
	Ref. No. WB St. Br./CTD/2008-09                            Dated at Kolkata,  06/03/2009


To

The CGM

Calcutta Telephones, BSNL

Telephone Bhawan

Kolkata – 700 001.
Sub:- Identification of service deficiencies and suggestion on service
          improvement 

Dear Sir,

 As a responsible Service Association we are deeply concerned about the declining services in CTD. On many occasions we had discussed the problems, but there seems to be no perceptible improvement. The association made a comprehensive discussion, calling the field officers from different services and assimilated the deficiencies and opinions on improvement of services to make CTD a viable organization and cater to utmost customer satisfaction. We are in a continuous process of evolving suggestions and as of now the followings are hereby submitted for your consideration.  

Land Line Problems:-

(i) Scarcity & quality of TSF, mainly TSF3 to TSF6 and Module at Pillar & Cabinet. Without TSF cable cannot be joined to provide service in the rainy season.

(ii) LNPC Tester should be provided at each RSU/ROU.

(iii) 400/800 pair PIJF cable should be used to link main exchange MDF to RSU exchange MDF to provide corporate customer a good service in proper city area. 

(iv) To lay underground cable more than 100 m to provide pole-less concept from pillar to subscribers’ premises.

(v) Low quality of CT box. 

(vi) To lay underground of 50 pair from pillar to DP near sub’s premises.

(vii) To replace old Handset by a new one with CLI facility instead of repeated  repairing of Handsets of low quality.

(viii) To improve CCRs old type E-10B racks (viz. Kalyani, Bhatpara etc.) to be changed to OCB racks.

(ix) In most of areas under CTD, no DEL is working with DIAS. Therefore, concerned switch should be powered off.

(x) DLC & CORDECT cards cannot be repaired locally.

(xi) Low quality IPM, drop-wire causes burning of cards in Internal Exchange.  

(xii) Intervention at the level of AM/GM along with local administration  and Police is very much needed  to stop the cable cut issue.

(xiii) Power Plant and Power Units of Exchanges  should be upgraded.

(xiv) PF connection should be stopped.

(xv) Causes of surrender should be reviewed and remedial measures should be taken by administration. 

(xvi) Canopy type engine alternator is required to avoid power supply problems of Internal Switches as well as public protest against pollution  especially when the engines are run at odd hours.

(xvii) Pole-less external Net Work upgradation work problem at suburban area.

(xviii) Negotiation should be arranged with CESC/local civil authority so that major cable damage can be avoided while they are laying their cable /water pipe line, sewerage lines etc.

(xix) Proposal for internal wiring of a Multi storied Building with a direct 10/20 pair PIJF cable from HP to different location of a floor. It will minimize the fault as there is no intermediate termination. 

(xx) RLU/ROU/RSU without sufficient nos of connections needs to be reviewed in context of business viability.

(xxi) Proposal to lay to high Gauge cables for PW circuits.

(xxii) Inspite of AMC, the firms are not changing the faulty cards as and when required. e.g. Dankuni, Nabagram, Singur etc.

(xxiii) It is learnt that Electrical maintenance of the rented buildings including ROU/RSU are being maintained by the area as decided by the higher authority, but the field officers are facing a lot of problems as they are not concerned with the electrical machines and equipments. Electrical maintenance of the rented buildings should be maintained through Electrical Wing.

BB Problems:-

(i) No. of BB connection in CTD is not at per all India level. Net BB connections in CTD  is 1,72,568 as on 26/02/08 while 46,626 BB connections have been surrendered. In this financial year, out of 68,203 BB connections, 15,219 BB connections have been surrendered mainly due to External fault, Billing as well as commercial problems (Plan Change).

(ii) Single Window for settlement of billing problems is to be established. 10 Commercial Officers in 10 areas in CTD for BB service to be arranged.

(iii)  5-pair cable should be provided to high valued customers

(iv) WIMAX installed at Kalyani PCM should be either withdrawn or maintained properly. 

(v) 70%  of  Siemens C2110 & Nokia-Siemewn C2110 modem and power adaptor  are faulty. Working performance of C2110 Modems are very poor. In most of the cases it does not work more than 15/20 days. In case of multiuser, the C2110 Modem does not work properly. So, C2110 type Modem should be replaced by good quality Modems like MT882, MT841 etc of Huawei.

(vi) Format of SMS for user ID & password should be changed.

(vii) 691 error i.e. Resetting of password is being done at Division Level, but for quick restoration, Resetting of password should be more decentralized. 

(viii) Still a good number of modems of F2 subscribers (2005-06) were not recovered. Free service of BB should be stopped.

(ix) Proper way for the change of plan should be introduced to avoid harassment of BB customers.

(x) A.O.(TR) should be concerned to CCN using. 

(xi) Unnecessary PF connection should be stopped.

(xii) Proper & insufficient supply of stores hampered the maintenance  & new connection work of external plant 

(xiii) TSF (3 to 6) joint kit is not available with the store.

(xiv) Provision of LNPC tester for testing of lines especially for BB in all exchange and RLU/RSU/ROUs is to be made to get perfect result.

