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OFFICE OF THE GENERAL   MANAGER, TELECOM, BSNL BHAVAN SOUTH   BAZAR, KANNUR – 02.              
To


DGM (A / P) & DGM (F / TR) 

DGM NWO (TLY / PAY / KSZ) 

AGM (COMP / MKTG / OP / PU) & ALL OFFICERS AND STAFF OF KANNUR SSA

No. GMT-CNN / MKTG / GNL / 2011-’12 / 02                                                                    dated 30-04-2011

Sub: MARKETING OF BSNL PRODUCTS & SERVICES THROUGH EMPLOYEES –         

         “IMPLEMENTATION OF CUSTOMER DELIGHT MONTH”- Reg.

Certain Association / Unions are observing May 2011 as “Customer Delight Month”. This is a programme put forwarded by JAC of association / unions and the objectives of the programme is to improve the quality of the services, to reduce expenditure and also to improve work culture of the officials. We have already implemented most of the items mentioned in this scheme in Kannur SSA, but the launching of such a programme by the initiation through employees is a good movement in the present scenario. According to this programme, the following targets are to be achieved.
1. All landline faults to be cleared on the same day.

2. Cable faults to be cleared within 48 hours, especially for the BB connections working

3. All leased line faults should be cleared within the shortest time 

4. Ensuring Zero BTS faults. 

5. Zero pending work orders of New Connections / Broad Band / shifting. 

6. Redressal of customer grievances in respect of quality of service, billing, stopping migration of customers. 

7. Visiting subscriber premises and demonstration of value added services viz. GPRS, 3G etc. 

8. Proper upkeep of the batteries and power plant. 

9. Identifying / disposing of scrap materials and effectively utilization of free spaces 

10. Maintaining punctuality - attending office on time. 

11. Manning of the Customer Service Centres from 8 am to 8 pm and on second Saturdays & Sundays. 

12. Giving proper publicity by issuing pamphlets to the public, displaying posters /flex boards and publicity through media. This is to give a message to the public that BSNL employees care for their customers. 

13. To take all measures to save electricity.
14. Each employee should bring at least 2 new customers (land line, Broad Band/ Mobile etc.) during this month. 

The following are the guidelines in this regard, 

1. Utmost importance may be given for the maintenance of lines and cables during this period. 

2. Special attention may be taken for the recovery of closed Telephone instruments / FWTs / Data cards / modems etc. during this month.

3. Importance may be given for scraping and disposal of unutilized store items.

4. Regarding item No.14 of above, each employee have to market at least 2 connections (LL / PCO / BB / Data Cards / 2G / 3G / LEASED LINES / Blackberry) during this period. AGM (Comp) has to make a module in this regard in Kannurnet so as to view the no. of connections marketed by each employee.

5. Concentrate for marketing new prepaid mobile Mithram plan through new connections as well as by utilizing the opportunity of MNP during this period, since this plan will expire on 18-06-2011.

6. Take efforts for bringing back of “Home Pyari Jodi Mobile” connections, which are under GP-I &   GP II categories. SDE (Comp) should display the list of such customers in Kannurnet for this purpose. 

7. SDE (CSRs) / Controlling officers of exchanges should ensure that the applications directly coming to CSRs / Counters / Exchanges are not falling under this scheme. 

8. Employees who marketed the product / services should enter their name / designation / employment no. on the top of the application and submit to the concerned CSRs. 

9. Contact AGM (MKTG) for any clarification with respect to this scheme and SDE (COMP) regarding the data entry.
I appeal to all executive / non-executive employees to participate in this scheme and try your level best for achieving the target fixed, which will help to improve the name of ‘BSNL Kannur’ to further heights in the country. All DGMs should ensure wide publicity of the scheme among employees & monitor the progress of the target fixed. 

                                                                                                              // S.S.Thampi //

Copy to: 







             General Manager, Telecom

(i) District Secretaries of Executive / Non executive unions-        
BSNL, Kannur                                                                                                                  

(ii) Notice board of all Offices / Exchanges
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