

                                    

MEMORANDUM
                     OF
             UNDERSTANDING
                        Between
Department of Telecommunications                 
    (GOVERNMENT OF INDIA)
                            And
          Bharat Sanchar Nigam Ltd.
                For the Year 2014-15       

MEMORANDUM OF UNDERSTANDING

PART-I
VISION / MISSION AND OBJECTIVES
VISION:
a) Be the leading telecom service provider in India with global presence

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

c) Leverage technology to provide affordable and innovative telecom services / products across customer segments

MISSION:
a) Be the leading telecom service provider in India with global presence

· Generating value for all stakeholders – employees, shareholders, vendors & business associates
· Maximizing return on existing assets with sustained focus on profitability

· Becoming the most trusted, preferred and admired telecom brand

· To explore International markets for Global presence

b) Creating a customer focused organization with excellence in sales, marketing  and customer care 
· Developing a marketing and sales culture that is responsive to customer needs
· Excellence in customer service-”friendly, reliable, time bound, convenient and courteous service”

c) Leveraging technology to provide affordable and innovative products/services across customer segments

· Offering differentiated products/services tailored to different service segments
· Providing reliable telecom services that are value for money

d) Providing a conducive work environment with strong focus on performance

· Attracting talent and keeping them motivated
· Enhancing employees skills and utilizing them effectively

· Encouraging and rewarding individual and team/group performance

e) Establishing efficient business processes enabled by IT

· Changing policies and processes to enable transparent, quick and efficient decision making

· Building effective IT systems and tools

OBJECTIVES:

· To be the Leading Telecom Services provider by achieving higher rate of growth so as to become a profitable enterprise.
· To provide quality and reliable fixed telecom service to our customer and thereby increase customers confidence.
· To provide customer friendly mobile telephone service, with focus on Value added service and data services, of high quality and play a leading role as GSM operator in its area of operation. 
· Strategy for:

I. Leveraging the human resources

II. Providing greater customer satisfaction

· Contribute towards:

I. Broadband customer’s base in India as envisaged in National Telecom Policy 2012.

II. Providing broadband connectivity to 2.5 lakhs Village Panchayats as per Government policy

· To leverage the existing infrastructure of BSNL for facilitating implementation of other government programmes and initiatives particularly in the rural areas.

· To look for the opportunity of possible expansion of BSNL footprint globally by exploring international telecom developing markets such as Africa.

PART-II         

EXERCISE OF ENHANCED AUTONOMY AND DELEGATION OF POWERS

· 
BSNL exercises various powers delegated under Mini-Ratna Category-I Enterprise as and when need arises.
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PART-III

Annexure-ll (1/4 Pages)

MOU 2014-15 Target

o o Nature of Parameter
S. No. Evaluation Criteria UNIT !
Feiaetel eioht Excellent Very Good Good Fair Poor

1 STATIC / FINANCIAL PARAMETERS
i Growth /Size /Activity

a) Sales Turnover (See Note 1) Rs. in Crores Positive 20 31,395 29,900 28,405 26,985 25,636

b) Gross Operating Margin Rs. in Crores Positive 10 1,239 1,180 1,121 1,065 1,012
ii Profitability

EBITDA/Net Block % age Positive 10 3.06 291 276 263 2.49
iii__|Costs and Output Efficiency

Sales turnover / Net Block % age Positive 10 57.99 55.23 52.47 49.85 47.35

Total Weightage 50

Note :-

1] Sales Turn Over, excluding intrest , other Income and Service Tax etc (Operating Turnover)
2] Gross Operating Margin is the excess of the proceeds of Goods sold and services redered during a period over their cost , before taking in to

account administration , selling , distribution , financing expenses and taxes . It doesnot include ' other income’
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PART Il

Annexure-ll (2/ 4 Pages)

