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Subject: Key performance indicator for the year 2011-12 for Telecom. Circles

One of the key performance indicator for the Circles for the year 2011-12 a5 fixed

by our new CMD is that efforts be made to bring back the customers who have left BSNL

by interaction with them personally, This factar can play a pivotal rele in increasing our

landline and broadband revenue if sincere concrete and meaningful efforts are made at

every level in the SSAs. Although, SSAs are taking action in this regard at their own level

to bring back the landline and broedband customers. I am giving the following

steps that may be faken by the SSAs to obtain more fruitful results in the coming

months.:

1.

Identifying of landline and broadband connections disconnected either due to non
payment or subscriber’s request since 1.4.2010. Also get the details of pending bills
of the telephones disconnected due fo non payment.

The above data may be got prepared exchange wise and then segregated Phone
Mechanic arec wise. The work on the above twe points may be completed by
10.6.2011.

All the sectional Phone Mechanics may be assigned the duties to contact above
customers for restoration of their landline / breadband connections in their areas,
The customers may be persuaded by the Phone Mechanics by explaining them the
benefits of BSNL Landline over mebile telephone, reliability of BSNL tariff over
private operator’s tariff, STD on local rates to all lendline numbers including those of
private  operator’s landline telephones, assurance of goed quality service,
SAMADHAN Scheme for broadband customers in case the broadband unpaid bills of
the custamers were on the higher side, Reliability and speed of BSNL Broadband over
other private operater, affordable broadband plan both limited and unlimited to suit

all sections of customers,
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The Phone Mechanic will g¢ 1o the customers with the details of pending bills incase
of DDNP customers and apprise him about the restoration of his telephone even if he
makes the payment of pending bills in installments, He can even be authorized to
collect payment under proper receipt,

9. In case the customer is not ready to come back to BSNL due to any reason, the Phone
Mechanic will coilect the telephone instrument from his premises in a appropriate
receipt for which he will carry the necessary receipt book for recovery of telephone
instrument, In such case, the recovered instrument can be used in some cases in
replacement of fauity instruments, The receipt of recovered instrument will aigo be
made over to the TRA Section of the SSA Unit for arranging security refund of the
customers which will ultimately lead in improving the BSNL image.

6. The Phone Mechanic will also give his Mobile/WLL Ne. to such customers for their

future requirements of BSNL service,

The 55A can also device further method keeping in view the local conditions from
station to station but action is required to taken on war footing basis. It is targeted
that all disconnected numbers are fo be contacted by 31.8,2011 for restoration of
their landline and breadband connections by the Phone Mechanic of the area,

It is desired that the progress report in this regard may be submitted fortnightly ina
below noted format starting from 15.6,2011 or email ID at mkigcfa@amail com or FAX

Ne. 2603155, The Ist report for periad ending 1.6.2011 t¢ 15.6.2011 be submitted by

18.6.2011 and thereafter on fartnightly basis as summarized below:

[(S8A T No. of customers Totsl Customers contacted i Customers restored Tastriments Outstanding
recovered AmnRt
collecrad
""" DDNP | Surrendered PDNP Surrendesed | DDRNP Surrendered

Detailed information as per Annexure Phone-Mechanic wise may also be attached.

This 1ssues with the approval of CGMT Haryana please. \%ﬂ‘
, "(R.K. JAIN)

GM(BFA)

Copy to: GM(NFA) C.Q.AB for information.
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