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To

The Chief General Manager
All Territorial Circles, BSNI

Sub: Roles and Responsibility for Motivational Training ‘CUSTOMER / CITIZEN CENTRICITY
PROGRAM".

Ref: 1.BSNL,CO-TRG/26(11)/2/2021-TRAINING dated 11.11.2021

2. No ALTTC-ALT/50(23)/2/2021-1T-TM-LEGAL dated 22.11.2021

3. ALTTC-BRT/12(21)/2/2021-IT Faculty/Dated 10.02.2022

As per letters under reference a course on “CUSTOMER / CITIZEN CENTRICITY PROGRAM FOR BHARAT
SANCHAR NIGAM LIMITED” is to be conducted by a private vendor (to be selected through open tender) for
BSNL Frontline Staff of different circles. The tender for the same is under finalization. As per the scope of the
tender, the allocation of seats for Survey of Customers and BSNL Employees , Master Trainers, BSNL Frontline
workers to be trained was communicated vide letter under reference 3 of this letter.

In continuation of earlier letters:-

1. Initially the selected vendor was proposed to do a gap analysis/demand survey to identify pain points by a
sample of 200 BSNL frontline employees and 500 customers (of different services i.e. CFA, CM, EB) of
different circles. Now due to the change in scope of work in tender it is proposed that “Customer
interaction study/survey of 200 employees of BSNL has be done under category of (Sales Mobile- 50,
Sales Enterprise-50, Maintenance team-100) and 1100 customers of different verticals and channel
partners (Mobile customers- 500, Fixed line customers-300, Enterprise customers-200, BSNL Channel
partner/franchisee for fixed line - 50, Channel partner/franchisee for Mobile- 50) in various parts of the
country in order to identify pain points in services delivery and behaviors of BSNL frontline staff”.

2. Also it has been decided to rollout the project only in 2 selected SSAs (BAs) of each Circle which are
to be decided by Circle, the seat allocation for Survey, Master Trainer and BSNL Frontline Staff is
available at ANNX-I Table -1 and ANNX-2 (Table 2) (Revised) The payment mile stones are also
attached with this letter. Kindly nominate circle nodal (Single Point of Contact- SPOC) and Master Trainers
details on the below spread sheet '

https://docs.google. com/spreddsheets/d/luZNR70(‘Mj9fMlzLUneSZ 'gj12A1LclvirAuc eAGM/ed{thsimQSﬁéfihg

3. For any Clarification AGM (TM)/SDE (TM) BRBRAITT may be contacted on 9425800994[94258&1027 or

on mail-id brbraittkarmayogi@gmail.com.

~ This issued with the approval of CGM, ALTTC Ghaziabad.

Ghazlabad for kind information please. i
LCO New Delhi for kind information please WY Yt




No.of Employees for Survey of

No. Customers to be surveved in Circles

ANNUXURE-} (Table-1)-REVISED

Circle Parented to

REAN sixale BSNL Staff e training center
200 i 1100 S
o BSNL Channel
Sales | Sales Mobile | Fixed w..__n...(.“v Channel | partner/f
Mobile- Enter [ Maintenance | custom line S E:.S.mq\:. ranchisee
50 prise- team-100 ers- custome b anchisee for
50 500 rs-300 200 m.:. fixed Mobile-
line - 50 50
i JAMMU and Kashmir 1 2 10 6 4 1 1
5 HIMACHAL 1 2 10 6 4 1 1
3. UP(E) 2 2 25 15 10 3 3
4. up (W) 2 2 25 15 2 2 ALTTC
5. UTTRANCHAL 2 2 25 15 3 3
6. HARYANA 1 2 10 6 1l 1
7. PUNJAB 1 2 10 1 1
8. CHATTISGARH 1 2 20 2o i 2ok e L
9. MP 2 2 25 3 e
10. | GUJARAT 2 3.0 | b, 25
11. | RAJASTHAN 2 2 B 25 :
123 Maharashtra 3 3 6 35 Vi
13 ODISHA 2 2 4 20
14. | West Bengal 2 2 3 20
165 BIHAR 7 2 5 20
16. JHARKHAND 2 2 5 20
1.7 Karnataka 3 2 ; 5 30
18. ASSAM 2 1 3 1)
19. | NE-1 1 it 8] 0
20. | NE-I T8l doglonn Nl .o | W10
21. | ANDHRACIRCLE T ;
22. | TELANGANA
23. .| Keyalad SC NN
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ANNUXURE-II (Table-2)-REVISED

