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An internship report is an organisational study or a case study or a survey of an organisation. We are expected to make factual observation about the functioning of an organisation. The study is organisation specific and is to be conducted on an overall basis. The report can be a study of the whole organisation or a wing of the organisation.



1.1. BACKGROUND This study was carried out, as part of the MBA curriculum prescribed by the Bangalore University, after the 1st year of the MBA programme i.e. after the 2 nd semester and before the commencement of the second year (i.e. 3rd semester) of the programme. We had to undergo summer training in the corporate sector for hands on experience, where we get an opportunity to put into practice the knowledge gained during the entire first year. Hence, the organisational study was conducted at Bharat Sanchar Nigam Limited, Dharwad, for a period of 5 weeks. The organisation was studied on an overall basis. The objective of our study was to: •



Understand the structure of BSNL and how it functions.



•



Understand the different facets of the environment in which the organisation operates.



•



Understand the culture of BSNL.



•



Know about the decision-making processes in BSNL.



The process or methodology used in this study was: •



Learn about the working environment of BSNL.



•



Sketch the organisational hierarchy.



•



Study the notes, functions and activities of BSNL employees.



•



Assess the performance of BSNL.



•



To examine the changes in the environment and how best BSNL can achieve its objectives.
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Significant Assumptions BSNL, Dharwad is taken as Index for studying the organization structure of BSNL. It is assumed that the rest of the SSA’s across India works the same way the HUBLI SSA works, of which BSNL Dharwad is a part. And it is assumed that the Organizational structure of BSNL across India is same as BSNL, Dharwad. BSNL, being a vast organisation with a pan-India reach, and the study being conducted at Dharwad unit, the following assumptions are being made: I. The procedures and strategies being implemented in Dharwad are being used in the same way all over India. II. The employee behaviour and attitude towards the organisation and its customers across



India is the same. III. The customer profile of the BSNL is same across India.



Significant Limitations



Only a Snapshot of the organisation as it exists today is available through this report as the study is limited in scope and time to a Five Week period. This leaves much that could be explored in terms of previous times where the organization structure as well as the manner of functioning of the organization may have differed significantly.
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1.2. INDUSTRY PROFILE The Telecom Industry in India has undergone a major revolution in the recent years and no doubt we all know about it looking at the latest technologies that are being introduced to the customers every day. India is ranked second world-wide in terms of having the largest communication network only after China. Tele-density in India has improved significantly over the recent years, currently standing at 72.08%. All this has been possible owing to improving network infrastructure as a result of the ongoing investments. One of the world’s most progressive telecom markets – the Indian Telecom Industry has seen massive investments by both private and government sectors in the previous decade. Increasing network coverage and competitive tariffs – these are the two most prominent catalysts that are contributing to the growth of the Indian Telecommunication Sector. Mobile telephony continues to fuel growth in the Indian telecom sector with mobile subscriber base projected to grow at a CAGR of around 6.6 per cent during 2011-12 to 2014-15, according to RNCOS’ new research report ‘Indian Telecom Analysis (2008-2012)’. The Market Size The number of telephone subscribers in India increased to 861.48 million at the end of April 2011 from 846.32 million at the end of March 2011, thereby registering a growth rate of 1.79 per cent, according to the data released by Telecom Regulatory Authority of India (TRAI). With this, the overall tele-density (telephones per 100 people) in India reached 72.08 at the end of April 2011 from 70.43 in the previous month. The growth in the wireless category was led by Reliance Communications, which added 2.93 million subscribers, taking the subscriber base to 138.65 million at the end of April 2011. Broadband subscription reached 12.01 million in the reported month from 11.87 million in March, growing 1.17 per cent.
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The Indian Global System of Mobile Communication (GSM) telecom operators added 9.53 million subscribers in May 2011, taking the all-India GSM cellular subscriber base to 590.19 million, according to Cellular Operators' Association of India (COAI). The GSM subscriber base stood at 580.66 million at the end of April 2011. Key Players The Indian Telecom Industry is highly fragmented and has become highly competitive over the last four years. There are as many as 15 players who strive to gain competitive edge in the market. As of April 2011, Bharti Telecom led the market with 19.19 per cent share, followed by Reliance (16.77 per cent), Vodafone (16.56 per cent), BSNL (11.13 per cent), Idea (11.12 per cent), Tata (10.93 per cent), Aircel (6.77 per cent), with the remaining share being held by other smaller operators, according to Telecom Regulatory Authority of India (TRAI) database. The Value Added Services (VAS) Market Value added services (VAS) market has been expanding at about 60 per cent year-onyear, according to a study by the firm ‘Research and Markets’. The study underlines mobile advertising, m-commerce, multi-media games, 3G, mobile internet for faster data upload, as major factors for growth. Also the rural VAS market possesses a huge potential in India. Features like SMS, Ringtones, Caller Ring Back Tone (CRBT) and Games form part of VAS and their delivery is mainly based upon IVR, GPRS and WAP platforms. In India, VAS accounts for 9-10 per cent of the operator's revenue, which contributes 20 per cent to global telecom revenues. Mobile VAS are expected to garner US$ 12.25 billion in sales by 2015 (more than double the current figure of US$ 4 billion), reports consulting firm PricewaterhouseCoopers (PwC). The students section looks the most lucrative market for VAS in next four years. The study also assessed that the new generation of content users will desire for more entertainment and utilitybased services. Major Investments 4
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The booming domestic telecom market has been attracting huge amounts of investment which is likely to accelerate with the entry of new players and launch of new services. The telecommunications sector which includes radio paging, mobile services and basic telephone services attracted foreign direct investment (FDI) worth US$ 1.66 billion during April-March 2010-11, according to the Department of Industrial Policy and Promotion (DIPP). The cumulative flow of FDI in the sector during April 2000 and April 2011 is US$ 10.61 billion. The 12th Plan period (April 2012-March 2017) entails an investment of about US$ 110 billion for telecom infrastructure development, revealed an official note by the Department of Telecom (DoT). Of this, the two telecom PSUs -- BSNL and MTNL are expected to invest around US$ 22.38 billion during the five years to revamp their telecom infrastructure. Private players, on the other hand, are expected to invest US$ 89.53 billion during the same period (2012-2017) in expanding their infrastructure. Policy Initiatives The existing merger and acquisition (M&A) rules will be eased in the new telecom policy that will be in place by the year-end, according to communication minister Kapil Sibal. The move is aimed at bringing in much-needed consolidation in the hyper-competitive telecom market. The minister also proposed a series of reforms to address all issues related to airwaves, including the formulation of a National Spectrum Act to govern all allocations of this scarce resource. Retired Supreme Court Judge Shivraj Patil will head the committee to draft this Act, he added. TRAI has fired the starting gun on radical changes in the mobile sector by proposing deep cuts in charges paid by operators to each other, a move that could lower tariffs for consumers. The Road Ahead
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•



The sector is a huge employment generator, expected to generate numerous employment opportunities. There is a huge demand for qualified and skilled professionals with technical knowledge and hands on experience.



•



As per the 12th five year plan (2012-2017), the total number of telecom subscribers is projected to grow from the existing 860 million to 1,200 million during the five year period. About 25 per cent (roughly 300 million) would be 3G/4G subscribers, which would require scaling up the infrastructure.



•



The total investment in the pan-India broadband rollout is expected to be US$ 16.79 billion, while another US$ 9 billion will be invested in augmenting the transmission network.
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1.3. COMPANY PROFILE Bharat Sanchar Nigam Ltd. formed in October, 2000, is World's 7th largest Telecommunications Company providing comprehensive range of telecom services in India: Wireline, CDMA mobile, GSM Mobile, Internet, Broadband, Carrier service, MPLS-VPN, VSAT, VoIP services, IN Services etc. Presently it is one of the largest & leading public sector units in India. BSNL has installed Quality Telecom Network in the country and now focusing on improving it, expanding the network, introducing new telecom services with ICT applications in villages and wining customer's confidence. Today, it has about 46 million line basic telephone capacity, 8 million WLL capacity, 52 Million GSM Capacity, more than 38302 fixed exchanges, 46565 BTS, 3895 Node B ( 3G BTS), 287 Satellite Stations, 614755 Rkm of OFC Cable, 50430 Rkm of Microwave Network connecting 602 Districts, 7330 cities/towns and 5.6 Lakh villages. BSNL is the only service provider, making focused efforts and planned initiatives to bridge the Rural-Urban Digital Divide ICT sector. In fact there is no telecom operator in the country to beat its reach with its wide network giving services in every nook & corner of country and operates across India except Delhi & Mumbai. Whether it is inaccessible areas of Siachen glacier or North-eastern region of the country, BSNL serves its customers with its wide bouquet of telecom services. BSNL is the numero uno operator of India in all services in its license area. The company offers vide ranging & most transparent tariff schemes designed to suite every customer. BSNL cellular service, CellOne, has 55,140,282 2G cellular customers and 88,493 3Gcustomers as on 30.11.2009. In basic services, BSNL is miles ahead of its rivals, with 35.1 million Basic Phone subscribers i.e. 85 per cent share of the subscriber base and 92 percent share in revenue terms. BSNL has more than 2.5 million WLL subscribers and 2.5 million Internet Customers who access Internet through various modes viz. Dial-up, Leased Line, DIAS, account-less Internet (CLI). BSNL has been adjudged as the NUMBER ONE ISP in the country. 7
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BSNL has set up a world class multi-gigabit, multi-protocol convergent IP infrastructure that provides convergent services like voice, data and video through the same Backbone and Broadband Access Network. At present there are 0.6 million DataOne broadband customers. The company has vast experience in Planning, Installation, network integration and Maintenance of Switching & Transmission Networks and also has a world class ISO 9000 certified Telecom Training Institute. Scaling new heights of success, the present turnover of BSNL is more than Rs.351,820 million (US $ 8 billion) with net profit to the tune of Rs.99,390 million (US $ 2.26 billion) for last financial year. The infrastructure asset on telephone alone is worth about Rs.630,000 million (US $ 14.37 billion). The turnover, nationwide coverage, reach, comprehensive range of telecom services and the desire to excel has made BSNL the No. 1 Telecom Company of India. Particulars of the Organization 1. Date of incorporation Incorporated on 15.9.2000, vide Registration No. 55-107739, dated the 15th September, 2000 and became entitled to commence business with effect from 19th September, 2000. The Company (BSNL) took over the .business of providing telecom services and network management throughout the country except the metro cities of Delhi and Mumbai of the erstwhile service providing departments of the Govt. of India, i.e., the Departments of Telecom Services and Telecom Operations w.e.f. 1.10.2000 pursuant to a MoU signed between the BSNL and the Govt. of India. 2. Type of Company BSNL is a Government Company, as given under Section 617 of the Companies Act, 1956. 3. Administrative Ministry 8
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•



