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CUSTOMER CARE 

 Basics in Customer care :

Our Subscribers or Customers are most important for us at all times. Customer care is a very important aspect of business. Excellent customer care builds strong loyal relationship with our customers. The thumb rule here is find ways to make your customer happy as  No one accepts unhappiness happily .  Industrialist, teacher and student, doctor and patient, saint and satan - everyone wants to be happy. So, why not a customer ? Specially when he pays for what he wants. Since nobody ever pays for unhappiness, no one bargains for problems.

Ensuring customer - happiness or to put it in more acceptable jargon, customer - satisfaction is, therefore, fundamental to customer - responsiveness.   More the  customer-responsiveness, the more successful that business will be.

(A)   How to make every customer a “special” customer

          One line to achieve :-
 Speed 



: Disposal should be without delay

 Personalise


: Treat customer as your own person

 Exceed expectations

: Fulfil expectations of customer 

 Competence and courtesy
: Behave in courteous manner

 Information 


: Provide full and honest information

Attitude - ‘Can do’

: Response with positive attitude

         Long - term relationship
: Satisfy customer to build long term relationship

1. Fast Action in Execution of Work

Always remember:-

· Speed is competitive advantage.

· Everything is time-bound.

· Time is the scarcest commodity in the world.

· Fast Action secures Trust.

2. Positive communications

2.1    Talk the customer’s language
· Cut out jargon, and explain things well.

· Aim to be understood.

· Take responsibility for your communication - the purpose of your communication is the 
response you get.

· Make written communications short, specific and simple.

· If in doubt, simplify.

· Talk benefits, not just features.

· Talk our strength & ignore weakness 

2.2   Treat customers as you would wish to be treated as customer


Use language like :- 

· ‘I see what you mean’

· ‘Let’s see what we can do about this.

·  ‘I would be as concerned as you are’

· ‘I’m sure we’ll be able to find a solution’ 

· ‘Do you see any possibilities that I haven’t considered ?’

ALWAYS REMEMBER

       Always say what you can do, or will do, not what you can’t do or won’t do.

2.3    Positive response to “customer needs”  gets  positive results

   Use following more in your communication:

· I can ...

· You can ...

· I will ...

· Will you please ... ?

· Could I ask you to ... ?

· So that ...

· Here’s what it means to you ...

· Which means that ...

3.   The personal touch

Personalised service

· People like to buy from people.

· You build a business one customer at a time,  one purchase at a time.

· Use the customer’s name in all written communication.

· Courtesy, manners and politeness are keys to building trust, respect and loyalty.

· Get to know your customers - all of them.

· Pay 100 per cent attention at all times.

· Make every customer feel like your most special customer (not your only customer !).

4.    Keeping customers

        Customers are for life ...

Every year most businesses lose between 10 per cent and 30 per cent of their customers -           
 and they don’t even know who these customers are ?

5.  Turn complaints into opportunities

      Welcome complaints !

· Complaints are  disguised opportunities.  

· Problems are wake-up calls for creativity and commitment.

· People complaining are people to value - they want to stay customers and are simply telling you how to achieve it and keep their custom.

· Only 4 per cent of dissatisfied customers tell us, 96 per cent tell other people.

· Each unhappy customer tells an average or 10 or more people (13 per cent tell 20 or more).

· Resolving a problem quickly will turn 95 per cent of unhappy customers into return customers.

· 40 per cent of your perceived customer service is how well you solve problems.


Always remember:

It is vital that to achieve customer satisfaction quickly, whenever you get the opportunity to  fix a problem ... you do it quickly !

6.0
Give customers what they want ...

· Customers expect high quality service, and can go elsewhere if they don’t get it.

· High levels of customer satisfaction will ensure survival of  business

· Customers want to deal with people who are easy to do business with….

· Treat them as individuals

· Know their business

· Demonstrate that eyes are willing to do something extra for them.

· Inspire confidence.

· Outstanding customer service is not a ‘nice-to-have’ it is a ‘must-have’.

· It is too expensive to replace customers, even if it were possible.

· Managing and creating ‘moments of trust’ is the key for increasing subscriber base


Always remember:

The rise and fall of the company can generally be traced to their knowledge or ignorance of 
customer-needs. 

Our approach :

 The knowledge of customer needs and meeting them in shortest time frame lead in  
achieving customer-satisfaction at a level higher than the competitor’s.

(B)  Adopt the attitude that the customer is always right. 

It ought to be so, but this is not the situation in India today — in your company, in my    
company and almost everywhere.

See customers at other businesses. Put yourself in the place of a customer. Think customer. 
Act customer. You will be in  for surprises of your life time.

The big idea is – not to take your customers for granted. With the Indian economy opening up  
to foreign investors – so far it is just the beginning – your customers may desert you one by one 
today, and in hordes tomorrow. Then where will you be?

(C)   How to sell to the Customers

Customers, Customers, Customers ...

* Where are they ? ... everywhere !

* Who are they ? ... everyone !!

* When will they come ? ... any minute !!!

What will they like ? ... Whatever you sell to them with a genuine twinkle in your eyes, with a  
smile on your lips, with feelings from your heart and with their benefits in your mind.

Whether it is a particular “dhaba” on a highway to Ferozepur or the Taj Mahal Hotel at 

Gateway of India in Bombay, customers visit again and again not just because they get good 

food at reasonable prices, but also because they know that they will get something extra. And 

it is this extra which may take three years to gain and only three months to lose at a 

business.

Six Ways of selling of services :

1. Put yourself in your customer’s shoes.

2. Customer is the boss

3. Customer is the profit; everything else is overhead.

4. Customer is business. Business is people. People are customers.

5. The purpose of your business is to create customers.

6. Communicate continuously with your customers.

(C1)  Put Yourself in your Customer’s shoes

It is a basic and commonsense concept but it has been very wisely said : “Commonsense is 
not very common !” Spend ten minutes every day thinking how you can put yourself in your customer’s shoes. Difficult ? May be. But it will mean more sales. You will gradually learn from your experience. Listen to your customers; ask questions from them. Look into their eyes, do something extra for each customer and ask someone whom you respect to give you his objective observations. Admit your mistakes with your customers gracefully and learn from them.

Start thinking good of your customers and also start doing good to your customers in your working as well as sleeping hours. You will see the difference in your Profits Account as well as Happiness Account.

Now, the most important thing for a business is to always think of increasing its character, goodwill and reputation (CGR). Every act at a business either increases or decreases its CGR factor. The increases in CGR are inch by inch while the decreases in CGR are foot by foot.

(C2)  Customer is the Boss

“There never has been ... there is not now ... and there never will by any boss but the customer. He is the one boss you must please. Everything you own ... he has paid for. He buys for your home, your cars, your clothes. He pays for your vacations and puts your children through school. He will give you every promotion you will ever obtain during your lifetime ... and he will discharge you if you displease him.” – Earl Nightingale. Everything depends on how you treat this boss – your customer. The great law which lies at the foundation of all life ... business and personal ... is that our rewards in life will be in exact proportion to our service.

And, service to our boss – the customer.

Customer is the God in the U.K. and the U.S.A. Customer is the King in Japan, and, in India, customer is the Boss. 

Why boss ? Because a boss can fire you whenever he is unhappy with you or your work.

A customer can take away his business to a place wherever he gets better value for his money, better service and better ego massage. He does not have to give reasons for his action; it is his money and he can spend it where he likes or the way he likes.

(C3)  Customer is the Profit; everything else is Overhead

Over service your present customers a little bit because they are and will continue to be your best prospects for more business. Whenever you over service, your customers will make a mental note of the over service and gradually your good reputation will spread. It takes up to three years for such reputation to spread and in any business it is worth it.

When deciding to buy products and services, the customer considers not only what it costs him in terms of money, but what it costs him in terms of time. And it is well said that time is money. Therefore, sell convenience, may be by having longer working hours in your workshop and your stores, effecting home delivery, and so on.

Use your mind’s eye to remove the small difficulties and anxieties of your customers.

Your reputation will spread. “Smile by smile”. you will make your customers happy and they will reward you through their repeat business. Those who look after their customers reap the profits. Any activity which is not meant to profit the customer – now or later – directly or indirectly – is Overhead. And a business cannot afford the luxury of overheads. How to achieve it ? One of the ways is to become a “customer bhagat”. How ? Remember Hanumanjee was “Ram bhagat” and to prove it, Hanumanjee would “open-up” his chest to show a smiling Lord Rama within him. Similarly, when you start thinking of the good of your customers – good meaning profits of your customers – in your working as well as sleeping hours, you will become a “customer bhagat”.

(C4)  CUSTOMER IS BUSINESS : BUSINESS IS PEOPLE : PEOPLE ARE CUSTOMERS

Customer is business : Business is people : People are customers. That makes it a circle and all of us move in our self-created circles – big ones, medium ones and small ones. You must decide for yourself how big a CBP (Customers: Business: People:) circle you want to have.

CUSTOMER SATISFACTION

Once you have decided the size of your circle, let us now talk about customer satisfaction.

Customers – how to get them, serve them and retain them ? A very big question but with simple answers like :

* Help your customers to make more “money” with your products.

* Help your customers to reduce costs with your products.

* Help your customers to save time with your products.

ALWAYS DO
Increase customer awareness among your colleagues. You can have the best servicemen and the best customers, but unless they can work together it won’t work. The shortest success formula in the world ... “WORK WORKS”!

ALWAYS REMEMBER
Your customers are smarter than you think. You may think you are clever but they understand your insincerity very quickly. Be sincere and honest to your customers.

(C5) THE PURPOSE OF YOUR BUSINESS IS TO CREATE CUSTOMERS

No customers, no business. Simple. But more often than not we forget this simple truth. How to create customers ? This is not a simple question but the answers to it are so simple that very few believe in them and even fewer implement them. Here are the answers to the basic question : “How to create customers for the business?”
Remember the wise sayings: 

· “If you are not meeting your customers, you are forcing them to visit your 

competitors.” Look for opportunities to meet your customers–you can never 

overdo it.

· Become trustworthy to your customers.

· “The more your customers trust you, the more they buy from you.”
Never forget that even an ordinary looking customer is a decision-maker or influencer in his own house and his opinions matter a lot. He has enough common sense to see through your intentions to your trustworthiness. When you think that you can outsmart him you are only fooling yourself in the long run.

DEEDS Vs WORDS

One small deed for your customer accomplishes more than a thousand words.

Keep on helping your customers; keep on doing small, small deeds and they will keep on coming back to you.