MOU 2014-15 Target MOU 2013-14
S. . . Nature of | Parameter Target
Evaluation Criteria UNIT . 9
No. Parameter | weight | Excellent | V&Y Good Fair Poor | 2013.14 | Achmt. upto
Good 31.12.2013
(V. G)
2 |Dynamic / Non- Financial Parameters
i | Initiative for Growth (Weightage 10)
a) Corporate/strategic plan-preparation/ determination/
identification of objectives/goals
(i) Finalisation of Revival Plan of BSNL Timelines Positive 2 31-08-14 | 30-09-14 | 30-11-14 | 31-01-15 | 31-03-15
(i) Finalization of Policy for Organisational Restructuring and Timelines Positive 2 31-08-14 | 30-09-14 | 30-11-14 | 31-01-15 | 31-03-15
implementation during the year
(iif) Formulation of Policy for HR Restructuring Timelines Positive 2 30-11-14 | 31-12-14 | 28-02-15 | 30-04-15 | 30-06-15
Parameter Introduced in
(a) Rightsizing of Human Resource MoU 2014-15
(b) Finalization of a Plan for new recruitment of professionals
(c) Prepration of Recruitment rules
ﬁg’g‘%bm'ss'm of Implementation plan of restructuring of BSNL | jrgiines Positive 2 30-11-14 | 31-12-14 | 28-02-15 | 30-04-15 | 30-06-15
(v) Formation of subsidiary of BSNL Tower Assets Timelines Positive 2 30-11-14 | 31-12-14 | 28-02-15 | 30-04-15 | 30-06-15
ii |Project management & Implementation
a) CAPEX for Capacity expansion (Weightage 8)
i) Net addition in O.F. Cable in BSNL Network Route Kms Positive 1 21,000 20,000 19,000 18,050 17,148 20,000 6,591
ii) Net addition in GSM capacity N?L‘:kh';‘fs Positive 4 131 100 90 80 70 90 25.76
- No of Lines -
iii) Replacement of Legacy Wireline exchanges by NGN (Lakhs) Positive 3 525 5.00 475 451 4.29 5 0
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Performance Evaluation Parameters and Target for MOU 2014-15 Annexure-ll_(3/ 4 Pages)
MOU 2014-15 Target MOU 2013-14
S. Nature of | Parameter
Evaluation Criteria UNIT - Target
No- Parameter | weight | Excellent | Yo, | Good | Fair | Poor | 2013-14 | AShTLUPto
Good 31.12.2013
(V.G)
2 i b) Completion of New/ Ongoing projects during the year
) (Weightage 14)
i) For Laying of O.F. Cable for Defence Project i.e. Networkfor | o o e Positive 4 45000 | 40,000 | 35000 | 30,000 | 25000 | 40,000 0
Spectrum (NFS)
ti) National Optical Fiber Network (NOFN) to connect Gram Numbers Positive 5 81,000 | 73,500 | 66,500 | 60,000 | 54,000 | 75,000 0
Panchayats (GPs)
iii) Commissioning of GSM BTSs to provide mobile coverage in L Parameter Introduced in
Left Wing Extremist (LWE) areas Numbers Positive 5 1,400 1,200 1,100 1,000 900 MoU 2014-15
2.iii | Productivity and Internal Process (Weightage 7)
a) ARPU for GSM Services of BSNL w.r.t Industry average ** Rs. Positive 1 110.25 105 99.75 94.76 90.02 |Introduced in MoU 2014-15
b) Telecom Network Utilization/ Downtime - Quality of
service & Customer Satisfaction parameters ( See
Annexure A)
(i) Wireline Basic services Positive 2 13 11 9 7 5
No of parameters
(i) Cellular Mobile Services meeting TRAI Positive 2 17 15 13 11 9
(iii) Broadband Services benchmarks "5 itive 2 15 13 11 9 7
2. iv| Human Resource management (Weightage 5)
a) Training for Fresh recruits %age Positive 2 100 90 80 70 60
b) In-House Training for Executives /Employees % age Positive 1 10 9 8 7 6 Introduced in MoU 2014-15
¢) Training under National Skill Development programme % age Positive 2 80 75 70 60 55
Sub Total 44

** ARPU for GSM Services of Industry as on 31'March 2013 is taken as Rs. 105 according to TRAI Report issued on 1' August 2013.
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Annexure-ll (4/4 Pages)

MOU 2014-15 Target MOU 2013-14
- Evaluation Criteria UNIT pture of | Parameter Target | oLt upto
©: arametey weig Excellent | Very Good | Good Fair Poor 2013-14 g
31.12.2013
(V. G)
3 |Sector/ Enterprise Specific parameter (Weightage 6)
i Net addition in GSM Mobile connections Nos. in Lakhs Positive 1 105 100 95 90 86 80 -45.2
ii Net addition in Broadband connections (See Note A) Nos. in Lakhs Positive 1 31.50 30 29 27 26
iii The number of Territorial Circles where ERP is to be implemented Nos Positive 1 12 10 8 6 4 9.00 2.00
iv | Synergy between BSNL and MTNL No of Parameters Positive 1
(a) Revenue Sharing in case of National Roaming
(b) Carrier Charges Settlement | Settlement | Settlement | Settlement | Settlement T i
of five of four of three of two of one MoU 2014-15
(c) Procure International Internet Bandwidth on combined basis Issues Issues Issues Issues Issues
(d) Enterprise Business
(e) IN sharing Charges
v Settlement of C&AG Report Paras % age Positive 1 52.50 50.00 47.50 4513 42.87 50.00
Available at the
vi Reduction in Statutory Audit Paras % age Positive 1 31.50 30 28.50 27.08 25.72 30 end of 2013-14
Sub-Total ( 2+3) 50
Total Weightage ( 1+2+3) 100

Note: A

A consolidated target for broadband predominently through ADSL, FTTH, EVDO,GSM Data cards and Wi-MAX technology has been proposed for the MoU 2014-15

Note:B

[1] Non-Compliance of Corporate Goverance will also be penalized by way of negative marking and MOU Score will be increased in the following manner in accordance with DPE OM 18(8)/2005-GM dated 22nd June 2011.
[2] CPSE has to give a certificate regarding Implementation of guidelines issued by DPE as per Om No DPE/14(38)/10-Fin Dated 28 june 2011.

