No: SNEA(I)/CHQ/DIR(CM)/2012-13/01     Dated 16.07.2012.

To

Shri R. K. Aggarwal 

DIR(CM),

BSNL Board, New Delhi.

Sub:- Implementation of in house developed and user friendly CCM (Customer Care Manager) used in South Zone Circles in all other zones also and  – desist from the move to implement vendor supplied CRM in south zone with higher OPEX by replacing CCM having more facilities.

As you are aware that CCM (Customer Care Manager) is an indigenously developed Web Based Customer Care Manager portal which is catering for the entire South Zone, for handling all type of complaints or requests of both Prepaid and Post Paid Customers with workflow to respective Units / Sections on day to day basis without any snag or complaints neither from the users nor from the customers. Other zones are implemented the CRM developed by the vendor M/s SPARSH India.Com. 
There are several user friendly applications available in the in house developed CCM compared to vendor developed CRM. A comparative study of the applications available in house developed CCM and CRM supplied by the vendor M/s SPARSH is enclosed as Annexure. A committee has been formed to study the implementation of the CRM in south zone and it is understood that the committee also opined that the CCM is more user friendly and having more facilities than CRM and facilities which are available with CCM shall be incorporated in the CRM before implementation. Inspite of knowing the fact that there are number of flaws in the vendor developed CRM, which is not at all user friendly and also burdensome for the CSRs, BSNLCO has instructed to close CCM before 31-7-2012 vide Lr No MOB -44/LBS-2012/13 Dated June 29,2012. We are unable to understand what made BSNL to shift to CRM supplied by the vendor instead of implementing the existing in house developed CCM in all other zones and coming out of vendor dependency in this core area. 

The following points are to be addressed in addition to the comparative merits and demerits of both applications as mentioned in the Annexure before taking a final decision.
· Is it necessity to replace indigenously developed portal CCM with vendor developed portal CRM?
· Whether possibility of implementation of in house developed CCM in all other zones considered in order to avoid vendor dependency like Sancharsoft? CCM can be implemented in all Zones without any additional cost through ITPC. Already we have succeeded in Sancharsoft developed by in house team and implemented by ITPC, all our pre paid mobile connections are managed using this software. Even private operators are not having such a ultimate package which is addressing all the grievances of the customers and at the same time taking care of all needs of CM Wing / Franchisees / Retailers.

· Whether data security concerns are addressed? – CCM is having connectivity to all the SZ sensitive nodes like HLRs, INs, SZ Billing centres and other VAS elements. Almost all the data can be accessed via CCM. If this facility is extended to the Vendor, there is every possibility to misuse the vital data.

· What will happen to CRM portal if M/s SPARSH's contract is over? 
· Why to lose superior functions of CCM?  With help of CCM, almost 95% of complaints can be attended in the CSRs itself but in the CRM, complaints can only be booked. 

· Whether addition or modification of modules by private operator will be done free of cost as in the case of in house developed CCM? Whether vendor will not charge for each and every modification? 
· By switching over to CRM, the CSRs have to refer around 25 links to solve a complaint instead of providing instantaneous solution by single web page of CCM. 
· We may have to pay for our Call centre vendor for each and every complaint lodged in CRM, which is being handled by the CSR through CCM now.

The Association strongly feels that without actually studying the merits of CCM, switching over to CRM in a hasty manner will ultimately lead to customer dissatisfaction and also increase of BSNL’s OPEX. The implementation of CRM will only benefit the Vendor M/s SPARSH and not BSNL. It will further de-motivate the Executives who are very actively involved in the development and modification of this software free of cost.
Hence we request you to give suitable instructions to the concerned officers against forcible implementation of CRM in south zone circles replacing in house developed CCM in a hasty manner.  

With regards,

(K. Sebastin)

Copy to: 1. Shri R. K. Upadhyay, CMD/BSNL for information and n/a please.


     2. Shri. K. C. G. K. Pillai, DIR(Fin) for information and n/a please.