s b mSeats for No. of Seats for BSNL, | Circle Parented
SI No éz:ltrrl:}gCircle Master Trainer front line staff (l::nter training
100 Exe Non- Exe
1 ALTTC e (14-00) (6000)
2 BRBRAITT I - -
3 ZTTC-Pune 7 s :
4 ZTTC-Kalyani 7 - :
S ZTTC-Mysore 7 ; :
6 ZTTC-Guwahati 1 - 3
) RTTC-Hyderabad 3 g .
8 RTTC-Trivandrum 2 5 X
9 RGM-Chennai 2 : .
10 JAMMU and Kashmir 1
s, HIMACHAL 1
. UP (E) 1
112 UP (W) 1 ALTTC
14. UTTRANCHAL 10
i5. HARYANA 1
16. PUNJAB iy 1
) L7 CHATTISGARH il
5 Ll . BRBRAITT
19. GUJARAT :
20. RAJASTHAN
2. Majharashtra 1 ZTTC -Pune
22 ODISHA it
3. West Bengal 1
24. BIHAR 11~ B, -
25. JHARKHAND il |
26. CTD il
D A &N 1
28. Karnataka JT
29. ASSAM TSt
30. NE-1 1
31 NE-II ! 1
52 ANDHRA CIRCLE P &+
33 TELANGANA .r“;) g 1
| 34 Kerala o 1
5 | TAMILNADU ;
b | 100
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Payment Milestone

SINo Milestone e i’é?mént s T i’a)_/hneh‘tici'it/e.rl:'i T
1. | Submission of Customer | 10% of quoted ~Azcéf)tfmgehom‘ﬁle on the submitted Report ity
and employees interaction | Total  Contract
study report Value
S S e IR U RN AR A L R . -
2 Design and development of | 10% of quoted | Acceptance from BSNL on the deployment of the
! ~ S LN - 1 - §
the Customer / Citizen | Total Contract Customer/ Citizen Centricity program
Centricity Program Value
3 Capacity transfer of | 10% of quoted Completion“(;tT the Train the Trainer pr-og-mﬁlé: for
teaching methodology to | Total  Contract | requisite number of BSNL officials who anchor the
100 master trainers of | Value | rollout into the organization after receiving
BSNL along with content certificate from concerned section.
and associated documents
I 4 Enabling Rollout of 30 % of quoted | 50% of the total t'zn-‘g_c‘t nu’d'ien'éefcin‘{i'ple'te» the
training to 7400 Total  Contract | program
employees of BSNL Value
| i
s | Enabling Rollout of 20 % of quoted | e 50% of the total target audience complete
training to 7400 Total ; tracttk’gr ‘ T :
e Uy -N's ‘:;. ‘A:"' ol
employees of BSNL Value oy o
i + | o e . 4
6. |Support  the  Impact|20% -m&guute@_ ;.qf;uhe*tmmxngfhas{hp‘m‘g%,;"
i) ¥ ; o 3 o e Sl S
Assessment of the program | Total  Cont 1 M : i
h . 1yiby
Value
f, : »_‘ :*1
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E File No. ALTTC-BRT/12(21)/2/2021-IT Faculty/Dated 19.03.2022

To

The Principals

ZTTC- Pune/Guwahati/Maysore/Kalyani
RTTC- Hyderabad/Trivandrum, RGM TTC
DGM(TM}-ALTTC/BRBRAITT

BSNL

Sub: Roles and Responsibility for Motivational Training “CUSTOMER / CITIZEN

CENTRICITY PROGRAM".

Ref: 1.BSNL, CO-TRG/26 (11)/2/2021-TRAINING dated 11.11.2021

2. No ALTTC-ALT/50 (23)/2/2021-IT-TM-LEGAL dated 22.11.2021

As per letters under reference a course on “CUSTOMER / CITIZEN CENTRICITY
PROGRAM FOR BHARAT SANCHAR NIGAM LIMITED” is to be conducted by a private vendor
(to be selected through open tender) for BSNL Frontline Staff of different circles. The tender is
under process. The selected vendor will do a gap analysis/demand survey to identify pain
points by a sample of 200 BSNL frontline employees and 500 customers (of different services
i.e. CFA, CM, EB) of different circles and prepare course content for improving motivational
level of BSNL frontline workers.

Total of 7500 staff (1500 Executives and 6000 Non-executives) is to be trained in the
said program. For this as per the design of program 100 Master Trainers have to be trained
which will further deliver the training to 7400 staff under the guidance and supemslgg 0
vendor. AR o T 2 iy e

The role of training centers are as follows:-

1. Principal Training Centers/DGM(TM) will be the nodal officer for the above said project
for their training centers and will act as nodal for circle under jurisdiction as per
annexure-l.

