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o AGHIPRS M. 0809 Date : 300 iy 2008

Dear St Abeahar,

5 you are e, performance of Kerala Crcke i Teecom Revenue gereration has been very
‘oo or the year 20072008, The s becn made possile due 5 the sncers fforts put 1 by all o
cplayces. T comey my appreciton t il of 0u (0r s achieernent. Having sak ths, 1 Shouk s
ing v atenton o the follosing acs

0 S of our achevements, here ars shotcomings. in many areas especily i custamer care
et In e prescat scenari, which s 3 fercely Cmpe{: e, Laning the esising cstomers .
eaually Important 2 ading new customers. For s, custorer care S Nonly Sanfican, Employess at i
feveks n th Hcrarchy espectaly those wha are i the fld unis drecly teracting i the Cucomr:
701 b mace anare of he mporance of mely and oMl acesi7 the customers'griesances,

A copy o an mail complant recevee by CH forvardec Lo ol Head of Crcls i endosed for
your refrence.  The complat 15 %1 explonalon. Simiar e 5 S0 1 (e complant e
prevsknl i many of our field areas. Beng o customer oienced orgoisation, we should o erae
occence of Such tances in our fld units whieh woul eventualy afcct ur customer base averseh:
Therelore, you are roqueste 0 personally monlor uch cases and SFGEN OHECtVE octon Sl b
ok, wherives such Pulances GEaw, WA a Wew 1 s hal the custamers are ot mace t e
New customer care itiates shoulc ako be taken | implemenid (o inprove cusomer satfacton and
Gl vl et b sensied on the 5sues el . et cstomer care.

Athough BSKI a5 3 compary, has roft motives, prvicing services which are trly word class
00 e 0 am and 3l o O shoul e the s . 1 am rking e 1 & o rcingtes
o o all ofcavs and Slall 1 ach 46 he aDove et

wth st wists

Yours sincercy,

e K-S ShvRasarnonm

KS. SRINIVASAN

S0, Abrahom
Cule Secretary, SNEA (1)

8 50F (BSS ), bl Services,
Bharat Sonchar igam Lo
Opp.Polce 1G5, Vllayambiam
TRIANDRUM

PG Junction, Thinsananthapurar 895033 A, s, T - 695 03
Tolophone 471 - 2302200 (Of | D4TS-2307373 (Re) | Fax G471 - 305150 | E-mai: comtoraloient<o i

Visitus at s banicoin & wmnekeralatlecom com
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To dlgms@hinlcoin

St P Complins sgins BSNL st ncgligency e

e( 2voumm -

FOR PERSONAL ATTENTION OF CGM.
Dear Sir.

1 have been dirccted CMID, BSNL to forward this mail o al Telecom Circles/Districts for taking
necessary cormectve actions in your espective cireles as a Customer Care Iniiaive.

With kind regards,

Yours sincer

[Tajinder Kumar]

DG [CaM]

Original Message-—
From " Kalyan Pau” <kalypasl@gmailcom>

Sem /1272008 25312 PM

10 epe@an co in.diro@bsnl co.in

e serssrasanchamein, powb@ssncharika.com, dde.cs@hnl co in
Sunject Compiaints against BSNs taffs negligency

pen
Mr J.R Gupta. Director (Operation) e

i DT G S il
i S K e, N (5) ot peren Che e
e i Nanty S (PRO)

Dear Sirs.

‘The purpase of this mail is o inform you that T am one of the victims of your poar service and bad
customer care service. This is very shameful that | need to write 20 the stalwarts of BSNL. 1o
address my problems/gievance.

1 am having & BSNL Broadband cannection at my home in Siligur. But 15-17 days back due to
same thunderstorm, the wire of the Landline cornection was disconnected. My brother went 1o the
local BSNL office in Siliguri o lodge the complainis. But even afier 4 times complaints, nobody i+
bathered to solve the problem and top of that your officials told my brother that they will fix that
\whern they want 0 1. What i 1his? Is there any sense of responsilibity among your stafTs? What
are they siting for? Just o make the chairs hot?

B e el s 2 ction=reply
"





[image: image3.jpg]Page

Yhei my brother got fed up and called me, then I tried to address my problem fo Mr §.K_Bose, Mr
Mihir Nandy and Mr N.Kumar but unfortunately the given phone numbers do ot work 4 weugl.
Do you think I have enough spare fime to got for appeal in telephone adalat cie?

1 stey in Canada and prescnly | an in New Delhi on official purpose. When I saw on your websitc
hal Several Steps have been taken at BSNL to augment the quality of customer care to
international standards, | couldrt decide whethar I should langh or cry at this tatement? Do you
have any idea what is the Internitional Standard? In Canada, if you lodge & complaint, i is solsad
within | hour. The concemed person s held reponsible if the customer lodges the secand
complaint. A mere sentence does not qualify you to be the best. You have to really implement dhat
in place. ] am suc you will never get an 1S0 certificate and even if you get, il would be purchased
and not carmed because of your service

Even after the globalisation the nature of your employees have ot changed a bit. il your ine
men do not do any job without taking any bribe. This i the service standard. 1 am sure the linemen
are not ntersted (o fx the problem at my home because my brother has not offered anything to
them. Come-on sirs. give up this mentality and wake up. Even in my office in Delhi, we need 10
provide  fixed monthly amount to the linc man to keep the phone lines alive for al ime. 1 heard in
Delhi. every office does this. Even sill today in Canada, India is known to be the rd Wrld
Cauntry, why? Because of this and this is the fact. Shame,

Jam il ready 10 eive brive but please ask your men to fix the problem at least. Becase my nee
is more than your self respects

1 this is he condition with the largest telephone company in the country, then what could be
impact of disaster with this kind of service?

1 hope sy one of the abave respectable officials at least wil listen to my problenn,
Thanking you.
Kalyan Paul

My Comtact in Siiguri
/8 Hemania Mukherie Road.

S1d Foor, Nabane Apr

East Vivekananda Pally, Near Sanhati More,

PO-Silgari, Dajechng, Pia- 734406

West Bengal, India

1 0353) - 2461039, 9832445464 (Brother's Mabik)
94340 48963 (My cell)

My Contact in New Dethi
Building No.100. Tap Floor

Lane NosS. Krishna Nagar
Safdariung Evelave, New Delhi - 29
India

s w2 ation- repls