Govt. of India,



•



Ministry of Communication and Information Technology,



•



Department of Telecommunications.



1. Details of Disinvestments The entire share capital of the Company is held by the Govt. of India. 2. Shareholding Pattern Government of India is holding 100% of the share capital of the Company. 3. Listing with Stock Exchanges Not applicable, as the BSNL is an unlisted company. 4. Share Capital •



Authorised Capital – Rs.17,500 Crores, divided into 1,000,00,00,000[One Thousand Crores]



•



Equity Shares of Rs.10/- each; and 750,00,00,000 [Seven Hundred and Fifty Crores]



•



Preference Shares of Rs.10/- each.



•



Paid Up Share Capital - Rs.5,000/- Crore of Equity Shares and



•



Rs.7,500/- Crores of Preference Share Capital.



1. Nature of Business Carried Bharat Sanchar Nigam Ltd.-India's No. 1 Telecommunications Company Offers telephone services to private and business customers. The operations are carried out both in urban and rural India. It includes almost all kinds of telecommunication services.
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Certifications •



BSNL adds one more feather to its cap. Centre for Excellence in Telecom Technology & Management (CETTM) has been awarded with the ISO 9001: 2000 Certification for providing training in the field of Telecom Technology & Management.



•



BSNL's Centre for Excellence in Telecom Technology and Management received ISO 90012000 certification on 4th July, 2005. This quality certification is the first step in developing CETTM as a world class training centre."



Infrastructural Facilities The Head Office of Bharat Sanchar Nigam Limited is situated in New Delhi. There are different offices in different states, throughout the nation and thus the national requirement of the telecom service can be easily met and satisfied. BSNL is a pioneer in adopting and implementing the latest technology in the telecom sector. The infrastructure facility of BSNL is huge. They have adopted electronic channels (UDAAN), namely internet for online sales, callcenter, Customer Service Centers, which makes the work of the employees in the organization easy. There are around 38,000 BSNL telephone exchanges in India. Work Environment The office of BSNL is spacious with good lighting condition and temperature and furniture which give the employees a good work environment.
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Training and Development This facility is given to the employees and also to the fresher’s to the company. Organization and individual should develop and progress simultaneously for their survival attainment of goals, so every modern management as to develop the organization through human resources development and training function gives the employees the skill and knowledge to perform the job effectively. Canteen Facilities The company also provides canteen facilities to the employees with lesser price as compared to outside and the company will provide hygienic food for their employees. Employees Welfare Activities Commitment towards the principles of corporate social responsibilities is inbuilt within the corporate philosophy of BSNL. A very wide range of welfare programs, with a focus on the employees’ welfare is continuously implemented by the Staff Welfare Board of the Company. Assistance during natural calamities BSNL always remains awake of its responsibility as a corporate citizen. When the destructive Tsunami waves struck the Indian shores, BSNL Company swung into action immediately for providing relief to those affected in the coastal areas. Communication networks at the Coastal areas of Tamil Nadu, Kerala and the Andaman and Nicobar Islands – worst hit in the Tsunami - were promptly restored within the shortest possible time. BSNL along with the employees contributed an amount of Rs. 2,207 lakhs to the Prime Minister’s Relief Fund. Telephone Services were restored in record time in the flood-hit areas of Gujarat and Maharashtra.
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CORPORATE SOCIAL RESPONSIBILITIES •



BSNL is committed to provide quality Telecom Services at affordable price to the citizens of the remotest part of the Country. BSNL is making all effort to ensure that the main objectives of the new Telecom Policy 1999 (salient points indicated below) are achieved.



•



Access to telecommunications is of utmost importance for achievement of the country's social and economic goals. Availability of affordable and effective communications for the citizens is at the core of the vision and goal of the new Telecom policy 1999.



•



Strive to provide a balance between the provision of universal service to all uncovered areas, including the rural areas, and the provision of high-level services capable of meeting the needs of the country's economy encourage development of telecommunication facilities in remote, hilly and tribal areas of the country.



•



Transform in a time bound manner, the telecommunications sector to a greater competitive environment in both urban and rural areas providing equal opportunities and level playing field for all players.



BSNL Units The BSNL is divided into different administrative units based on certain criteria and characteristics such as telecom circles, projects, telecom factories, training and development institutions. The details about the different units of BSNL are provided in Annexure – II under the Annexure section of this report.
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1.4. VISION, MISSION AND OBJECTIVES



VISION 2013 •



Be the leading telecom service provider in India with global presence.



•



Create a customer focused organization with excellence in sales, marketing and customer care.



•



Leverage technology to provide affordable and innovative products/services across customer segments.



MISSION 2013 •



Maintain high rate of growth to protect and increase the market share in all segments of operations.



•



Generating value for all stakeholders – business associates, vendors, shareholders and employees.



•



Become the most trusted, preferred and admired telecom brand.



•



Developing a marketing and sales culture that is responsive to customer needs.



•



Achieve excellence in customer service – which is friendly, reliable, time-bound, convenient and courteous.



•



Leverage technology to provide affordable and innovative products/services across customer segments.



•



To provide a conducive work environment with strong focus on performance.



•



Establish efficient business processes enabled by IT.
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PROJECT SHIKHAR



•



Develop a shared aspiration for BSNL’s future.



•



Articulate a well-defined strategy to take BSNL back on the path of growth and profitability.



•



Create a 5-year business plan outlining a range of potential outcomes.



•



Develop a thorough Sales and Marketing strategy for each of the core businesses (Landline, Mobile, Broadband, enterprise, etc).



•



Outline key implications on operations and customer service to support various businesses.



•



Define the right organizational model to achieve strategic objectives, along with critical changes needed in HR policies.
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No sector in India has undergone so much of dynamics as telecom sector. Along with that, structural changes have also taken place. It is also interesting to note that the organisational structure has also responded to the market structure. As long as monopoly market structure existed, the organisational structure was Government department playing the all pervasive roles of licensing authority, regulating authority and service provider. But once the telecom sector was opened up to the private players, the organisational structure had to change. In the monopoly set up it was Department of Telecommunications which was the sole provider of telecommunication services. But with the opening up of the sector, the three roles, as described earlier, are being played by three different agencies. •



Licensing and policy role by Department of Telecommunications



•



Regulatory and Tariff fixation by Telecom Regulatory Authority of India (TRAI).



•



Service provider role by BSNL, a corporate set up in which the Government has 100% stake.



This section covers the different organisational structures of BSNL existing at the corporate, departmental and circle levels. It also covers the different authorities and responsibilities and their relationships available at the above mentioned office of BSNL.



INDIAN TELECOM SECTOR
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2.1. Corporate Organization Structure The corporate organisation structure of BSNL can be diagrammatically represented in the DOT TRAI BSNL figure given below. Licensing and Policy Maker Regulatory and Tariff Fixation Service Provider
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Organizational Structure of BSNL HUBLI-SSA
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2.2 Departmental Organisation Structure – DE (Dharwad) The following diagram shows the departmental organisation structure of the DE’s Office, Dharwad, where the internship was carried out. It shows the different departments under the DE and their various activities.
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2.3 Authority and Responsibility Relationship As shown in the departmental organisational structure in section 2.2, the authority and responsibilities of each level and their inter-relationships is as described below. Divisional Engineer The Divisional Engineer (DE) is the officer in-charge of the BSNL unit in Dharwad where the internship was carried out. He is responsible for the overall performance of the unit of BSNL. He is involved actively in every activity – right from attracting a suspect and converting it into a valuable customer. •



He has to ensure that the marketing strategies as devised by the Top Management of BSNL are in proper place and are implemented accordingly.



•



He has to monitor each and every activity of the unit like marketing & sales of BSNL products and services, operations like new connections, reconnections, etc., collection of receivables, maintenance of the telephone exchange and the other support functions.



•



He is liable to report to the DGM by the end of every month and provide with a detailed report on each of the department under him.



