Dear Sir / Madam,



Please find enclosed herewith a copy of circular no. No. IT-G (2)-6/2005 dated 16.11.2005 (amended up to 18.11.2005) issued by this Department on the aforesaid subject. It is requested that the Guidelines contained in the circular on the aforesaid subject, which have been evolved after extensive and prolonged consultation with the support wings of various companies, may be gone through carefully. The contact details given in the Support Matrix may also be verified again for correctness of information given therein. Discrepancies, if any, in the Support Matrix may be brought to the notice of the undersigned by email at mgrit-hp@nic.in, dit-hp@nic.in and ditsupport-hp@nic.in or by phone at 0177-2621325. 

In addition to the Guidelines, the following points are clarified for smooth implementation of the procedure evolved for timely maintenance of machines supplied by various manufacturers:
1. All Call Coordinators in Himachal Pradesh shall give a Call ID in respect of every complaint received on phone. This Call ID shall be created through web interface available at http://himachaldit.gov.in/support and http://admis.hp.nic.in/support . Similarly, a call diverted from the Toll Free Number will also need to be entered in this web interface and the ID so generated will have to be conveyed to the Customer. If due to time constraint or phone line being busy, Call ID cannot be generated immediately using Internet, the same shall be conveyed on phone to the Customer at the earliest. A temporary ID will be given during the interim period.  

2. A User (i.e. Customer) can also log his complaint directly on this web interface and this call gets automatically assigned to the appropriate vendor. Therefore, the Call Coordinators must check the status of pending complaints repeatedly everyday. 

3. The Calls logged by the Vendor can be closed by the Vendor only on the basis of Call Slip signed by the User. However, only the User can close a complaint registered by him. Any dispute in this regard (including transfer of call to a different Vendor) will be resolved by HPSEDC.  HPSEDC (support-hp@nic.in and 0177-2620146) also can register a complaint on behalf of a User, when approached by the latter. In such a situation, HPSEDC can close a call.  

4. In order to enable the Call Coordinators to do 1 and 2 above, Vendor Logins as per Schedule-I have been created. Default password is ‘dithp2005’ (without quotation marks) which can be changed subsequently. Additional Logins can be created for monitoring at higher levels of support hierarchy in various companies. It is clarified that you will need to log in as User when registering a complaint on behalf of a Customer. However, you should log in as a Vendor / Agency when you want to view the status of pending complaints / calls with respect to your company. The Customers can also enter the register a complaint regarding short shipments, wrong shipments and late deliveries.
5. A copy of the Call Slip on the basis of which a Call has been closed will also be sent to HPSEDC, so that, after manual verification from Call Slip, HPSEDC can undo wrong entries due to mistake / delay by the Customer in the web interface. It will also ensure resolution of disputes, if any, regarding alleged delay in maintenance.
6. Since novice users may find it difficult to locate the Machine Number or Service Tag, the same is not being insisted upon initially. The Vendors should, however, complete the database of Department / District-wise installations pertaining to them. This will enable the webmaster to create drop down options of Machine Number or Service Tag. An email containing steps involved to complete the database is being sent separately. 
     In case of any doubt, please do not hesitate to revert to the undersigned (09816027816) or to Mr. Anil Semwal, Deputy Manager IT or to Mr. Naveen Bindra, Programmer (09418120268) on mobile or at land lines 0177-2621325 and 0177-2880533.





Yours sincerely,

(Rajeev Sharma)

Manager IT

Department of Information Technology

Government of Himachal Pradesh