[3] Non-Compliance of MSME Order No. 21(1)/2011-MA dated 25.04.2014 will be penalized by way of negative marking.
[4]1 Non Compliance of any directives including submission of data for Public Enterprises (PE) survey, MOSPI data updation and non compliance in serious cases may be penalized by way of negative marking.





PART-IV

COMMITMENT/ASSISTANCE FROM THE 

DEPARTMENT OF TELECOMMUNICATION,

GOVT.OF INDIA

Government shall endeavor to assist BSNL in the following matters:

i.  The DOT will get the approval of the competent authority to Refund upfront BWA Spectrum License fee to BSNL
ii.  The DOT will finalize the Revival Plan and support to BSNL efforts in restructuring and reviving the CPSE
iii. The DOT will assist in appointment of Non-official Directors (NOD’s)
[image: image7.png]PART-V

ACTION PLAN FOR
IMPLEMENTATION AND MONITORING OF THE MOU

Performance of BSNL will be monitored quarterly and

evaluated at the end of the year by DoT against the targets

given as per MoU.

YO - L(‘vﬂ'ﬁ"

(R.K. Upadh /3/2ﬂ¢ (M_F_Farooqui)
CHAIRMAN & MANAGING DIRECTOR | - SECRETARY,
Bharat Sanchar Nigam Limited Department of Telecommunications &

FNT. H G'Q'fm i’ CHAIRMAN, TELECOM COMMISSION

R. K. UFD%%HP;% . q, & HIOBUM. F. FAROK%QUI
an & Managing Direotq? . W;?;&TZW AT
etere Frns S g ) ' Secretary, Deptt. of Telecom &
8N Lia, New Del Chairman Telecom Commission

LIRSS < ;] Govt. of india
=g fyeefl /New Delhi
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Annexure VI ( 1/4 pages)

(Rs. In Crore)
2005-10 2010-11 201112 2012-13 201314 201415

sk Partieulars Unit Mou | Actual | Mou | Actual | Mou | Actual | Mou | Actual | MoU :":’1"1';"": ;’r"m "';“I_’,m

Profit & Loss Statement Items.

Sales Tumnover, excluding interest and other income
1 gggzg:%%’;ﬁgfwa‘ﬁ?;‘:‘g cs‘:zy g:’:y‘"g:de RsinCrore| 35500 27,913 355000 27,045 37,0000 25098 31,061| 25655  30,000| 19501 26,306 29,900}

letc.
2 |Interest and other income RsinCrore| 6595 4132 3472 2643 o925 1,025| 500 1,473 967| 684 700| 1,000
3 |Gross Operating Margin Rate (%) % 19 14 23| 5| 2| Kl 11 of 8 Kl - 2.95)
4 |Gross Operating Margin RsinCrore| 6769 3926 8028|1463 9744 773  as00) 4 253 -665| -180| 1,180
5 Eﬂ?"’fﬁj;:‘f)s Before Interest, Taxes, Depreciation, oy, crore | 13365 7,515 11,500 3802 10,670 708|  4,000| 915|  3,500] (304) (405) 1574
6 |Depreciation RsinCrore| 8960 9197 8600 o725 11410 9174 9040 833 9175 6,052 7,936 8,134
7 |EBIT (Eamings Before Interest and Taxes) RsinCrore| 4405 -1682) 2900 5923  -740| -84s9| 5040 7421|5675 -6,356] 8,341 -6,560)
8 |interest Expenses Rs In Crore 871 352| 501 200  1,640) 184 1048 351 03| 230| 35| 369
9 |Prior period Expenses Rs In Crore of  (tes) of (285 of (68 of (13 8 (60) (6) 0
10 [Extra Ordinary tems Rs In Crore 0 0 0 0 0 0 0 0 0 0 0
11 |Any other expenses Rs In Crore 0 0 0 0 0 0 0 0 0 0 0
12 [Profit Before Tax RsinCrore| 3534 2199 2390 -6578| 2380 -8g21| 6088 -r9s8 603 6,647 8762 -6,929)
13 |Tax RsinCrore[ 1108 (375 95|  (195) 0 20 0 ) 0 0 0
14 |Profit after tax RsinCrore| 2426 1823 1404 6384 2380 -8ss1| 6088 7884 603 6,647 8762 -6,929)
15 |Dividend Paid Rs In Crore 0 0 0 0 0 0 0 0 0 0 0 0
16 |operating Cash Flow Cash Flow Statement for 2013-14 is given seperately in Sheet on page no. 3/4 of Annex VI. And Estimated Cash Flow Statement for 2014-15 is given