The reports, today, are paperless. Everything is entered in to the intranet application of BSNL, where in the higher authority can generate the report on their own. This applies to each and every level of the heirarchy. The use of hard copy reports is almost eliminated.
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The DE is assisted by four SDEs in four different departments of the organisation, namely 1. SDE - Indoor 2. SDE - CDMA-MSC (Mobile Switching Center) 3. SDE - MDF, Power Plant and Building Maintenance. 4. SDE - Sales (Commercial Officer) SDE – Indoor The Indoor department of any telephone exchange is broadly categorised into three subdepartments, which are: •



OCB Exchange – A digital switching system which supports a variety of communication needs like Basic Telephony, ISDN, Mobile Communication, Data Communication, etc.



•



PCM (Pulse Code Modulation) Room – This room consists of the various switches related to the leased lines, GSM & CDMA switches, etc where the analog signals are digitized.



•



Subs Management – This department consists of the JTOs, TTAs, and TMs who using the terminals (PCs) control the above mentioned equipments and provide other VAS. The SDE – Indoor is responsible for managing and maintaining the activities related to



the above sub departments. His duties and responsibilities include: •



Monitoring the subs management to ensure that the new connections of land line, broadband and leased lines are done on time and without any faults.



•



He/she should ensure that the faults and complaints registered with respect to the land line and broad band connections are solved at the earliest with proper customer satisfaction.



•



Should have a proper co-ordination with the other departments like MDF and the Outdoor section which serve as the input to the Indoor team.



•



Ensure that the VAS available for land line and broadband are provided properly to the customers. 21
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The SDE – Indoor is liable to send the following reports to the DE on a daily basis. Some of the daily reports include: •



No. of new connections, disconnections, reconnections for both land line and broad band services.



•



No. of complaints registered, how many solved within time and how many with a delay, unsolved cases.



•



No. of faults generated, rectified within time and with delay, unrectified.



•



Maintenance report of all the equipments in use. The SDE is assisted by JTOs, TTAs and TMs in the above activities and he/she has the



authority of assigning the tasks to them. SDE – CDMA MSC CDMA refers to Code Division Multiple Access, a mobile telephony technology. The MSC refers to the Mobile Switching Center, which by the name itself, means switching of the mobile connections. The SDE CDMA-MSC is responsible for the following: •



Monitoring and ensuring smooth functioning of the CDMA connections.



•



Handling the greivances and complaints of the CDMA subscribers.



•



Maintenance of the equipments like MSC, BSC and BTS.



Some of the reports generated and sent to the DE are: •



No. of new connections, disconnections and reconnections.



•



Status of the different BTS (Base Transmission Systems – Towers) i.e. how many are working, how many are down and the reason.



•



What actions have been taken for the rectification of failures and defects.



The SDE is assisted by JTOs, TTAs and TMs in the above activities and he/she has the authority of assigning the tasks to them. SDE – MDF, Power Plant, Battery and Building
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This is one of the most important departments which acts like a support function to all the other departments. It includes the maintenance of the Main Distribution Frame (MDF), Power Plant, Battery and UPS and the building. The SDE handling this department is responsible in ensuring that these units are in proper working condition in any point of time and a proper backup or stand-by is available in case of failures. Reports like the no. of batteries available, working, non-working, and so on are sent either on a daily or a weekly basis. The SDE is assisted by JTOs, TTAs and TMs in the above activities and he/she has the authority of assigning the tasks to them. SDE – Sales (or Commercial Officer) This Section acts as an interface to the customers of the BSNL. For any new connections or queries, the customer always approaches this section. The duties and responsibilities of a commercial officer are: •



Handling customer greivances and queries.



•



Monitoring the collection counters and ensure payments are collected properly.



•



Ensure that the sales at the DTO, DSA happen smoothly with utmost customer satisfaction.



•



Should ensure that proper marketing strategies are used in attracting the customers.



This SDE is assisted by TOAs and TMs and he/she has the authority of assigning the tasks to them.
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There are many tasks every business needs to do if it is going to succeed. Each of these tasks is described as being a function of a business. The following is a brief introduction to each of these functions: •



Human Resources -Ensures the business has the best staff for the job and that they are able to work effectively in a safe environment.



•



Finance - will keep a record of all money coming in and going out of the business. They have responsibility for securing finances for future expansion and paying staff and suppliers.



•



Administration and ICT support - ensure the smooth running of the business on a dayto-day basis. They have responsibility for clerical duties, cleaning, computer and software support, security and health and safety.



•



Operations - have the task of producing the goods or service in the most efficient way. This is done by making best use of the business's staff, machinery, building and raw materials.



•



Marketing and Sales - will try and maximize the level of sales by carrying out market research and promoting the goods or service through a motivated sales team.



•



Customer Service - will help the customer before and after a sale has been made by providing information, giving advice, providing credit facilities, delivering goods and providing after-sales support.



•



Research and Development - will help the business remain competitive by developing new goods and services and updating the existing ones; Use of ICT - ICT will be used in each of these functional areas.
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3.1. HUMAN RESOURCE DEPARTMENT Employees are the key functional units of any organization. Their selection, training, placement and induction play a very important role for the company’s well being. Hence, they have to be given good facilities like medical care, incentives and other useful schemes. The company’s economic depends upon the measures and schemes adopted by the company to its employees. All these things all looked into, by HR department. The staff department of BSNL deals with the recruitment, selection, deployment and development of the employees. Top Management Designation CMD Director (Finance) Director (HR) Director (Consumer Fixed Access) Director (Consumer Mobility & Enterprise) Company Secretary & Sr. GM (Legal)



Name Shri R. K. Upadhyay Shri A. K. Garg Shri Rajesh Wadhwa Shri R. K. Aggarwal Shri H. C. Pant



Board of Directors The Board comprise of 12 Directors, of which 6 [including the CMD] are whole time Directors; 2 Government Nominee Directors and 4 Non-official Part Time Directors. Thus, the Board has the optimum mix of 50% Whole-time and 50% part-time Directors. The composition is as per Corporate Governance Norms for the unlisted CPSEs, laid down by the Department of Public Enterprises.



1. Shri R. K. Upadhyay 2. Shri Rajesh Wadhwa 25
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3. Shri R. K. Aggarwal 4. Shri A. K. Garg 5. Shri S. R. Rao 6. Shri Sanjiv Gupta 7. Shri Ashish Guha



With a corporate philosophy that considers Human Resource as the most prized assets of the organization, it's natural for BSNL to continually hone employee skills, enhance their knowledge and their expertise and their aspirations to fruition. Even as BSNL goes about conducting its business activities, it lays emphasis on constant enhancement of knowledge and skills through regular training programs. ➢ BSNL has a vast reservoir of highly skilled and experienced work force of about 3,



37,000 personnel. ➢ They believe that their staffs, one of the best trained manpower in the telecom sector, are their biggest asset. ➢ They believe that their future depends on staff who provide services to valued customers and stay in touch with them. ➢ To apex training centers of BSNL i.e. Advance level Telecom Training Center (ALTTC) at Ghaziabad and Bharat Ratna Bhimrao Telecom Training Center at Jabalpur are comparable to any world class Telecom Training Center. Moreover, 43 zonal training centers and a National Academy of Telecom Finance and Management have been running for several years now. ➢ Different curriculum run in these centers to impart technology based training, training for attitudinal change, basic educational and skill development program etc
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Incentives to the Employees There has been a continuous implementation of the employee benefits for the better performance of the employees. Apart from the basic salary, BSNL provides various incentives to its employees. BSNL gives many incentives to its employees: Some of them are:1. Daily Allowance 2. Travel Allowance 3. Diet Allowance 4. House Rent Allowance 5. Medical Facilities 6. Leave Travel Concession The employees can avail medical facilities in CGHS dispensaries of the central government. Also for the convenience of the employees BSNL has taken a policy of reimbursing the medical bills of the employees if they opt out from CGHS. L.T.C is given to all the BSNL employees once in a year, when they can travel anywhere in the entire India and reimburse their onward and return journey fairs. Also in addition to this, BSNL provides free travel for the employees to their home-towns, once in two years. Training for Employees Human Resource Development is a continuous process. As the biggest Public Sector Undertaking in India, BSNL has realized the importance in HRD, for continuous learning and development of its employees, resulting in the successful development of the company. With the continuous changes in technology, the employees need to be well informed about the changes, for the better functioning. The following training programs are given to the employees, depending upon their requirement.
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•



Introductory



•



Skill Development



•



Information Technology Methods



•



Managerial Skill Development



•



Stress Management BSNL has training centers, spread all over the country, for the continuous learning of



their employees. To meet the technological challenges, up gradation, modernization and computerization, these training centers have an excellent infrastructure. Some of the infrastructure facilities areLecture Rooms The lecture rooms are very advanced with all the modern equipments available to provide the employees, the best of the learning. Audio and Visual facilities Audio and Visual facilities are also available in the centers for the effective communication of the subject matter to the employees. Libraries Libraries are available in each and every training center of BSNL, which have the books of the latest editions to update the knowledge of the employees. Hostels Excellent hostel facilities are available at the training centers to provide the employees comfort, during the training program. BSNL Employees Union – Karnataka Circle 28
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Department of Telecom Services (DTS) and Department of Telecom Operations (DTO) were corporatized on 1st October 2000 with the name Bharat Sanchar Nigam Limited (BSNL). The changeover could be made six months earlier than the proposed date of 1-4-2001, due to the whole hearted support given by NFTE and other Federations. The change from government Department to corporation had its own problems for the unions. While in the Department, Cadre unions were recognised; in corporation, industry wise union alone is allowed. It became necessary to form an industry wise union including all cadres of employees. The issue was thoroughly discussed by the National Action Committee and it was decided to form a new industrial union. A Telecom convention as well as a Joint Central Working Committee of All India Unions was decided to be held at Visakhapatnam. The Joint Conference held on 21st –22nd March, under a presidium consisting of the Presidents of all the unions being merged, unanimously adopted the Resolution forming BSNL Employees Union and the Constitution of the union with thunderous applause.
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3.2. MARKETING DEPARTMENT The marketing department must act as a guide and lead the company's other departments in developing, producing, fulfilling, and servicing products or services for their customers. Communication is vital. The marketing department typically has a better understanding of the market and customer needs, but should not act independently of product development or customer service. Marketing should be involved, and there should be a meeting of the minds, whenever discussions are held regarding new product development or any customer-related function of the company. The Objective of the Marketing Department is to promote services and improve market share by: a. Implementing Offers:



There has been a rise in the competitors in each and every field of telecommunications. In the Internet, even local players are giving the service at a cheaper rate. To withstand the competition, there have to be some customer friendly offers, so that the customers are attracted. Hence, the delivery of the service should not only be of a good quality, but also at a cheaper rate. The expectations of different customers of different groups, like students, executives, business people, etc., are different. Hence the target group should be divided among the various services, so that all the customers’ needs are catered. Hence BSNL has been conscious of dividing the services, so that, they can be used by all the parts of the society. b. Advertising: Various offers, without proper awareness among the target group are in vain. Hence BSNL has laid a great emphasis on the advertisements.
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The main sources of advertisements are: Hoardings: Hoardings are placed in various towns, cities, villages, highways and public places like bus stands and railway stations to attract the customers’ attention. Electronic Media: Electronic media mainly consists of televisions and radios. Hence there has been a rapid increase in advertising through these channels. Print Media: Print media mainly consists of newspapers and magazines. An elaborate process of advertising has been laid through this channel. SMS to customers: The existing customers are made aware of the new offers by the process of messaging, both to their mobiles and also the landlines. In this way, the customer can be directly informed about the new services. Call to customers: The existing customers are made aware of the new offers by the process of calling, both to their mobiles and also the landlines. In this way, the customer can be directly informed about the new services.
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c. Customer Care:



As said earlier, customer relationships play a great role in the prosperity of a company. The customers Views and feedback play a very important role in the development of successful products. Hence, there should be a rapid interaction with the customers in order to produce innovative products to serve them better. BSNL has made rapid strides in developing the customer relationships. Several steps have been taken to augment the customer care to the international standards. Some of the steps taken to achieve this are: Customer Service Centers: All BSNL Customer Service Centers (CSCs) now remain open on all seven days from 8.00 AM to 8.00 PM without any break for all activities. Cheque deposit machines have also been installed in many cities, so that customers can make payments 24X7 at their convenience. Customers can also make payments by cheque/Demand Draft to BSNL franchisees all over the country. Call Centers: Round the clock service has been given to the customers through the service. To make the service simplified, different numbers have been allotted to different services, for providing individualized attention for the service users. These services are toll-free and can be used from any part of the country. The following are some of the services provided by BSNL, taking in view, the customer care: With a view to simplify and offer customer friendly services, more than one BFone Connections can be applied on a single application form. Accordingly, a single demand note would be issued to the customer in respect of all the connections applied for:
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➢ Shifting charges for local as well as all India shifting of fixed telephone (BFone) has



been abolished. ➢ Mobile (service connections) being given to outdoor staff in a phased manner for



speedy rectification of faults. ➢ Majority of the local network is built up on jelly filled and OFC for trouble free service. ➢ Internal Distribution Points (DPs) being provided in the customer premises to eliminate the faults arising out of overhead wires. ➢ Remote Line Units (RLUs) and Remote subscriber Units (RSUs) being provided



extensively to reduce the long lengths of copper cables. ➢ Countrywide Network Management & Surveillance System (NMSS) to ensure uninterrupted and efficient flow of telecom traffic. ➢ Application Forms for new connections have been made free of charge for all services. ➢ Procedure for restoration of telephones disconnected due to non-payment simplified



and powers delegated to Secondary Switching Area (SSA) heads. ➢ Payment of telephone bills being received on Saturday and Sunday through cheques in City Telecom Offices (CTOs). ➢ More than one Public Call Office (PCO) permitted at the same premises.
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3.3. PRODUCTION AND OPERATIONS DEPARTMENT



BSNL being a service provider, there is no such production department in any of its administrative units or circles, except for the four telecom factories located at Mumbai, Jabalpur, Kolkata, Richchai. These factories are responsible for the production of towers, Line Stores, LJUs, etc for the smooth functioning of BSNL.



Being a service provider, BSNL has a robust operations and service department, whose main aim is to satisfy the customer needs and address his complaints, if any, thus achieving high level of customer satisfaction. BSNL has a vast no. of services (as shown in Annexure – I) for its customer.



The operations process at the DE Office, Dharwad is based on the word called “C.O.M.I.T.” Basically, this office is primarily focused on getting the new connections for Basic Telephony and Broad Band, supported by the Mobile Telephony. The word “C.O.M. I.T.” refers to:



C – Commercial Section O – Outdoor Section M – MDF (Main Distribution Frame) I – Indoor Section T – Test Desk
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Any new land line/broad band connection starts with the customer filling the application form and submitting it in the commercial section of the office. Then, the application is fed into a integrated system known as “CDR”, which in turn serves as an input to the outdoor section. The outdoor sections, on getting the work order, physically check for the feasibility of the connection to be made. Once this is done, the outdoor team updates accordingly in the CDR system, thus generating a work order for the MDF Section.



The MDF or Main Distribution Frame is the distinguishing or segregating point between the outdoor and the indoor section. Outdoor is Hardware, where as Indoor is like a software. The linking is done in the MDF section for the connection by generating a unique number known as “Network Equipment Number (NE)”. This is again submitted by the MDF team in CDR system.



Using this NE, the indoor team creates a connection in the switch using a terminal (PC) and submits. Then the connection is tested in the section called Test Desk for validation.



The same thing applies to the Mobile Telephony, with a few differences. There is no physical work in case of mobile. Every step as discussed in previous section is made logical i.e. through the use of software.



Apart from the services, this office being a telephone exchange has some of the equipments like the OCB exchange, MSC, BSC, BTS, Switches, Battery, Power Plant, and Generator. The office has a proper layout for each of the above mentioned equipments and is maintaining the same properly. Every device or equipment available is having a stand-by, so that in case of break-downs there is no interruption of service to its customer. It has a specific officerin-charge, SDE assisted by JTOs, TTAs and Mechanics.
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3.4. FINANCE DEPARTMENT In this modern era of making money, finance is one of the basic foundations for all kinds of economic activities. It has been rightly said that business needs money to make more money. This spinning of money out of money is entrusted with the Finance department. In BSNL to work more effectively the finance department is divided into 7 sections which look after entire unit are as follows:  Establishment Section  Bills Payable Section  Bills Receivable Section  Books Sections  Costing and materials Accounts Section  Cash Section  Provident Fund Section  Central excise Establishment Section ➢ This department is concerned with wages, salaries, medical reimbursement, conveyance reimbursement, tour advance settlement, and air fare settlement, payment of medical expenses of retired employees, provident fund and gratuity. ➢ It is also concerned with recording and maintenance of attendance, leave taken and over time work by each and every employee. Here the department records time in and out of employee through the medium of automatic time recorders provided at the vantage points within the factory. ➢ This is purely a financial document required for the purpose of calculating the wages of artisans and other workers. Salary of an employee is paid through banks.
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Bills Payables Section



This section is concerned with the payment of all revenue bills. A revenue bill includes payment made to suppliers, payment to government agencies like KPTCL, RTO TAXES, etc. In case of purchasing the materials, the actual process starts once the order is placed and the material is received by stores and it is sent to quality section. Where in inspection department will certify and then clear the stores receipt vouchers. The cleared stores receipt will then come to material management who will value it. After this it is forwarded to bills payable section. They will release the payment. Before payment was made was only through cheques now they use even E-payment for settlement of bills. The various means by which the vendors are paid are as follows:  GRN(Goods Receipt Note)  ECS(Electronic Clearing Service)  EFT(Electronic Fund Transfer)  RTGS(Real Time Gross Settlement) Bills Receivable Section The main function of this section is mainly:  Maintenance of customer accounts.  Follow up of after sales procedure. The payment/amount which has to be received by the customer is checked by this section. After the sales is done that is after the dispatch of products is over which is done by commercial department, the sales department follow the invoice raised by commercial department and collects the amount from the customers. Each customer is identified with a unique customer code. This code is common to all the branches of BSNL and is identified by corporate office.
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With reference to the invoice raised by the commercial department this section raises the bill. It is also concerned with speedy recovery of period barred debtors as early as possible. This section has to maintain a debtor’s ledger that will periodically be reviewed in terms of recoveries, whether customer is paying regularly or not, whether there is any outstanding, and reasons for that. Usually are 45 days credit period is allowed&10% advance. Provision for bad debts and provision for liquidated damages are maintained. Book Section This section is maintenance of general ledger and coordination with other sections. It is also entrusted with passing journal entries, transfer entries passed by the various sections of finance, and to ensure that proper code are used while passing the entries. Because BSNL follows the common code system for all its units, so that consolidation of accounts will not be a big problem for them. This is also concerned with preparation of budgets. The daily receipt is credited to bank of branch which in turn is credited to corporate office at the end of each day. The fund is also allocated by the corporate office on the basis of budget. Costing and material Account Section Costing section in BSNL is a part of finance department. Process costing has been implemented. The main task of this department is to classify, accumulation assignment and control of cost. The information supplied by this department has a great importance to the management in decision making. By cost splits the management will be in a position to know where exactly wastages is more, or which method is causing runoff profits etc., it also prepares the cost estimates, based on which the marketing department will make the bidding. Another important function of this section is preparing the price stock ledger and major task of this section is to looks after the capital payments.
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Cash Section The main function is to account the cash and bank balance. Other than this function the actual payment of money is done through this section. The employee’s salary, contract labours wages, supplier’s amount and receipt of customer’s payment all are through this section. The payment of salary for regular employee is made on last working day of every month. Wage period is 25th of previous month to 24th of this month.11th of every month supplementary payments are made like O.T, telephone bills etc. For supervisors and executives the salary is credited to their accounts for which 6 to 7 banks are identified. Here the books maintained for cash and bank transaction are:  Cheque drawn register



