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Lr.No.Circle HQ/CS/121                                                      Dated   25/08/2012.

To,

The Chief General Manager Telecom,

BSNL, AP Circle,

Hyderabad.

Sub:- Detailed observations and suggestions on EB/FTTH/Transmission and Mobile Services -Reg;

Dear Sir, we take this opportunity to submit some of the issues related to EB, FTTH, and Transmission and Mobile services for your kind consideration.
Enterprise Business
· It is felt that, except JTO/SDEs other officers are not frequently approaching any company/organization, which is serious lapse for BSNL in not getting bigger projects in EB section. Hence the personal visits of  AGM/DGM/GM level must be assigned as follows:
1) General Visits: Personal visits of DGM/GM level should be planned for Gold & Platinum Category customers to buildup higher assurance level. These visits must pave the ways for new business and should act like a confidence building measures among the customers on BSNL services.

2) While Executing the Project: During the Execution, all the EB Projects should be monitored at each hour by DGM/GM level. The responsibilities should be fixed and escalation mechanism should be implemented as follows:

· Up to 7 days of project ----- JTO/SDE

· 8 to 15 days------------------- DE/AGM

· > 15 Days---------------------  DGM/GM

· EB Portal: - The Online operational/tracking package (EB Portal) of all EB and Data related projects must be implemented immediately. The escalation system must be implemented using this package.

· Centralized data base: It is unfortunate that, in BSNL, we don’t have the centralized data base or software tool for inventory and operational activities of leased circuits/MLLN/ILLs etc. Hence the packages just like ‘CLARITY’ for Landline must be brought in to practice in order to give best and faster service to customers.  

· EB Call Centre (Strengthening CRM section):  EB Customers should have single window concept for all type of queries/operational issues. For this there should be a centralized EB customer care center at CRM (Circle office level) with one toll free number or dedicated phone number (This number should be widely published in all leading all type of media.). Hence strengthening of CRM Section is much required by posting more staff to carry out all these activities.
· Pro-active monitoring for EB Circuits:  The absence of pro-active monitoring mechanism in BSNL, many of high profile EB customers are not showing much interest for taking BSNL Services and we are loosing business especially from private and corporate sectors.
· Technical (Expertise) team for EB Customers: When the NAM/CAM visiting the customers for business, some of the technical quires raised by them are must be answered with exact knowledge for taking quick decisions. Hence the technical expertise team of BSNL for EB projects must be formed and their contact details must be available with all EB team members and may be supplied to existing EB customers.
· Marketing of BSNL Enterprise Business:  The separate EB marketing activities must be taken up like giving publicity to BSNL EB plans in ILL/FTTH/BB and CUG (Cellone) etc.
· Separate EB Public portal is suggested for new EB project booking, online tariffs, corporate solution & services by BSNL must be made available.

· The 1500 call center should have mechanism to deal EB services.

Transmission & Planning (reference to HTD):

· Execution of EB Projects :- The execution of EB Projects is getting delayed mainly because of : 
1) Shortage of Staff in Transmission wing. (The same staff is forced to take all developmental and maintenance activities and there by he is over loaded).

2) Non availability of Transmission inventory like Cables, Jointing Kits, cables splices (most of them are outdated).

3) Separate staff for execution of EB/FTTH or any new data business may be planned. The STP staff may also be utilized for execution of these works.

4) Improper Transmission Planning in most of SSAs

5) More powers for DGM (Transmission) should be given for fast decision and speedy work.

6) Lack of co-ordination between Transmission Planning and Field officers in HTD.
7) Work is felt to be delayed as three wing i.e. cable construction; equipment installation and maintenance are distributed to different DGM. These three wings should be brought under the control of one DGM for fast delivery.

8) All the EB/FTTH customers should contact CRM/Call center for any service complaints.

FTTH

1) The Publicity for FTTH is found to be poor. 

2) BSNL executives are not updated about this service.

3) Market is having demand for FTTB/FTTC but BSNL has planned only FTTH.

4) All CSCs should have information about FTTH services and may be directed to contact immediately to the concerned FTTH section whenever customer asks about FTTH service. Applications should be made available at all leading CSCs.

5) The 1500 call center should have mechanism to deal FTTH services.

6) FTTH portal should be there for booking/execution and operational issues. 

7) Complaint booking mechanism should be implemented as same as Landline.

BSNL Mobile Services:
1) STV21 for 3G and STV26 for ISD calls which are having huge demand should be made available in the form of physical coupons at all our retailers.

2) MNP through our Franchises/retailers should be encouraged by giving some sort of gifts.

3) BSNL is not giving any SIM kit(starting brochure) to the new Mobile customers, where we can give more information on our plans and services.

4) The Expiry date on TOPUP and RC are printed in very small font which is not at all visible to customers.

5) 3G UL700 unlimited pack should be implemented in Pre-paid also.

6) The CAF guidelines for outsiders of AP are not clear and may please be circulated.

7) The OTA(Over The Air) server  which takes care about CTOPUP is heard to be not having maintenance, where by frequent failure are observed.

8) Long standing officers in Cellone must be rotated.

We hope the management will take the above suggestion and issues in a positive way and take the necessary action for improvement of BSNL services and faith in customers.

Thanking you sir..

With best regards

(B.LAXMAN)

Circle Secretary,

AIGETOA, AP Circle.