[seperately in Sheet on page no. 4/4 of Annex Vi
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Annexure VI (214 pages)

(Rs. In Crore)
2009-10 2010-11 201112 2012-13 201314 201415

g Baiticus Uit Mou | Actual | Mou | Actual | Mou | Actual | Mou | Actual | MoU ‘;":';;o':';’ ;’r"m "';“I_’,':';‘

Proft wansfered to Statutory reserves

|Any Other ftem

Profit Transferred to Balance Sheet 2428 s3] 1asa]  63se 230  esst|  soss|  7es 032 sea7| 8762 5,929

Balance Sheet ltems
1 |6ross Block ReinCrore | 150742 160470 158521 167084 185899 169611 175911 171938 181458 174226 174210 1,82.264
2 |Less: Depreciation Reincrore | 67441  seseo| oaze2|  osaso| to7ess| 103405 123 rizse| 12188 20| vdste 128129
3 [NetBlock Rencore | 63301 73881 easso| 71sa| 78200 esrte| eaas| eoemr| soers|  srozs|  ssots 54,135
4 [share Capital of cPSE Reincrore | 12500 12500 12500 12500 12500 12500 12500 12500 12500 12500 12500 12,500
5 [Resenes & Surpus of CPSE Reincrore | 78463 73976 73067  e7ses| es20e| ses71| eases| 076 4302  astte|  azses 35,597
6 |Less: Proft & Loss AC (Loss figure) Rencrore | 2026 g2 14| sama|  23m0  sest|  soss|  7em|  so0x sea7| 8762 5,929
7 [NetWorth of cPSE Reincrore | 0363  se47e| esae7| s0oes| so7os| 71a71|  esoss| eazes seazs|  seets|  ss.026] 18,007
8 [Investments Rs n Crore 200 200 00| ssot|  soss| 6ot 6214|657 0 6575 6575 6573
9 [Total Current assets Rencrore | sasta|  sao72 sa2e2| 2ssst|  sez0n| msos]  2seas|  tesss 2seso|  ts216]  13se7] 14215
10 [Total curent fabilties & provision Reincrore | 20018| 48352  amess| tesas| asssy  teatel aéeeo| woase| 283w 20217 10126 16,082
11 |Net current assets Rencrore | 2001|6620 1es03|  so0y s 15| 5711 28 253 4001 5269 1,867
12 E;‘:";' employed (Netblock «Netcurrent | oo 1 crore [ go202| 80501 84262  77596|  sesss| 65201  srees|  sr7ss|  57.07 53025 49.747] 52,268
13 [Total long-term debi (loan funds) ReinCrore | 4000| 1534 o3| 1669 o3 2000 1703 1559 1,703 1463 7,000
14 [Total Assets Rs n Crore 39,780 110,958 101,990 95,66
15 [No of employees Nos 280254 | 292100 278437 281638 271002 267908 256414 252452 2457 241700 240703 228,160

Ratios
16 [PATINet Worth % 207  @m| 1| qen| eos| v2am| @ 2es oss| 7| (ss2) (14.41)
17 |EBmDAMet Block % 21| t017|  7e 531|  13s 107 631 151 567 s o 291
18 [EBIT/Average Capital Employed % so| @yl as| ey o) arse| @s2)] czon| o] 72| gss) 070
1 [PAT per Employee Rs 838.71 524 51| 2267 8| aau| 23| an2 2460 2750 3840 3,037
20 [current Ratio % 189 114 158 131 119 05 083 085 091 080 072 088
21 [Debt Senice Coverage Ratio Ratio @) (18.99) (071) ores| oeen|  eres| 73 (62.8)
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(Rs. In Crore)

