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	To
Sri. Sunil Kumar B

G M NWP-CM

Mobile Services Trivandrum.
                    No. SNEA/KRL/CGM/2010/8Dated at 21-10-2010
Sir,
Sub: CDR Migration of CDMA to GSM-Problems observed while provisioning through Kenen FX for WLL

We may be creeping in on your precious time. Unfortunately we are compelled to, because we understand that the hassles being experienced by the WLL customers, field units, accounting units and all other concerned officers in BSNL, has been continuing for some time now without any redressal, leading to huge customer dissatisfaction and disconnection of services. We believe that further delay in resolution of the issues associated with the concerned will be highly detrimental to the interests of the Company. The software developed for the migration of CDMA from the previous platform to the new is inherent with lots of infirmities resulting in alarming customer complaints, naturally about billing apart from the operational difficulties experienced by the field units. In this we have our genuine doubts whether the developers were conscious of the difference in working of the GSM connections and CDMA connections. In GSM  the responsibility of the service provider ends with activation leaving all CPE activities to the customer. Also in as far as billing is concerned only post paid connections, barely less than 10% of the total  connections, are involved. So also payments are made only through BSNL counters or approved Banks wherein the updation is very easy unlike the payment of CDMA which is mostly handled by remote post offices. We, therefore, would not like to hesitate to bring to your notice the major deficiencies prevalent in the system and some suggestions to overcome them.

1. After migration, billing complaints are very much the order of the day as far as WLL numbers are concerned . This is because the amount paid through Post offices are not updated in time  in the FX  system before the issue of the next bill. Since the paid amount is not updated customers, as a right , get irritated  resulting in closure of the service. Since payments are done at remote post offices, it will normally, take some time for the payment intimation to reach the respective TRA and further manual updation in the FX system. As a solution, the bill may be issued bimonthly to provide for sufficient time lag for updation before issuing the next bill. Moreover expenditure  towards  preparation, printing, dispatch, postage ,collection charges etc comes down by fifty percent in addition to sufficient saving in the updation job. Much benefits will be reaped on the customer front, whose irritation on wrong information will be mostly overcome in addition to his travels to the payment centre being reduced to half.
2. The present bills lack a lot of vital  information like 
· The number of units called is not known while charges/ rebates are made as per units.

· Details of pending bills are not known

· Details of discounts are not understandable.

· Terminology in the bill like Lock box payment, payment reversal etc is beyond the comprehension of the customer.
3. Automatic reconnection does not happen for some disconnected numbers, even after clearing  the dues and the information updated in FX system.
      4.    Some NPCs provided with STD facility in the FX system is created in the switch    

      as with local facility only.
4. There is no facility for the field units to view the address of any WLL number (Post paid/Prepaid), making it difficult for fault attending .

5. No subscriber data is available in the FX for pre paid numbers. 

6. While providing EVDO & NIC connections, the purchase price of the EVDO/NIC device is entered for many numbers in pre-pay scheme in FX system wrongly as deposit, which gets adjusted automatically in future bills, causing revenue loss to the Company. 

7. No facility is incorporated for the communication of activation of High speed internet facility in a working number, from Commercial office to the field units for providing data cables, CD etc. to the customer. Many FWTs do not have Data facility. Consequently mostly the consumer is aware of the activation of High speed internet facility in his number only after getting the first bill.

8. No facility in the system for the field units to know about  NPD for recovery of FWT.

9. Field units are not given any role for completing any activity such as completion date.

10. ESN change (for replacing faulty FWT instruments) is a lengthy and tedious process consuming a lot of time, creating delay in replacing FWTs and leading to customer dissatisfaction. 
We hope that the above issues will receive your attention and prompt care.
    Thanking You ,
                                      Yours Sincerely,
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George Varghese,

Circle Secretary,

SNEA(India). Kerala Circle 

Copy to
               Shri.Premachandra

        
Chief General Manager Telecom,

        
BSNL, Kerala, trivandrum
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