SNEA(I)/CHQ/DIR(CM)/1/1-11                                                        Dated 20th Jan,11

To

Sh R. K. Agarwal,

Director (CM), 
BSNL Corporate Office,

New Delhi.

Sub:- Failure of C-TOP UP facility & Very low speed in 3G Data services in South for the last two weeks -- blame game going on between M/s Huwaei and BSNL – Customers migrating to other service providers reg:- 
1. Repeated failure of C-TOP UP facility in South India:

During last two weeks, C-TOP UP facility is virtually non- existent in the entire Southern region. It is learnt that this is due to server problem at Hyderabad. The CSCs and franchisees are unable to face the wrath of the customers because of the failure of C-TOP UP facility. Frequent failure or disruption of C-Top UP facility in South India is a common phenomenon, especially when some new offers are made by BSNL on the occasion of New Year day, Deepawali, Chritmas, Holi etc etc. By this frequent failure, BSNL is losing its credibility and crores of rupees of business also. It is observed that even after two weeks, no concrete action is taken at any level so far to ensure that uninterrupted C-TOP UP facility is extended to all the CSCs and franchisees. With this kind of quality of service, what is going to be the impact on subscriber base when MNP will be implemented from 20.01.2011 is not difficult to gauge. Probably, management understands this simple fact from the experience of Haryana where recently incredibly huge migration from BSNL has taken place in wireless segment consequent upon implementation of MNP. 
In Kerala Circle, there are no TOP UP cards and recharge coupons also as Trichy IN is not revalidated the TOP UP cards after its expiry on 31.12.2010. The Kerala Circle requested for the revalidation w.e.f 01.01.2011 in October, 2010 itself, but Trichy IN has not taken any action till the last day. Further, Kerala Circle’s request to BSNLCO for issuing suitable directions to Trichy IN also not evoked any response from BSNL CO in time. As a result, all the TOP UP cards available with Kerala Circle including those sold to the customers has become invalid w. e. from 01.01.2011. This is all happening at a time when MNP implementation is at the doorsteps of BSNL. 
2. Very low speed in 3G Data services in South India for the last two weeks:
The 3G services in entire South India are experiencing speed problem for the last two weeks. Neither the Vendor M/S Huawei nor the BSNL authorities are taking any corrective   steps to rectify the problem. The vendor is not even acknowledging that such problem exists because of a thoroughly incompetent and inefficient BSNL management which is either unable or not willing to deal with erratic vendors. BSNL conducted various tests by using a roaming 3G SIM of another GGSN and confirmed that in Kerala NW is getting only 200 kbps speed while the roaming SIM speed was about 2 Mbps. This information has been forwarded to all higher ups including the vendor on 13-01-2011 itself. The vendor is saying that the problem with their fire wall attached to the Chennai GGSN was rectified and they don’t have to do anything further to rectify the problem and the problem is with the congestion of the two 2 GE links connecting the GGSN Chennai and the NIB core. The vendor M/s Huwaei has taken two weeks to locate the problem with their fire wall ! A similar problem was observed in the month of Dec 2010 and it took two weeks for the vendor to locate the problem. The then problem was that the two GE links were provided as active and standby mode and the problem was resolved by making the links in load sharing mode between Chennai GGSN and NIB.
It is learnt that in the present case, as per the version of vendor, both GE links are loaded more than 70% and an additional GE link is required and it is the responsibility of BSNL to do the augmentation. Even though sufficient ports are available with GGSN for GE link augmentation, BSNL is not doing the augmentation and insisting for a guaranty from the vendor that the augmentation will solve the problem and when BSNL finally augmented, problem still continues. In effect, the 3G service is severely affected and customers are migrating to TATA DOCOMO (The interesting part of whole the story is that the service provider for DOCOMO 3G is also Huawei?)


Karnataka Circle has also pointed very slow speed on 3G data services and blackmailing by the vendor, M/s Huwaei – the licensing issue. When our Karnataka Circle Association took up the matter with CGMT/KTK, the matter has been referred to BSNLCO vide letter dated 27.12.2010 for urgent necessary action (copy enclosed). Whether any action, let alone urgent, is initiated by BSNL CO is highly doubtful for obvious reasons.
The support from M/S Huawei is extremely poor and more than that is the lousy response of our field and corporate level officers dealing with the vendor. It appears that no one is able to control the vendor from BSNL side whereas the same vendor is virtually chained by DOCOMO. This is the big difference in managerial expertise between BSNL and other service providers. For smallest dereliction, heads will roll in DOCOMO, whereas, even if the vendor holds BSNL to any kind of ransom, which generally is visible, nothing is going to happen in BSNL. Even no effort will be made to fix the responsibility. It is a free for all situations in BSNL.

 Repeated occurrence of what appear as created problems/faults to help the private operators especially when the whole country is going for MNP implementation raises the issue of complicity of BSNL personnel especially when MNP is just to be implemented. 


Your personal intervention has become absolutely necessary to rectify the problem and immediately arrest fast migration of users from BSNL. Concerned officers will come out with a plethora of excuses to justify what has been happening for the last two to three weeks, since our officers have no parallels in finding alibis for failures, but what has to be sternly conveyed to these officers is that what eventually matters is how quickly one delivers quality end results. Excuses and blame game have no place in present day telecom business. By now we should have had   fool proof and formidable strategy to deal with implementation of major policy issue of MNP. We are virtually sleeping over how to effectively and successfully deal with issue of MNP when we have serious issues of quality of service and poor customer interface.     
With kind regards,

Sincerely yours

( G.L.Jogi )

Copy to: Secy/DOT & CMD, BSNL.
