Broadband FAQs for Call center
	SL. No.
	Query

	1. 
	What is BSNL Broadband (BB) Service?  

	
	Broadband refers to a connection that has capacity to transmit large amount of data at high speed. Presently a connection having download speeds of 256 kbps or more is classified as broadband. When connected to the Internet such a connection allows surfing or downloading much faster than a dial-up or any other narrowband connections.  

	2. 
	Why should I buy BSNL Broadband connection?

	
	BSNL’s Broadband speed is much higher as compare to other service provider.

BSNL is having many tariff plans to meet the requirements of different types of customers.

	3. 
	Broadband Plans and Pricing & Installation charges information.

	
	BSNL Broadband - Initial and other Charges
Installation charges
Rs 250(If modem taken from BSNL on rent/ Self arranged)
Security Deposit of Modem (refundable)
Rs 500 (if applicable)
Advance Monthly Rental for Modem
According to type of Modem (As applicable)
Security Deposit  for BB 
One month charges as per Plan (or as applicable)
Advance Monthly Rental for BB
As per billing cycle (one Month /two months)
Shifting Charges
Nil 
Change of Plan Charges
Nil 
Other charges are as per latest tariff plans available at BSNL site (http://bsnl.co.in) under link Services>>Broadband>>Tariff. http://bsnl.co.in/service/dataone_tariff.htm. 

	4. 
	How do I get the connection?  

	
	Fill up a registration form and deposit at BSNL customer centers. These forms are available on the BSNL web-site, from customer service centers and franchisees. You can also register online at BSNL website by filling a simple form. 

	5. 
	Where can I get help about BSNL Broadband service?  

	
	You can call 24 hours call centre helpline number: 1504/ 21001504/ 1800 424 1600 and 1800 424 1601(for Prepaid BB)

	6. 
	Location of nearest Customer Service Centre in my town.

	
	List of CSCs may be made available at Call center agent by the circle office

	7. 
	How do I choose the speed/tariff plan that's right for me?  

	
	This will depend on the purpose for which you will be using the broadband connection. If you are using it from home or a small office, choosing a plan that offers a download limit of 1 GB is ideal for general surfing and emailing. However, if you are downloading lots of videos or sending very large files, it may be better to choose a broadband plan with even higher capacity or unlimited plan.  

	8. 
	What all can I do with 1 GB (Giga Byte) download?  

	
	One GB is 1024 Megabyte or 1073741824 bytes. You can do the following with 1 GB download limit : 
i. An average web page is about 50 kilobytes in size - so you can download around 20,000 web pages for 1 gigabyte. 
ii. An hour of surfing the web would be around 10 megabytes (200 pages) so you could surf non-stop for about 100 hours for 1 gigabyte. 
iii. An hour of streamed radio would use about 15-20 megabytes. 
iv. An hour of streamed video uses around 100-150 megabytes. 
v. Playing an online game typically uses about 10-15 megabytes per hour. 
vi. Emails are very small - so 100 emails would be just 1 megabyte - or 100,000 emails for 1 gigabyte! (of course the attachments count extra) 
vii. A super-high resolution (5-6 mega pixels) digital camera JPEG picture or typical MP3 music file is about 2-3 megabytes so you could download 350-500 of these images/music files for 1 gigabyte.  

	9. 
	Do I need a separate line for Broadband connection? 

	
	No. BB connection can run on your existing basic phone (B-Fone) line. If you do not have a B-Fone connection then you need to apply for Combo plan for broadband connection so that landline can be provided along with BB connection.  

	10. 
	What are the documents required to be submitted?

	
	· Customer application form

· In case of existing landline customer, provide a copy of last bill paid.

· Photo Id 
· Address proof

	11. 
	Can anybody come to my place to collect the required documents?

	
	Yes

	12. 
	What is a CPE? How do I get it?  

	
	CPE stands for Customer Premise Equipment. This consists of an ADSL modem/router and a stand-alone or a build in splitter to separate the telephone and broadband connections. 

	13. 
	Whether I have to purchase a modem from market or BSNL will provide the modem? Can modem be taken on rent from BSNL?