 Payment cash book



 Payment bank book



 Receipt cash book



 Receipt bank book Provident Fund Section In BSNL there is separate department to maintain the provident fund of employees. Company also contributes 12.5% in addition to the employee’s contribution. This department maintains the records that whether the employee has taken loan or no, if an employee has taken loan the loan amount is deducted from the total provident fund. If he has not taken the employee gets the lump sum amount at the time of his retirement. Internal Audit It acts as a watch job of the various functions by the continuous checking and evaluation of records, both financial as well as others. This section mainly functions as a service to management. The main activity of internal audit is to physically verify the assets mentioned in the records. This investigation helps in identifying losses, pilferage on inventory and controlling them.
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3.5. BUSINESS DEVELOPMENT DEPARTMENT There has been an emerging trend of increase in communication infrastructure. Business Development department deals mainly with Business-to-Business transactions (B2B). The following are the main functions of Business Development department: I. Participating in Tenders BSNL is the main service provider of advanced technologies like data circuits, both local and long distance, speech circuits, Managed Leased Line Network [MLLN], Virtual Private Networks, etc. There has been a considerable increase in demand for these services, and also the service providers. Hence, a separate department has been formed to handle these services. Participating in Tenders is one of the important functions of Business Development department. BSNL participates in all the public and private tenders. II. Providing Consultations Apart from providing communication services, BSNL also plays an active role in providing consultations, both for the existing customers and the non customers of BSNL. These consultations involve the suggestions in acquiring the type of network, bandwidth to be used, etc. III.Designing Networks BSNL also specializes in designing and building networks for its customers. The networks designed are both in a single leased line and also between the leased lines.
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IV. Providing Hardware Networks Apart from designing and building networks, BSNL also provides hardware necessities like modems and other requirements, for building the communication networks. Hierarchical Functions Operations Section The operations section of the Business Development department deals with all the operational functions like: ○ Participating in tenders ○ Provision of services ○ Maintenance of Services For any work like participation of tenders, JTO, under the supervision of the Additional Director, will make a technical report an estimate of the equipment and the labour involved. The prepared report will go to the DGM, who will look for any errors and clarifications and sends it for the approval of the GM, who after approves it, sends the report to the CGM. Further, Operations section is also responsible for the technical work such as, installation of the network and their maintenance. Customer Services section Customer Services section is a separate section which deals with all the complaints and grievances from the customer. All the customer grievances are noted by the SDE, Customer Grievances and are sent to the DGM customer service, who in turn responds to the complaints. The customer services section deals with the services like taking bills from the customers and also provision of information regarding the services. JTO customer services deals with the technical aspects of the customer service. 41
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3.6. PLANNING DEPARTMENT For any task to be executed successfully there should be a well-made plan. The planning department consists of three sections 1. Switching Planning 2. Transmission Planning 3. Building Planning Switching Planning Switching process is like the heart of the telecommunication process. In the past, there were manual and analogue exchanges. Now those exchanges have given their way to the digital exchanges, which are superior, both in their performance and capacity Some of the digital exchanges, adapted by BSNL are: E10B  SIEMENS



 OCB  ERRIKSON



Each of the exchanges has a capacity of 2.5 Lakh. Switching planning department deals with the planning of installation of future exchanges by estimating the future increase in the number of connections. Switching department deals with the exchanges, which are in due course of overload and suggest the remedy, either to install a new exchange or to upgrade the present one? Material Management Switching This section deals with the management of the materials required for the installation and maintenance of the exchanges. The main materials required for a switching exchange are computers, drop wire, jumper wire, etc. An estimate for a year of these materials is made in advance and an approval is got from the CGM. After the approval from CGM, Tenders are invited for various materials and the lowest bid is invited for the supply of the materials. JTO, Switching, under the supervision of SDE 42
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switching, looks into the technical aspects involved in the Material Management. AD, switching is responsible for calling of tenders and picking the lowest bids. All the transactions should be done under the approval of DGM and GM planning. Transmission Planning The telephone traffic in an area may differ from another area. Hence, the exchanges installed, should be well distributed in terms of area, so as to provide effective transmission. This aspect is looked into, by the transmission department. The areas in which, there is more traffic are given, extra exchanges or upgraded exchanges. The technical aspects are looked into, by JTO. Transmission Planning, in the supervision of SDE, AD Transmission Planning looks into the aspects of provision or up gradation of exchanges. All these aspects are done under the supervision of AGM Transmission, who reports to DGM planning. Land and Buildings Planning This section of planning deals with the future requirements of Land and Buildings. The need of Land and Buildings arises from the increase in the number of exchanges, due to the increase in the telephone traffic, which is further related to increase in the number of users. SDE Buildings looks into the area and the capacity of the buildings. Based on the capacity, SDE civil looks into the technical aspects. Both of them are under the supervision of AGM, Land and Buildings, who further reports to DGM, planning.
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3.7. NETWORK DEPARTMENT BSNL is the only operator in the telecom field to have its reach to each and every nuke and corner of the country. It has its network available, even in the remote villages. Hence it has an immense chance of spreading and developing its network. For the private operators, to expand their network to the remote locations is a very difficult and expensive process. BSNL has a policy of giving some of its lines, on lease to the private operators. A certain bandwidth of BSNL is allotted for the use of the private operators. All the private operators, existing in India take a certain Bandwidth from BSNL as lease. Network Coordination department looks into the issue of allotting Bandwidth to the private operators. There are two sections in the Network Coordination department: 1. Network Coordination 2. Line Control Network Coordination section deals with the provision of bandwidth to the private operators. JTO, Network Coordination, under the supervision of SDE, looks into the process of allotting bandwidth to the private operators, who reports to AGM. Line Control department looks into the process of control of traffic. JTO looks into the technical aspects, under the supervision of SDE. Any requirement of additional bandwidth is immediately reported to AGM.
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SWOT



analysis is



a strategic



the Strengths, Weaknesses, Opportunities,



planning method and Threats



involved



used in



to



evaluate



a project or



in



a business venture. It involves specifying the objective of the business venture or project and identifying the internal and external factors that are favourable and unfavourable to achieve that objective. The technique is credited to Albert Humphrey, who led a convention at Stanford University in the 1960s and 1970s using data from Fortune 500 companies. A SWOT analysis must first start with defining a desired end state or objective. A SWOT analysis may be incorporated into the strategic planning model. Strategic Planning has been the subject of much research. ➢ Strengths: characteristics of the business or team that give it an advantage over others in



the industry. ➢ Weaknesses: are characteristics that place the firm at a disadvantage relative to others. ➢ Opportunities: external chances to make greater sales or profits in the environment. ➢ Threats: external elements in the environment that could cause trouble for the business.



First, the decision makers have to determine whether the objective is attainable, given the SWOTs. If the objective is NOT attainable a different objective must be selected and the process repeated. The changing external environment for BSNL can be well captured by the Potter’s model diagram which shows that the industry structure has become bit unfavourable. In such an environment BSNL definitely requires to redefine its strategies. What is required is to identify the potential opportunities and threats implied by this changing environment for the BSNL. In changing trends, situations, and events gaining an accurate understanding of BSNL’s strengths and limitations will help in better strategic management of organization.
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4.1. STRENGTHS AND WEAKNESS Strengths: Pan-India reach Experienced telecom service provider Total telecom service provider Huge Resources (financial & technical pool). Huge customer base. Most trusted telecom brand. Transparency in billing. Easy deployment of new services. Copper in last mile can be used for easy broadband deployment. Huge Optical Fibre network and associated bandwidth.



Weakness: Non-optimization of network capabilities. Poor marketing strategy. Bureaucratic organizational set up. Inflexibility in mindset (DOT period legacies). Limited number of value added services. Legacy of poor service image. Huge and aged manpower. Procedural delays. Lack of strategic alliances. Problems associated with incumbency like outdated. Technologies, unproductive rural assets, social obligations. Political interference. Poor IT penetration within organization. Poor knowledge Management.
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4.2. OPPORTUNITIES AND THREATS Opportunities: Tremendous market growing at 20 Lakh customers per month Untapped broadband services Untouched international market Can capitalize on public sector image to grab government’s ICT initiatives ITEB service markets Diversification of business to turn-key projects Leveraging the brand image to source funds Almost un-invaded VSAT market Fuller utilization of slack resources Can make a kill through deep penetration and low cost advantage Broaden market expected from convergence of broadcasting, telecom and entertainment industry.