(Actual upto 31/12/2013 ) (Projected)
Sl No. Details Legands Formula
April | May |June | July | Aug | Sept | Oct | Nov | Dec | Jan Feb Mar Total
1| Corpus at beginning A 567) 405|580 234|186 209| 157 184 226 133 0 0 567|
11 |Loan (2012-13) opening B 2561 1592| 1502| 1732] 676 1176] 1541] 2336 2496 2976| 3565|  3776] 2561
2| Exceptional collection c 1131 [ o 1500 [ [ [ [ [ [ [ o] 2631
3 |Collections from Circles D 2552| 2670| 2465| 2712| 2383| 2464 2711| 2437 2472 2607| 2423 3539] 31439
4 |Gross Collection E_|esceD 3683| 2670| 2465 4212 2383| 2464| 2711| 2437| 2472 2607| 2423|  3539| 3406
5 |Surrender F 43] 21 9 35 19 0 0 0 0 0 0 0 127}
6__|Net Collection G |G=E-F 3640| 2649| 2456| 4177| 2364| 2464| 2711| 2437 2472 2607| 2423 3539| 33939
7 |Interest Revenue H 1 2 1 0 1 1 1 0 1 1 1 1 "
7.4 |Miscoreeipt 1 0 0 0 0 0 0 0 0 0 0 0 0 0
8 |Interest Expense J 17 14 14 10 4 10 16 2 2 20 20 20 189
9 |opex K 2430 2471 2512| 3152| 2546| 2556| 3171| 2484| 2495 3310| 2615  3615| 33369
9.1 |Surrender (Opex) L 40 21 8 20 19 0 0 0 0 0 0 o 108
92 |Net Opex M M=kl 2300| 2450| 2504| 3132 2527| 2556| 3171| 2484| 2495 3310]  2615|  3615] 33258
10__|Capex N 421 12| 426] 42 221| 40 293 49| 529 0 0 0 2399
10.1_|Surrender (Capex ) o 3| 0 1 15 0 0 0 0 0 0 0 o 19
102 |Net Capex P |p=no 418 12| 425 27| 221 408] 2903 49| 529 0 0 o] 2380
10.3|Net Outflow Q_|Q=shisprs 3803| 2476 2043| 5169 2752| 2072| 3480 2555| 3046 3330|  2635|  3635| 3879
11(a) |Loan availed in 2013-14 R 0 o 140|944 500  365| 795 160 481 9 0 o 3384
11(b) |Loan to be availed in 2013-14 589 211 95 895]
12 |Repayment of loan s 969] 0 0| 2000 0 0 0 0 0 0 0 0 2969
13 |Corpus at end of month T [T=A+G+RH)Q) 405| 580 234| 186| 200| 57| 184 226| 133 0 0 0 0
131 |Loan (2012-13) closing U |u=B:RsS 1592] 1502 1732| 676 1176] 1541| 2336 2496| 2076| 3565 3776|3871 3871
Notes:

1. Collections from circles Jan. 2014 to March-14 assumed at 105% of 2012-13 collection

actual change over P.Y in the period 01/04/2013 to 05/11/2013 is 5.63%

2. Opex from Jan.2014 to March-14 assumed at 105% of 2012-13 opex.

3. Short Term Loan taken in 2012-13 has been repaid .Interest payable has also been calculated aceor
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(Rs. In Crore)

SI. No. Details Legands | Formula | April | May | June | July | Aug | Sept | Oct Nov | Dec Jan Feb Mar Total
1 |corpus at beginning A o 284] 115  4s7) -18e2| 2383 -3239| -4937| 5003 -5484| -7128 7420 0|
W ez B 3871) 3871) 3871) 3731)  3195| 2695  2331] 1536 1376 895 306] 95| 3871
2 |exceptional coection c 150  150]  150) 150) 150) 150) 150) 150) 150) 150) 150) 150) 1800)
3 |collections from Circles D 2680  2804] 2588 284 2502 2587 2847 2559 2596 2707 2544 3715‘ 32976
4 |aross collection E e 2830 2954] 2738|299 2652) 2737 2997 2709 2746 2857 2694 3866 34776
5 |surrender 3 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| o
6 |netcollection G le=er 2830| 2954| 2738| 2998| 2652| 2737| 2997| 2709| 2746 2857 2694, 3866, 34776
7 |interest Revenue H 1 1 1 1 1 1 1 1 1 1 1 1 12)
7.1 |Refund of L and Spec. charges | 542] 0| 0| 0| 542] 0| 0| 542] 0| 0| 542] 0| 2168|
8 [Total Interest expense J 33 33 36| 43 44 47| 5] 54| 57| 64 65 68| £
interest on Loan availed in 2013-12 33 33 32 27| 23 19 13 10] 9 of of o =
interest on Loan availed in 2014-15 9| 9| 4 16| 2 2| 22 4 18 64 65 68| 400)
9 |opex K 2629| 2664 2708 3398 2745] 2755] 3418| 2678| 2690) 3422 2819 3897 35822
9.1 |surrender (Opex) L 0| 0| 0| 0| 0| 0| 0| o o o o] o, 0
92 |NetOpex ™M 2629) 2664|2708 3398 2745|2755  3a18|  2678| 2690 3422 2819 3897 35822)
10 |capex N 427 427 427 427 427 427 427 427 427 427 434 42| 5132
101 |surrender (Capex) o 0| 0| 0| 0| 0| 0| 0| o o o o] o, 0
102 |NetCapex P o 27| a7 427 427, 427, 427, 427, 427, 0| 427, 434 428 5132
103 |NetOutflow Q. |agawes 3089) 3124] 3311) 4404  3716|  3594]  4695| 3319 3227 4502 3529 4488| 44998
11(a) |toan to be availed for Opex & capex R 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| 0]
1a(p) |12 2 be vl forepaymentofoans o o o o o o o o B B B of 9
11 _|Totalloan to be availed 0| 0| 0| 0| 0| 0| 0| 0| 0| 0| 0 0 0
12 |Repayment of loan availed in 2013-14 s 0| 0| 140) 536| 500| 365, 795, 160| 481 589 211 95 3872
13 |corpus at end of month [rprecrsrenial 284]  115| 4s57] 1862) 2383] 3239] 4937| -5003| 5484 7128|7420 -8041 -8041
131 |toon dosing U |uses 3871) 3871) 3731) 3195) 2695| 2331)  1536| 1376 895 306] 95 0 0