HOW TO CREATE CUTOMER BASE

 “How to create customers for the business?” The answer is” “Competition is an opportunity.” Many of us self-discourage ourselves by believing one while that of the others is easy. No! It is human nature that an average man sees greener pastures on the other side of the fence.

Your customers are not aware of your departments or your procedures and policies. For them, every employee is the business. Cooperation amongst all of us is very important.

BECOME A CUSTOMER-FRIENDLY BUSINESS

How ? Not a simple task, but you can do it by following the “customer by customer approach”

It is wisely said: “Customers are your partners and, therefore, start treating them like your partners.” How ? When you sell your products, you give them “better ways” to make profits. The more the profits your customers make, the more they will buy from you.

Fortunately, any business can take advantage of a small business atmosphere. You can economically provide old-fashioned customer consideration in the form of personalised service. This aspect of business is even more important than other aspects like superiority of products, financial resources and physical facilities.

When does a business become customer-oriented ? As soon as a business starts rendering, through thought and action, the best possible service to each of its customers. This way, a business becomes great for its customers.

So, how to become a customer-friendly business ? Simple. Make it as your only goal.
     (C6)  COMMUNICATE CONTINUOUSLY WITH YOUR CUSTOMERS :-

         NEVER MISS TO SAY

“ Nice words to your customers whenever they have done business with you. Go out of your way to find such opportunities. Please never forget this aspect of thinking and smiling”.

Put yourself frequently in the shoes of your colleagues and customers. They too have brains. Yes sir, may be better than yours – sometimes.

Become a good talker. Anyone in a business who comes in contact with customers must become a good conversationalist–something which can be easily learnt with a little bit of effort. Remove your mental block that only a salesman needs to be a good conversationalist. Your customers are people and they love to be treated as people and not as machines.






STEPS TO REMEMBER

· A good conversationalist is one who comes to the point as soon as he sees in the eyes and in  
the body movements of the customer that the customer is ready to do business.

· Good talking is an art. You cannot learn it all in school or college or from books. Observe. 
Listen to others. See it all. Take and make mental notes. Repeat these in your mind while 
you are relaxing, trying to sleep or travelling.

· Become a good listener. 

· Good talking, being a good conversationalist is good, but being a good listener is even   
better.

· Listen without interrupting the customer. Difficult but rewarding. Let the customer 
talk. Keep on making notes and points in his presence.

A good listener’s antenna is always up. He probes the speaker’s mind fully. If the customer is happy, the good listener becomes happy. And if the customer is unhappy, the serviceman becomes sympathetic with an objective of giving more satisfaction to the customer.

INTER PERSONAL COMMUNICATION
FUNCTIONS OF INTERPERSONAL COMMUNICATION

Interpersonal communication is important because of the functions its achieves. Whenever we engage in communication with another person, we seek to gain information about them. We also give information through a wide variety of verbal and nonverbal cues.

One reason -We engage in interpersonal communication is so that we can gain knowledge about another individual. Social Penetration Theory says that we attempt to gain information about

others so that we can interact with them more effectively. We can better predict how they will think, feel, and act if we know who they are. We gain this information passively, by observing them; actively, by having others engage them; or interactively, by engaging them ourselves.

We also engage in interpersonal communication to help us better understand what someone says in a given context. The words we say can mean very different things depending on how they are said or in what context. Content Messages refer to the surface level meaning of a message. Relationship Messages refer to how a message is said. The two are sent simultaneously, but each affects the meaning assigned to the communication.

Interpersonal communication helps us understand each other better.

Another reason -We engage in interpersonal communication is to establish an identity. The roles we play in our relationships help us establish identify. So to does the face, the public self-image we present to others. Both roles and face are constructed based on how we interact with others.

Finally, we engage in interpersonal communication because we need to express and receive interpersonal needs. William Schutz has identified three such needs: inclusion, control, and affection.

· Inclusion is the need to establish identity with others.

· Control is the need to exercise leadership and prove one’s abilities. Groups provide outlets for this need. Some individuals do not want to be a leader. For them, groups provide the necessary control over aspects of their lives. relationships.

· Affection is the need to develop relationships with people. Groups are an excellent way to make friends and establish relations.

Communication is the most important skill in life. We spend most of our waking hours in communicating. But consider this: You’ve spent years learning how to read and write, years learning how to speak. But what about listening ? What training or education have you had that enables you to listen so that you really, deeply understand another human being from that individual’s own frame of reference.

Comparatively few people have had any training in listening at all. And, for the most part, their training has been in the Personality Ethic of technique, truncated from the character base and the relationship base absolutely vital to authentic understanding of another person.

The real key to your influence others is your example, your actual conduct. Your example flows naturally out of your character, or the kind of person you truly are — not what others say you are or what you may want me to think you are.

Your character is constantly radiating, communicating. From it, in the long run, people come to instinctively trust or distrust you and your efforts with them.

EMPATHIC LISTENING

“Seek first to understand” involves a very deep shift in paradigm. We typically seek first to be understood. Most people do not listen with the intent to understand; they listen with the intent to reply. They’re either speaking or preparing to speak. They’re filtering everything through their own paradigms, reading their autobiography into other people’s lives.

Empathic (from empathy) listening gets inside another person’s frame of reference. You look out through it, you see the world the way they see the world, you understand their paradigm, you understand how they feel.

Empathy is not sympathy. Sympathy is a form of agreement, a form of judgment. And it is sometimes the more appropriate emotion and response. But people often feed on sympathy. It makes them dependent. The essence of empathic listening is not that you agree with someone; it’s that you fully, deeply, understand that person, emotionally as well as intellectually.

Empathic listening involves much more than registering, reflecting, or even understanding the words that are said. Communications experts estimate, in fact, that only 10 percent of our communication is represented by the words we say. Another 30 percent is represented by our sounds, and 60 percent by our body language. In empathic listening, you listen with your ears, but you also, and more importantly, listen with your eyes and with your heart. You listen for feeling, for meaning. You listen for behaviour. You use your right brain as well as your left. You sense, you intuit, you feel.

When you listen with empathy to another person, you give that person psychological air. And after that vital need is met, you can then focus on influencing or problem solving.

This need for psychological air impacts communication in every area of life.

Empathic listening takes time, but it doesn’t take anywhere near as much time as it takes to back up and correct misunderstandings when you’re already miles down the read, to redo, to live with unexpressed and unsolved problems, to deal with the results of not giving people psychological air.

UNDERSTANDING AND PERCEPTION

As you learn to listen deeply to other people, you will discover tremendous differences in perception. You will also begin to appreciate the impact that these differences can have as people try to work together in interdependent situations.

Seek first to understand ... then to be understood.

Seeking to understand requires consideration; seeking to be understood takes courage. Win/Win requires a high degree of both. So it becomes important in interdependent situations for us to be understood. Make the human element as important as the financial or the technical element. You save tremendous amounts of time, energy, and money when you tap into the human resources of a business at every level.

Seek first to understand. Before the problems come up, before you try to evaluate and prescribe, before you try to present your own ideas—seek to understand. It’s a powerful habit of effective interdependence.

SYNERGISTIC COMMUNICATION

When you communicate synergistically, you are simply opening your mind and heart and expressions to new possibilities, new alternatives, new options.

You begin with the belief that parties involved will gain more insight, and that the excitement of that mutual learning and insight will create a momentum toward more and more insights, learning’s, and growth.

Once people have experienced real synergy, they are never quite the same again. They know the possibility of having other such mind-expanding adventures in the future.

Often attempts are made to recreate a particular synergistic experience, but this seldom can be done. However, the essential purpose behind creative work can be recaptured. Like the Far Eastern philosophy, “We seek not to imitate the masters, rather we seek what they sought,” we seek not to imitate past creative synergistic experiences, rather we seek new ones around new and different and sometimes higher purposes.

Synergy is exciting. Creativity is exciting. It’s phenomenal what openness and communication can produce. The possibilities of truly significant gain, of significant improvement are so real that it’s worth the risk such openness entails.

The following diagram illustrates how closely trust is related to different levels of Interpersonal  communication.
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The lowest level of communication coming out of low-trust situations would be characterized by defensiveness, protectiveness and often legalistic language, which covers all the bases and spells out qualifiers and the escape clauses in the event things go sour.

The middle position is respectful communication. This is the level where fairly mature people interact. They have respect for each other, but they want to avoid the possibility of ugly confrontations, so they communicate politely but not empathically.

Respectful communication works in independent situations and even in interdependent situations, but the creative possibilities are not opened up.

The synergistic position of high trust produces solutions better than any originally proposed, and all parties know it.

VALUING THE DIFFERENCES

Valuing the differences is the essence of synergy—the mental, the emotional, the psychological differences between people. And the key to valuing those differences is to realize that all people see the world, not as it is, but as they are.

And unless we value the differences in our perceptions, unless we value each other and give credence to the possibility that we’re both right, that life is not always a dichotomous either/or. that there are almost always third alternatives, we will never be able to transcend the limits of that conditioning.

Interpersonal Conflict:

Conflict is a part of most interpersonal relationship. Managing conflict, then, is important if the relationship is to be long-lasting and rewarding. Learn how to manage conflict in your relationships with your colleagues & customers and then complete the activity.

Conflict has been defined as “an expressed struggle between at least two interdependent parties who perceive incompatible goals, scarce resources, and interference from the other party in achieving their goals”. Important concepts in this definition include “expressed struggle”, which means the two sides must communicate about the problem for there to be conflict. Another important idea is that conflict often involves perceptions. The two sides may only perceive that their goals, resources, and interference is incompatible with each other’s.

Researchers have identified several problems that typically arise in conflict situations. First, the parties will simply avoid the conflict. This can be damaging, because it can lead to greater problems in the future. It is usually best that the individuals discuss their differences. Second, individuals involved in conflict may blame the other individual. Often, individuals go beyond the specific behaviour in question and blame the character of the person. When people use words such as, “He’s such a slob,” they are engaging in blame the other behaviour. A final problem that is often encountered in conflict management is adopting a win-lose mentality. Focusing on each individual’s goals/outcomes will help avoid using a win-lose strategy.

The climate in which conflict is managed is important.

Individuals should foster a supportive climate, marked by these traits :

· Description : presenting ideas or opinions.

· Problem orientation : focusing attention on the task.

· Spontaneity : communicating openly and honestly.

· Empathy : understanding another person’s thoughts.

· Equality : asking for opinions.

· Provisionalism : expressing a willingness to listen other the ideas of others.

A few final tips ensure that conflict is successfully managed :

· Conflict can be constructive. Recognize that conflict can strengthen your relationships.

