary site 
of the purchasing organization 
and meet the RPO and RTO 
requirements. 

Webworks has smart 
dashboard to monitor RPO and 
RTO of cloud infrastructure 
and systems. 



SOLUTION APPROACH 



Solution Deliverables: 

The scope for application function includes the following: 

• All the components, applications would be developed and using Latest standard Technologies. 
• The Web based User Interface would be developed using latest standard Technology compatible with 

Client defined versions and operating systems. 
• Latest Standard Technology would be used to integrate the application with the backend database. 
• Contact Centre Agent Module would be available to all the users connected in the local network or 

LAN. 
• The scope of this solution is NOT limited to the development and deployment of the software. The 

project scope includes the installation, monitoring and maintenance of hardware and software 
systems or any other required systems required for this solution. 

• All the Data (E Queries, WhatsApp chat, Call recording, Reports etc.) shall be handed over to client for 
continuity in Customer Service with some interface to access and process the data for resolving/closing 
pending/back log calls and e- Queries. 

• All Systems related to this solution may be hosted on Cloud procured from MeitY Empanelled CSPs. 



System Deliverables

1. Conduct system study and prepare SRS 
2. Prepare and submit HLD, LLD 
3. Develop required modules 
4. Conduct unit and system testing on the development environment 
5. Conduct system integration testing on the production servers. 
6. Provide support during User Acceptance testing – Refer the UAT section 
7. Deliver the test results document of the system testing effort 
8. Results of the UAT will be shared as the test progresses. 
9. Test acceptance sign off will be provided in a timely manner. 

Client may nominate users to conduct the User Acceptance Test. 

The test cases may be prepared by client will be shared at least 5 days before the start of the UAT 
phase. There will be formal communication from client regarding completion of UAT. 



Testing and Optimizing:

Testing is the most essential part of deployment to ensure that the solution meets the stated goals and adheres to 
the quality standard of the project. 

Integration & System Testing/QA QC: 



UAT & GO LIVE



INTEGRATION WITH CLIENT BACKEND APPLICATIONS

Integration with: 

a) Client Call centre Admin Interface

b) Other admin interface which is required for 
Customer Contact Centre 

DATA INTEGRATION 

GTI shall  integrate their respective System 
with client Customer Care (Calling, WhatsApp 
& E-Queries) system and backend support 
system such that information flows smoothly 
between GTI and the client. 



IMPLEMENTATION PROCESS AND PROJECT SCHEDULE

GTI Shall set up this Contact Centre Service (Calling, WhatsApp and E Queries) any where in India up to two different 
locations for the ease of sourcing agents with multiple language skill sets. 

This site will handle all inbound Call, WhatsApp and e-Queries. 



PROPOSED  
MANPOWER

CALLS  
VOLUME 27000

MORNING

70 MANPOWER

EVENING

40 MANPOWER

NIGHT

25 MANPOWER

E QUERY

6000

MORNING

30 MANPOWER

EVENING

20 MANPOWER

NIGHT

10 MANPOWER

WHATSAPP

6000

MORNING

30 MANPWER

EVENING 20 
MANPOWER

NIGHT

10 MANPOWER

RESOURCE DEPLOYMENT & TRAINING



SERVICE REQUIREMENT

CUSTOMER SERVICE 
ASSOCIATES(CSAS)

MANPOWER PROFILE

GRADUATION AWARENESS ON CLIENT 
PRODUCT/SERVICES

ABLE TO COMMUNICATE 
AND POLITELY WITH GOOD 

SPEAKING SKILLS

PROJACT MANAGER

MBA/PGDBA
ABLE TO SPEAK READ AND 

WRITE IN HINDI AND 
ENGLISH

EXPERIENCE OF 20 YEARS IN 
CALL CENTER

RATIO OF  CSAS, TLS AND 
AMS

TEAM LEADER FOR EVERY 15 
CSAS

2 ASSISTANT MANAGER1 

1 PROJECT MANAGER



TRAIN THE TRAINER



SLA- SYSTEM FOR SYSTEM FOR CALL CENTER OPERATION 

Severity 1 (Urgent): A problem that severely impacts the working of Production System (such as loss of 
production data or production systems are not functioning). 

Severity 2 (High): A problem that impacts the working of Production System but is less critical (such as 
deterioration of performance of production system). 

Severity 3 (Medium): A problem which is non-critical for Production environment 

Severity 4 (Low): A general usage question, reporting of a documentation error or recommendation for a future 
product enhancement or modification. 



Thank You!

Rohit Kumar
+91-98114-12342; rohit@gtiinfotel.com

Deepesh Shukla
+91-96505-31555; deepesh.shukla@gtiinfotel.com

Nitin Gupta
+91-72908-15357; nitin.gupta@gtiinfotel.com GTI Infotel Pvt. Ltd. 

601 Tower A, Smart Homes
Hazipur, Sector 104
Noida UP 201304
http://www.gtiinfotel.com
+91-120-6580041
info@gtiinfotel.com

mailto:rohit@gtiinfotel.com
mailto:deepesh.shukla@gtiinfotel.com
mailto:nitin.gupta@gtiinfotel.com
http://www.gtiinfotel.com/
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