Notes:

1. Collections from

4. Short Term Loan taken in 2013-14 has been shown as repai
5. Refund of Licence fee and spectrum charges taken in following month of payment.

les assumed at 105% of 2013-14 collection ; actual change over P.Y in the period 01/04/2013 to 31/12/2013 is 5.00 %
2. Opex assumed as 105% of 2012-13 opex; actual change over P.Y in the period 01/04/2013 to 31/12/2013 is 7.8%

3. Assumption of adjustment of Spectrum charges and Licence fee against refund of BWA spectrum charges of Rs. 6725 crore

in the month of completion of 12 months tenor.Interest payable has also been calculated accordingly.






Annexure VII
[image: image12.jpg]Self declaration/certification by CPSE

It is hereby certified that the targets and actual achievements in
respect of financial parameters have been worked out as per MoU
Guidelines by adopting the norms and definitions laid down in MoU
Guidelines for the year 2014-15. In case, any deviation is found at the
time of appraisal of performance, DPE is free to evaluate as per
audited accounts as MoU Guidelines. CPSE has no right of claim in
this regard.

[bas

Sr.General Wl—é—rﬁéer (BFC&I)





	


[image: image13.jpg]Annexure-VIil

Self-declaration for Compliance of Directives of Government &
! Regulators

It is hereby certified that the BSNL has complied all the directives of
- Government and requirements of regulators. In case any deviation is found
at the time of appraisal of performance, DPE is free to evaluate as per
Guidelines, directives issued by the Government/regulators. BSNL has. no

right of claim in this regard.
t 5 X
Authorisegl Signatory

CMD, RINL





	
	
	Annexure A

	Quality of Service Performance of Wireline (Basic) Services

( Annexure A-I )

	Sno.
	Name of Parameter
	 TRAI Benchmark
	Achmt

	1
	Fault incidences (No. of faults/ 100 subscribers / month)
	<= 5
	 

	            Faults repaired 

	2
	For urban areas

	 
	By next working day
	 >= 90 %
	 

	 
	within 3 days
	100 %.
	

	3
	For rural and hilly areas
	

	 
	By next working day
	 >=90 %
	

	 
	within 5 days
	100%
	

	4
	Rent Rebate
	 
	

	(a)
	Faults pending for >3 days and =<7 days:
	 Rent rebate for 7 days.
	

	(b)
	Faults pending for >7 days and =<15 days
	 Rent rebate for 15 days.
	

	(c) 
	Faults pending for >15 days
	 Rent rebate for one month
	 

	5
	Mean Time To Repair (MTTR)
	=< 8 Hrs
	 

	6
	Call Completion Rate within a local network 
	>= 55 %
	 

	7
	Point of Interconnection (POI) Congestion  (on individual POI)
	< =0.5 %
	 

	8
	Metering and billing credibility - post paid
	Not more than 0.1% of bills issued should be disputed over a billing cycle
	 

	9
	Resolution of billing/ charging complaints within 4 weeks
	100%
	 

	
	
	
	

	10
	Period of applying credit/ waiver/ adjust​ment to customer's account from the date of resolution of complaints
	within 1 week 
	 

	11
	Response Time to the customer for assistance

	(a)
	Accessibility of call centre/ customer care
	>= 95 %
	 

	(b)
	Percentage of calls answered by the operators (voice to voice) within 60 seconds
	>= 90 %
	 

	12
	%age request for Termination/ closure of service compiled within 7 days
	100%
	 

	13
	Time taken for refund of deposits after closures within 60 days
	100%
	 


	Performance of Quality of Service(QoS) parameters for Cellular Mobile Services

(Annexure A-II)

	SNo.
	Name of Parameter
	TRAI Benchmark
	Achmt

	A
	Network Related  Parameters:

	 
	Network Availability

	1
	 BTSs Accumulated downtime (not available for service) (%age)
	=< 2 %
	 

	2
	 Worst affected BTSs due to downtime (%age)
	=< 2 %
	 

	 
	Connection Establishment (Accessibility)
	 
	 

	3
	 Call Set-up Success Rate                                                       (within licensee's own network)
	>= 95 %
	 