· Be prepared. Plan how you will communicate about conflict in order to create a supportive 
climate.

· Be Involved. Do not withdraw from the conflict or avoid conflict situations.

· Withhold Quick Retorts. Be careful about what you say and how you say it.

· Review. Summarize what you have discussed and make plans to continue the discussion if 
time permits immediate resolution.

Marketing Skills & Sales Tips
1.0   Marketing:- 


Marketing is an art & a skill. In today’s competitive scenario, it is a must that all of us master these skills so as to successfully market our products. There are certain fundamental tools and if we remember them, we all can be a marketing expert

Definition of Marketing:.
“Marketing is the process of planning and executing the conception, pricing, promotion and distribution of ideas, goods and services to create exchanges that satisfy individual and organizational objectives.”

How does selling differ from marketing?

“Selling is one activity of the entire marketing process. Selling is the act of persuading or influencing a customer to buy (actually exchange something of value for) a product or service”.


The tools to be kept in mind while offering our services to Customers are:-

2.0   Characteristics of Services 

A service is any act or performance that one party can offer to another that is essentially intangible and does not result in the ownership of anything. The features of services are:
• In-tangibility :- It means that a service has no physical substance. We can not hold or touch 
a service unlike a product. The experience Customers obtain from the service has an impact 
on how they will perceive it.

• Inseparability :- A service can not be separated from the service provider. A service is  produced at or near the point of purchase. Services are produced at the same time as they are consumed.

• Heterogeneity :- The level of satisfaction which a service gives to the Customer varies with time and circumstances.

• Perishability :- A service can not be made and stored in advance unlike goods. It is a real time function.

3.0   Facilitator For Marketing the Product/ Services
•  

Affordability

· How much customers can pay? Accordingly offer them the best suitable plan . 
  

They will happily buy our product.

• Evaluating Plans-Value for money

• PC loans-Ready list of lenders & schemes, Tie-ups 

• Free Trial periods
4.0 Managing Competition:- 

Many successful organizations are now discovering that the challenge to their future is not necessarily from their competitors but from their own complacency towards their customers

ALWAYS REMEMBER

• Competition is an opportunity. It gives us a chance to improve ourselves.

• Competition is not an enemy to be feared. It is a friend which makes us realize our shortcomings and weaknesses and overcome them.

• None puts out other’s lamps. Lack of oil puts them off. If our dedication towards our work is not full, we are bound to be out of the market one day.

FEW STEPS

• Meet it headway and accept the challenge. We should be ready to face the competition by improving our service quality.

• Only those who can give the best for the least will survive, the rest will be for sale. In the competitive era, if we are ready to work hard, then only we will survive.

• Success doesn’t depend upon being at the right place and time, but upon being ready. Let us update our knowledge and renew our skills.   

• Never run down the product of your competitor- your customer will not believe you anyway. Their good/bad service will speak for themselves

• Never speak ill of your competitor. Tell your positive points and let Customer decide in your favour.

• One way to beat competition is to serve your customers better. There is no other shortcut to success.

• We have strengths and weaknesses so does our competitor as well. Make it a point to not only highlight your strengths but be honest about your limitations also. It gives a good impression in the long run.

• If there is any secret of selling, it is, in the ability to get the viewpoint of the customer. It helps in offering them a plan which suits his needs and will ultimately lead to a long term relationship.

• Everyone in business communicates with customers. Train them to be good listener, patient & express all the things in simple and lucid manner.

• The more liberal a refund policy, more likely to be able to avoid disgruntled customer

• A difficult customer is a dark cloud with a silver- lining. Let him be your guiding light in improving your level and standard.

• Handle a difficult customer with tact & sympathy. Put yourself in his shoes, see where it pinches, then mend it.

• Offer better, far better services than your competitor.

• Selling is only half job.

• The other half is servicing

• Fool me once, shame on you.

• Fool me twice, shame on me. 

• Selling in this supersonic speed era is not different from selling camels a 1000 years ago.

• Customers want to know the features and the benefits of what they are buying.

• Relate the features with the benefits and make your selling sentences. 

• There is new business out there, no matter how depressed the market. 

• All we have got to do is to find it first. There are no prizes for the seller who comes second.

• He who has a product to sell and whispers in a well is not going to get the rupees, but he who climbs the tree and shouts will.    

ALWAYS REMEMBER

•A satisfied customer is your best advertiser.

Tips for presentation

•Know your products and proposition. Be ready to answer queries about the service offered and the plans available

•Analyse your audience. There is no point in trying to offer them a service which they do not need.

•Structure your presentation. Repetition should be avoided give only required figures and facts . Do not burden them with unnecessary statistics.

•Deliver your presentation in a simple yet confident manner to relate with the customer and ultimately be able to sell to them.

•Use pause and silence. Let this be a discussion rather than be a monologue.

•Make them sick then make them well. Convince them as to how desperately they need this service and then offer them suitable plans.

Why customers Quit

 •1%                                                                    Die     

•3%                                                                     Move away

•5%                                                                     Form other Friendship

•9%                                                                     For Competition

•14%                                                                   For Product Dissatisfaction

•68%                                                                   For indifferent attitude of 

                                                                            Employees

The key here is attitude. A positive attitude towards your job , your colleagues and of course towards your Customers will make you a success in the field of marketing.

Tips for sales
Eight costly sales tips ……….

· Know your customer according to their Need & Want

· Don’t do sales in slow times only

· Don’t ignore current customer

· Use all technological means like Email, Contact mgmt. Software.

· Don’t delay sale product immediately on demand
· Use all tactics for sales like meeting and talking to new people of all ages

· Provide full range of product with technical and economical benefits If possible provide brochure

· To achieve spectacular results first concentrate intensively on qualified target population

Marketing & sales strategy for BSNL

Marketing vision of BSNL has to be based on the overall mission and vision for the organization.

The mission of BSNL
i. To provide world class State-of-art technology telecom services on demand at affordable price.

ii. To provide world class telecom infrastructure to develop country's economy. 

Vision of BSNL
To become the largest telecom Service Provider in Asia
Marketing Vision
· To retain the highest market share,

·  Build highest brand equity and maximizing the profits
OBLIGATION
1. Toward customers 
· To provide prompt, courteous efficient service and quality of products/services at fair and reasonable Price.
2. Corporate Social Responsibilities

· BSNL is committed to provide Quality Telecom Services at affordable price To the remotest part of the country.

· BSNL is making all effort to ensure that the main objectives of  new Telecom Policy 1999 are maximum achieved
· No telecom operator in the country to beat its reach with its wide network giving services in every nook & corner of country and operates across India except Delhi & Mumbai. 

· Whether it is inaccessible areas of Siachen glacier and North-eastern region of the country

· BSNL serves its customer with its wide bouquet of telecom services
What is the USP (Unique Selling Proposition) of BSNL?
A Government company which delivers. A government company which gives services better than private could be a deadly combination, which no competitor can copy. 
BSNL initiatives for providing facilities to customers
· Web based customer care portal launched in 26 territorial circles

· Online Mobile Bill Viewing has been made available to all post paid customers (all states), through our portal www.bsnl.co.in.

· Duplicate bill viewing facility for landline also available on this portal

· There is also any option in this portal to register your email ID for getting bill details over mail.
· Customer service centres in all major cities opened on all 7 days of the week.

· Extended working hours of Customer Service centres.(8 AM to 8 PM)

· Several new arrangements for modes of payment.

· Oxygen –out let for recharge and topup 

· M/S Easy Bill for payments of bills

· Payment through internet

· Payment through ECS

· Payment through credit card

· Payment through bill collecting agents at door step

BSNL WLL SERVICES
BSNL WLL-M  is a communication system that connects customers to the BSNL Land line network using radio frequency signals instead of conventional copper wires, for the full or part connection between the subscriber and the exchange This comes with superior voice quality and high speed data capabilities. CDMA is popular with more than 100 million subscribers worldwide, and the number keeps on increasing exponentially. 

 Terminal Type:

   Hand Held Terminal.   

· Service using Hand Held Terminal (WLL-M service) 
In this case, subscriber can carry a small handset of CDMA technology. There is no antenna or    any other equipment at subscribers premises. 

· Why Choose BSNL'S BSNL WLL CDMA Mobile 

BSNL's WLL BSNL WLL service is the most reliable and affordable service giving you the best of both fixed line telephony & Mobile telephony. It offers host of value added services at virtually no cost to our esteemed subscribers. Customer may get the handset by paying premium approx. Rs. 20/- per month only  for the comprehensive policy taken for the cost of handset.

  SERVICES
BSNL WLL-M offers you a host of value-added services:
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Call waiting: allows you to receive an incoming call while already engaged in one call 
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Call hold:  allows you to put a current call on hold and make a second call
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Call divert:    allows you to divert calls within your SDCA
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3-way call conferencing:     allows a conference between 3 persons from your mobile 
   handset
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CLIP (Caller Line Identification Presentation):  enables you to view the number of the 
   calling person when you receive a call
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CLIR (Call Line Identification Restriction):   enables you to block presentation of your 
   own number on a called person's phone
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Dynamic STD/ISD locking.  
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Data / Fax transmission (upto 14.4.kbps).
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Morning alarm 

    Hotline 

How to use internet on FWT? 

1. Click on network connection

2. Click on new connection wizard

3. Select connect to the internet & Click next

4. Select set up my connection manually & Click next

5. Select connect using a dial-up modem& Click next

6. Enter ISP name& Click next

7. Enter the phone NO. #777& Click next
8. Enter user name & password  cdma

9. Click next & finish

10. Click on the dial up connection (name as bsnl in this case)

11. Enter user name & password cdma then dial

12. Now the connection  appears as 

13. When the dial up connection establishes finally

14. Click on internet browser & enjoy it. 

HOW TO SEND FAX FROM FWT ?

1. For this put the FWT in data mode.

2. Dial fax enable code .in LG type of FWT FAX enable code is ##7#1*.

3. Then dial the destination no and send the FAX.

4. After sending the FAX ,disable FAX disable code.FAX disable code for LG is ##7#2*.

SHORT MESSAGE SERVICES:

 How to send a text message?

 First go to 'Message' menu on your cellular phone.  Select the option 'write message’. Compose your message. no prefixes are required. In case of local call..for std calls dial std code followed by number. Press the 'send' button. The receiver will receive your message almost immediately, if his/her mobile phone is active.
 How to receive a text message?