Principal Training Centers/DGM(TM) will coordinate with GM HR of Circles to provide
list of employees and customers of different verticals on whom survey is to be carrigd J. 5

ds forwarding to DGM (TM‘ BRBRAITT and maintain record c
1 qhwlll be used by them for mvo&ce cevﬂﬁeation. Itis advised (




) raining Centers/DGM(TM) th "1 the participants may be from one or two central
ocatior rcles in order to smoothly roll over the project
] he ( IR) of Circles will select the master iners for their respective circle and will
ymi S Pt ) 1b 1 XL long th name, designation, HR Number,
lobile Number nail-ID and send to GM, BRBRAT' hese master trainers will be
1n¢ he Vendor « ] end erms an ynditions. The circle-wise no. of
S 1 DI ( trained Is § nin Ant ( )
ni enters w i ) rom 1 ci or further train the
ema ntline | D ind aids provided
v\ ch
e ( [ ( I { \ yut of er €I
¢ I d tra ntries, billing
LIt I 12 ( I 30N )1 1€ WOTIKE )
2 ( vel executiy [he P ipal Training
(T \ n ) < (
B | 4 C ) N ) NvoICe
1
( | ) < C ned € r 1ber o [
l nnexure-I (Table-2) and will vide a list in annexure-V to GM, BRBRAITT
1€ s of training centers will coordinate with circle for nominations and
1 yrwarding to BRBRAITT.
eS f the circle will nominate/register the BSNL frontline staff to be trained in
MS nd when batches are opened in CTMS. The SPOC will be certifying bills and
per tentative milestone in annexure-VI and provide the certificate as and
he lired (the format which will be communicated subsequently after selection of
)r) and maintain record copy with ALTTC/BRBRAITT/ZTTC/RTTC which will be
y them for invoice certification.

File No. ALTTC-BRT/12(21)/2/2021-IT Faculty-Part(1)

8. The Principal/DGM (TM) will be responsible for getting invoices certified by Circle
under their jurisdiction or else will certify the invoices on behalf of the circle.

vendor for the project is under process through RFP by GM

-aining centers should ensure that all the above information

1t upto 21-03-2022 on email id: dgmtm.brbraitt@gmail.com. For any query

ree to call Shri [.K Verma, DGM (TM), BRBRAITT (9425800996) or Shri | K
Skil ) BRBRAITT
ith ti (0} o) il &

General Manager
BRBRAITT, Jabalpur
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800971/2022/TM-BRBRAITT
File No.BSNLCO-TRG/28({11)/2/2021 -TT\‘AINING

[ CORPORATE OFFICE . I
| Trawung Cell, mmﬁyi@ﬁh
Hharat Sanchar y |
| New Dettielicon) P | BHARAT SANCHAR NIGAM LIMITED
{ Tel 23716838, Fax 23711544 ‘ e ]
No BSNLCO-TRG/26(11)/2/202 1-TRAINING v Date: 1 1™ Nov 2021
o,
The CGM ALT | o8
Ghaziabad
SUB: Regarding motivational training to BSNL frontline employees.
Being the leading telecom service pre vider the nature of services offered by
BSNIL. makes it one of the most u,;u‘,rm;rx facing organization. The customer-BSNI
nicraction in a way shapes the customer M,.‘;':_,(f‘.n _,;)-‘«u-_ BSNL serv ces and thereby 1
tmpact resultant revenuc of the organization I'hehuge volume of interactions presents {
an opportunity to establish BSNI asa brand that offers quality and consistent telecom
S€TVIce experience to customers as well as better revenue for the orgamization To
achieve this objective an claborate capacity- building exercise of frontline BSNL staff
would be necessary : ' ' i
\
2 Further, to motivate frontline T |
satisfaction and to sustain in the cut-t rket, 1t has be |
Imperalive to impart appropriate motivational/behavioral tra to BSNL fron
staff The excreise shouldaim to train our front line workers ve a customer-ceatric
approach in lhcdchvcry of services, improve the responsiveacss and quality of services
delivered 1o customers, and build frust :n them This will result mn befter customer
rewntion and better revenue 1o BSNILL
3. BSNL is preseatly having 29832 cxccutives and 33179 non-executives working in
BSNL as on 31102021 Almost all non-cxecutives 1n BSNL are working as frontline
suffmdfewmnofﬁmumsnskvqlga‘ rkingas frontine  staff It s
proposcd that out of these working cmplayecs approx $0% non executive staff and
around 15% cxccutives staff may be trained for motis - Centric training
Program As BSNL training cenires, after VRS and € very limited
umparting wch@e&af: e‘"v : ma ) 1
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