	4
	 SDCCH/ Paging Channel Congestion (%age)
	=< 1 %
	 

	5
	TCH Congestion (%age)
	=< 2 %
	 

	 
	Connection Maintenance (Retainability)
	 
	 

	6
	 Call Drop Rate (%age)
	=<2 %
	 

	7
	 Worst affected cells having more than 3% TCH drop (call drop) rate (%age)
	=<   3 % 
	 

	
	
	
	

	8
	Connections with good voice quality  (%age)
	>= 95 %
	 

	9
	Point of Interconnection (POI) Congestion (No. of POIs not meeting the benchmark) (Average over a period of Quarter)
	=< 0.5 %
	 

	B
	Customer Service Quality Parameters:

	10
	Metering and billing credibility - post paid                                       (Not more than 0.1% of bills issued should be disputed over a billing cycle)
	=< 0.1 %
	 

	11
	Metering and billing credibility — pre-paid                                     (Not more than 1 complaint per 1000 customers i.e. 0.1% complaints for metering, charging, credit, and validity)
	=< 0.1 %
	 

	12
	 Resolution of billing/ charging/ validity complaints
	100 % within 4 weeks
	 

	13
	 Period of applying credit/ waiver/ adjustment to customer's account from the date of resolution of complaints
	within 1 week of resolution of complaint
	 

	 
	Response Time to the customer for assistance

 
	 

	14
	 Accessibility of call centre/ customer care
	>= 95 %
	 

	15
	Percentage of calls answered by the operators (voice to voice) within 60 seconds
	>= 90 %
	 

	16
	%age requests for Termination/ Closure of service compiled 
	100% within 7 days
	 

	17
	Time taken for refund of deposits after closures
	100% within 60 days
	 


	Quality of Service Performance of Broadband Services

(Annexure A-III )

	Sno.
	QoS Parameters
	TRAI Benchmarks
	Achmt

	 Service Provisioning /Activation Time

	1
	%age of connections provided within 15 days of registration of demand
	100%
	 

	 
	Fault Repair / Restoration Time
	 
	 

	2
	% of faults repaired by next working day
	>=90 % 
	 

	3
	% of faults repaired within 3 working day
	>= 99 %
	 

	 
	Billing performance
	 
	 

	4
	Rent Rebate
	In Nos
	 

	4a)
	Faults Pending for >= 3 working days and <= 7 working days:
	 rebate equivalent to 7 days of minimum monthly charge or equivalent usage allowance
	 

	4b)
	 Faults Pending for >= 7 working days and =< 15 working days
	rebate equivalent to 15 days of minimum monthly charge or equivalent usage allowance
	 

	4c)
	Faults Pending for >= 15 working days
	rebate equivalent to one month of minimum monthly charge or equivalent usage allowance
	 

	5
	%age of bills disputed
	=< 2 %
	 

	6
	%age of billing complaints resolved within 4 weeks
	100%
	 

	 
	Response time to the customer for assistance

	 

	7
	% age of calls answered by operator (Voice to Voice) within 60 seconds
	>= 60%
	 

	8
	% age of calls answered by operator (Voice to Voice) within 90 seconds
	>= 80%
	 


	 
	Bandwidth Utilization/ throughput

	9
	No. of Intra-network links having bandwidth utilization >90% during peak hours ( TCBH)
	0
	 

	10
	% International bandwidth utilization during peak hours (TCBH) (Enclose MRTG) < 90%
	=< 90 %
	 

	11
	Bandwidth connection speed available (download) from ISP node to user
	>= 80 %
	 

	12
	Service Availability / Uptime (for all users) in %age
	>= 98 %
	 

	13
	Packet loss( for wired broadband access) in %age
	=< 1%
	 

	 
	Network Latency  (for wired broadband access)
	 

	14
	 User reference point at POP / ISP Gateway node to International Gateway (IGSP/NIXI)
	=< 120 msec
	 

	15
	User reference point at ISP Gateway node to International nearest NAP port abroad (Terrestrial)
	 =< 350 msec 
	 


Annexure B
Means for Measuring the Performance of Dynamic/ Non-Financial Parameters:

The means for measuring the performance of Non-Financial Parameters along with source/origin of information 

	Sl.No
	Parameters which are to be measured 
	Means for measuring the achievement

	2 (i)
	Initiative for growth

	a)
	Corporate/ Strategic plan-preparation/ determination/ Identification of objectives / goals
	BSNL has hired the services of a strategic consultant, M/s Deloitte Touche Tohmatsu India Pvt Limited, who shall have comprehensive study of BSNL and suggest  revival plan of BSNL

	(i)
	Finalisation of Revival Plan of BSNL
	CP&M cell is coordinating this activity in BSNL CO with the Consultant & take up the report within BSNL for consideration by the Management to take finalization of the same.

	(ii)
	Finalization of policy for Organizational Restructuring and Implementation during the year
	The suggestions on Organizational restructuring from the consultant will be coordinated and taken up within BSNL by Restructuring Cell.

