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Objective

The objective of this research isto provide state of
the art technology to Power Utilities for call center
management. This research suggests two type of
designarchitecturewhichcould beusedfor thebetter
implementation of the call center hardware and
software 1.The Proposed SolutionTheresearch will
provideJVVNL withthemost advancedinteractive,
innovative, proven solution based on unified 1P
technologies that address the complex issues of
contact centersfacedintheindustry today. Research
isproposingAspect based Unified | Psolution at three
different locations to cater their respective zonal
customerswhich specifically meetstherequirements
laid out inthe Request for Proposal document issued
by JVVNL under RAPDRP. Thissiteat Jaipur hasbeen
proposed with 25 seater call centre.

TheUSP of thesolution designswould be:

-Unified Administration—UIP providesAdministrator
interfaceto control therunning of call centre- Unified
Routing — Routing is the process where call gets
routed to the available agent based on the skill set
routing logic (longest idle, Circular, terminal).
Reporting—Unified Reporting provides the Historical
reportsfortheJVVNL CCC. -ACD (Automatic Call
Distribution) — Customer calls are answered and
intelligently routed to available agents based on the
customer profile, service level goals and agent
availability - AOD (Automatic Outbound Dialing) —
AOD enrichesthe JVVNL CCC to connect to their
customer by making an outbound dialing. - IVR
(Interactive Voice Recording)—JVVNL CCCwill have
I nteractivevoicerecoding solutionwherecall will be
routed based on theinput. It would automatethe call
centre where customer call will berouted as per the
input options where the VR solution will increase
connect for the site. - Recording — JVVNL will have
Aspect Unified | P recording solution to analyze the
performanceof theagent onthecall aswell asanalyze

thequality of thecall for quality control or compliance
purposes. - Monitoring: - Monitoring of the business
line, agent, tableor searchingfor specific penetration
of thelist that is available on UIP Monitoring tool.
Thiswould also help JVVNL supervisor to monitor
and mentor their agents. - Authentication: - Dialer
user’s agent, supervisor or Administrator will be
JVVNL authentic LDAPor AD user. The proposed
contact center solution is the optimal choice for
JVVNL asthat requiresaunified inbound/outbound,
multi-channel contact center solution which can be
integrated or interfaced totheexistinginfrastructure
of VVNL. Thesolutionisbeingimplemented based
onprovenand established capabilities, whileoffering
maximumopportunity for respondingto future needs
such as additional agents; enhanced capabilities;
and new business process of VVNL.
SolutionOverview

RESEARCH isproposing acomplete contact center
solution based on Aspect Unified IP that has been
designed and built from the ground up to deliver the
advanced functionality required by today’s
multichannel contact centers. JVVNL can reap the
leading-edge benefits of aunified platformwhichis
more flexible, more comprehensive, more cost-
effective, and more reliable. The solution enriches
JVVNL with numerous functionalities where in
customer cancontact theCCC or CCC canreachtheir
customer, administration of thecall centre, monitoring
of thecall centreand historical reports, recordingfor
quality purpose, and details of the calls. Monitoring
and Reporting not only givesthe current statusof the
customer but also providesdetails, that, analysisand
practical approach could bemoreuseful inmaintaining
better customer relationship.

1 High Level Design High Level Design includes
following - SolutionArchitecture - Layout of Customer
Care Centre -Connectivity between Customer Care
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Centre& DC - Power Requirements- Heat Dissi pation
and Air Flow
1.1 SolutionArchitecture