	
	There are three options for getting the modem from BSNL: 
Option I - Free Modem (Available only With selected Plans subject to conditions). 
Option II - Outright Purchase from BSNL. 
Option III - On Rent.
Other it can also be purchased from the market provided having compatibility with BSNL network. 

	14. 
	What are the different types of modem provided by BSNL?

	
	Following types of modem are provided by BSNL:
Modem Features 
ADSL Basic 
ADSL WiFi-2 
ADSL-WiFi-TA 
VDSL WiFi 
Features 
Type-B1 
Type-B2 
Type-W2 
Type-WT 
Type-VD 
USB Port 

1 

1 

1 

1 

1 

Ethernet Ports 

1 

4 

4 

4 

4 

WiFi Enable 

No 

No 

Yes 

Yes 

Yes 

VoIP Enable 

No 

No 

No 

Yes 

No 

ADSL: ADSL (Asynchronous Digital Subscriber Line) modems are used for accessing Broadband through telephone lines upto speeds of 12 Mbps depending upon the distance and quality of line. 

WiFi: ADSL / VDSL modems with WiFi are suitable for broadband access through wireless i.e. within the home or office. Customers using Laptop may opt for this modem. 

TA : Using modems with Terminal Adapter (TA), customers will be able to make voice calls through BSNL server. BSNL is planning to launch this service shortly. 

VDSL: VDSL (Very high Speed Digital Subscriber line) modems are used for accessing very high speed Broadband of 16 Mbps and above. Upto a distance of 1 Km VDSL modem can be used. 

	15. 
	I want to have Wi-Fi modem. Does BSNL have different rate for this modem?

	16. 
	Yes, Charges are different than ADSL Basic modem.

	17. 
	What are the charges of taking modem from BSNL?

	
	Modem Type 
Nomenclature 
ADSL Basic 
ADSL WiFi-2 
ADSL-WiFi-TA 
VDSL WiFi 
Short Nomenclature 

Type-B1/B2 

Type-W1/W2 

Type-WT 

Type-VD 

Modem Sale Price (one time Charges)* 

Rs.1100 

Rs.1800 

Rs.2250

Rs.2950

Monthly Rental 

Rs.50 

Rs.80 

Rs.100 

Rs.130 

Monthly Rental after 24 months 

Rs. 25 

Rs. 40 

Rs. 50 

Rs. 65

* Inclusive of VAT/Sale Tax

	18. 
	I have ADSL modem and want to convert to Wi-Fi modem

a. How much I have to pay?

b. Whom to approach?

	
	a. If the earlier modem has taken on rent, then rent as per new modem shall be charged.

If you opt for outright purchase of Wi-Fi modem, full amount will be charged as per prevailing price for the new modem.
Note: Request given at call center may be forwarded to concerned division by call center agent.

	19. 
	What are the conditions for getting a free modem or changing the type of free modem?

	
	For certain plans, the modem shall be given free by BSNL subject to some conditions - (For details tariff plans at BSNL site may be seen). In this case customer will own the modem and does not require to return the modem. Any type of modem (ADSL Basic/ ADSL Wi-Fi-2/ ADSL Wi-Fi-TA/ VDSL Wi-Fi) can be taken under this offer after paying the required cost/rent of modem. If a subscriber has initially taken ADSL Basic modem under this offer, he can request to change it to higher type (ADSL Wi-Fi-2/ ADSL Wi-Fi-TA/ VDSL Wi-Fi) after paying the difference amount of higher modem. After the committed period if a subscriber demands another modem then he can choose any of these three options: (i) He can get another modem by paying the rent for another committed period. or (ii) He can choose rental option for another modem. or (iii) He can outright purchase another modem.

	20. 
	I am on Monthly Rental Scheme for the Modem and decide to opt for outright purchase of modem, what amount shall be charged from me?  

	
	Option 1: If you want to continue with the existing modem, 50% of the amount already paid as monthly rentals can be adjusted in the Sale Price of modem. 
Option 2: If you want a new modem, Full amount will be charged as per Prevailing Price for the new Modem and the Old Modem is to be returned in working condition.  