Threats: Competition from private operators Keeping pace with fast technological changes Market maturity in basic telephone segment Manpower churning Multinational eyeing Indian telecom market Private operators demand for sharing last mile Decreasing per line revenues due to competitive pricing.
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4.3 PROBLEM IDENTIFICATION AND SOLUTION



Downward Performance Path in BSNL Bharat Sanchar Nigam Limited, the largest Public Sector Undertaking of the Nation, is certainly on a financial ground that's sound. The Company has a net worth of Rs. 86,476 crores (US$ 19.26 billion), Authorized Equity capital of Rs. 10,000 crores (US $ 2.22 billion), Paid up Equity Share Capital of Rs. 5,000 crores (US $ 1.11 billion) and Revenue is Rs. 32,045 crores (US $ 7.13 billion) in 2009-10. The downward performance path in BSNL during the period 2005-10 is mainly on account of following reasons: i. Reduction in Revenue: There has been a decline in revenue from wire-line business due to churning of Subscribers of Fixed Line Services in view of preference to Mobile telephony and fall in ARPU (Average Revenue Per User). Though there is a net increase in number of connections in case of Wireless connections yet revenue decreased mainly due to the reduction in tariff by BSNL in the competitive market. ii. Increase in Expenditure:



The staff expenditure has increased due to implementation of recommendations of Wage Revision Committee. The wage revision has alone caused an additional expenditure of Rs. 2900 crores over the previous year on account of payment of arrears for the period from 01.01.2007 to 31.03.2010. iii. Lack of store materials like cables, broad band modems and other accessories, which are essential for provision of fixed access networks like basic telephony and broad band. This is due to the non-allocation of funds. 48
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iv. Access Deficit Charges (ADC, a levy being paid by the private operators to BSNL for



provide service in non-lucrative areas especially rural areas) has been slashed by 20% by TRAI, w.e.f. April 1, 2009. The reduction in ADC has hit the bottom lines of BSNL. v. Presently there is an intense competition in Indian Telecom sector and various Telcos are rolling out attractive schemes and are providing good customer services. vi. Lack of customer-oriented employees of BSNL is affecting the sales and services of



Consumer Fixed Access. vii. Customer oriented, management skills are also poor. viii.The influence of unions in the organisation will also affect the future of BSNL. ix. Payment made for buying 3G and BWA spectrum and delay in execution of expansion plans.
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Solution i. Restructuring of Organization into four business Verticals viz., Consumer Mobility, Consumer Fixed Access, Enterprise and New Business. ii. Strengthening of Marketing, Sales and Distribution Channels through specific targeted



Projects. iii. Continuous improvement in Customer care through Project Smile. iv. Emphasis on Value Added Services to increase ARPU. v. Leveraging Information Technology for bringing efficiency in all its operations. vi. Growth of 3G, Broadband and Data Centre Services. vii. Trimming down of the aged workforce. viii.Recruitment of qualified and professional staff. Revenue earned by BSNL during last five years



Gross Investment in Fixed Assets The BSNL is making substantial investment year to year for its network expansion and modernization. During the current financial year BSNL has made the gross investment of Rs. 28,227 crore (US $ 6.28 billion) in Fixed Assets.
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Cumulative Capital Outlay BSNL has Gross Fixed Assets of over Rs. 160470 Crores (US $ 25.96 billion) as on 31.03.2010.
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5.1. MAJOR FINDINGS The internship study at BSNL, Dharwad has provided me enormous knowledge about the organization and the different departments in the organization. Below are some of the findings. 1. BSNL follows a centralized approach of decision-making. Every new offer, products or services which has to be launched has to be approved by the corporate office in New Delhi. By the time, the approval is given; the offer or service is obsolete. This is reducing the market share of BSNL. 2. BSNL was the No.1 service provider in telecom sector, has gradually lost its share to private sector. Proper offers are not being provided, if provided it is not published and advertised properly. Though there is large network coverage, even in rural areas, service should improved, viz. clarity while speaking, message delivery etc. This may be due to lack of technical talent. 3. Employees are trained for technology up-gradation, modernization, computerization etc in



BSNL's training Centers spread across Country. 4. Improper utilization of resources, political interference is also affecting the market share of



BSNL. 5. Excessive paper work/manual work instead of automation and poor coordination between



departments of BSNL. 6. Ergonomics/Job matching is not done, improper Job allocation exists and compared to other



telecom service providers BSNL employees enjoy better packages and benefits. 7. There is Stand By (Back Up) for each and every device present, so if there is any breakdown



in original device the Stand By can be used. For Example BSNL has two Engines
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(Generators), in case one Engine fails BSNL uses other Engine. This is done to avoid the delay in service or to avoid service breakage. 8. The implementation of Call Detail Record (CDR) system has improved the operations of BSNL. 9. BSNL strictly adheres to the rules and regulations formed by the DOT and TRAI. There is no scope for unethical practices. 10. The pilots under the project SHIKHAR – UDAAN, VIJAY, SANCHAY, DOSTI, KUBER



and SMILE have considerably increased the sale over a period of time but have not increased the revenue. 11. In the past 3 years, the sales has increased from Rs. 50,000/- pm to Rs. 35,00,000/- pm because of the initiatives taken by the local administration like door-to-door service of the products and complaint and grievance handling on a weekly basis. This shows the improvement in the marketing strategies over the period.
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5.2. SUGGESTIONS The study has provided with the useful data from the respondents (staff). Following are some the Suggestions: 1. There should be improved working process of BSNL which will reduce the Customer



response time. 2. Good coordination in departments of BSNL which will result in the smooth functioning



of the firm. 3. There should be computerized work in BSNL, to reduce the paper works for which the



employees have to be trained on a regular basis to be in pace with the changing technology. 4. Company should raise funds through short term sources for short term requirement of



funds, which is comparatively economical as compared to long term funds. 5. The firm should recruit new staff with greater skills and knowledge for better influx of fresh ideas. 6. In today’s world of rapid change in technology, the students need to have good access to internet and hence some offers to the students have to be provided in this field. 7. The customer attention plays a very important role in increasing the market share. Hence



the company should be in constant contact with its customers. 8. Single Window Concept – The Universal Solution: Single Window means each



customer interface counter or point of contact should be self sufficient in answering all types of queries / complaints of the customer. Each counter will have a terminal (PC) which is capable of retrieving any desired information pertaining to any sections like Exchange, MDF, Commercial, TRA, and External, etc. 54
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CONCLUSION



BSNL being the largest Telecommunications Company in India have been consistently losing its revenue year by year, improper allocation of funds and improper utilisation of resources like manpower and technology has led to the downfall of BSNL. BSNL being a Government organization is unable to match the changing environment of Telecom Industry because of the political interference, poor employee commitment and centralized process of decision-making. I feel, BSNL needs to focus more on Customer satisfaction by implementing various strategies like Single Window Clearance, timely response of customer grievances in order to achieve the position of the leading telecom service provider in India with global presence, also by creating a customer focused organization with excellence in sales, marketing and customer care BSNL can set benchmarks in the telecom industry. After five weeks of organizational study at BSNL, Dharwad, my knowledge and thinking about business has been transformed from a theoretical approach to real time business. During my visit to BSNL, I had an opportunity to meet most of the members of the company and they provided me the information of their respective departments.
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Personnel Area Human Resource Management •



There should be a procedure, which makes down to up suggestion. E.g. Sales person can provide valuable suggestion regarding the marketing and promotion of the company product. He has some flexibility in the promotion strategy.



•



They should provide professional marketing training to field force after specific time period for sharpening selling skills.



•



They should recruit professional person for professional approach.



•



They should adopt the scientific appraisal approach.



Marketing •



BSNL should be promoted aggressively



as a family



brand as well as a



company



brand



fulfilling all the daily requirement of people with its wide product range. •



The projects like UDAAN and VIJAY has substantially increased the sales of the CFA and CM.



Finance •



There is no availability of short term funds for the SSAs in case of emergencies.



•



There has been a substantial increase in expenditure like administration and staff costs.
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Annexure – I: Various Services Offered by BSNL



1. BSNL Landline BSNL is the largest telecom operator in India and is known to everybody for Basic Telephony Services for over 100 years. Presently the Plain old, Countrywide telephone service is being provided through 32,000 electronic exchanges, 326 Digital Trunk Automatic Exchanges (TAX), Digitalized Public Switched Telephone Network (PSTN) all interlinked by over 2.4 Lakh km of Optical Fiber Cable, with a host of Phone Plus value additions to our valued Customers. BSNL's telephony network expands throughout the vast expanses of the country reaching to the remotest part of the country. Various Landline Services are:  Fixed Line pre-paid



   



Phone plus service Permanent connection Shift of telephone Transfer of telephone



 BSNL PCO



   



New telephone connection Concession in rentals Safe custody of telephones Telephone tariff



1. BSNL Mobile: India's fastest growing cellular service, along with post-paid and prepaid services brings cellular telephony to the masses, through innovative technology and strategic pricing. This ambitious service uses state-of-the-art GSM technology to attain global excellence and leadership in business. Our entry into this sector has brought GSM cellular service at an affordable cost to the common man. All are serving a single objective, to provide better communication to millions across India.
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Customers have reposed tremendous faith in BSNL and it has enrolled over 30 Lakh Cellular customers within ten months of launch of Cellular service, an unprecedented mark in Indian Cellular Market. Various Mobile Services are:     



POSTPAID PREPAID GSM PCO GSM FWP VPT UNIFIED MESSAGING



    