Call Centre Architecture |
JVVNL

o

Call Centre Architecture JVVNL With Soft Phone
With Soft Phone Ul Pdialer solutionArchitecturefor
JVVNL is based on server client architecture. The
entireUlPserver residesonthesameVLAN. Only TA
server isconnected to LAN aswell aswith DCP box.
DCP (Digital Communication Processor) is the
telephony box. While booting it downloads the
firmwarefrom TA server and istheterminating point
for agent audio and outbound / Inbound PRI. It has
Master and slave cards. Master card has two ports,
through oneportitisdirectly connected to TA server
whilethroughtheother portitwill connectto JVVNL
LAN. ThereisoneVOIP card that is used for agent
loginand other slave card hasfive portsand isbeing
used for Inbound/ Outbound PRI. It has been
suggested for two Inbound and two Outbound PRI.
Thissolutionisvery muchscal ablewiththeadditional
hardware and software.Support PCwill resideinthe
same VLAN that will be ideal desktop for
troubleshooting and all required U1 P client software
will beinstalled. CCC accessibility to RESEARCH
NoidaandAspect Technical Support hasbeen shown
viaV PN connectivity between CCCand RESEARCH
Noida that will be extended to Aspect. Agent,
Supervisor, Administrator isclient machinesand are
equipped with required client software, soft phone
and headset.Agent has access to login on to dialer
and can attend Inbound or Outbound Service calls.
Agent workstation has agent login tool. While
Supervisor can monitor, control, barge supervise or
even can attend the call in case required. Supervisor
machine will be equipped with agent, director,
enterprise monitoring tool, reportingtool.
Administrator has the monitoring, administration,
reportinganddirector rightsof thesystem.Each CCC

workstationwill be equipped with a soft phoneand
thecommunication between CCC and DCwill occur
throughthe2M BPSconnectivity.

Basic Functionality:-Two PRI has been suggested
for redundancy purpose. If one goes down due to
any reason process can run with redundant PRI.
Keeping separate inbound or outbound PRI is
basically to increase the max customer connect for
the CCC. Both thecircuit will bein active mode and
call can be distributed in both the circuit max up to
60.The solution is scalable based after observation
of call flowor theutilization of thecircuit or abandon
report. Scalability can beachieved by theaddition of
agent, hardware and software

1.2Layout of JVVNL Customer CareCentre
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22ft* 42 ft areahasbeenidentified for CCC production
area. It hasbeen designed by consideringthemaximum
utilization of the space that shows amax strength of
30 seats however CCC has been proposed with 25
seater call centre. CCCworkstationswill beconnected
through LAN fromthe server room. 6ft* 10ft areahas
been designed as server room. Servers and all
networking equipments will be placed in the Server
Rack. Power supply to Server roomwill beprovided
through the 5K VA UPS, All the Workstationswill be
provided with 600VA UPS separately. Raw Power &
DG Power distribution will be done through MCB
placed at theindividual row. UPSroomhasdimension
of 8ft* 10ft andwill haveraw and DG power supply to
theUPS. Manger roomsi zeisof 6ft* 10ft and anetwork
printer will be placed in this cabin for centralized
printing purpose.

1.3Layout of AVVNL Customer CareCentre
42ft* 39ft areahasbeenidentified for CCC production
area. It hasbeen designed by consideringthemaximum
utilization of the space that shows amax strength of
30 seats however CCC has been proposed with 25
seater call centre. CCCworkstationswill beconnected
through LAN fromtheserver room. 12ft* 13.9ft area
has been designed as server room. Servers and all
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networking equipments will be placed in the Server
Rack. Power supply to Server roomwill beprovided
through the 5K VA UPS, All the Workstationswill be
provided with 600VA UPS separately. Raw Power &
DG Power distribution will be done through MCB
placed at theindividual row. UPSroomhasdimension
of 8ft* 10ft andwill haveraw and DG power supply to
the UPS. Manager roomsizeisof 12.7ft*11.9ftand a
network printer will be placed in this cabin for
centralized printing purpose.

1.41L ayout of JAVVNL Customer CareCentre
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46.6ft*47.6ft area has been identified for CCC
productionarea. It hasbeen designed by considering
themaximumutilization of thespacethat showsamax
strength of 30 seatshowever CCC hasbeen proposed
with 25 seater call centre. CCC workstationswill be
connected through LAN from the server room.
18ft*12ft area has been designed as server room.
Serversandall networking equipmentswill beplaced
inthe Server Rack. Power supply to Server roomwill
be provided through the 5KVA UPS, All the
Workstations will be provided with 600VA UPS
separately. Raw Power & DG Power distributionwill
be done through MCB placed at the individual row.
UPSroomhasdimensionof 7ft* 12ftand will haveraw

and DG power supply totheUPS. Manager roomsize
isof 14ft*11ft and anetwork printer will beplacedin
this cabin for centralized printing purpose.
1.5Connectivity between JVVNL Customer Care
CentreandDC

