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Subject:- Meeting to discuss the Portal and Sanchar Soft issues in South Zone.

A meeting was held at Hyderabad on 27.7.2012 to deliberate upon the online payment issues on BSNL
portal and Sancharsoft Issues. The list of participants is attached as Annexure-l. The major action points
‘dentified and finalized are as under:-

fl) ITPC Circle will develop a program / module in SancharSoft called the Portal module, to which all the
Circles, Nodal Centers and M/s Pyro will have password protect access. Each Circle will designate an
official (JTO/JAO/SDE/AO) from tariff finalization team as tariff manager, who will be responsible for
entering the details of every new tariff plan / voucher along with its brief description in the Portal
module in Sancharsoft.

(i) The Nodal IN In-charge will create the tariff plan or voucher in the respective IN only when the same is
available in the Portal module. The nodal IN incharge will confirm the creation in the IN by ticking the
appropriate button in the tariff page itself. A similar action would be required to be taken by the C-
Topup vendor, after the creation in C-Topup platform. These entries done by the Circle nodal tariff
team and confirmed by IN team and C-Topup team in the SancharSoft would automatically become
respective entries in the corresponding Circle page of the BSNL portal (www.portal.bsnl.in).

(i) Portal displays technical terms like RCV etc. which are not customer friendly. Data plans are displayed
prominently. The existing online payment portal of BSNL (from now on called "Portal") and also of
third party aggregators needs an urgent facelift. It was decided that the Portal should have the same
feel and look as that of the main BSNL website. A lot of irrelevant menu/sub-menu items, buttons and
text is available on the portal pages that needs to be reconciled and removed.

(iv) A committee comprising of DGM (ITPC) Mr. Melmalgi, DGM (IN) Mr. P. Ravi Kumar and DGM (Billing),
South Zone, Mr. Jaya Kumar is formed to study and finalize the look and feel, the text and
presentation of content on the web pages of the portal. The Committee should complete its work in
a week’s time.

v) The existing empty spaces in the pages of the Portal should be used for populating the promotional
- messages of Circles. The committee formed at point (iv) above will look and suggest for this aspect
also.

(vi) It was intimated by ITPC circle that majority of the failed transaction cases fall in the category of
. ""Status 9 Cases" and pertains to South Zone mainly. On deliberation, it emerged that the single most
prevalent reason for such failure cases is the fact that the Portal waits endlessly for response on
transaction from C-Topup systems. It was reported by C-Topup vendor that in all other three zones,
this time is limited to 120 seconds and if within 120 seconds, C-Topup platform fails to respond, the
transactions is taken as failed. It was decided that the same methodology needs to be followed in
South Zone also and all such transactions, which fail to receive a response from C-Topup platforms
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within 120 seconds should be treated as failed and action taken accordingly. It was reiterated that the
daily reconciliation between the IN and C-Topup should occur without fail and discrepancies be taken
care of.

It was observed that the existing Portal responses are extremely slow and needs upgradation. It was
informed by ITPC that they have already marked two new servers and would be shifting the Portal
over these new servers within 10 days. For additional requirement, the Circle may explore possibility
of using one of the Data Centre facilities or may go for procurement.

The present payment methodology used on Portal involves payment through net banking only. After
series of deliberations and taking note of the fact that all present popular on line payment websites
including that of Railways (IRCTC), payment using credit cards / debit cards is allowed in addition to
net-banking, It was therefore decided that payment through credit card / debit card should also be
explored as a payment channel in addition to existing net-banking channel. BFC Cell in Corporate
Office coordinating with Aggregators (M/s. Bill Desk and M/s. Tech Process) may consider it and issue
instructions.

In order to reduce number of sessions among different systems (portal, Bill Desk / Tech Process |G
Topup, IN and Billing Systems) and to enhance customer experience by reducing processing time for a
transaction, it is desirable to have centralized dump of customer tariff / payment profile to enable
local validation by the portal.

ITPC will facilitate the storage of IN and B&CCS dumps for prepaid and post-paid customers
containing details like present usage plan and usage details This data would be used by ITPC for
validation the customers on the Portal and providing them a customized list of plans and vouchers
that are applicable to them. This dump would have to be updated on a minimum daily basis.

The same dump and servers could then be used for providing web or SMS based response to
customers about their existing plan and associated details in compliance to TRAI requirement.

It was noted that clicking on payment through Trust Card, takes to a page showing ITZ card payment
site and does not present the name of BSNL as a partner. The same needs to be taken up by Addl. GM
(VAS-1), BSNL C.O. BSNL C.O. with Trust Card vendor for provisioning of the same.

It came up during the meeting that the Circles as well as Nodal Centres are closing the call center
dockets without putting any proper remarks and by simply marking it as ‘done’ There should be
proper remarks for each of the dockets closed giving details of the action taken for such rectification.

CCF functionality of B&CCS procured under Phase-V should be integrated with the Call Center so it too
enable the call center agents to have a consolidated view with single user id and password allotted to
the agent. DGM P.Ravikumar will ensure successful integration by 10-08-2012. It is reported to have
already been done in North Zone (Karnal Call Centre).

ITPC circle informed that it has developed a utility that shows online status of refund complaints. It
was decided that ITPC will share the details and interfaces of this utility with call center vendors.

Frequency of pushing LBX files to B&CCS requires review as 24 hours delay, specially for restoration of
number after payment is excessive. It may be done thrice a day - Morning, Afternoon and in the
Evening.
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xviii)  Portals should have payment and recharge facility with equal visibility for GSM, CDMA, Landline,
WIMAX etc.

(xix)  ITPC requires posting of additional man-power. Sr. GM (Pers.) may consider posting of atleast 3 to 4
SDEs at Hyderabad on priority.
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Copy to:
(i) CMD and all Directors, BSNL Board for information please.
(ii) CGM, ITPC, Pune — for information and necessary action please.

(iii) Sr. GM Nodal Centre Chandigarh, Kolkata, Pune and Trichy - for kind information and necessary
action please.
(iv) M/S Sparsh & M/s Spanco - for information and necessary action please.




