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	To


Shri.Premachandra

        
Chief General Manager Telecom,

        
BSNL, Kerala,


Trivandrum.       

No. SNEA/KRL/CGM/2010/26 Dated at 6-1-2011
Sir

 (I) Main reasons which discourage Customers from availing BSNL Mobile services:
· Non-introduction of 1 sec pulse for ISD in pre-paid SIMs-It is well known fact that at least one member of majority of families in our Circle are working abroad, especially in Gulf countries. But many are using other Mobiles to make ISD  calls, since BSNL has not yet emerged with sec billing and many are hesitating to take new BSNL SIMs because of this. All our main competitors already introduced this scheme and they are tapping the vast potential of this segment.
· Validity issues-BSNL may be the only operator enforcing validity conditions. So many plans and so many validity vouchers are confusing Customers and Retailers very much. Hence either kindly abandon/simplify this validity scheme or at least kindly increase the talk time of Validity vouchers permanently.(For example, Customer has to pay Rs.280/- only to extend the validity for one year with a meager talk time for Rs.40/-, whereas our competitors are offering life time validity to their Customers, without any extra payment.)

· Insufficient talk time in RCVs/Top-ups-Our competitors are offering more talk time than the MRP of RCVs/TOPUPs. We should also come forward with similar offers at least for the more popular TOP-UP-110 & 220.

· Excessive delay in powering 3G BTSs-We are deplorably failing to tap the opportunity  in wooing 3G demanding precious customers due to excessive delay in opening 3G sites in many of the targeted Towns. 

· Poor Brand visibility-We are almost no where in this competition. Some aggressive advertisement activities are invariably required at Retailer shops, at Main public places etc. Necessary fund allotment orders to be issued by competent authorities. It is better to form an exclusive team at SSA level to take care of Brand visibility.  The team must provide the POS material at every nook and corner and also monitor the visibility regularly.
· Poor advertisements- Most of our customers are un-aware of the latest offers and also about our Special Tariff Vouchers (STV) declared by BSNL time to time. Vigorous publicity is required through various media available today and also through broadcasting bulk SMS etc. Take measures to introduce advertisements through local TV network, as it is one of the cheapest and popular methods of advertisement.
· Net work problems- Intermittent call cutting, congestions and poor coverage. Optimization of radio network is not done properly.
Main reasons for dissatisfaction to our Business partners:
· Validity issue of CTOPUPs-Requirement to use Validity voucher 110 is irritating our Retailors. Kindly avoid validity huddle at least to those who do large volume of Business through CTOPUP. 
· Reluctance among Retailers to own and operate CTOPUP- 1. Absence of a 24 * 7 Call Centre to resolve the problems of our Channel partners especially Retailers. 2. Acute delay in reversal process in connection with a wrong transaction. 3 Reversal is not possible to amount less than Rs 50 4. Most of the registered reversal complaints are denied due to insufficient balance 5. Confirmation message of a transaction through flexy is either not received or delayed. 

Our competitors are redressing the reversal complaints without any delay and there is no limitation of amount in registering the complaints.
· Emergence of E-PIN Franchisees- E-pin Franchisees are selling in the areas of our Franchisees at lower rates than our RC/TOPUP vouchers, seriously affecting their Business. BSNL is promoting E-PIN Franchisees in Circles where Franchisee-Retailer network is not wide spread. But, the E-pin commissions have to be re-structured considering the conditions prevailing in Kerala Circle. In order to avoid the cross selling, direction may be given to the E-PIN franchisees to sell their products through our Recognized Franchisees. Sales of the E-Pin franchisees may be monitored through Sancharsoft.  At present this provision is not available in Sancharsoft.
· Non Availabvilty of RCC , Top Up cards. These items are to made available to all BSNL outlets without any shortage. Smaller denomination cards are very much popular and CTop up is not a solution for the same as the shop owners are not much interested is smaller denomination recharging. Fixing the validity period for coupons may be discontinued so as to avoid the situation resulted recently and also to avoid wastage of expenditure.
· Non-issue of amenities to Fleet on Street (FOS)-FOS are business representatives of Franchisees who play very crucial role in promotion of sales. Hence it is very much worth to issues amenities like bags, T-shirts, Rain coats etc. as motivational measures. Necessary expenditure sanction to be accorded by competent authorities.
· Full fledged Call centre is required exclusive for Kerala Circle- The Response from our call centre is poor and also delayed. They are not providing valid information pertaining to Kerala Circle. Whereas the response of the Call centers of our  competitors  are fast and providing excellent information to their customers.
· Porting in – Additional incentives should be provided to those who are promoting the Porting in  (Franchisees , Call Centers, Retailers, DSAs, Shoppees etc)
· Free offers of BSNL while providing new connections-   There is a tendency among the new customers that after availing  the offers within 1 or 2 days and throw away the SIM.  In order to avoid this the daily usage of these offer may be restricted and staggered the offer for a long period.
George Varghese,

Circle Secretary,

SNEA(India). Kerala Circle 
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