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A typical call center agent will generate and process hundreds of calls every day, with calls coming
in from the same area, from the same agent, or from the same customer. With that in mind, most

agents want to practice and improve their skills to ensure they use the best possible techniques with
the best possible results. While some tools are available in the market (like HootSuite ) to build a

very smart call center, there is no such tool available in the cloud that is easy to use, easy to scale
up, and easy to make incremental adjustments. The Polly is our easy to use, cloud-based platform,
that makes it easy for anyone to create custom IVRs, to build custom agents, and to build custom

reports. After calling, the agent needs to ask the customer to confirm that the information provided
by the customer is accurate. In case of any discrepancy or missing information, the agent needs to

take the correct information and get the customer to update the information. This process is referred
to as Account Verification and is a critical step in every customer service interaction. The verification
is necessary to avoid any potential fraud. The verification is essential for the following reasons: The

Hindi language has slowly been gaining traction and the Patent Office should ensure that it is
supported in every respect. As mentioned earlier, the PGC, a grievance-sheet-based mechanism, is

one of the alternatives available for grievance redressal but it is known that the PGC is not an
effective mechanism as the Government is not transparent about its functioning. The grievance

procedure in this regard must be improved and made more effective, to ensure that it is in actuality
available to the people.
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It is with these issues in mind that India must enact a national policy of making its language as the
language of business. While this is more of an aspiration than a reality, the government must ensure
that the intent is upheld with adequate facilities to actualize this aspiration. Now that the IPR Review

Board guidelines have been mandated, it is essential for the government to take a holistic view of
their implications for patent filings and IPR. While details of the work involved in patent filing, and

the language needed to conduct the same, are not within the purview of the IPR Review Board at this
juncture, the substance of the Guidelines, namely the requirement for proficiency in English and the
consultation guidelines upon which they were based, must now be made transparent for anyone to

understand. Once made so, if it is not made mandatory for the Board to base its decisions on written
briefs in English and the board itself to have English proficiency, the Guidelines can be made

acceptable. This should also include well-equipped facilities for patent drafting and filing, given the
fact that Indian nationals (first, second and third-country) make up almost 100% of the patentees in

India. This should also include the enforcement of the Patents Rules to act as a barrier against patent
agents, otherwise known as patent trolls, filing patents in their native language whose only objective

is to seek money from businesses by using patents that are lacking in substance. Under the same
broad premise, the Patents Rules must be updated to allow for such clauses to be excluded without

adversely impacting Indian companies. 5ec8ef588b
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