No: SNEA(I)/CHQ/CMD/2012-13/12     
Dated 17.01.2013.

To

Shri R. K. Upadhyay, 

CMD/BSNL, 
New Delhi.

Sub:- Outcome of objective deliberations and interactive sessions during CWC meet at Chennai on 7th/8th Jan, 13 to enable Company grow, improve quality of services, and curtail the wasteful expenditure:
Sir,
The Central Working Committee meeting of this Association was held at Chennai on 7th/8th January, 2013. CWC, comprising of Central office bearers, Circle Secretaries and elected CWC members is core decision and policy making body of the Association, was privileged to have esteemed presence of Sri A. N. Rai, Director (EB), Sri K C G K Pillai, Director (Fin) and A. K. Jain, Sr GM (BB), and hear their considered opinion on critical and core issues of growth of business, improvement of quality of services and more significantly on revenue mobilization and generation. Lively interactive session with the participants of CWC followed the address of the top managers of BSNL and during the course of interaction some important suggestion enabling Company grow, improve quality of services and customer interface and revenue generation crystallized. Briefly, the outcome of the interactions in a consolidated form, are enumerated hereunder for appropriate and expeditious follow up action. 
1. Repatriation of unabsorbed ITS and building a top Management for BSNL by promoting absorbed officers and by recruitment:  

The CWC unanimously felt that expeditious resolution of this issue on top most priority will bolster growth of BSNL and have a very positive impact on its viability. Existing duality and discrimination between the absorbed and unabsorbed employees is creating mistrust among the employees. The resolution of this crucial issue will bring total homogeneity and sense of oneness amongst all sections of the employees and infuse tremendous confidence and enthusiasm which will surely contribute towards catalyzing growth of the Company. The top management positions can be filled by promotion of eligible absorbed officers and the remaining by recruitment process. The willing and interested unabsorbed ITS officers who are the most experienced hands in the sector will get an opportunity to join BSNL by this recruitment process.
2. Discrimination/violation of Policies of the Govt: 

On this issue, BSNL Management and Associations/Unions should work in tandem and speak in one voice. During last 12 years, BSNL is facing hostile policy discriminations/violations on various fronts and that has crippled the growth of the Company. Refund of BWA spectrum charges, illegal 3G roaming by private operators, Payment of pension on actual pay instead of maximum of the pay scale, suitable compensation for loss making Rural/ Telegraph/ VPT services, USO subsidy, spectrum charges for the additional spectrum above 4.2 MHz etc are some of the very important and core issues where Management and Associations need to be on the same page. Unfortunately, for very incomprehensible reasons, that is just not happening. Associations/Unions and BSNL management must strive in unison to ensure that BSNL is not a victim of hostile/discriminatory policies of the Government.  
3. Proposal for VRS by borrowing money from the market needs to be abandoned altogether since it will create such a deadly debt trap and market liability for BSNL from which it would be impossible to come out, eventually leading to crippling of the Company: 
Retrograde measures like VRS is not going to help BSNL in any way. No company is revived through such measures. Even after repeated VRS in MTNL, there is no visible change in the financial condition of MTNL. Instead, MTNL is fast crumbling under huge market liability it accrued because of conventional, ill conceived and retrograde initiatives. Experience of VRS wherever it has been introduced strengthens the view that it leads to mass exodus of best workers and retention of work shirkers. Greatest strength of BSNL today is that it is virtually free from market liability, and once it comes under liability, its growth is bound to cripple since payment of interest itself on the capital would be next to impossible. Besides, huge expenditure would have to be incurred to outsource work in landline segment. Instead of such measures, progressive and innovative business and HR initiatives should be taken to boost growth and revenues through optimum utilization of Human Resources.
4. Urgent expansion of MPLS to meet the present and future demands: 

MNGT tender has been cancelled thrice earlier due to various reasons. In some cases it is observed that tenders are cancelled to help some particular vendors. Capacity of almost all the routers is exhausted and field units are not able to provide MPLS VPN connections and no spare E1 or Ethernet ports available. The proposed expansion of 40 Core routers will not be sufficient to meet the requirement. Since the NGN tender is also in the final stages and GSM expansion is underway, MPLS expansion has to be done on urgent basis.
5. Immediate purchase of MLLN equipment to provide leased circuits: 

