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Thanks to the
tech-savvy Prime
Minister Narendra
Modi, gone are the
days of LPG woes
for a consumer.
Now, one can order
anew connection,
book a refill, register
acomplaint or seek
emergency service
for cylinder leaking
overaclick or
phone call

Siddhartha P Saikia

EW years back, subscrib-

ing a domestic cooking

gas connection was luxu-

ry. The waiting queue

would extend as long as

three to six months, unless a con-

sumer had the ‘capability’ to break

the line and secure a new cylinder.

This was not the end—a consumer

had to visit the dealer to book arefill,

as most of the time the agency would
notrespond tophone calls.

Thanks to the tech-savvy Prime

Minister Narendra Modi, gone are

digital makeover

Dharmendra Pradhan
This drastic change for LPG l._‘()ll-
sumersisdrivenby smarr_pmfessmn-

the days of LPG woes fora v
Now,onecan orderanew connection,

alswho gethe mobile
app and the call centre. Today, the

book a refill, register a laint or
seek emergency service for cylinder
leakingoveraclick or phonecall. The
customer grievance redressal mech-
anism has beenmadefast, IT-enabled
and transparent. This is also closely
monitored by petroleum minister

eena LPG consumer
and his dealer takes place over an
IT-enabled platform and there are
limited needs for physically visiting
thedistributor.

Noida-based Cyfuture India man-
ages the website and mobile app for

Indane, the biggest cookinggasseller
from Indian Oil Corporation. At the
sametime, italsooperatesthetollfree
&nd emergency helplines for the
three PG distributors—Bharat Gas,
HP Gas and Indane. Recently, Prad-
han launched a 24x7 LPG emergency
helpline—1906. d
“ITisan important tool inboosting
efficiency and transparency in deliv-
ery of citizen centric services. We
have seen in the past how adoption of

IT transformed the entire ticketing
process of Indian Railways. Similar-
Iy, Cyfuture helped Indian Oil suc-
cessfully launch and implement the
‘E-8V"scheme through itsonline por-
talindane.co.in,” said Anuj Bairathi,
chief executive officer of the firm,
which also offers data centres and
cloudhostingservices. Thewebsiteis
one-stop online platform to deliver
various consumer services to Indane
LPG consumers and distributors.

‘The toll free number for LPG con-
sumers (1800 2333 555) saw nearly
50,000 calls aday whendirect benefit
transfer of LPG (DBTL) or Pahal,
the name chosen by Modi-govern-
ment, was launched pan-India in
January 2015. Most of the initial
queries wererelated toavailing sub-
sidy benefitsand issues suchashow
to add bank accounts and Aadhaar
to consumer numbers.

With more than a year of success-
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ful implementation of Pahal, the pro-
grammealsorecognisedby Guinness
World Records, the number of calls
have reduced to around 35,000 every-
day. Of these, after answering the
FAQs, close to 15,000 complaints are
registered in a day. These complaints
areresolved in a time frame varying
fromimmediately (if itsacaseof leak-
age)to a week’s time. Other than sub-
sidy related grievances, customers
complain about delayed or non-deliv-
eryof refills. About, 600 executives on
round theclock shiftswork forthe call
centre managed by Cyfuture.

“The helpline eliminated the need
for LPG consumerstovisitadistribu.
tor or an oil marketing company

TACKLING CHANGE
¥ Total households in India:

270 million

» Domestic LPG consumers:
163.5 crore

» Consumers opted for GiveltUp:
6.7million

»LPG subsidy bill
April-December 2015:

112,093 erore

{I0C,BPCLor HPCL)officetoresolve
their queries or registera complaint
with regards to their LPG connec-
tion. Consumers can simply pick-up
the phone and speak to a customer
care executive at the helpline and get
their queries answered or register
theircomplaints,"said Bairathi, who
isalso the co-founder of Cyfuture,

Cyfuture, which has bagged the
contracttooperatethe customer care
service for twoyears, has putin place
a back-end network that connects a
consumer to the distributor as well
the oil marketing companies. Most
queries are of FAQ nature, which are
handled by thecustomer care execu-
tives. Of the remaining queries
and complaints, the ones related to
distributors are forward to distribu-
tors and follow-ups done by execu-
tives. Only forspecial queriesorcom-
plaints that require intervention of
the oil marketing companies, ave for-
warded to respective oil agencies
for resolution.