Customer Care Center will be connected to the DC/
DR for accessing the CRM application, the database
of customers, mailsand other applications hosted as
per therequirement. TheCustomer carecenter (CCC)
is having Cisco 3845 router. It is proposed to have
direct connectivity through Ethernet connectivity to
Data Centre asboth DC & CCC are proposed inthe
same building.It will be connected to the Disaster
recovery site through a2Mbps MPLS VPN link in
case the DC failure. One 2 Mbps backup link is
provisioned asbackup of theprimary link. EachCCC
ishavingfour Cisco 2960 switchesfor interconnecting
theserversand desktopsover LAN.Followingwill be
the connectivity plan for the CCC.

1.6 Connectivity between AVVNL Customer 2
Centre and DC Customer Care Center willtBe
connected to the DC/DR for accessing the CRM
application, the database of customers, mails and
other applicationshosted asper therequirement.The
Customer care center (CCC) is having Cisco 3845
router. Itwill beconnectedtotheDataCenter/Disaster
recovery sitethrougha2MbpsMPLSVPN link. A2
Mbps backup link is provisioned as backup of the
primary link. Each CCC is having four Cisco 2960
switchesfor interconnecting theserversand desktops
over LAN.

o sy i
€ P
'l, 2 Mg Frmary -...w.ﬂ"#ﬂw bC

PRIk _y, , - #
eoming 3, =
ol from e
cusiomer ccc _.m%

Ty P,

LS

s.,.w.) d

DR
Followingwill betheconnectivity planfor theCCC.
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1.7 Connectivity between JdVVNL Customer Care
Centre and DC Customer Care Center will be
connected to the DC/DR for accessing the CRM
application, the database of customers, mails and
other applications hosted as per the requirement.

TheCustomer carecenter (CCC)ishavingCisco 3845
router. It is proposed to have direct connectivity
through Ethernet connectivity to DR Centre as both

1.8 Power Calculation for DL 380 G6 Servers
+

DR & CCCareproposedinthesamebuilding. Itwill
beconnectedtotheDataCenter sitethrougha2Mbps
MPLSVPN Ilink.A2Mbpsbackuplinkisprovisioned
asbackup of theprimary link. EachCCCishavingfour
Cisco 2960 switchesfor interconnecting the servers
and desktops over LAN.

Followingwill betheconnectivity planfor theCCC

Thereis 5K VA UPSwith power supply for the CCC
server room. Approx Consumption of the power
supply calculated is 4400. It has been considered
withthebackuptimeof 30 minutes. Individual desktop
isprovidedwith600 VA UPS. DG Set must bestarted
with in 5 min of Power failure to provide the
uninterrupted power supply to the 5K VA UPS & the
Workstation UPS. Heat dissipation for CCC server
rackis16400BTU/Hr (approximately 1.4 Tone) andair
flowwill befromfront toback. Werecommend 2Air
Conditioner (of 2 Tone) infail over/redundant mode
fortheServer Area. Thisisresearchisfor High-level
design, thelowlevel of designanditsimplementation
will be carried out onesthe data center will befully
established and start working.

Power Eating
&r. e Oty at | Fated Peak | (WA) bazed on gc?ﬁTiLRe
No - Site | PowerRating (W) | Offered (VA) -
Confiuration
HPF DL 3E0 b am
D | sewver |80 100 3200
» | Metworking  and 1200
" | other Hardwareload -
TOTAL 4400
BTTU Calculation
BTUHr asz|TOTAL
I%Ir. [tem Category Qty at | RatedPeak per Offered | BTUHr -
o Site ETU Hr : :
Confizuration | Fequirement
1 | HP DL 380 G Server 8 2812 1,400 11200
MNetworking and  other
2 | Hardware load 3200
TOTAL 16400
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