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No: 34-14/2011-PHB                                                                     Dated:  9th June, 2011

To,
(1) The CGMs, 

All territorial Circles and Metro Districts
(2) The CGM, IT Project Circle, Pune

Subject:-Standardization of procedure for fault docket routing for Broadband complaints 

It has come to the notice of this office that different procedures are being followed by different call centres in booking/routing of complaints for broadband faults.  Since following of different procedures by different call centres causes confusion, therefore it has been decided that a uniform procedure should be followed on PAN-India basis.  
There are number of Broadband complaints which can be settled at call center itself by providing online guidance to the customer. The call center agents are to be trained to resolve the basic complaints at their end itself related to various error codes (Error 691, 678, 769, 676 etc), physical set-up at customer premises etc. If the agents are not successful, they will generate a fault docket in the CRM and based on the nature of complaint route the same to concerned section like MDF, Outdoor, NIB etc. 
This type of complaint redressal mechanism for Broadband complaints is already in operation in AP call centre at Hyderabad. Accordingly the following decision has been taken in this regard:-

i) For fault booking for broadband services, the procedure as is being followed by AP Call Centre in Hyderabad should be implemented across all other call centres (Copy of the procedure enclosed);
ii) Mapping of all MDF/NIB/Outdoor in charges can be done in the call centre (CRM application);

iii) Call centre in-charge should monitor and give following reports in respect of Broadband faults:-

(a) Percentage of Broadband faults settled by call centre executive telephonically;

(b) Percentage of faults cleared within same day (Except settled by Call centres executives); and 

(c) Percentage of faults cleared by next working day.

It is essential that the call centre agents may be trained to provide online guidance to the customers. If the first level of fault is settled at the call center itself, a large proportion of complaints can be settled at the initial phase itself.  This may help in standardization of procedure for fault docket routing and also improve the customer satisfaction level. It is therefore requested to take necessary action to implement the above procedure and report compliance within a fortnight.
In case any clarification/help is required regarding implementation, following person may be contacted:- 

Mr. Vishwa Mohan, Addl. GM (BBO), BSNL C. O., Mobile No. 09868179444 
This issues with the approval of the competent authority.

(S.K. CHUGH)

AGM (PHB) 
Copy to:-

1. DIR(CFA) for kind information please

2. Sr. GM(BB-NWP)-CFA, BSNL C.O. for kind information and necessary action pl.