	(iii)
	Formulation of Policy for HR Restructuring
	The suggestions on HR-restructuring from the consultant will be coordinated and taken up within BSNL for finalization by GM (Establishment).

	(iv)
	Submission of Implementation plan of restructuring of BSNL to DoT
	The Organizational restructuring from the consultant will be coordinated and taken up within BSNL and onward submission to DoT by Restructuring Cell.

	(v)
	Formation of Subsidiary of BSNL Tower assets
	GM (Infra sales) is coordinating the activity in BSNL CO and further in DOT

	2 (ii)
	Project Management & Implementation

	a)
	CAPEX for Capacity expansion

	
	(i)    Net addition in O.F. Cable in BSNL Network
	Reports collected from Circles/Inspection Circle by CNP Cell of BSNL Corporate office and compiled on monthly basis. 

	
	(ii)   Net addition in GSM capacity 
	Circles upload data on the Web based MIS portal and CMTS project Monitoring portal. Report is compiled and monitored by NWP-GSM cell of BSNL Corporate office on monthly basis.

	
	Parameters which are to be measured 
	Means for measuring the achievement

	
	 (iii)  Replacement  of Legacy wire line  exchanges by NGN 
	Reports from the circles in respect of replacement of Legacy Wire line network to NGN to the Corporate office will be collected and compiled by NWP-CFA Cell On monthly basis.

	b)
	Completion of New/ Ongoing projects during the year

	
	(i) For Laying of O.F. Cable for Defence Project Network for Spectrum
	Reports collected from Circles by CNP Cell of BSNL Corporate office and compiled on monthly basis.

	
	(ii) National Optical Fiber Network (NOFN) to connect Gram Panchayats (GPs)
	Monthly reports from circles are compiled at NOFN cell of BSNL Corporate Office

	
	(iv) Commissioning of GSM BTSs to provide Mobile coverage in Left Wing Extremist (LWE) areas
	Monthly reports of GSM BTS commissioning are compiled at NWO-CM cell of BSNL Corporate Office.

	2 (iii)
	Productivity and Internal Process

	a)
	ARPU for GSM Services of BSNL w.r.t Industry average 
	Financial Cell in mobile wing of BSNL CO is prepared this data on monthly basis which can be used for the purpose of measuring the performance.

	b)
	 Telecom Network Utilization/ Downtime - Quality of service & Customer Satisfaction parameters:

	
	(i) Wireline Basic services
	The TRAI parameters are monitored in BSNL on regular basis in each Circle. A consolidated report is prepared by NWO-CFA, Fin-CFA & CS Cell of CFA l in BSNL CO and sent to TRAI.

	
	(ii) Cellular Mobile Services
	The TRAI parameters are monitored in BSNL on regular basis in each Circle. A consolidated report is prepared by NWO-CM, Fin-CM & CSC Cell of CM in BSNL CO and sent to TRAI.

	
	(iii) Broadband Services
	The TRAI parameters are monitored in BSNL on regular basis in each Circle. A consolidated report is prepared by NWO-BB &IN, Fin-CFA & CSC Cell of BB in BSNL CO and sent to TRAI.

	
	Parameters which are to be measured 
	Means for measuring the achievement

	2 (iv)
	Human Resource Management

	
	 (i) Executive Development training program

(ii) Skill Development Training for Non-executives
(ii) Management Training program courses for senior/middle management Personnel
	Measurement of training parameters is being done on the basis of information uploaded by Training centers  in an online database CTMS (Computerized Telecom Monitoring System)and a quarterly report is compiled in Training cell of BSNL CO New Delhi. 



	3 (i)
	Net addition in GSM  Mobile  connections
	GSM mobile connections data is collected from HLR from circles/SSAs and uploaded on web based MIS portal and CMTS project monitoring portal. NWP-GSM & CDN cell at BSNL CO. New Delhi monitors the data generate the Reports on monthly & quarterly basis.

	3 (ii)
	Net Addition in Broadband Connections 
	A monthly MIS is being generated from four CDR data Centers spread across the country. The data is compiled on monthly basis and monthly report is generated by NWP- BB cell at BSNL CO. New Delhi. 

	3 (iii)
	The number of Territorial Circles where ERP is to be implemented
	GM (C IT ) is Coordinating & Compiling report in  BSNL CO 

	3 (iv)
	Synergy between BSNL and MTNL
	On actual basis of settlement of Issues by both CPSEs

	3 (v)
	Settlement of C & AG Report  Paras
	GM (Internal Audit) is coordinating & preparing the reply to the Audit  Paras of the C &AG report

	3 (vi)
	Reduction in Statutory Audit Paras
	GM (Corp. Accounts) is replying to the statutory Audit Paras in BSNL CO.




*BSNL CO
- BSNL Corporate Office