GPRS/WAP/MMS INTERNATIONAL ROAMING DEMOs TARIFF SMS & BULK SMS



1. 3G Services



Various 3G Services are:  POSTPAID



 TARIFF



 PREPAID



 3G DATA



1. BSNL WLL



BSNL WLL-M is a communication system that connects customers to the BSNL land-line network using radio frequency signals instead of conventional copper wires, for the full or part connection between the subscriber and the exchange. This comes with superior voice quality and high speed data capabilities. CDMA is popular with more than 100 million subscribers worldwide, and the number keeps on increasing exponentially. Various WLL Services are:  Postpaid with limited mobility



 Prepaid with limited or full mobility  Conversion vouchers



 Postpaid with full mobility  Promotional offers 1. Internet Services
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BSNL is India's no. 1 Internet service provider with more than 17 Lakh subscribers, providing Internet service throughout the entire country (except in New Delhi and Mumbai) under the brand name of "Sancharnet". Sancharnet provides free all India roaming and enables it's users to access their accounts, using the same access code (172233) and user ID from anywhere in the Country. In order to make Internet available throughout the length and breadth of the Country Internet Dhabas are being commissioned at all the Block Headquarters. Various Internet Services are:     



TYPES OF ACCESS BROADBAND INTERNET ON CDMA TARIFF FOR EVDO ON CDMA WI-FI



    



CO-LOCATION SERVICE BSNL WEB HOSTING INTERNET TARIFF BSNL INTERNET SMS& BULK SMS



1. BSNL Broadband BSNL is in the process of commissioning of a world class,



multi-gigabit,



multi-protocol,



convergent



IP



infrastructure through National Internet Backbone-II (NIBII), that will provide convergent services through the same backbone and broadband access network. The Broadband service will be available on DSL technology (on the same copper cable that is used for connecting telephone), on a countrywide basis spanning 198 cities.



In terms of infrastructure for broadband services NIB-II would put India at par with more advanced nations. The services that would be supported includes always-on broadband access to the Internet for residential and business customers, Content based services, Video multicasting, Video-on-demand and Interactive gaming, Audio and Video conferencing, IP Telephony, Distance learning, Messaging: plain and feature rich, Multisite MPLS VPNs with Quality of Service (QoS) guarantees. The subscribe will be able to access the above services through Subscriber Service Selection System (SSSS) portal. Various Broadband Services are:  Prepaid  Register online  Tariff  Tariff for internet leased line  Hungama portal entertainment  Games on demand
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1. BSNL Managed Network Services BSNL Managed Network Services is a fully managed Secured Data services, providing a truly one-stop and a complete experience that



significantly



reduces



risks



and



complexities involved in implementing and maintaining a robust IP network. It brings together all of a business' communications needs in an integrated offering.



With integrated



the



promise



platform



of



an



with one-stop



convenience and fully managed experience, BSNL Managed Network Services is an Allin-One comprehensive bundle of hardware, connectivity packages and managed services. It is a solution that simply, affordably and reliably supports your business. 2. BSNL MPLS-VPN MPLS VPN is a technology that allows a Service Provider like BSNL to have complete control over parameters that are critical to offering its customers service guarantees with regard to bandwidth throughputs, latencies and availability. The technology enables secure Virtual Private Networks (VPN) to be built and allows scalability that will make it possible for BSNL to offer assured growth to its customers without having to make significant investments. BSNL would now be geared to provide Bandwidth on demand, Video Conferencing, Voice over IP (VoIP) and a host of other value added services that could revolutionize the way a corporate business works. Various MPLS-VPN Services are: ➢ IP-VPN Based MPLS-Tariff ➢ CDMA as Backup Links MPLS Tariff 1. ISDN



ISDN has emerged as a powerful tool worldwide for provisioning of different services like voice, data and image transmission over the telephone line through the telephone network. ISDN is being 60
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viewed as the logical extension of the digitalization of telecommunication network and most developed countries are in different stages of implementing ISDN. An ISDN subscriber can establish two simultaneous independent calls (except when the terminal equipment is such that it occupies two 'B' channels for one call itself like in video conferencing etc.) on existing pair of wires of the telephone line (Basic rate ISDN) where as only one call is possible at present on the analog line /telephone connection. The two simultaneous calls in ISDN can be of any type like speech, data, image etc. The call setup time for a call between two ISDN subscribers is very short, of the order of 1 to 2 seconds. ISDN also supports a whole new set of additional facilities, called Supplementary Services. Various MPLS-VPN Services are: ➢ ISDN ➢ TARIFF 1. Leased Line To transmit data between computer and electronic information



devices,



BSNL



provides



data



communication services to its subscribers. It offers a choice of high, medium and low speed leased data circuits as well as dial-up lines. Bandwidth is available on demand in most of the cities. Various Leased Line Services are: ➢ LEASED LINE ➢ TARIFF ➢ VSAT 1. Intelligent Network Recognizing the rising expectations and requirements of the customers, BSNL endeavours to harness the rewards of telecom revolution. Towards this, we have redefined the term 'telecom service' by introducing value added services in the form of intelligent network. This technology makes possible, time and cost effective services, optimized solutions, meeting the exact needs of the customers, in additional business for you. 61
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Various Intelligent Network Services are:  TOLL FREE PHONE SERVICE(TFS)  TELEVOTING  UNIVERSAL ACCESS NUMBER (UAN)  PREMIUM RATE SERVICE  VOICE VPN  PREPAID VIRTUAL CALLING CARD (UNIVERSAL ITC/CALLNOW/ITC) 1. Video Conferencing



Video Conferencing service allows multiple participants to converse with each other regardless of their location through the video end-points or Personal computers. It involves Video and Audio communication. It's about connecting people. A video conference subscriber can add two or more video participants in a particular conference. The customers can schedule their video conferences through the Web. The video conferencing service can be availed by any user through IP or ISDN interface. The service is available to existing BSNL subscribers only. The Video end-point required for conferencing should be ITU - H.323/H.320 compliant. Any conference scheduled can have both Dial-in and Dial-out participants on either IP or ISDN. The customer will have to procure the video end-point from the market. Personal computer user can download the software called "PVX" from BSNL's Video Conferencing Portal to avail the Video Conferencing facility with their web-cam. This software will be made available shortly at BSNL's Video Conferencing Portal. 2. Audio Conferencing



Audio Conferencing service allows multiple participants to converse with each other regardless of their location through the normal fixed line telephone or cellular 62
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phone. An audio conference subscriber can add two or more participants in a particular conference. The customers can schedule their audio conferences through the Web or through IVR. The service is available to existing BSNL subscribers only. Any conference scheduled can have both Dial-in and Dial-out participants. Conference can be scheduled one time or standing. A standing conference is always on. The authorized participants have just to dial in a particular telephone number followed by a password to enter into a conference. On demand conference can be made. The chairperson can invite several users one by one in the conference without using the web. He/she has to just dial a number followed by certain number and the called party number for doing a conference call. 3. Enterprise Solution



“BSNL Network.....keeping an eye on every movement; every moment” eTrack An innovative on-line tracking system powered by BSNL to manage fleets comprising of trucks, car carriers, trailers, tankers, containers or vehicles moving hazardous and specialty explosive chemicals etc. The eTrack vehicle tracking system uses vehicle-mounted, microprocessorcontrolled device which sends periodic messages from the vehicle to a network command centre through SMS/GPRS. The received data is authenticated and forwarded to an application server which provides tracking information through an internet. Customers are provided a user name and password to access the fleet information on line. The user also has options to receive tracking information via e-mail, fax or SMS besides the facility of calling the customer support team on a toll-free telephone line.
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4. I Net Changes your way of doing business by networking your computers, data terminals, hosts and LANs in different offices and manufacturing units both within the country and outside, through INet - an X.25 based packet switched Public Data Network of BSNL . It provides extremely cost effective and reliable solution to your High Speed Wide Area Networking needs. I-Net can be used in the following applications:    



Electronic Mail Services Corporate Communications Information Retrieval Database Services



   



Remote Job Applications Credit Card Verifications Travel Reservations INTERNET connectivity



1. Telex/Telegraph



Telegram has been common man’s communication need in the past. The first telegraph message was transmitted live on Morse through electrical signals between Calcutta and Diamond Harbour on 5th November 1850. The Telegraph services were opened to public during February 1855. Since the commencement of Telegraph Service and over the years, there have been tremendous technological changes to transmit messages. BSNL in order to keep pace with technological developments introduced Web Based Telegraph Messaging System in all circles by 31-03-2010.
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2. EPABX



BSNL permits telephone subscribers to use their own PABX/EPABX connected to the BSNL network under certain commercial/technical conditions : a) The type of Subscriber owned EPABX should be approved by BSNL b) External extensions outside subscriber's premises will be permitted only on the specific approval of the concerned authority and charged as per departmental tariff. In cases where external extensions from subscriber owned EPABX are provided within the premises of the subscribers using their own cables and wires without crossing any public road, no charge will be levied. 3. Data Communication



Remote Area Business Message Network provides instant data communication between computers and data terminals. This is a satellite based network that provides communication to any remote part of India. 4. Global Conferencing BSNL has launched Global Audio conferencing Service in association with British Telecom (BT). It is an easy to use, reservation-less conferencing service aimed at Enterprise customers. The Enterprise customer has to subscribe the service by filling a form as application. There are no charges for service subscription. Charges are only for the usage of the service. 5. Help Desk
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Various Telephone Numbers which are Toll Free from BSNL Numbers are provided.
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Annexure – II Administrative Units of BSNL Telecom Circles