 As soon as you receive SMS, you will be alerted by a beep or symbol on your screen, which means you have a new message. To read it you have to go through the menu and select the 'Read Message' option. The message will then appear on your screen. If the information can't fit into a single message, you will receive more than one message.  


BSNL WLL TARIFF PLANS
	Particulars
	BSNL

	
	General
	Economy
	Special
	Special Plus
	Super
	Premium
	Sulabh

	A. Registration Charges
	Rs. 500 (only in case of waiting list)

	B. Security Deposits
	The security deposit can be increased in case of higher usage or defaults in payments

	a) Local
	Rs. 500

	b) Local+STD
	Rs. 1000

	c) Local+STD+ISD
	Rs. 2000

	C. Advance Payments
	Rental/ Security

	D. Installation
	Rs. 500

	E. Other one time charge, if any
	Not Applicable

	F. Billing period/ cycle
	One month

	H. Fixed Monthly charges in Rs. 

	Less than 30000 lines
	120
	300
	375
	975
	1450
	2450
	75

	30000 to 100000 lines
	180
	300
	425
	975
	1450
	2450
	120

	>100000 lines
	180
	300
	475
	975
	1450
	2450
	120

	I. Free calls allowance in MCU (per month)
	50
	200
	400/450/500
	1100
	1800
	3500
	0

	Unit Call charges (Except for free calls)

	First 200 MCU pm
	1.00
	0.00
	0.00
	0.00
	0.00
	0.00
	1.20/1.10

	>200 to 300
	1.00
	1.20
	0.00
	0.00
	0.00
	0.00
	1.20/1.10

	>300 to 500
	1.20
	1.20
	0.00
	0.00
	0.00
	0.00
	1.20/1.10

	>500 to 700
	1.20
	1.20
	1.10
	0.00
	0.00
	0.00
	1.20/1.10

	>700 to 1100
	1.20
	1.20
	1.10
	0.00
	0.00
	0.00
	1.20/1.10

	>1100 to 1800 
	1.20
	1.20
	1.10
	1.00
	0.00
	0.00
	1.20/1.10

	>1800 to 3500
	1.20
	1.20
	1.10
	1.00
	0.90
	0.00
	1.20/1.10

	>3500
	1.20
	1.20
	1.10
	1.00
	0.90
	0.80
	1.20/1.10

	J. Pulse Rate for Local and Intra Circle calls in seconds

	Particular
	BSNL Network
	Other Network

	
	Fixed*/WLL**
	Cellular
	Fixed*
	Cellular/WLL**/UASP

	Local & upto 50 kms
	180
	120
	180
	60

	> 50 kms
	120
	120
	60
	60

	K. Pulse Rate for Inter Circle (STD) calls in seconds

	Particular
	BSNL Network
	Other Network

	
	Fixed*/WLL**
	Cellular
	Fixed*
	Cellular/WLL**/UASP

	 upto 50 kms
	90
	60
	90
	60

	> 50 kms
	60
	60
	60
	60

	L.  * Fixed means wire line. ** WLL means both WLL(F) and WLL(M) 

· Calls from Basic phone including WLL of BSNL within Tamilnadu circle including Chennai, within West Bengal Circle including Kolkata and within UP(East),UP(West) and Uttaranchal as one circle and vice-versa will be treated as intra-circle calls. 

· For Maharashtra Circle calls from Maharshtra basic to all other cellular networks including MTNL Cellular network in Mumbai shall be charged @ 45 second pulse rate. 
· In case of Basic to Basic phone calls from Maharshtra circle to Mumbai (MTNL) , calls shall be treated at par with intra-circle calls. 

Above rates are applicable with effect from 1st June 2007.

	

	N. Rebates/discounts
	Not Applicable

	O. Interest on deposits 
	Not Applicable

	P. Adjustment of advance
	Not Applicable

	Q. Refunds
	Security Deposit

	R. Any other charges
	Not Applicable

	

	T. Financial implications per month (in Rs.)

	MCUs
	BSNL

	
	General
	Economy
	Special
	Special Plus
	Super
	Premium
	Sulabh

	300
	430
	420
	475
	975
	1450
	2450
	520

	500
	670
	660
	475
	975
	1450
	2450
	760

	1000
	1270
	1260
	1025
	975
	1450
	2450
	1360

	2000
	2470
	2460
	2125
	1875
	1630
	2450
	2560

	3500
	4270
	4260
	3775
	3375
	2980
	2450
	4360

	U. Optional service charges

	CLIP (Per month)
	Free

	Itemized Bill
	Free

	Reconnection charges
	Rs. 100

	Call waiting/ forwarding/ holding
	As per existing rates

	Note :
· Service tax as applicable shall be extra. 

· Unit call rate has been taken at the rate Rs. 1.20 

· Rural definition as per existing DoT policy will continue. 

· Unit call charges for trunk calls will remain unchanged. 

· Service charges for Trunk calls will remain unchanged. 

· The financial implication has been worked out based on the rates applicable for fixed to fixed for local calls with highest rental slab. 

· Calls made from SDCAs adjoining Delhi viz. Ghaziabad, Noida (UP-West) and Gurgaon, Faridabad (Haryana) to Delhi (Basic to Basic/ WLL limited) shall continue to be intra-circle calls. 

· The fixed monthly charges etc. for senior citizen and commercial subscriber will be the same as applicable to residential subscribers. 

· The outgoing calls from sulabh connection are chargeable @ Rs. 1.20/pulse and through ITC @Rs. 1.10/ pulse. 

· This tariff is applicable with effect from 01 June 2006. 

V. Annual (12 months)/biennial (24 months) fixed charges plans for WLL services: 

 

Rural
Urban
Particular
Plan 600
Plan 1000
Plan 1200
Plan 2160
Plan 1800
Lump-sum fixed charges (non-refundable)
 Rs. 600
 Rs. 1000
 Rs.1200
 Rs. 2160
 Rs. 1800
Monthly Charges
 nil
nil
nil
nil
nil
Free calls per month(MCU)
30
30
50
50
50
Total Free Calls in MCU during the validity of plan
360
360
600
1200
600
Unit rate per MCU
0.80
1.00
1.00
1.00
1.00
Validity
12 months
12 months
12 months
24 months
12 months
Pulses
     As per          General  Plan
   As per One     India Plan
As per        General  Plan
As per     General Plan
   As per One      India Plan
Note:
· Service tax extra as applicable. 

· Installation charges, security deposit & all other terms & condition will be applicable as per existing instructions. 

· Free calls will be allowed on monthly basis e.g under Rural One India Plan, free calls of 360 MCU may be provided to the customer on monthly basis i.e. 30 MCU free calls per month and bills will be issued as per the billing schedule. 

· One month before from the date of expiry, message must be sent to the customer through IVRS/telephone requesting him to renew the validity. 

· After expiry of validity period, if customer do not renew or not given the written consent for any plan, the connection will be disconnected immediately. 

· Existing customers can also take the above plans by making lump-sum payment. The switch over to new plans will be applicable from 1st of next month. 

WLL ONE INDIA PLAN

	Particulars
	 
	 

	Fixed Monthly Charges
	 
	Rs. 180 

	Free calls
	 
	50

	Unit call rate
	 
	Rupee One

	Particulars
	Pulse in sec.
	Call Charges 

	Own Network Fixed, WLL
	180
	Rs. 1.00/ 3min.*

	Own Network Cellular (94)
	60 
	Rs. 1.00/min.

	Other Network (Fixed)
	180
	Rs. 1.00/ 3min.

	Other Network (WLL, Cellular)
	60 
	Rs. 1.00/min.

	Intra Circle calls more than 50 kms & Inter Circle Calls 

	(Own and Other Network)

	Fixed, WLL, Cellular
	60 
	Rs. 1.00/min.

	Calls made from SDCA adjoining Delhi and terminating in Delhi (Gurgaon/Faridabad/Bahadurgarh/Ballabhgarh/Sonepat (Kundli) SDCA of Haryana Circle and Ghaziabad/Noida/Loni/Meerut/Modinagar/Sikandrabad SDCAs of UP circle)

	Particulars
	Pulse in sec.
	Call charges

	Any Fixed and MTNL's WLL
	120
	Rs. 1.00/ 2 min.

	Any Cellular
	60
	Rs. 1.00/min.

	WLL (Other network)
	60
	Rs. 1.00/min

	Calls made from Gurgaon/Faridabad/Bahadurgarh/Ballabhgarh/Sonepat (Kundli) SDCA of Haryana Circle to Ghaziabad/Noida/Loni/Meerut/Modinagar/Sikandrabad SDCAs of UP circle and Vice versa

	Particulars
	Pulse in sec.
	Call charges

	0 - 50 kms (Own network)Fixed/WLL
	180
	Rs. 1.00/ 3 min.

	0 - 50 kms (Other Network)Fixed/WLL/Mobile
	60
	Rs. 1.00/min.

	more than 50 kms (All network)
	60
	Rs. 1.00/ min.

	Average rate for ISD calls per minute in Rs.  :  Uniform across all plans 

	PSTN Charges for Dial up internet access under BSNL ONE INDIA

	Time Band
	Pulse
	Charges per hour

	0730-2230 Peak Hours
	375 sec
	Rs. 9.60

	2230-0730 Off peak hours
	750 sec
	Rs. 4.80

	Note:
* Local and Intra circle calls up to 50 kms are chargeable at Rupee one for 3 minutes. 
The above package will be applicable for both Rural and Urban subscribers. 



	
	ISD PULSE RATE

Country Category
Revised rate w.e.f. 01.10.06 for all 24 hours
Pulse in sec
Rs. per minute*
USA, Canada, UK and Sri Lanka
10
7.2
Europe (other than UK), Singapore, Thailand, Malaysia, Indonesia and Hong Kong
7.5
9.6 

 

Kuwait, Baharin, UAE, Oman, Qatar
Rest of world
6
12.00
Notes:
* Per minute rates are based on Rs.1.20 per pulse.


	
	
	

	
	
	

	
	
	

	
	
	

	
	INTERNET TARIFF

Tariff for Account free Internet Dial up access based on CLI

Usage charges for Internet access through BSNL's sancharnet: 10 paise per minute 
 Note:  The subscribers will be charged at these usage charge over and  above normal PSTN dial up charges.
Packages 
Peak Hours 
Off Peak Hours 
Period (Hr) 
Pulse (Seconds) 
Period (Hr) 
Pulse (Seconds) 
Standard (TRAI)

0800-2000

120

2000-0800

180

BSNL Package  

0730-2230 
 

450

2230-0730 

900*
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Service Tax as applicable shall be extra 

· Tariff for Internet facility on FWT & IFWT is Rs. 250 + S.T. per month with unlimited usage.No limit on downloading or up-loading.


