No: SNEA(I)/CHQ/CMD/2012-13/15     
Dated 22.04.2013.

To

Shri R. K. Upadhyay, 

CMD/BSNL, New Delhi.

Sub:- Shoddy ERP implementation in BSNL – reflection of poor professional abilities and commitment - prestigious project bound to generate huge business opportunities and bring about transparency continues to be a non starter. Dictates by core team of BSNL like forcing “Go-Live” for major circles like Karnataka, Maharashtra etc. without addressing issues raised by them will adversely impact functioning of the circles:
Sir,

Prestigious ERP project started almost 3 years back with huge expectations that its implementation in true spirit will lead to exploitation and gainful utilization of huge untapped and unutilized resources of BSNL. But unfortunately this prestigious project of enormous potential is badly delayed due to sheer lack of application, and, in the process, almost all other IT related solutions are put on cold storage. Huge capital investment to the tune of hundreds of crores and huge manpower deployed is virtually gone waste. No one has been held accountable for serious lapses that have led to the present pathetic state of affairs of the project. 

Like any other IT related project of BSNL, this project too has gone to M/s HCL which played havoc with BSNL in almost all other IT projects. This again demonstrates either incompetence of HCL or its taking things simply for granted for   BSNL which is facilitated by a recalcitrant management unwilling to take on HCL for their grave lapses. HCL has withdrawn its manpower, especially the experienced one, and instead deployed a skeleton manpower totally incompetent to tackle various issues raised by the BSNL Core team and POCs for solutions. Pending FIT Issues (like A/T for our installations), long pending Post implementation Support for “Go-Live” units (PIS) etc are some of the instances demonstrating HCLs incompetence.

After “Go-Live” of ALTTC, WTP and STR, nearly 200 critical issues are still pending for resolution from M/S HCL regarding Pay bill, Leave, Asset Management, Trial balance, budget allocation, report generation etc. Recently KTK Circle has been also declared “Go-Live”. The details are furnished below:
a) ALTTC is still running File based approval mechanism and the data to ERP is fed just for eye wash since day to day functioning of ALTTC was hit badly after ERP Implementation.

 

b) Western Telecom Project (WTP) has raised innumerable issues for which satisfactory resolution is not received from M/s HCL so far.

 

c) The business intelligence available in our CDR/CMTS/LL servers is not fetched to ERP. So appropriate timely decisions cannot be taken even after ERP Implementation.

 

d) Whenever POC locations raise an issue, M/S HCL points to Project governance model and treats it as Change of request (which means M/S HCL will charge for modifying the software).

 

e) When a solution is suggested by Core Team of BSNL, M/s HCL has a readymade answer that either it is not in BPB/BPR or SAP will not support this function. Not to our astonishment, for obvious reasons, Core team at BSNL CO is satisfied with this readymade reply from M/s HCL. This never occurs when HCL has to deal with our competitors.
 

f) For example, Basis team, PM and PS team wanted post based roles and authorisations. M/s HCL maintains CIT has informed them that duties of Executives are not fixed and hence transaction based roles can only be assigned, and, since it was finalised, they will not develop automated Roles assignment whenever an Executive goes on leave. This leads to abnormal delay in attaching and detaching roles to Executives.

The following are some of the other shortcomings of ERP implementation in BSNL:
· BPB (Business Process Blueprint) was finalized even before Core Team was formed in BSNL and track leads are nominated for each module.
· BPR (Business Process Re-engineering) was not done in line with BCG Report and many decisions are pending with BSNLCO.
· When the developed processes were tested by Core Team, about 700 FIT issues, for which M/S HCL is unable to provide a solution, are raised by BSNL Core Team.

· Cross Module functions are done by email attachments rather than by in built automated SAP functions.
· CAG Report on Gujarat ERP Implementation is not taken into consideration.
· Data loaded in ERP is not properly scrutinized which will lead to wrong reports being generated.
· Competent manpower based on technical background is not deployed for ERP Core team.
· Even without addressing the issues raised by Core Team, BSNL CO is pressing for “Go-Live” of major circles like Karnataka (declared Go-live) and Maharashtra which will have very adverse implications on the functioning of these circles in the days to come.

· Timely decisions are not taken in BSNL CO to modify/exclude the business process to Suit ERP in line with BCG recommendations as suggested by System Integrator. Concerned officers must be taken to task for abnormal delays in decision making.
· Major revenue generating and billing systems like CDR, Leased Line billing, Mobile sales etc, are not properly integrated resulting in multi systems at End user level.
· Even after 3 years, DR (Disaster Recovery) server is not installed at Kolkatta. In case PRD at Hyderabad fails, these circles will not be able to function till Hyderabad server is restored.

	


	


In order to expedite the smooth implementation of this highly prestigious project, the entire ERP core team at BSNL CO has to be revamped and BSNLCO must take suggestions from the POCs and core teams seriously in the interest of the company. Thereafter M/s HCL has to be taken into task for inordinate delay in   timely completion of the project. Concerned top level management at BSNLCO must be held entirely accountable for the abnormal delay in execution of the project and the loss that the Company have had to incur. Progress of implementation of the project must be closely monitored at the highest level, preferably by CMD/BSNL at least on a weekly basis. This potential project cannot be allowed to linger on the way it has been allowed to linger.
With kind regards,

(K. Sebastin)

Copy to: 

1. Sri. M. F. Farooqui, Secretary/DoT for information and necessary action please.
2. Ms Rita Teaotia, Addl secretary/DOT for information and necessary action please.
3. Sri R. K. Aggarwal, DIR(CM), BSNL for information and necessary action please.
4. Sri N. N. Gupta, ED(CN) for information and necessary action please. 