	21. 
	How long does it take to install?

	
	Once we receive your request, it will be provided within 7 working days in case of technical feasible areas.

	22. 
	What kind of PC do I need to run ADSL?  

	
	Most present day configuration PCs will run ADSL. The following minimum configuration is, however, recommended:

Processor 200 MHz (or better)

Operating System Windows 98SE (or higher)

RAM (memory) 32 MB RAM

Free Disk Space 125MB

SVGA monitor

CD-ROM Drive

Network Interface Card(NIC) with 10/100 Mbps Ethernet port with RJ45 socket  

	23. 
	What happens if I shift my premises?  

	
	ADSL connection is given for a particular BSNL fixed line. If you move, ADSL can be shifted to a BSNL line in the new location subject to availability in that area. No shifting charges are required to be paid.  

	24. 
	Do I still need to pay the telephone line rental? 

	
	Yes, you still need to pay the line rental and any normal calls on that line. However in combo plans, no rental charges are to be paid for landline connection separately. 

	25. 
	Can I change from one Broadband data rate to another?  

	
	Yes, You can change your BSNL Broadband plan at any time.  

	26. 
	I had chosen the wrong plan earlier and my usage has shot up resulting into exorbitant bill. Can I change the plan with retrospective effect?

	
	BSNL has introduced onetime Special Relief Scheme “SAMADHAAN” as a goodwill gesture as one time relief to such customers. 
Various options under Samadhan scheme are available at BSNL site (http://bsnl.co.in) under link Services>>Broadband>>Tariff>> Postpaid Broadband Tariff>>Special Relief Scheme. (http://bsnl.co.in/service/bbtariff/special_relief_scheme.htm) 

	27. 
	How do I pay for Broadband service?  

	
	Monthly charges of BSNL broadband service are realized through landline bill. You can choose to pay your BSNL bill by cash, cheque or bank or credit card.  

	28. 
	I want to connect more than one computer to my Broadband line to share my internet connection. How do I do this?  

	
	Yes, if you choose the right multi-user broadband plan, you would be permitted to connect more than one computer. However, all the users will share the bandwidth allocated to you.  

	29. 
	I have ADSL at office, can I also use it at home?  

	
	No, ADSL Broadband account is activated on a specific telephone line only, so you need to take another broadband connection at your home.  

	30. 
	What is download/upload?  

	
	When the information flows from a web-page or a site to your PC, it is called “downloading” on the other hand when you send information e.g. request for a web-page, you are “uploading”  

	31. 
	Why the speed of download/upload is different? 

	
	ADSL is an asymmetric technology giving different speed in “down” and “up” directions. As we download(browsing, downloading clips, music etc) much more than upload(a website address, a few clicks etc), hence download speed has to be more than upload. 

	32. 
	How do I check upload/ download usage? How do I change my password for BSNL Broadband email account?

	
	For Non-CDR SSAs: Please visit http://www.dataone.in using your BSNL broadband connection and click on the link "Dataone account administration" for further details.  
For Non-CDR SSAs: Such activities can be carried out through site [http://selfcare.wdc.bsnl.co.in (West Zone),  http://selfcare.sdc.bsnl.co.in (South Zone) http://selfcare.ndc.bsnl.co.in (North Zone) http://selfcare.edc.bsnl.co.in (East Zone)] after getting registered with the help of Customer Id (available in telephone bill).

	33. 
	What is the speed rate of Download? How can we measure Bandwidth of Broadband? 



	
	Please visit http://www.dataone.in using your BSNL broadband connection and click on the link "Speed Tester" for further details.

	34. 
	How do I configure mails on my PC?

	
	Please visit http://www.dataone.in and click on the link ‘Instructions for Configuring Mail Client’.

	35. 
	What will be the outgoing & incoming SMTP server for POP3 mail configuration in outlook, etc?

	
	Please visit http://www.dataone.in and click on the link ‘Instructions for Configuring Mail Client’.

	36. 
	How to configure Wi-Fi modem?

	
	Please visit http://www.dataone.in and click on the link ‘Configure Wi-Fi modem’.