(xv) For new connection MODEMs should configured before delivery to the customer premises. Moreover, instances of MODEMs not being recovered against surrender connections needs to be brought to attention.

(xvi) In case of modem faulty for new connection or maintenance, it takes time for replacement of faulty MODEMs after sending report to the concerned SDO/JTO in ROU/RSU Exchange.

(xvii) In daily fault report, most of the BB Circuit fault is “NO LINK” in Modem. It takes time to restore the “LINK” especially in RSU nos. after intimation to the concerned External Staff. 

(xviii) Sometimes in case of new connections there is no link in Modem while Number is working from EPBX. In that case it takes long time to restore LINK especially in RSUs. Therefore, the external staff should check the link after connecting the CPE (Modem) with the line.

(xix) Every month due to down of MP server, customers are facing problems and they want to surrender BB facility. So it requires stability of MP server and need more DNS Nos.

(xx) Most of higher plans BB customers complain that they are getting low speed from higher plans and they want to change higher plans. Speed should be more for higher plans.

(xxi)  There is no proper response from Call Center. As per customer, instead of co-operation they are giving different Phone Nos. to the customers. 

(xxii) Tier-II Switches  of Huawei make are not in RING. To bring stability, RING should be formed.

(xxiii) Exclusive BB team should  be formed at the divisional level with all necessary equipments for betterment of BB service.

GSM & CDMA Problems:-

(i) 130 nos. of  BTS and 10 no. of EVDO BTS with 2MBPS data services are working. More EVDO BTS are needed for Dataone service. 

(ii) There is a huge demand of Data Cards, but Data Cards are not supplied.

(iii) All India Roaming should be introduced in CDMA.

(iv) Customer Care is very poor.

(v) Billing problem still exists.

(vi) Pre-paid connection is not introduced in CTD, but in other circles it is already introduced.

(vii) No service center is being opened for Data Card. After expiry of warranty period there is  no system to check the redressal of grievances. 

(viii) Like GSM, centralized FRS should be introduced so that customer can book problems to any CCN.

(ix) Open-ended Number scheme should be introduced in CDMA to avoid the problem of shifting of Telephone Number from area to other area.

(x) CCNs for CDMA should be introduced at all areas.

(xi) CCN In-charge should be empowered for reconnection of Post Paid customers as well as balance complaint.

(xii) To provide well come kit for pre-paid and post paid connection at CSC.

(xiii) To distribute well come kit to subscribers through Franchise.

(xiv) Call Center of different exchanges may be connected to the Call Center at Salt Lake.

(xv) Waiving power of Rs.100/- should be given to SDE/CC at CMTS in writing.

(xvi) Any promotional offer should be made in one order not  in the form of repeated order.

(xvii) Battery Set problems at BTS

(xviii) Post paid connection not to be done at post office to avoid T/D (Uttarpara P.O. is not accepting Post paid bills).

(xix) Joint maintenance teams are needed for GSM & WLL BTS maintenance.

(xx) Signal problem should be eliminated.

(xxi) WLL CDMA (JTE) 2001 X type BTS & GSM 2G & 3G Type BTS to be increased for better service.

(xxii)  There is CDMA Data signal & distribution problems.

(xxiii) CDMA WLL/PCO Set connection is now misuse of departmental money. It should be given as per requirement.

(xxiv) Uninterrupted power supply is needed in GSM/WLL BTS.

(xxv) Long pending GSM BTS sites should be run immediately for better service and to avoid the misuse of departmental money, e.g. Authpur under AM/BKP rented GSM-BTS pending for more than two years.

(xxvi) Problem with commercial procedure for CDMA connection.

(xxvii) There is no name & address of customers who have obtained new connection from (a) AO(NS), (b) AO(CS) (II) and different franchises.

(xxviii) New connection was taken showing Circle address, but during replacement of SIM due to damage or lose, the user is unable to produce local CTD address. 

(xxix) Most of the SIMs supplied by Syscom are not well upto the mark and show Insert/ Rejected/No work/ Temporary Error during functioning.

(xxx) Customers purchased Recharge coupons from any agent or franchise, but during any problems they are coming to Customer Care Center though there is no guide line regarding this. There should be some “Mark” on franchisee’s R/Coupons so that the customers directly can contact the franchise.

(xxxi) An arrangement for demonstration of any scheme launched by BSNL/CTD prior to giving advertisement to the daily news paper can be made before the CCN/CC related staffs to avoid any confusion among those staffs.

(xxxii) In MINSAT having lots of problem such as during disconnection nothing is found only the “ Subscriber’s number not found” and so on.

(xxxiii) Regarding IN related problem discussion can be made with WBTC/SLT in a priority basis to solve the discrepancies having PRBT/Class and tariff define, e.g. (i) PRBT disconnected rental deduction is going on, (ii) On conversion of Kol-99 getting temporary class of 5023. What will be the class after expiry of validity on conversion.

(xxxiv) Source of getting Activation & Deactivition process of VAS (Cricket/TV/Radio) etc. and the contact persons related to the service provider should be available to all CCN/CC/Marketing to resolve the bulk problem in this regard. 

