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       Dated: 30th Oct. 2009 
To


GM (Restructuring) 
BSNL, Corporate office, New Delhi
Subject: appeal/suggestion to implement effectively the ongoing restructuring of BSNL under Project Shikhar.  
Dear Madam,


First of all I would like to extend my sincere gratitude on behalf of AIGETOA for appraising us about the restructuring of BSNL under Project Shikhar on recommendations of BCG. There is no second opinion about hard work behind this restructuring process to fill the various existing holes as for as external customer satisfaction is concerned but BSNL is still lacking far behind for internal customer satisfaction i.e. employee satisfaction. We would like to share some of our experiences in BSNL which require immediate attention.

1. There are always various administrative and financial issues with every frontline executive which take indefinite time for resolution, even to find out the concerned authority to take care. BSNL is totally lacking in this area which eat maximum time and concentration of the front line executives which is supposed to be pay out for the better services to our beloved customers.
2. There is no motivation for the performance in BSNL. Off course there has been offered some reimbursement for TA/DA, some monitory incentive for performance based on KPA and some periodic award for excellent performance but all of these are miniscule. If one is fully honest towards his work than he would have to expend from his pocket more than that has been offered in the name of monitory benefits. It will definitely not work effectively for improving the performance of the executives rather it can teach them a great lesson for manipulation of the works.

3. There are no proper and transparent policies in BSNL w.r.t. to several facilities and benefits of the executives and middle level management is always enjoying their discretion power at execution level for their vested interest which has also created high area for corruption. 
4. Proper survey and planing before procurement of the resources and equipments and inventory management after procurement is totally missing in BSNL, which is the main cause for high wastage of the resources and equipments causing high financial loss.

5. There is no proper man and material management in BSNL causing non optimum utilization of the strength and resources.
6.  Last but not least there is poor or rather no HR policy in BSNL which is at par with other PSUs and sustainable against counterparts’ operators which keep executives motivated towards the performance. Proper and at par career progression of executives recognising the performance could have induced ultra high satisfaction and motivation to the executives without paying any things in termes of finance. This area needs high alert to avoid any planing of BSNL management to end with it’s natural death. 
Customer and employees can not be separated as they are two different sides of the same coin. Once again we are not hesitating to appreciate the hard work done by BSNL management for external customer satisfaction under Project Shikhar but at the same time it is regrettable for totally ignoring the other side of the coin for which management should have been more accountable. No coin can give worth with sighing single sided. 

So we can only hope that BSNL management will work out in parallel for our aforementioned appeal/suggestion in the best interest of the internal customer for the well being of our beloved company.            
Thanking you,

Thanking you,

Your’s faithfully

R P Shahu
Copy to:
1. CMD, BSNL for kind consideration and necessary action please.

2. Director (HR), BSNL for kind consideration and necessary action please.