	


Various features supported by FWTs and IFWTs 

· Apart from telephony, Internet facility with 144 Kbps is supported by IFWT & FWTs 

	Sr.No.
	Type of  IFWT or FWTs
	Supporting

Fax (ordinary)
	Supporting

PC-FAX
	Voice
	SMS
	DATA
	STD/

CCB PCO

	1
	Airtone 800-1X
	NO
	YES
	YES
	YES
	YES
	NO

	2
	HANTEL
	NO
	YES
	YES
	YES
	YES
	NO

	3
	LG- 260B
	YES
	YES
	YES
	 NO
	YES
	YES

	4
	ICOMM
	NO
	NO
	YES
	YES
	NO
	NO

	5
	XXESSTEL
	NO
	NO
	YES
	YES
	NO
	NO

	6
	HUWAEI
	NO
	NO
	YES
	YES
	NO
	NO

	7
	LST 240 (LG Make)
	NO
	NO
	YES
	NO
	NO
	YES


· Tariff for Internet facility on FWT & IFWT is Rs. 250 + S.T. per month with unlimited usage.No limit on downloading or up-loading.

Tariff for Data Services on CDMA 2000 IX by using BSNL NIC (Network Interface Card) or EVDO Cards-regarding. 

	Sr.

No.
	Particulars
	NIC (Unlimited)

    Rs./Month
	EVDO (Unlimited)

       Rs./Month

	1
	Registration Charges
	       Nil
	          Nil

	2
	Activation Charges
	       250 
	          250  

	3
	Charges for Cards
	      
	PCMCIA or USB Type

	
	i)  Internet Connect Card Sale Price
	      2800
	        3500

	
	ii) Alternate to purchase of ICC
	
	

	
	a) Fixed Monthly Charge for Card
	        150
	          200     

	
	b) Security Charges (Refundable)
	      1000
	        1000

	4
	Fixed Monthly charges for Internet
	        250
	          550

	5
	Free Internet Usage
	  Unlimited
	     Unlimited

	6
	Additional Usage charge
	 Not applicable
	  Not applicable

	7
	Minimum hire period
	  Three Month
	   Three Month


* All the taxes shall be charged extra as applicable. 

Tariff for SMS facility on CDMA 2001X regarding.

	Particulars
	For Phones
	For Internet connect card

	P2P SMS (Max 160 characters)
	  Rs./SMS
	             Rs./SMS

	1.   Local
	   0.40
	                 0.40

	2.   National
	   0.80
	                 0.80

	3.   International
	   5.00
	                 5.00

	4.   Delivery Report
	   0.10
	                 0.10

	
	
	

	Non P2 P SMS 
	   1.50
	                1.50


TARIFF FOR PREPAID SERVICES FOR CDMA-WLL

	#Particular
	Tariff

	Initial one time charges
	

	Activation charges in Rs (excluding service tax)
	200

	Servicetax @ 12.36% (Rs)
	24.72

	Sale price of Card (Rs)
	225

	Talk-time value with starter pack in Rs 
	150

	Validity
	30 days

	Call charges (Rs/Min)
	

	Intra Circle calls
	

	To GSM/Fixed/WLL (Own)
	.60

	To GSM/Fixed/WLL(Other)
	.90

	Inter circle calls
	

	To GSM/Fixed/WLL(own)
	1.20

	To GSM/Fixed/WLL(Other)
	1.20

	ISD calls charges (Rs/Min)
	

	a) USA,Canada,UK,Sri Lanka
	7.20

	b) Europe (other than UK), Singapore, Thailand, Malaysia, Indonesia and Hong Kong, Kuwait, Bahrain, UAE, Oman & Qatar
	9.60

	c) Rest of the world
	12.00

	SMS Charges ( Rs/SMS)
	

	Local
	.60

	National
	1

	International
	5

	Packet Data Service
	

	Activation charges
	Nil

	Monthly charges
	Nil

	Volume based usage charges per KB in Rs 
	.02

	
	


	Recharge coupons:

Card value in Rs.

s. tax +cess (12.36%)

MRP in Rs

Processing fee in Rs.

Talk value in Rs.

Validity in days

49

6.06

55

0

49

0

99

12.24

111

69

30

30

199

24.60

224

69

130

30

299

36.96

336

0

299

30

499

61.68

561

0

499

50

999

123.48

1122

99

900

120




Tariff for Recharge Coupons
Use of CDMA MPLS Data connectivity for back-up links & for ATM connectivity of Banks

The CDMA connectivity through FWTs, integrated with MPLS network, has been successfully tested for providing wireless connectivity to:-

(i) ATM Services of Banks.

(ii) As a Backup of Leased Lines/MPLS Connectivity.

Possible applications

· Wireless access to ATMs at a cheaper price in non feasible (no copper cable) areas instead of using VSATs.

· • Mobile ATMs – Some banks are planning to deploy Mobile ATMs to enhance coverage in urban and vast rural areas. This application is well suited due to expansive CDMA coverage.

· • 64 Kbps leased circuits for bank branches where provision of circuit on copper is not feasible.

· • The possible throughput using CDMA FWT is ~ 115 kbps, so this can be used in place of ISDN backup. The banks are expressing the need of such alternate back up as when copper cable is cut both main leased circuit and ISDN are down

Tariff for CDMA Connectivity (FWTs) integrated with MPLS Network

a) Tariff for accessing MPLS network through CDMA FWTs:

	Particulars 
	Tariff (in Rupees)

	Fixed Monthly Charges for CDMA FWTs with MPLS
	4000

	Annual Charges for CDMA FWTs with MPLS (Payable in advance)
	40000


b) Discount on bulk booking:

The following discount on graded basis may be given for bulk booking:

	Number of FWTs 
	Discount on Fixed Monthly Charges (on graded basis)

	<10 
	Nil

	11-25 
	5%

	26-50 
	10%

	51-100 
	15%

	101-200 
	20%

	201-500 25%
	

	>501 
	30%


c) Charges for back up links:

Charges for back up links, if last mile of local lead is already taken from BSNL for a particular ATM on copper/OF will be as under:

	Particular 
	Tariff (in rupees)

	Fixed monthly charges for back up links
	2000

	Annual charges for back up links (Payable in advance)
	20000


Other terms and conditions:-

a) In case the FWT is also being used for the voice purpose, the relevant FWT/WLL plan shall be applicable.

b) The above mentioned tariff will be applicable for providing CDMA FWT connectivity to ATMs and also for back up leased lines/ MPLS circuits taken by the customer from BSNL.

c) CDMA FWTs (Integrated with MPLS) will be booked in bulk on application of customer and advice notes for provisioning will be issued by CDMA in charge.

d) The billing of these circuits will be done using MPLS P3 Software or manually.

All other terms and conditions for CDMA FWTs and MPLS circuits will be applicable as per the existing instructions.

LEASE LINE SERVICES
Introduction 
A lease line is required by a business entity to connect computer networks or electronics equipment located in the different place such as Head office / Branch offices etc. The need for the network is further growing with the integration of marketing agents, dealers and business outlet.

Customer requirement has been changing rapidly with the introduction of new technology and application in the market. Electronics equipment are changing very fast and offering additional facilities for increasing efficiency and profitability of business.

BSNL is providing various lease line solution to transmit data between computer and electronic information devices set up a customer.  

Conventional Lease Line Solution

Customer is provided with lease line between two points. The lease line bandwidth is restrict to either 64Kbps or 2Mbps. This type of solution is provided to the customer only where other solution are not possible. This solution is being now phased out gradually with the deployment of other new sophisticated network.

Managed Lease Line Network (MLLN)
Managed Lease Line Network is primarily introduced to provide lease line services to the customer with the bandwidth in the steps of 64Kbps. This network is capable of providing the lease line services from 64Kbps to 2Mbps in the steps to 64Kbps. It provides connectivity of equipment with various types of interfaces. It also provide on line fault monitoring and reporting system. BSNL can effectively take proactive measures for uninterrupted services to their customers through this system.

MPLS – VPN based Lease Line Network

Growth of computers network and its ever increasing usage in business brings in the demand of establishing a IP based lease line network. MPLS is a state of art technology for providing secure and guaranteed bandwidth IP based lease line services to the customers. It provides facility to connectivity of customer equipment of technologies. The network can provide lease line with 64 Kbps to virtually any bandwidth required by the customers. The customer can build a highly reliable mesh type network by connecting various business points to the network. It also facilitate the customer to reduce or increase lease line capacity at any time with respect to the time to economise the operational cost. This is optmised lease line solution for data type traffic however capable of any type of traffic.       

Conventional Lease Line Network Solution

In early days till 2001, lease lines are provided by the BSNL based on the conventional lease line solution. Conventional lease solution provides the lease line with 64Kbps bandwidth. These lines are provided to customer for dedicated point to point speech, private wire, tele-printer and data circuits on lease basis. These leased circuits are used by the customers for internal communication between their offices / factories at various sites within a city / town or different cities / town on point to point basis, or on a network basis interconnecting the various sites.   

Components of CLLN 

The conventional lease line network has following components

· Primary Multiplex

· Data card

Primary Multiplexer accommodate data card which can be used to provide thirty lease line of 64Kbps bandwidth. These multiplexers are generally used to provide connectivity to the rural exchanges on 64Kbps channel basis. 

CLLN Topology

In a conventional lease line network Primary Multiplexers were generally installed in exchange premises. The de-multiplexed 30 channels of 64 Kbps are extended to the different customers through copper wire (UG Cable) network already laid for providing the DEL connection the customers. At each customers premises the line is terminated in the modem through which the customers connects its equipment at each end of the lease line.  

The conventional lease line network has many disadvantages and therefore is gradually being replaced by MLLN / MPLS – VPN based lease network.

Disadvantages of CLLN

· The network is unmanaged and takes longer time to provide the circuit. It means the fault cannot be monitored through a centralized Network Management System.

· The network is inflexible. Lease line of 64 Kbps / 2 Mbps capacity can only be provided to the customer. It cannot be changed with respect to time also.

· It can provide point to point connectivity and therefore become costly for the customer wants to connect more than two business points.

· It provides G 703 (PCM) based connectivity only to the customer. This may result customer to procure additional equipment for matching the lease line interface with their own equipment interface.  

· This solution is based on the old systems which are now obsolete and are being phased out from network. 