	37. 
	How to secure Wi-Fi modem?

	
	Please visit http://www.dataone.in and click on the link ‘Secure Wi-Fi modem’.

	38. 
	What is the value added services provided by the BSNL on Broadband?

	
	a. Games on Demand: Details are available at BSNL site (http://bsnl.co.in) under link Services>> Broadband>>Games on Demand. http://bsnl.co.in/service/Gamesondemand.html 

b. Music on Demand: Details are available at BSNL site (http://bsnl.co.in) under link Services>> Broadband>>Hungama Portal Entertainment. http://bsnl.co.in/service/musicv.html 

c. Video on Demand: Details are available at BSNL site (http://bsnl.co.in) under link Services>> Broadband>>Hungama Portal Entertainment. http://bsnl.co.in/service/musicv.html 

	39. 
	Whether Prepaid BB service is provided by BSNL? What are the tariff plans?

	40. 
	Yes, Charges are as per latest tariff plans available at BSNL site (http://bsnl.co.in) under link Services>>Broadband>>Tariff>>Prepaid Broadband Tariff. http://bsnl.co.in/service/prepaid_BB.htm. 

	41. 
	What is BB VPN service? Who is eligible to take this service? What are the benefits of taking this service?

	
	Details are available at BSNL site (http://bsnl.co.in) under link Services>> Broadband>>Tariff>>VPN over Broadband Tariff. http://bsnl.co.in/service/bbtariff/vpn.htm. 

	42. 
	What is Motive?

	
	Motive application is basically an automated self provisioning tool to be used at the customer’s premises for configuration of the CPE. For details please visit http://motive.bsnl.co.in. 

	43. 
	What are the benefits of Motive?

	
	a. Automatic configuration of the CPE when it is switched on through a menu driven motive software application from the customers’ location. 

b. Useful for fixing the customer’s configuration related problems like password settings for both service and email in outlook express, connectivity problems etc. 

c. Useful from helpdesk / call centre for fixing customers configuration related and modem related faults. 



	44. 
	Where motive can work?

	
	a. The modems need to be configured in PPPoE mode.
b. At present Motive application is supported on Windows 98, Windows 2000 and Windows XP and earlier versions of Linux. 

c. Only BSNL Broadband Customers having following Customer Premises Equipment (CPE) can avail this Service:
i. UTStarcom, Type 1- version 1059-102108-3.08L.BSNL_2

ii. UTStarcom, Type 1- version 1059-102108-3.08L.BSNL_2

iii. ZTE Type1 – version ZXDSL831AIIV1.0.1i_D18_IN.

iv. Siemens Type1 – version V55.1.04.10/ V55.1.04.01/ V55.1.03.06

v. ZTE Type2 – version ZXDSL531BIIV7.3.0g_D09_IN.

ZXDSL531BIIV7.3.0f_D09_IN.
vi. ITI Type2 – version 3.08.02.IB.02.01_1206_030308

vii. UTStarcom, Type 2- version 1132_061507--3.08L.BSNL_02.

viii. UTStarcom, Type 2- version 1132_061507--3.08.BSNL_02.
ix. Siemens Type2 – version V53.4.01.01_0940_081507_3.08L.BSNL_02

V53.4.01.01_1555_070607_3.08L.BSNL_02.V53.4.01.01.

	45. 
	Where motive does not work?

	
	a. If Modem is configured in Bridge mode. 

b. If Modem used is supplied under Project 2.2 or Customer procured modems from the market. 

c. Motive application does not support windows Vista and Windows 7. 

d. Some services like thin client and Novatium customer modems cannot be supported by Motive. 

	46. 
	How motive facility is activated?

	
	New connection: 

Motive CD be supplied to the customer along with the Username. When the customers CPE is connected to the network, and the Motive CD is run, it automatically configures the Password in the Customer CPE in addition to other parameters after the customers Telephone number and username are punched in. 

Existing customers: 

The customer can visit the site http://motive.bsnl.co.in for downloading the executable file and configure his modem. 
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