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Dear Shri

Customer satisfaction, without any doubt, is key in either making or spoiling the image of any service providing com pary
and Indian telecom industry is no different. Today, all telecom service providers are equipped with equivalert state-of-the-a
modern technology installed in their network and Customer Service plays the deciding role. You wouid zppreciate that SSNL
Customer service had not been able to keep or get more customers in our ambit and with MNP we were net losers. However, things
are improving and now for the first time BSNL is MNP positive and it is possible with increased capacity and changed mind set of our
employees while dealing with customers. This needs to be further improved to get best out of MNP, With the passage of ume, |
am sure all of us have recognized the importance of customer service and | am happy to see that almaest ali major 3SNL employees
associations and unions also recognize it. Jointly, in various marathon meetings we discussed importance of cusiomer senvicas.
Management and employees’ representatives are one when it comes to improved customer services in 8SNL

As | write this, following things come automatically to my mind which | would like to share with you to help further improve
BSNL image with its customers and public at large. They are :

5 Customer Related Improvements Service Related Improvements
Be cheerful and smile while dealing with customers Ensure BTS uptime to maximum
Customer is always right — montre of winning customers Follow all prescribed maintenance parameters for 73 /DG sat et
Listen 10 customers to know what they really want Keep adequate spare parts
Do things the way customer want them done Minimire Cable feults by reguiar chechs / proper jointing
Troin stoff to trect customers in @ manner that they want to be tregted Follow aff preventive megsures before onset of mansocn
Make sure our customers know what products and services we provide Cail Centers management
Haondle customer complaints with care and concern Arronge public owareness programmes afout 3SNL senwces
Fix up mistokes and let customer know by return co/l Meet / Go to Customers / Win their confidence / mage 2t g oragess
Work hard to be the first choice of the customers in market Take criticism os feedback from customer tomprowe

These are, of course, few of the things that can help us win the confidence of the customers in BSNL services, the only way
get best out of innovative schemes we offer to them. Let this message go to everyone in BSNL and following

To cement our commitment towards customer satisfaction, | propose on 30% of December, 2015, all BSNL empioyees take 2
pledge (attached herewith) in his or her office first thing in the morning at 1000 Hrs. and stick to this piedge for mext 10C Days and
then beyond. | am sure we will make sincere efforts to win back the confidence of all our esteemed customer and 2isQ attract
customer of others to opt for our services. Proposed pledge taking ceremony may be arranged at all BSNL office throughaout the
country, including BSNL C.O. on date and time as mentioned above.

“Let’s together give Service With A Smile ~=*' to our customers so that they not only remain or come dack but
bring more along”.

With best wishes,
) Yours sincerely
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All, CGMs of BSNL.
Copy to :All Functional Directors, BSNL Board.
Director (HR) is requested to make arrangements at BSNL C.O. accordingly.
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PLEDGE

We, all BSNL officers & employees, do hereby solemnly
pledge that from today onwards we will give Service With A

Smile to all our esteemed customers, whenever talking /
dealing with them.

We shall do our best to resolve any service related issues

of BSNL Customer as soon as possible in best possible manner,
as it is our most important job. And we will do it with a smile.
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