B. Managed Lease Line Network 

(MLLN)
The present telecom traffic scenario is changing from voice dominant traffic to data centric data. The customers today establishing communication network for running their business smoothly and efficiently. The communication network is critical to efficiency and profitability of their business. The earlier lease line network has many drawbacks which required to be addressed for meeting the customer requirement of establishing their network. 
DRAWBACK OF TRADITIONAL LEASED LINE CIRCUITS

1. Lease line of capacity 64 kbps or 2 Mbps only can be given to the customers.

2. Data Cards support only upto 64 Kbps

3. No Centralized Monitoring of alarm or performance monitoring.

Therefore, managed lease line network has been establish to offer this services which is growing at a very fast rate. 
ADVANTAGES OF MLLN:

1. Circuit can be provided from 64Kbps to 2Mbps in 64Kbps steps)

2. 24 hrs Performance Monitoring of the circuit. (Working & down time of circuit and the reason for down time e.g line break, equipment faulty modem switch off or other reason)

3. Circuit fault reports generated proactively.(Before customer know fault could be detect and thus can be rectified quickly)

4. On Demand the Bandwidth can be increased. (without changing the Modem or by creating additional circuit)


5. Low lead time for new circuit provisioning. (Create & debug if any fault)

6. Protection against the failure of the circuit (through recovery Management process either automatic or manually)

7. Long drive on single copper pair.( for 64 kbps – 7 kms & for 2mbps – 3.5 kms)

8. Centrally managed from ROT connected to the NMS

9. Can provide lease line with suitable interface (G703 / Ethernet / V35)

APPLICATION OF MLLN:

1. Corporate high speed internet access through Broadband.

2. LAN interconnection.

3. Hotline connectivity for voice.

4. Point to point connection for data circuit.

5. Point to multipoint connection.

6. EPABX Interconnection.

7. VPN on MLLN Network.

8. Extension of VPN (MPLS) to Customer.

MLLN Elements 
· DXC (Digital Cross-Connect)

· VMUX (Versatile Multiplexer)

· NTU (Network Terminating Unit)

· NMS (Network Management System)

NETWORK ARCHITECTURE:
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DXC
Capacity
· DXC (64 ports upgradeable to 128 ports)

· DXC (96 ports upgradeable to 128 ports)

· DXC (128 ports upgradeable to 256 ports)

· DXC (256 ports)

VMUX
Type - I, Type - II, Type - III with the configurations given below
	
	64 kbps
	N*64 kbps
	E1 Links

	VMUX Type I
	32
	8
	12

	VMUX Type II
	16
	4
	4

	VMUX Type III
	8
	4
	4


Expansion to be made possible on the same chassis by addition of cards

Type III VMUX 

· 230V AC Powered

· -48V DC Powered

VMUX to be able to extend hotline circuits

· Point to point and Point to Multi-point circuit routing should be possible

HDSL Driving Distance: 


· 3.5km at 2Mbps

· 5 km at 1Mbps

· 7km for 64/128kbps (at 0.5mm dia copper cable
NTU (Network Terminating Unit)
Capacity

· N x 64kbps NTU with V.35

· N x 64kbps NTU with G.703

· N x 64kbps NTU with Ethernet Interface
NMS (Network Management System)

· MLLN NMS

· Billing and Accounting System

· Web Self-care system

· We have offered Tellabs Network Manager Release 13 to meet the requirements

· MLLN NMS performs all the management functions on the network

· Supports regional partitioning and VPN capabilities

· Offered Performance Monitoring, Recovery, Reporting Packages 

· Offered HP Open view and Cisco works which would reside on SNMP server for managing the servers and IT elements
C. Very Small Aperture Terminal (VSAT)

How to provide telecom Services in inaccessible area?

Telecom services are being provided to the customers and people of in accessible and geographically dispersed area through satellite. The signal are send from one point and is received at many point through VSAT. 

What is V-SAT?

VSAT technology is a secure and reliable medium to connect geographically dispersed locations and is a cost effective solution for providing telecom services where no other option for connectivity of telecom installation is feasible. VSAT stands for Very Small Aperture Terminal. It (also known as an “earth station”) is used to send and receive signals through satellite. Millions of VSATs are in use around the world, allowing people to send and receive two-way data, voice or video transmissions through satellites in orbit. The "very small" component of the VSAT acronym refers to the size of the VSAT “antenna” or “dish” - typically about 2 to 5feet (0.55-1.8 meters) in diameter for Ku-band systems - that is mounted on a roof, attached to a wall or placed on the ground and is capable of both receiving and sending satellite signals. 

VSAT Equipment is mainly consist of-

· ODU ( Outdoor Unit )

· IDU ( Indoor Unit ) as shown below
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ODU & IDU

VSAT Components

ODU (Outdoor Unit):


The outdoor unit system is specifically optimized for use with the Indoor Unit and consists of:

· Transmit / Receive Dish (Antenna) (0.75m - 1.8m)

· Block Up-converter (BUC) (1W-2W)

· Low Noise Block-Down-converter (LNB)

· Feed Assembly 

IDU (Indoor Unit):

On receiving side, IDU converts I.F. (Intermediate Frequency) from ODU to base band signals which may be data, video or voice. On transmitting side, converts base band signals to I.F. and passes them to ODU.  
V-SAT Network Architecture:

V-SAT networks can be arranged in point to point, star, mesh, star/mesh, and broadcast configurations. The preferred arrangement depends on the kind of information flow the network will service. A point to point network allows two-way communications between two VSAT sites. A star network allows any number of VSAT sites to have two-way communication with a central hub. A mesh network allows two-way communications between any VSAT sites in a network. A central hub is not necessary. Each site communicates to another site with a single satellite hop. 

Ku band V-SAT Architecture 
Internet router is connected to BSNL National Internet Backbone using multiple 2 Mbps leased line. All Remote VSAT locations are having private IP so that remote VSAT users can connect to Internet.

MLLN customers will connect directly to this routers using lease line and they will be able to access the VSAT remote terminals. Customers may take 64 kbps or multiple of it for their main office connectivity. 

MPLS: It will be connected to BSNL MPLS cloud using multiple 2 MB lease lines. MPLS router will work as CE routers for the MPLS cloud. 

BSNL’s Ku Band HUB (Earth Station) at BANGALORE  consists of :

· Satellite antenna of  8.1 m – Cassegrain feed  type. 

· Ku Band RF equipment and its control systems.

GATEWAY Networking Equipment with interfaces to Terrestrial Networks like MLLN, MPLS and NIB.

V-SAT SERVICES 


The V-SAT Broad VSAT network allows secure, reliable and cost effective data, voice and video transmission and enables an organization to deploy nationwide different services over IP using the shortest time span. 

· High speed Broadband Internet

· VPN Networking

· VOIP Telephony

· Facsimile

· Telemedicine

· E-learning

· IP multicasting

· Video conferencing

·  Video streaming

· Facsimile

· Distance Education

· Banking

· E-learning

· On-demand services for WAN backup/disaster recovery etc.

LEASE LINE CIRCUIT TARRIF

LEASED LINE CIRCUITS BELOW 2 MBPS

Application: 

The new tariffs will be applicable only if the Circuits are provided through utilization of spare capacity. Where such capacity is not available, the Circuits may be provided on Rent and Guarantee Terms or Special Construction or Contribution basis, as the case may be.

TRAI has issued 38th Amendment to TTO 1999 creating separate categories for circuits - MLLN and Classical (non-MLLN) with separate tariff ceilings for each. There are two sets of tariff for 64 kbps. The tariff for 64 kbps given on MLLN system with maximum rental of Rs. 51000/- for maximum distance for 500 kms will be applicable. And the tariff for 64 kbps Classical with maximum ceiling of Rs.44000/- for maximum distance for 500 kms shall apply for non MLLN leased lines.

I. CIRCUITS

The Tariff ceilings as given below are applicable with effect from 1st May 2005 retrospectively but not applicable to those cases taken under Rent & Guarantee terms, Special Construction or Contribution basis.

A. TARIFF FOR HIGH SPEED DATA CIRCUITS

a. 
The annual rental of the leased line circuits for below 2 MBPS will be in accordance with the Table-A below.

Table-A

	Distance (in kms)
	Tariff for 64 kbps

Circuits (Rs.) (Classical)


	Tariff for 64 kbps

Circuits (Rs.) (MLLN)


	Distance    (in kms)
	Tariff for  64 kbps 

Circuits (Rs.) (Classical)


	Tariff for 64 kbps

Circuits (Rs.) (MLLN)



	5 
	10207 
	17811
	165 
	20860 
	28464

	10 
	10533 
	18137
	170 
	21186 
	28790

	15 
	10859 
	18463
	175 
	21512 
	29117

	20 
	11185 
	18789
	180 
	21838 
	29443

	25 
	11511 
	19116
	185 
	22164 
	29769

	30 
	11837 
	19442
	190 
	22490 
	30095

	35 
	12163 
	19768
	195 
	22817 
	30421

	40 
	12489 
	20094
	200 
	23215 
	30820

	45 
	12815 
	20420
	205 
	23541 
	31146

	50 
	13214 
	20819
	210 
	23867 
	31472

	55 
	13540 
	21145
	215 
	24193 
	31798

	60 
	13866 
	21471
	220 
	24520 
	32124

	65 
	14192 
	21797
	225 
	24846 
	32450

	70 
	14519 
	22123
	230 
	25172 
	32776

	75 
	14845 
	22449
	235 
	25498 
	33102

	80 
	15171 
	22775
	240 
	25824 
	33429

	85 
	15497 
	23101
	245 
	26150 
	33755

	90 
	15823 
	23428
	250 
	26549 
	34153

	95 
	16149 
	23754
	255 
	26875 
	34479

	100 
	16548 
	24152
	260 
	27201 
	34807

	105 
	16874 
	24478
	265 
	27527 
	35132

	110 
	17200 
	24804
	270 
	27853 
	35458

	115 
	17526 
	25131
	275 
	28179 
	35784

	120 
	17852 
	25457
	280 
	28505 
	36110

	125 
	18178 
	25783
	285 
	28832 
	36436

	130 
	18504 
	26109
	290 
	29158 
	36762

	135 
	18831
	26435
	295 
	29484 
	37088

	140 
	19157 
	26761
	300 
	29882 
	37487

	145 
	19483 
	27087
	305 
	30209 
	37813

	150 
	19881
	27486
	310 
	30535 
	38139

	155 
	20208 
	27812
	315 
	30861 
	38465

	160 
	20534 
	28138
	320 
	31187 
	38791

	325 
	31513 
	39118
	420 
	37854 
	45459

	330 
	31839 
	39444
	425 
	38180 
	45785

	335 
	32165 
	39770
	430 
	38507 
	46111

	340 
	32491 
	40096
	435 
	38833 
	46437

	345 
	32818 
	40422
	440 
	39159 
	46763

	350 
	33216 
	40821
	445 
	39485 
	47089

	355 
	33542 
	41147
	450 
	39883 
	47488

	360 
	33868 
	41473
	455 
	40210 
	47814

	365 
	34194 
	41797
	460 
	40536 
	48140

	370 
	34521 
	42125
	465 
	40862 
	 48466

	375 
	34847 
	42451
	470 
	41188 
	 48792

	380 
	35173 
	42777
	475 
	41514 
	 49119

	385 
	35499 
	43103
	480 
	41840  
	49445

	390 
	35825 
	43430
	485 
	42166  
	49771

	395 
	36151 
	43756
	490 
	42492  
	50097

	400 
	36550 
	44154
	495 
	42819  
	50423

	405 
	36876 
	44480
	500 
	43217  
	50822

	410 
	37202 
	44807
	> 500 
	44000 
	51000

	415 
	37528 
	45133
	
	
	


Note-1 The distance referred to the above is the “Chargeable Distance” i.e. equal to 1.25 times of the radial distance between the points connected.