There are lot of demands for leased circuits especially from financial institutions and banks. Due to security reasons, banks still prefer TDM based technology and they are reluctant to change over to IP based technology. Thus BSNL is in an advantageous position as BSNL is the only operator providing TDM based leased circuits with N*64 granularity. If banks are switching over to IP based technology, there are several other operators in competition and BSNL will lose this lucrative business. Keeping this in mind, MLLN equipments have to be purchased on topmost priority. Till the finalization of tender, some VMUXs, modems and cards may be purchased so that available VMUXs can be utilized to provide leased ccts.
6. Allotment of fund for replacement of life expired battery and power plant of BTSs, and diesel filling etc:

Due to austerity measures sufficient funds are allocated for replacement of life expired batteries and power plants of BTSs, and for diesel filling etc. Large numbers of Circles are facing Electricity supply cut for 16 to 20 Hrs per day and without keeping the battery and power plant in healthy condition with sufficient diesel to run the engine alternators, it is very difficult to keep the BTSs up during power failure. This will improve the uptime of BTSs and thereby increase in the revenue and customer satisfaction and sale of new connections. Whatever expenditure BSNL has to incur for replacing the battery and power plant, it will be adequately compensated within a year through improved revenue generation. Diesel consumption of BTSs must be strictly linked to official black-out periods.
7. Supply of sufficient store materials such as dropwire, EPBT, BB modems, 5 pair cable etc for major Circles for Landline maintenance: 

Major Circles are facing acute shortage of stores mentioned above for provisioning of new connections as well as providing quality service to the existing customers. EPBTs are not supplied for replacing the life expired ones. Even Circles like Kerala where more than 30 lakh landline connections are still working, and an average of 1 lakh new connections are providing per year, do not have a single meter of 5 pair cable for mtce or NPC purposes for the last 1- 1/2 years due to tender failure. 5 pair cable needs to be diverted from some other Circles on priority basis. Maharashtra Circle is facing acute shortage of BB modems. 

8. Redeployment of staff as per operational and business requirements to generate more revenue and improve service quality: 

Large number of employees especially Executives are posted in offices/Switch rooms/Indoor duty etc for routine maintenance work where almost all the works are carried out by vendors under AMC. These employees need to be redeployed from offices/Switch room/Indoor duty to revenue generating field units. Through redeployment, they can be effectively and optimally utilized in BB provisioning and mtce, BTS installation and mtce, transmission equipment installation and mtce, marketing etc.. 

9. AMC and turnkey projects have to be reduced. As far as possible installation and mtce work has to be done with the available staff: 

BSNL is having huge experienced work force. There are around 15000 Engineering Graduates working as JTOs and SDEs having 5 to 20 years of experience. They can be effectively utilised for all installation and mtce. purposes through proper deployment and training. This will provide an excellent opportunity to them to get exposed to the latest technology and BSNL will be self reliant to maintain its network. By this process BSNL can reduce its vendor dependency gradually.  So action must be taken to gradually reduce the AMC and do away with the concept of turnkey projects. In the case of AMC of switches, equipped capacity is calculated in multiples of 10,000. So even if capacity is reduced by 9,000, there will not be any reduction in the AMC amount. This clause is very much in favour of the vendors. This has to be addressed and equipped capacity should be taken into account in multiples of 1,000 instead of 10,000 and it has to be reviewed and reduced in every quarter/half yearly basis.
10. Sufficient supply of different capacity of Optical Fibre Cables (Especially low capacity OF cables like 2F/4F/8F/8F/12F etc) may be ensured to all circles especially for providing FTTH connections. Delegating powers to Circles to purchase OFC on need basis would be appropriate. In Hyderabad Telecom District, the district administration has stopped marketing of FTTH connections simply because they do not have sufficient low capacity OF Cables.  
11. Physical vouchers (In CM Vertical) are being withdrawn abruptly without giving sufficient time to exhaust the stock in the market. This can be overcome and avoided by making suitable modifications in IN/Switches without withdrawing the Physical Vouchers. 

12. Allotment of sufficient fund for Landline maintenance: 

Now about Rs 4/- per DEL per month is allotted for the mtce of landline connections. This is the rate fixed years ago and now this rate is insufficient considering the escalation of labour cost for the mtce purposes. During the last few years the labour charges almost doubled. Due to shortage of funds, cable mtce is not properly done in majority of Circles/SSAs resulting deterioration of quality of cable network. This is one major reason for the deterioration of quality of service in the Landline sector. 

