SNEA(I)/CHQ/DIR(CM)/2/5-11                                              Dated 05th May,11

To

Sh R. K. Agarwal,

Director (CM), 

BSNL Corporate Office,

New Delhi.

Sub:- Failure of C-TOP UP facility  in entire Southern Region –  
Customers 

migrating to other service providers reg:- 

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

During last 6 days 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 the franchisees are not co-operating due to the newly introduced TDS issue. By this frequent failure, BSNL is losing its credibility and Crores of rupees of business also. It is observed that even after repeated failure, 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, the impact on subscriber base when MNP is force is not difficult to gauge. 

Repeated occurrence of what appear as created problems/faults to help the private operators and it raises the issue of complicity of BSNL personnel especially when MNP is implemented. Serious action may also be initiated to recover the losses from the erring vendor for the repeated failures. The estimated loss throughout South India may be 40 Crores as on date. It is learned that the vendor is also same for BSNL as well as private operators.
In Kerala Circle, there are no TOP UP cards and recharge coupons also as printing of TOP UP cards and recharge coupons are not taking place in time. 


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 in the past, 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 the repeated failures. We are virtually sleeping over how to effectively and successfully deal with such issues when we have serious issues of quality of service and poor customer interface.     

With kind regards,

Sincerely yours

( G.L.Jogi )

Copy to: CMD, BSNL for information and urgent necessary action please.