Note-2 The tariff of 64 kbps Classical and 64 kbps MLLN is based on the ceiling prescribed by TRAI.

Note-3 The above tariff is specified in distance slabs of 5 kms. The calculation of tariff for intermediate distances (lying in between the distance slabs) will be made on pro rata basis. For this, difference in tariff of the lower and upper distance slabs rates will be taken and divided by 5kms to arrive at per km rate. The distance will be rounded off to the next km. This is explained below with the help of an example-

The Illustration of 7 km distance of 64 kbps – MLLN Leased Line is given below:

i) 
Charges of 5 km = Rs. 17811/-

ii) 
Charges of 10 km = Rs. 18137/-

iii) 
Difference (ii) – (i) = Rs. 326/-

iv)
Per km rate (iii)/5 = Rs. 65/-

v) 
Rate for 7 km [ (i) + 2 km x (iv) ] =  Rs.17811+[2xRs 65] = Rs. 17941/-

2. Co-efficient for circuits above 64 kbps and below 2 mbps

The tariff for capacity ranging from 128 kbps to 1 mbps shall be determined by multiplying the tariff of leased circuit of 64 kbps, by the coefficient specified below, subject to the maximum of respective distance slabs of 2 mbps rates:

	Capacity 
	Coefficients 
	Capacity
	Coefficients

	128 Kbps 
	1.8 
	512Kbps 
	4.8

	192 kbps 
	2.5 
	768 Kbps 
	6.4

	256 kbps 
	3.1 
	960 Kbps 
	7.6

	320 kbps 
	3.6 
	1 Mbps 
	8.6

	384 kbps 
	4.0
	
	


3. Tariff for local lead (or end links) or local circuits

The charges for the Local Lead & Local Circuits in case of Classical and MLLN are as under: -

(a) Classical Local Lead and Local circuits up to 64 kbps and MLLN based Local Lead up to 64 kbps–  Charges for 64 kbps shall be at the classical rates as specified in Table-A of circular except charges for local lead and local circuits of less than 5 Kms are as under: 

	S.No. 
	Distance 
	Amount

	1 
	1 Kms 
	Rs.4500

	2 
	2 Kms 
	Rs.6500

	3 
	3 Kms 
	Rs.8500

	4 
	4 Kms 
	Rs.10000


Note: In MLLN based local lead the NTU rental/charges are required to be added in the above charges applicable for Classical Circuits.

(b) MLLN Based Local Circuits upto 64 kbps- Charges shall be at the MLLN rates as specified in Para I (A) of circular except charges for Local circuits of less than 15 kms the tariff (inclusive of NTU rental) will be as under:

	S. No. 
	Distance 
	Amount
	S. No. 
	Distance 
	Amount

	1 
	1 kms 
	Rs. 4500
	9 
	9 kms 
	Rs. 17500

	2 
	2 kms 
	Rs. 6500
	10 
	10 kms 
	Rs. 19000

	3 
	3 kms 
	Rs. 8500
	11 
	11 kms 
	Rs. 20500

	4 
	4 kms 
	Rs. 10000
	12 
	12 kms 
	Rs. 22000

	5 
	5 kms 
	Rs. 11500
	13 
	13 kms 
	Rs. 23500

	6 
	6 kms 
	Rs. 13000
	14 
	14 kms 
	Rs. 25000

	7 
	7 kms 
	Rs. 14500
	15 
	15 kms 
	Rs. 25463

	8 
	8 kms 
	Rs. 16000
	
	
	


Note: In case of MLLN based Local circuits beyond 15 km, NTU rental shall also be added in MLLN based tariff.

(c) Further that no rebate/concession is to be made available either on main circuit or tariff of local leads to Newspaper or Press. In other words Press/Newspaper shall be charged for 64 kbps classical or on MLLN based as the case may be. The charging for local lead & local circuits shall be made as per rate specified above. In fact, circuits leased to Newspaper/Press on MLLN shall attract NTU charges subject to the condition that their bill under new tariff regime should not increase the total charges paid by them for individual circuits

(d) Above 64 kbps but below 2Mbps circuits (Classical & MLLN based): 

Charges shall be at the rates as specified as per Table A of circular or co-efficient as applicable for Classical and MLLN based Leased Circuits as the case may be. 

(i) 
Even if only one end is MLLN based, the circuits are to be billed/provided at MLLN based tariff only.

(ii) 
Where the provision of local leads of any capacity is not possible on the existing media then the local leads may be provided on

a. Rent and Guarantee Basis, or

b. Contribution Basis, or

c. Special Construction Basis

(iii) 
Wherever the subscriber provides the end link the maintenance of same may be carried out by BSNL on specific written request of the subscriber @ 10% of the cost of the end link per annum.

(iv) 
For intermediate distances above 5 kms, the note 3 to para I (A) above shall apply.

(v) 
Charging of 2 wires & 4 wires local leads of Long Distance Circuits and local circuits shall be in accordance with the existing instructions.

B. ADDITIONAL INSTRUCTIONS

1. 
The existing leased line circuits provided on MLLN systems other than Press are required to be charged for the NTU’s provided at subscriber premises at the following rates. The NTU charges (as table below) are required to be charged from all existing and new customers including new Press/Newspaper:

	Type of MLLN Modem(NTU) 
	Modem (NTU) Rental per annum per end

	64 kbps 
	Rs.3500

	n X 64 kbps
	Rs.5000


2. 
In case of any advance payment made by Consumer/ISP to BSNL for the period beyond 1.05.2005, on the basis of prevailing tariff, pro-rata correction has to be made based on the new tariff with effect from 01.05.2005. In case of customers who have already paid the charges for the period starting from 1st May 2005, the difference shall be either be adjusted from the future rentals, or refunded, where ever the subscriber so insists.

For press circuits, no discount is permissible, however, lower of the new rates applicable (i.e. three way charging plus NTU Charges in the case of Long distance circuits and as per applicable rate for Local Circuits) as above OR the existing charges payable thereof will be applicable. 
A.     Tariff of MPLS VPN and IP VPN Services (in Rs):
	Particular 
	64 Kbps
	128 Kbps 
	192 Kbps 
	256 Kbps 
	384 Kbps 
	512 Kbps 

	Gold 
	63000
	105000
	138000
	178000
	221000
	301000

	Silver 
	52000
	88000
	116000
	149000
	185000
	249000

	Bronze 
	43000
	72000
	95000
	122000
	162000
	219000

	IP VPN 
	35000
	60000
	79000
	102000
	137000
	186000

	 
	 
	 
	 
	 
	 
	 

	Particular 
	768 Kbps 
	1 Mbps 
	2 Mbps 
	8 Mbps 
	34 Mbps 
	45 Mbps 

	Gold 
	368000
	423000
	610000
	2134000
	3902000
	4389000

	Silver 
	306000
	353000
	487000
	1706000
	3119000
	3509000

	Bronze 
	267000
	305000
	355000
	1242000
	2272000
	2556000

	IP VPN 
	229000
	263000
	294000
	1028000
	1880000
	2115000


2. 
Committed Data Rate in Bronze category - The bandwidth of Bronze category would be restricted to 50% of bandwidth.   However, the minimum B/W of 25% B/W will be committed to Bronze customers

3.     Discount on MPLS VPN ports - It has been decided to give multiple port   discounts on the total number of ports hired across the country as given below. It may be noted that multiple ports are not required to be located in a city for offering this discount: 

	No. of Ports 
	Existed discount on VPN Ports on Graded basis 
	Revised discount on VPN Ports on Non-graded basis 

	1 to 4 ports
	0%
	0%

	5 to 25 ports
	10%
	5%

	26 to 50 ports
	15%
	10%

	51 to 100 ports
	20%
	10%

	101 to 150 ports
	20%
	15%

	More than 150 ports
	20%
	20%


4. 
Volume based discount on MPLS VPN Service - Annual volume based discount on graded basis may be given to all customers as under:

	Annual Revenue( in Rs.) on MPLS VPN Service per annum 
	Volume based Discount on Graded basis 

	Upto Rs.50 lakhs
	No discount

	Rs.50 lakhs to 1 Crore
	5%

	Rs.1 Crore to 2 Crore
	7.5%

	Rs.2 Crore to 5 Crore
	10%

	More than Rs.5 Crore
	15%


5. 
Shifting charges of MPLS VPN & IP VPN Port - Rs.2000/- per port.

6. 
Minimum hiring period for MPLS VPN and IP VPN ports - One year. 

7. 
Up-gradation of port to higher Bandwidth - No charges to be levied for up-gradation to higher bandwidth. The rent for the lower BW port to be adjusted on pro-rata basis.

8. 
Provision of last mile on R&G/ Special construction basis - The charges to be levied as per prevalent R&G/ Special construction terms. 

9. 
Local Lead charges : Included in Port Charges, if these are within Local Area of Telephone system of a City/Town (Virtual Nodes).