Metro Districts



Andaman & Nicobar Telecom Circle



Calcutta



Andhra Pradesh Telecom Circle



Chennai



Assam Telecom Circle



Project Circles



Bihar Telecom Circle



Eastern Telecom Project Circle



Chhattisgarh Telecom Circle



Western Telecom Project Circle



Gujarat Telecom Circle



Northern Telecom Project Circle



Haryana Telecom Circle



Southern Telecom Project Circle



Himachal Pradesh Telecom Circle



IT Project Circle, Pune



Jammu & Kashmir Telecom Circle



Maintenance Regions



Jharkhand Telecom Circle



Eastern Telecom Maintenance Region



Karnataka Telecom Circle



Western Telecom Maintenance Region



Kerala Telecom Circle



Northern Telecom Maintenance Region



Madhya Pradesh Telecom Circle



Southern Telecom Maintenance Region



Maharashtra Telecom Circle



Specialized Telecom Units



North East-I Telecom Circle



Data Networks



North East-II Telecom Circle



National Centre For Electronic Switching



Orissa Telecom Circle



Technical & Development Circle



Punjab Telecom Circle



Quality Assurance



Rajasthan Telecom Circle



Production Units



Tamil Nadu Telecom Circle



Telecom Factory, Mumbai



UP(E) Telecom Circle



Telecom Factory, Jabalpur



UP (W) Telecom Circle



Telecom Factory, Richhai



Uttaranchal Telecom Circle



Telecom Factory, Kolkata



West Bengal Telecom Circle



Other Units



Training Institutions



Telecom Stores



Advanced Level Telecom Training Centre



North East Task Force



Bharat Ratna Bhim Rao Ambedkar Institute Telecom Electrical Wing Of Telecom Training National Academy of Telecom Finance and Telecom Civil Wing Management Regional Telecom Training Centres Circle Telecom Training Centres District Telecom Training Centres
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Annexure – III BHARAT SANCHAR NIGAM LIMITED



PROFIT AND LOSS ACCOUNT FOR THE YEAR ENDED 31ST MARCH 2010



SCHEDULE



For the Year ended 31st March 2010 (Rs. in Lakh)



For the Year ended 31st March 2009 (Rs. in Lakh)



INCOME Service Revenue and Other Operating Income



N



2,791,344



3,016,942



Other Income



O



413,197



564,250



3,204,541



3,581,192



1,345,504



1,136,323



87,555



264,635



1,019,905



1,137,797



EXPENDITURE Employees' Remuneration and Benefits



P



Licence fee and Spectrum fee (Refer Note 13 on Schedule U) Administrative, Operating and Other Expenses



Q



Financial Expenses



R



35,161



44,325



Depreciation



D



919,679



852,341



3,407,804



3,435,420



-203,263



145,771



-16,485



-18,608



-219,748



127,163



0



132,322



14,501



0



-52,100



-66,569



Profit/(Loss) before Prior period items Prior period items (Net)



S



Profit/(Loss) before taxation



Current Tax Tax for earlier years Deferred Tax Fringe Benefit Tax



3,800



Wealth Tax Profit/(Loss) for the year after taxation
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125



-182,265



57,485



- On Equity Share Capital



0



0



- On Preference Share Capital



0



0



Tax on Dividends



0



0



Transfer to General Reserve



0



0



-182,265



57,485



-182,265



57,485



Appropriation : Proposed Dividends:



Surplus/Loss carried to Balance Sheet



Earnings Per Share (In Rs.)
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Basic earnings per equity share



-3.65
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Annexure – IV BHARAT SANCHAR NIGAM LIMITED BALANCE SHEET AS AT 31ST MARCH 2010



SCHEDULE



As at 31st March 2010 (Rs. in Lakh)



As at 31st March 2009 (Rs. in Lakh)



Capital



A



1 ,250,000



1,250,000



Reserves and Surplus



B



7,397,566



7,613,358



C



153,370



3 41,384



12,384



64,484



8,813,320



9,269,226



16,046,962



1 3,224,291



SOURCES OF FUNDS Shareholder's Funds



Loan Funds Unsecured Loans Deferred Tax Liability-Net (Refer Note 19.1 on Schedule U) APPLICATIONS OF FUNDS Fixed Assets



D



Gross Block Less: Depreciation Net Block



8,658,930



7,792,203



7,388,032



5,432,088 492,864



Capital Work-in-Progress



E



596,523



Decommissioned Assets



F



7,897



4,644



7,992,452



5,929,596



G



20,000



20,000



Inventories



H



505,833



4 57,258



Sundry Debtors



I



474,457



4 72,054



Cash and Bank Balances



J



3,034,340



3,813,430



85,521



87,239



K



1 ,397,028



944,880



5,497,179



5,774,861



2,072,702



Investments Current Assets, Loans and Advances



Other Current Asset - Accrued interest Loans and Advances Less : Current Liabilities and Provisions Current Liabilities



L



4,277,642



Provisions



M



557,602



493,878



4,835,244



2,566,580



661,935



3,208,281



Net Current Assets Inter/Intra Circle Remittance (Refer Note 14 on Schedule U) Total Accounting Policies



T
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Notes to Accounts



U



The Schedules referred to above, form an integral part of the Balance Sheet.
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AGM



Assistant General Manager



AOC



Accounts Officer Cash



AUT



Authentication



BB



Broadband



BCG



Boston Consulting Group



BSC



Base Switching Center



BSS



Base Station System



BT



British Telecom



BTS



Base Transmission System



CAGR



Compound Annual Growth Rate



CAO



Chief Accounts Officer



CDMA



Code Division Multiple Access



CDR



Call Detail Record



CETTM



Centre for Excellence in Telecom Technology & Management



CGHS



Central Government Health Schemes



CLI



Command Line Interface



COAI



Cellular Operators' Association of India



CRBT



Caller Ring Back Tone



CRM



Customer Relationship Management



CSC



Customer Service Centers



CTO



City Telecom Offices



CUG



Closed User Group



CVO



Chief Vigilance Officer



DDF



Digital Distribution Frame



DE



Divisional Engineer



DGM



Deputy General Manager



DIAS



Direct Internet Access



DOT



Department of Telecommunications



DP



Distribution Points



DSA



Direct Selling Agents



DSLAM



Digital Subscriber Line Asynchronized Module



DTO



Department of Telegraph Office



DTS



Department of Telecom Services



E-10B



Electronic 10 Binary



ECS



Electronic Clearing Service



EFT



Electronic Fund Transfer



EPABX



Electronic Private Automatic Branch Exchange



ERP



Enterprise Resource Planning



EVDO



Evolution Data Optimized
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FDI



Foreign Direct Investment



FTTH



Fiber to the Home



GM



General Manager



GPRS



General Packet Radio Services



GRN



Goods Receipt Note



GSM



Global System for Mobile Communication



GT



Global Title Code



HLR



House Location Register



HR



Human Resource



HSDPA



High Speed Download Packet



ICT



Information and Communication Technology



IPLL



International Principle Leased Lines



ISD



International Subscriber Dialing



ISDN



Integrated Service Digital Network



ISO



International Organization for Standardization



ISP



Internet Service Provider



ITEB



Information Technology Enterprise Business



ITU



International Telecommunication Union



JAO



Junior Accounts Officer



JIT



Just In Time



JTO



Junior Telecom Officer



KPTCL



Karnataka Power Transmission Corporation Limited



LDCA



Long Distance Charging Areas



LTC



Leave Travel Concession



MDF



Main Distribution Frame



MLLN



Managed Leased Line Network



MMS



Multimedia Message Service



MNP



Mobile Number Portability



MPLS



Multi Protocol Label Switching



MSC



Mobile Switching Center



MSRN



Mobile Switching Routing Number



MUX



Multiplex



NE



Network Equipment



NFTE



National Federation of Telecom Employees



NIB



National Internet Backbone



NIC



Network Interface Card



NMSS



Network Management & Surveillance System



NPC



New Phone Connection



NWOP



Network Operations



OCB



Organ Control Bhersion



OFC



Optical Fiber Cable
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OMC



Operation and Maintenance Control



PABX



Private Automatic Branch Exchange



PCM



Pulse Code Modulation



PCO



Public Call Office



PMS



Payment Management System



PP



Power Plant



PRBT



Personal Ring Back Tones



PSTN



Public Switched Telephone Network



PVX



Permanent Virtual Exchange



QoS



Quality of Services



RLU



Remote Line Units



RSU



Remote Sub-Unit



RSU



Remote Subscriber Units



RTGS



Real Time Gross Settlement



RTO



Regional Transport Office



SDCA



Short Distance Charging Areas



SDE



Sub-Divisional Engineer



SIM



Subscriber Identification Module



SMS



Short Message Service



SSA



Secondary Switching Areas



SSSS



Subscriber Service Selection System



STD



Subscriber Trunk Dialing



TA



Telecom Accounts



TAX



Trunk Automatic Exchange



TD



Test Desk



TM



Telecom Mechanics



TOA



Telecom Office Assistants



TQM



Total Quality Management



TRAI



Telecom Regulatory Authority of India



TTS



Telecom Technical Assistant



UAN



Universal Access Number



UMTS



Universal Mobile Telecommunication Services



VAS



Value Added Services



VLR



Visitor Location Register



VoIP



Voice over Internet Protocol



VPN



Virtual Private Networks



VSAT



Very Small Aperture Terminal



WLL



Wireless in Local Loop



WTMS



Web Based Telegraph Message System
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