(xxxv) 5 Nos. of CCN nodes are lying idle under A/M Alipore – Sursuna, Amtola etc.

(xxxvi) In post paid 525 plan, local call charge is 40 paisa whereas for Kol-99 plan the charge is only 5 paisa. Advantage of 525 plan needs to be reviewed.

(xxxvii) RF optimization  should  be  done  on  periodic  basis  to maintain the 
                      quality of service.

(xxxviii) CUG & Pre-paid O/G call problem frequently occurs due to SCP

                      overload at CTTC and also for ETR PCM failure.
 
BTS Maintenance:-

(i) Coverage problems: Infrastructure to provide GSM service is not upto the mark.

(ii) In Barrakepore, out of 45 BTS 25 are unmanned due to lesser no. of staff.

(iii) In-built generator should be provided in BTS.

(iv) More no. of BTS should be installed to provide full coverage.

(v) Centralized RF survey team should be formed in different area (Staff strength of 30 to 40 were engaged initially to look after 185 BTs, but today there are 900 BTS are working in CTD and there is no increase in staff strength since then).

(vi) Test Tools given to the area were again taken back by CMTS.

(vii) In Bhatpara area some BTS are yet to be commissioned due to non-availability of NOC from Municipality and 39 BTS could not be installed as land lords are not informed by the intermediate parties responsible site finding.

(viii) Electrical vendor should do their specified job within specified time namely DG set should reach at BTS site within one hour of power failure.

(ix) Area BTS maintenance team may be upgraded with traffic reports, SDCCH congestion, TCH congestion report etc. such that they can analyse which site of their jurisdiction is not functioning and the said team should be well equipped with network optimization tools.

Transmission Problems: 

(i) New DWDM system and ADM64 were installed in CTD, But maintenance staff were not acquainted with the new system. So training should be given to the maintenance staff.

(ii) ROT of MLLN for testing are very slow. Action should be taken to make it faster.

(iii) Most of the BTS in Howrah is in LINEAR pattern instead of RING.

(iv) Route diagram should be supplied at all Transmission maintenance units for better maintenance.

(v) OTDR, LAPTOP, PFA-35, POWER METER etc. type tester should be supplied at all transmission maintenance terminal for better maintenance. 

(vi) Route maintenance team for OFC maintenance should be increased & decentralized for better service.

(vii) Uttarpara Transmission maintenance possesses 3 nos. of ADM-16 Ring with nodes New Salkia, Telephone Bhawan, Kashopur, Panohati, Barrackpore, Bhatpara and Chinchura. Two Rings of the above (a) ADM-16/G-4 (ITI make) and (b) ADM16/R-11 (HFCL make)switch over to protection path not taking place at the time of fibre failure. This is very much important as Data (Traffic) transmission between the mother exchange as noted above.

(viii) ADM-I/R-117 (Siemens make covering 17 nodes for BTS. Most of the nodes fibre connection given by over head OFC by making T – Joint with main OFC along Delhi Road & G.T. Road. Frequent fibre cut  gives the problem of BTS failure. Hence, to get rid of the problem immediate under ground laying or over head cable proper sagging is required.

(ix) OFC used for RINGs originated from Uttarpara Transmission, all are along G.T. Road or Delhi Road. At present there is no spare fibre along Delhi Road.  Uttarpara – Baidyabati cable (24F) & Uttarpara-Tribeni cable (24F).

(x) Singur is an important exchange, but there is no fibre diversity. To provide diversity, OFC laying is urgently needed.

Problems in Marketing: 

(i) To strengthening Mini shops with our products at different places.

(ii) 4 CCN ports are out of order out of 13 CCNs. Now 9 CCNs are working for 16 CSC at Howrah area. ORACLE should be introduced instead of UNIX at area servers

(iii) Modification and extension of port of server to provide cash collection at Howrah. 

(iv) MKG/CCN/COMMERCIAL unit: adequate staff strength is needed for better service.

(v)      There should be exclusive sales/marketing team at SSA level who 
           should work directly under sales/marketing HQ.

Other problems:

(i) Newly recruited staff to be posted on recruitment basis for the interest of department.

(ii) Arrangement has to be made for centralized payment for rent of building, security guards, road taxes and insurance charges for departmental vehicles.

(iii) Arrangement should be made for payment of electrical bill through ECS.

The association assures to extend all sorts of support and co-operation and hope you will take immediate and appropriate action to arrest the decline of services in different as mentioned above. 

Thanking you,

Sincerely yours,

        Sd/-

(TAPAS GHOSH)

State Secretary, SNEA(I), 

WB State Branch.

Copy to:- 

(i) Convener to Joint Forum/CTD:-  pl include the said points while discussing with administration from Jt. Forum.  

(ii) Circle Secretary, AIBSNLEA/CTD

(iii) Circle Secretary, NUBSNLW/CTD

(iv) Circle Secretary, BTEUBSNL/CTD

(v) Circle Secretary, NFTEBSNL/CTD
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