13. Conversion of Electricity bill from Commercial to Industrial tariff: 

Hon Supreme Court of India in an important judgment has classified telecom services as an Industry. Electricity authorities in the states are continuing to charge BSNL on Commercial tariff.  Based on the Hon Supreme Court judgment, BSNL is eligible for Industrial tariff instead of Commercial tariff. By this BSNL can reduce the electricity bill by 1/3rd of the existing. It is learnt that Maharashtra Circle has already implemented this.  
14. Civil/Electrical wing may be merged with SSAs for better utilization of the staff. Similarly project Circles (NTP, ETP, NETF, STP & WTP) may be merged with Mtce regions (NTR, ETR, STR & WTR). 

15. Cap on penalty on AMC has to be reconsidered:

This has been misused by many vendors as they claim AMC payment even without extending any AMC support. If the bills are not paid by the SSAs/Circles, it is observed that BSNLCO is forcing the Circles to release the AMC payment even though the AMC is not satisfactory. Such coercive measures by the BSNLCO should be stopped and field units should be fully empowered to enforce penalty based on the service extended by the vendor.

16. Very poor AMC support by ZTE and Huawei in the GSM sector: 
East and South Zones have already reported this matter. Instead of repairing the cards, they are replacing the cards from one BTS to another and temporarily restoring the services. It is reported that the quality of service is deteriorating in South Zone especially on Huawei network due to very poor AMC support.   
17. Thousands of faulty FWTs remain in store without repair, without  having internal battery:
Thousands of FWTs are lying in the stores as vendors are not repairing them under AMC. In most of the cases, the SMPS battery is faulty and that is not coming under the warranty or AMC. Circles are not empowered to procure the internal battery also as per their requirement. If the Circles are authorised to procure the internal battery as per the requirement, large no of FWTs can be reused and better service can be offered to the customers. Even in the case of good FWTs, battery is life expired and customers are not provided with new battery on the plea that battery is “a consumable item” and customer has to purchase it. The customers are also not able to purchase the battery from the market as it is not available in most of the places. So some alternative arrangement has to be done immediately to arrest surrender of landlines on this account.  

18. Review of all payments of property Tax paid by BSNL (future payments and payments made till date).
19. Abnormal delay in receipt of landline bills resulting in non payment and unwarranted huge disconnection in South/West Zones:

Because of abnormal delay in receipt of landline bills by the customers from the vendors through CDR billing platform, huge and unwarranted disconnections take place. Bills are received by the customers after the due date and large no of telephones get disconnected on account of non payment. Such disconnections can be avoided by ensuring that the bills are despatched in time and received by the customers well in advance. Alternatively, the pay by date should be extended accordingly to avoid such large scale disconnection which antagonise the customers and eventually result in surrendering of landlines.

20. Disconnection of state Govt telephone connections because of non payments as per recent instructions from BSNLCO to CDR to   disconnect VIP customers on account of non payment:
State Govt connections were being treated as VIP customers and were thus excluded from disconnection list since money from these customers was assured. Now the state Govt connections are removed from VIP category and subject to Non Payment Disconnection. Since it is assured money, there was no need to have issued instructions to treat these customers as ordinary subscribers and subject them to disconnection because of non payment. The above decision merits immediate reconsideration.

21. Electricity bill – conversion to actual connected load and Immediate switch-over to online payment of Electric bills:
22. Complaints regarding VAS by content providers, VAS services are getting activated in the mobile phone simply over SMS without confirmation of the customers:

In the total complaints received by the CSCs and Call centres, 50% belongs to this category. VAS services are getting activated in the mobile phone simply over SMS without the confirmation of the customers. Only when customers are approaching CSCs with excess bill, they are coming to know that VAS services are activated in the phone. This is one of the major reason for port out of our customers through MNP. It is suggested that the VAS providers should be restrained from activating the mobile connections without the confirmation/request of the customers.

23. Revenue sharing issues with MTNL: 

The revenue sharing issue with MTNL has to be sorted out immediately especially regarding leased circuits.
24. Mandatory BSNL connection to our vendors: Condition to be incorporated in the tender terms and conditions.

25. As part of austerity measures, air travel can be reduced and meeting can be held through video conferencing: In most of the cases, meetings are fixed at the last moment, thereby further escalating travel charges. Meetings can be fixed well in advance to avoid escalated travel costs.

With kind regards,

(K. Sebastin)

Copy to: 
1. DIR(EB/CM/CFA/Fin) for information and n/a please.

2. Sri A. K. Jain, Sr GM(BB) for information and n/a please.
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