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Dispersion analysis of Broad Band

Average daily fault -600

Breakup
O Error 678Line/PC/Modé

B error 691 1D /PW
0 Speed Slow
O E-mail problem

B Unstable line
B Web site Not openning
B Misc




CRM: For a Customer-
Friendly BSNL




CDR Convergent blllmg

* Kolkata
* Hyderabad
= Chandigarh

= Pune



CDR Convergent billing _ ~
»

e -
*The Project is expected to ﬁ

the end of 2008

= PAN India CRM
Phases

= This will genere
platform for all B






QOS

Landline

Parameters

TRAI Bench Mark

Achievement

Provision of a
telephone after

. . 100% 99.61%
registration of
demand(Within 7
Faults/100 Subs/month < 5% 4.80%
Fault repair by next 0 0
Working day 90% 90.62%
Mean time to repair
(MTTR) in Hrs. 8 Hrs. 10°hrs
CCR i) Local 65.00% 60.22%
1) Junction 57.00% 54.78%
1) STD 45.00% 51.43%
Additional facilities 950 99 28%

within 24 Hrs.




QOS Mobile

3
2

TRAI BENCH MARK
1 SDCCH < 1%

B TCH <2%
7/, Call Drop < 3%




QOS BROADBAND

SI.No. Parameters Benchmarks
1 Service Provisioning/ Activation |100%casesin <=15
Time working days
(subject to technical
feasibility)
2 Fault Repair/Restoration time
55 % of faults repaired by next >90%
working day
5 3 % of faults repaired within 3 >99 %
working day
3.3 |%age of bills disputed <2%
3.4 |%age of complaints resolved 100% within 4 weeks
within 4weeks
4 >90 % within 60 sec

Response time to Customers for
assistance




Customer Service Centres

Number of Customer Service
Centre : 74

dNumber of Bill Collection points : 479

dNumber of mobile van ( outreach service ) : 2
[Addition in 2007-08]

U Number of new look BSNL world : 2
[Addition in 2007-08]
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From your Manik Jod+ mobile MOBITE

{ ik Jod
of Calcutta Telephones There's more to Manik Jo

Manik Jod+

w Alllocal calls to your BSNL
RIT landline of Calcutta Telephones
g@l' l ’- are Free

A e b Local call charge to BSNL mobile
@J%{j (ke is only 90 p. per minute and SMS
=i charge (local is only 25 p, per
Www kolkata.bsnl.co.in message unit
Www.calcuttatelephones,com Above tariff s al licab
— ove I also applicable
Helpline:9400024365 for the existing Manik Jog
subscribers

For details, contact the BSNL,
T P ) Local call charge to other mobil
lesis Rs. 1.10
and Authoriseq Franchisees Per minute, Sy Sharge is 50 P. per unit

' le i
o, e u,m&nhn(zstafs?wlzlg_lcs PVt' Ltd'




All it takes to be a

'SUPERBRAND'.




LISTENING TO THE
CUSTOMERS

CHAMPS

@Cleanliness.

®@Hospitality.

®@Accuracy.

®@Maintenance (equipment and facilities).
®@Product Quality.

®@Speed with Service.



THANK YOU



