SNEA(I)/CHQ/CMD/11/8-11                                                                                Dated:8th Aug ‘11

To

Shri R.K.Upadhyay

CMD, BSNL.

Sub: Emergence of following potential issues relating to growth of services in TN as a result of sustained and strenuous efforts by SNEA(I)/TN Circle – quick policy intervention and monitoring at BSNL Co solicited to get desired results.  

Sir,

After prolonged and sustained endeavour of SNEA(I)/TN to identify the issues that need to be addressed to bolster the growth of highly potential Circle of TN, following crucial issues, having inherent and huge potential to greatly enhance the revenues in TN, surfaced in the course of intense and extensive deliberations organized by TN unit of SNEA(I) throughout the Circle. 

The issues having surfaced and crystallized after painstaking efforts and free and fair interaction between the units of our Association at the SSA levels and the concerned management need serious policy consideration and intervention to address the issues. In fact, such an extraordinary and unprecedented effort undertaken by TN unit of our Association needs to be reciprocated not in terms of any kind of appreciation but surely in terms of backing up such effort by way of appropriate and expeditious intervention at the policy level and its very close monitoring by the concerned business heads.     

I) VAS content providers must be integrated with the Service Delivery  Platform (SDP) for hassle free service to the customers.


Presently in TN, live Streaming services, etc are routed through Service Delivery Platform (SDP) but content providers (Onmobile, Apalya, Minimobitv, etc.,) are not routed through SDP. By routing through SDP, customer complaints can be analyzed from a single platform and also some control can be exercised   over the Content providers. Most of the customers are complaining that content services are activated by Content providers without their knowledge in the name of out band dialling. One of the main reasons for porting out is cheating of subscribers by the content providers. It is tarnishing the brand image of BSNL also. Since CPs is not integrated with SDP, we are not in a position to analyze the data and also complaints. Hence VAS content providers must be integrated with the Service Delivery Platform (SDP) for hassle free service to the customers.


VAS Deactivation & Activation and Changes should be routed through CALL CENTRES until the Service Delivery Platform (SDP) is launched in South Zone.

( Note on Service Delivery Platform (SDP)

What is SDP?

· It is a common platform where all the network elements are integrated

· SDP provides various bearers for service Access to Subscribers.
· SDP interacts with various Content Providers through Adapters.
· SDP is Accessed from the internet by Subscribers/CP’S/ASP.
Why it is required?
· Existing VAS are independently connected to network elements (prbt, mobile radio, MMS etc.).
· Not possible to analyse status of data on a single platform.
· Simplifies the complexity of the network.

· Ease of operation.

Need for SDP
· All content providers are connected at a single Platform.
· Generation of single MIS report.

· Revenue Sharing and Bills Settlement can be done easily

· Centralized Service Creation.
· Operator Control on the Services to end Subscriber )

II) Problems faced by subscribers while in International Roaming :


Our esteemed international roaming customers are not satisfied with our service due to the following cumbersome procedures involved. 

How International roaming (IR) is routed through in BSNL? 

BSNL routes IR through Roaming Replicator, Which allows an operator to “piggyback” onto another networks existing roaming relationships. Roaming Replicator is a SS7/MAP node with full SCCP capability.
Inbound Roaming
Roaming Replicator makes the ‘Foreign Network’ think that its subscriber is roaming in ‘Partner Network’.

Outbound Roaming
Roaming Replicator makes the ‘Foreign Network’ think that the ‘Partner Network’ subscriber is roaming in its network.

 BSNL has  been  using  triple IMSI  (IMSI of Spice,  IMSI  of WB LSA and IMSI  of  home  LSA)  SIMs  for  facilitating  international out  roaming  to  BSNL subscribers. International Roaming customers have to follow the following procedure through STK to get roaming service abroad. 

STK (SIM Tool Kit) application for international roaming.

1.     After landing in foreign country, switch ON the phone and go to Menu. 

2.     Click on Cellone or BSNL Mobile and select Network.   

3.     In the network you will get option of National and International. 

4.     Select International, you will get Cell One and Partner Network. 

5.     Select the option Cellone; you will get a message - "Cell One International Selected".

6.     Wait for two minutes you will get the Network automatically.  

7.     If it fails, please select the network manually. (By selecting Setting and then Network in your phone).

Problems with international roaming in piggyback method instead of direct roaming:
· Before leaving to the foreign country, customers have to personally visit our CSCs to change his single IMSI SIM to Triple IMSI SIM.

· Customers have to do the messy exercise of network selection.

· Serious problems of using triple IMSI instead of Single IMSI: 

The  agreement for 'Roaming Service  on  revenue  sharing arrangement'  with  M/S  Idea Cellular Limited  (erstwhile M/S  Spice Communications Limited)'  was  expired  on 3I-07-2010. At present, only direct bilateral international roaming arrangement exist and West Bengal (INDWB) continues as nodal circle.  Hence BSNL  customers availing  International  Roaming  Services  require  only dual  IMSI  i.e West  Bengal  LSA  like IMSI  in addition  to IMSI of its home  LSA  in the SIM. The Spice like IMSI, as available in existing triple IMSI SIMs became in-effective after 3l-7-2010. But still our customers are using triple IMSI SIMs hence the international roaming customers getting the following Menu.