10. 
All charges are exclusive of Service Tax.


B. Tariff for Postpaid dial-up VPN Service from MPLS VPN customers                   (w.e.f 1st May, 2007):
I.       Duration Based Plans:

	 Particulars
	Number of Dial-in Users

	
	5 Users
	25 Users
	50 Users
	100 Users
	250 users

	Security Deposit (Rs.)
	10,000
	50,000
	1,00,000
	2,00,000
	5,00,000

	Activation charges(one time) Rs.
	500
	2,500
	5,000
	10,000
	10,000

	Monthly fixed charges(Rs.)
	6,000
	30,000
	60,000
	1,20,000
	3,00,000

	Monthly free usages (equivalent to Rs.)
	6,000
	30,000
	60,000
	1,20,000
	3,00,000

	Credit Limit (Rs.)
	10,000
	50,000
	1,00,000
	2,00,000
	5,00,000

	Usage Charges (Rs. per hour)

	PSTN
	16
	16
	14
	12
	10

	ISDN (64K)
	20
	20
	18
	16
	14

	Other Charges per User per month (Rs.)

	CLI Restriction Deactivation
	10
	10
	10
	10
	10

	Time of Day access Restriction
	10
	10
	10
	10
	10

	Details of child usages
	5
	5
	5
	5
	5

	Source NAP restriction activation
	5
	5
	5
	5
	5


II.      Volume Based Plans: 
	 
Particulars
	Number of Dial-in Users

	
	5 Users
	25 Users
	50 Users
	100 Users
	250 users

	Security Deposit (Rs.)
	10,000
	50,000
	1,00,000
	2,00,000
	5,00,000

	Activation charges(one time) Rs.
	500
	2,500
	5,000
	10,000
	10,000

	Monthly fixed charges(Rs.)
	6,000
	30,000
	60,000
	1,20,000
	3,00,000

	Monthly free usages (equivalent to Rs.)
	6,000
	30,000
	60,000
	1,20,000
	3,00,000

	Credit Limit (Rs.)
	10,000
	50,000
	1,00,000
	2,00,000
	5,00,000

	Usage Charges (Rs. per MB)

	PSTN
	1.00
	1.00
	0.80
	0.70
	0.60

	ISDN (64K)
	0.75
	0.75
	0.65
	0.55
	0.50

	Other Charges per User per month (Rs.)

	CLI Restriction Deactivation
	10
	10
	10
	10
	10

	Time of Day access Restriction
	10
	10
	10
	10
	10

	Details of child usages
	5
	5
	5
	5
	5

	Source NAP restriction activation
	5
	5
	5
	5
	5


Other terms and conditions :   

1. Monthly Fixed charges are payable in advance; 

2. Minimum 10 MPLS leased line ports should be in VPN before Postpaid dial-up facility is allowed; 

3. Account will be deactivated once credit limit is crossed and fresh Action Charge will be payable ; 

4. PSTN/ ISDN rentals and access charges will be extra; 

Service Tax will be extra.
PROCEDURE FOR ALLOTMENT OF PCOs ON FRANCHISEE BASIS
 ELIGIBILITY FOR FRANCHISEE PCOs:   

· All individuals of 18 years of age or above on the date of application. 

· Charitable institutions, educational institutions and army establishments 

· There is no upper age limit.

· No minimum educational qualification 

OTHER TERMS AND CONDITIONS: 

· PCOs are allotted to any extent of exchange capacity wherever new telephone is available on demand. At all other places, i.e. at places where there is waiting list for NTCs, 10% of the exchange capacity is utilized for PCOs.

· New PCOs are allotted immediately on receipt of application on day to day basis as per their registration within this capacity limit. If there is no waiting list for normal telephones in an exchange, PCOs even beyond this limit are allotted.

· In case there is a waiting list in an exchange for PCOs, then 50 % of PCOs are to be given to the following reserved category in the order given hereunder: 

· Defence establishments and other para-military force establishments e.g.BSF, CRPF etc. 

· War widows/ dependents 

· SC/ST 

· Handicapped persons 

· Ex-serviceman 

If all the applicants under reserved category are not cleared within the limit of 10% of exchange capacity the same is cleared by relaxing this condition.

· More than one PCO (LOCAL as well as STD/ISD) are allotted liberally, if desired by the franchisee in the same premises. However, application for such PCOs is treated like any other PCO application and no over riding priority among the PCO applications is given for such applications. Each such PCO is treated as independent for the purpose of reckoning minimum guaranteed revenue, security deposit etc.

· PCOs are allotted liberally without any restriction of distance, space and size of accommodation.

· Only TEC approved Charge indicators are to be used. Physical verification by BSNL officer of the instrument before providing PCO is not required. 

· PCO Franchisees are permitted to become franchisees of Postal Department for sale of Postage stamps.

· Conference Facility on STD/ISD PCOs is permitted.

· Attachment of Fax machine with STD/ISD PCOs is permitted. No rates have been prescribed for fax messages. Franchisee may charge anything from the public depending upon the competition.

· STD/ISD PCOs are allowed to be converted into Multi-Utility Telecom Point.  These points are allowed to provide Video conferencing and high-speed Internet services to their customers using broadband of BSNL.

· STD/ISD PCO franchisees are permitted to sell BSNL cellular services like SIM cards (Cell One / Excel), Sancharnet Cash Cards Coupons and commission to the franchisee is paid as applicable. 

· PCO franchisee is permitted to book and install Broadband connection for BSNL and commission to the franchisee is paid as applicable.

· PCO franchisees are allowed to book telegrams and deliver the same. Commission to the franchisee is paid as applicable. 

STD/ISD PCOs, giving revenue of more than Rs 3000/- per month and above for urban areas and Rs.1500/- per month for rural areas based on average of last six months are permitted to collect telephone bills and incentive is paid as applicable. Conditions apply. 

· Format of Application cum agreement form can be downloaded or the applicant may use a typed application. 

· Franchisee is required to sign an agreement with BSNL for running the PCO on franchise basis. 

Empowerment of BSNL PCOs

· Conversion of 100000 PCOs into BSNL Shoppe- One stop Sanchar Shop

· Facilities to be provided:

· Sale of Excel/ Cellone cards & recharge coupons

· Sale of Sancharnet , ITC and other cash cards

· Collection of payment of telephone bills through DD/Cheque

· Booking/ delivery of Telegrams

· High speed internet through broadband

· Information kiosk for various BSNL services and products

· Booking of complaints
Tariff of Landline/PCO/VPTs 

1.            Identification of PCOs: -


In the new arrangement there is only three types of PCOs 

1) Local VPT without 95 facility 

2) PCOs without ISD facility 

3) PCOs with ISD facility 
  

2.
Minimum Guarantee and Security Deposit 

  

2.1             Minimum Guarantee 

  

	Particular 
	Rural 
	Urban 

	Local VPT without 95 facility 
	Nil 
	Nil 

	PCOs with/without ISD facility 
	100 
	300 


            Note: - Minimum guarantee is inclusive of service tax but exclusive of commission viz. net of billing. 

  

2.2            Security deposit 

  

	Particular 
	Rural 
	Rural 
	Urban 
	Urban 

	  
	Handicapped 
	Other than Handicapped 
	Handicapped 
	Other than Handicapped 

	Local VPT without 95 facility 
	Nil 
	Nil 
	NA 
	NA 

	VPT with 95 facility 
	Nil 
	250 
	NA 
	NA 

	PCOs without ISD* facility 
	Nil 
	600 
	Nil 
	1000 


* For ISD facility, additional security deposit of Rs.2000 may be taken in Urban and Rural areas PCOs. 

  

3. Call Charges for all type of PCOs except Local VPT (without 95 facility) 

  

3.1 Local, Intra and Inter Circle Calls        

  

	Particular 
	Unit Rate (inclusive of service tax) 
	Revised Pulse in seconds 

	
	
	BSNL Network 
	Other Network 

	
	
	Wire line/ WLL* 
	Cellular 
	Wire line 
	Cellular/WLL* 

	Local & Intra Circle Calls 
	  
	  
	  
	  
	  

	Local & Intra upto 50 kms 
	Rs.1.00 
	90 
	60 
	60 
	60 

	Intra > 50 kms 
	Rs.1.00 
	60 
	
	60 
	

	Inter Circle Calls 
	  
	  
	  
	  
	  

	0-50 kms 
	Rs.1.00 
	30 

	> 50 kms 
	Rs.1.00 
	


* WLL covers both WLL (fixed) & WLL (M). 

  

3.2 ISD Call Charges (Unit Rate of Rs.1.00 inclusive of Service Tax) 

	Country Category 
	Pulse (sec.) 
	Rs./min. inclusive of Service Tax 

	USA, Canada, UK, Sri Lanka 
	6 
	10 

	Europe, (other than UK), Singapore, Thailand, Malaysia , Indonesia and Hong Kong, Kuwait, Bahrain, UAE, Oman, Qatar   
	5 
	12 

	Rest of World 
	4 
	15 


     Note: -
Service tax has already been included in Unit rate of Rupee One. Hence no additional service tax is required to be charged. 

  

4. Discount allowed to PCO Operators: - All type of Postpaid Landline PCOs including fixed PCOs provided on WLL & VPTs (except Local VPT without 95 facility) 

  

	Billed MCU per month 
	MRP per MCU 
	Net billed to PCO Operator per MCU inclusive of ST & Cess 
	Discount per MCU 
	Return on Investment for PCO Operator (%) 

	C1 
	C2 
	C3 
	C4= C2-C3 
	C5=C4/C3 

	<= 400 
	1.000 
	0.700 
	0.300 
	42.86% 

	> 400 <= 800 
	1.000 
	0.680 
	0.320 
	47.06% 

	> 800 <= 1200 
	1.000 
	0.650 
	0.350 
	53.85% 

	> 1200  <= 1500 
	1.000 
	0.630 
	0.370 
	58.73% 

	> 1500  <= 2500 
	1.000 
	0.615 
	0.385 
	62.60% 

	> 2500 
	1.000 
	0.600 
	0.400 
	66.67% 


            [Note: 1. MRP is defined as
:     Maximum limit of the price allowed to be charged to public 



                  by PCO Operator.



    ] 

  

5.
LOCAL VPT without 95 facility 

  

5.1
Discount Structure for Local PCO without 95 facility 

  

	Particular 
	Discount per MCU 

	Local VPTs 
	50% 


  

5.2
Pulse Rate and Call Charges 

  

	Particular 
	Unit rate 
	Service Tax 
	Calls  to Wire line/WLL (except 9 level) 
	Calls  to Cellular/WLL ( 9 level) 

	  
	  
	  
	Local & Intra Circle upto 50kms 
	Intra Circle Calls beyond 50 kms 
	Intra Circle Calls including local calls 

	Local VPT without 95 facility 
	Re.1.00 
	N.A. 
	90 
	N.A. 
	60 
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