 

	Menu Step 1
	Step 2
	Step 3
	Step 4

	CELLONE or BSNL MOBILE  >>>>

 
	National
	 
	 

	 
	International
	Cellone Network
	West Bengal IMSI

	 
	 
	Partner Network
	Spice IMSI (Invalid)


 

CELLONE or BSNL MOBILE >>>> International>>>>Partner Network >>>>Spice IMSI (Invalid). Most of the time the customer is selecting the invalid partner network IMSI. Hence the customer is not getting International Roaming. Many customer care centres are not aware of this problem. Our esteemed High ARPU IR customers are very annoyed and slowly porting out to other operators. BSNL CO already issued order vide No 55-14/2008-CMTS (Pt-II) dated 28-07-2010 to procure dual IMSI SIMs,  but till date the customers are using Triple IMSI SIMs only. 

What our competitors are doing:
Our competitors are having direct roaming agreement for the international roaming. Hence their customers are very comfortable and feeling like in home, No need to follow any network selection procedure after landing in foreign country. Many of our customers are having alternate number with our private competitors, hence they are bitterly complaining about why BSNL only is creating so many problems in international roaming.

Leading questions to be answered:
· Why BSNL is not having direct roaming agreement for all circle SIM ranges? If the answer is signing international roaming agreements for all Circle SIM ranges is laborious process. How our competitors are having such agreements?

· Why still we are using Triple IMSI SIM cards instead of Dual IMSI SIM cards though it is evident that it is creating great confusion among the IR customers from 31.7.2010? 

· What is the problem in procuring dual IMSI SIM cards?

·  Why it was not done even after one year of order No 55-14/2008-CMTS (Pt-II) dated 28-07-2010 to procure dual IMSI SIMs?

III) Problems in Barring of call forwarding to other operators number


Hitherto, Forwarding from BSNLs Mobile number to any other operators mobile number within the LSA is permitted as per BSNL CO order number No. MOB-16/Opn-2006 Dated 04-8-2006. Many BSNL customers are enjoying this facility.  We are also getting double revenue for both originating leg and terminating leg. If A and B are BSNL and B forwarded the call to C, Where C is other operator. BSNL is getting revenue for A to B and B to C. Private Operators are also getting revenue for B to C call termination.  

 

Now, BSNL CO Decided to restrict call forwarding with in BSNL and within LSA (Including ported in and non ported numbers) vide BSNL CO letter No. MOB- 16 / Operations - 2011  Dated 4th July, 2011.  If this order is implemented, it will deeply embarrass our esteemed customers and BSNL may also lose the revenue. 
 

Difficulties in implementation of this order:
It is not possible to prevent the customers from registering call divert to the private operator level in HLR, because in the MNP scenario any level number can be ported to any operator. We can only bar the forwarded call in MSC/GMSC based on LRN (Location Routing Number). This will invite many complaints from dissatisfied customers because customer can able to register call divert to operator but actually call divert will not happen.

Leading questions
· What is the necessity to the barring of call forwarding to other operators number?

· What are the benefits to the BSNL?

IV) Under utilization of 4.5 m Huawei – IN installed at Bangalore and Hyderabad:

`
Two 4.5 million capacity Huawei IN with new features were   installed one at Bangalore and another at Hyderabad long back. Till date re distribution of subscribers was not carried out due to vendor non co-operation. Huge number of capacity with new features is kept idle in these Huawei INs.  At the same time other INs in southern states are heavily loaded and creating frequent problems which leads to poor customer satisfaction. This problem is to be addressed to Corporate office and action shall be taken against the vendor under tender clauses for non co-operation. Re distribution is to be carried out immediately and proper vendor support is to be ensured after re distribution.

Low Cost routing  of ISD traffic :


For the past two years the ISD customers are charged in the ringing phase itself. This is only because of our Low Cost Routing policy from our corporate office. So the routes where ever the problem persists may be changed to a premium route to resolve the issue. By this LCR we have already lost our ISD revenue and also brand image. 
Very significant and potential issues, which hitherto, for one reason or the other, remained unaddressed, have surfaced after extensive and mind boggling interactions at the base level, and these require a very prompt policy response from BSNL Co from the concerned business heads. We thus seek your kind intervention to direct the concerned officers not only to take appropriate expeditious action but also ensure a very close monitoring of the decisions taken to address these important business issues. We are quite confident that a very quick policy intervention to address the aforesaid issues will have a very decisive impact in terms of classifying highly potential TN Circle in privileged category of high revenue earning circles of BSNL. Not only shall addressing these crucial issues impact growth of TN Circle, but their resolution shall have a very positive impact on the revenues of other potential earning centers of BSNL.

With kind regards,

Sincerely Yours,

( G.L.Jogi ).

Copy to:

1.  Sh.R.Chandrashekar, Secy/DOT, for kind information please.

2-4. Directors/BSNL board, for immediate n/a and close monitoring please.      
