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______________________________________________________________________
F. No.  MOB-21/CC Plg-2011/98                                               Dated    the   9th April, 2012.

Sub: Standardization of Unique Docket Number generated in Call Centres and Flow Chart for Web based Complaint Tracking by Customers

TRAI  vide its Telecom Consumers Complaint Redressal Regulation (1 of 2012) dated 5th Jan., 2012 has mandated availability of Web based Complaint Monitoring System for various services provided by Telecom Operators.  It has been decided to standardize generation of unique complaints Docket number and also the flow chart for web based complaint tracking process unifying it for all Wireless services i.e GSM, CDMA & WiMAX.  In this regard, approval of the competent authority is hereby conveyed for implementation of the followings with immediate effect by all concerned:-
A: Standardization of Unique Docket Number generation:- Unique docket number will be generated by the CRM of the concerned call centre.

1. It will consist of  11 digits, each specifying the followings:

i) First digit will indicate month and will be capital letter starting from ‘A’ for January to ‘L’ for December.
ii) Second and Third digits will be numerals ranging from 01 to 31 and will indicate day of the month.

iii) Fourth and Fifth digits will be denote the name of Circle as per codification given in the Annexure I.

iv) Sixth digit will be numeral and will indicate- 1 for Landline, 2 for CDMA, 3 for GSM, 4 for Broadband, 5 for Blackberry & 6 for WiMax related complaints. This will be in line with access codes 1501, 1502, 1503, 1504, 1505 & 1506 meant for specific services.
v) Seventh to Eleventh numerals will be sequence number of complaint starting from 00001 to 99999.
Example: C29HR300001 will mean Haryana GSM subscriber complaint booked on 29th March at serial number 1.
2. The Unique Docket number will be announced by the complaint booking agent/ IVRS. It will be displayed on the screen if complaint is being booked through Customer Care portal. In case of GSM & CDMA, the Unique docket number will also be sent by SMS to the complaining subscriber.  

3. All existing 14 Wireless Services Call Centers will be integrated through MPLS VPN to the Customer Care Portal of BSNL at Hyderabad to facilitate Web based complaint booking by customers. The concerned DGM in-charge of WS Call Center will verify successful connectivity by 12-4-2012.
4. In case of web based complaint booking, the Customer Care Portal of BSNL will not generate any Unique Docket number but will get it online from the concerned Call Centre identified based on captured details like the name of State and Type of Service (GSM, CDMA, WiMAX, Landline or Broadband). The captured details including phone number and nature of complaint will be pushed to the concerned Call Centre for its registration and online generation of unique docket number. 
5. CRM of Call Centres will have common database of complaints being booked through different mediums like Voice call, IVRS, Internet or SMS and will provide Unique Docket number through the same medium for the customer.
B: Flow chart for web based complaint tracking by customers:- It will be as given below:-
1. The Customer Care Portal will have another page for tracking the status of complaint. The customer will be asked to enter 11 digit Unique Docket number.
2. The Customer Care Portal will decide the Call Centre to be invoked for getting status, based on letters at Fourth and Fifth place indicating State and Sixth place numeral, indicating type of service.  The CRM of the concerned Call Centre will provide online status of the complaint to the Customer Care Portal for displaying as response to the customer.
3. Complaints have already been classified under different categories called tags and each is having a predefined period called SLAs like 24 hours or 3 days etc. for resolution. These SLAs will be reviewed by the concerned cell in corporate office for optimum period. CRM of the Call Centers will include this SLA in the response given at the time of complaint booking. 

4. Status of complaint is updated online by the complaint nodal officer in all WS Call Centers and the same could be provided as response to the query by customer submitted through customer care portal. CGMs of Circle will have to keep reviewing the pendency and remarks being updated by complaint handling nodal officers in order to ensure better image of BSNL. 
C: 
The Various activities relating to the Customer Care Portal development will be taken care of by ITP Circle Pune. The integration work will be coordinated by the concerned DGM in-charge of WS Call Center with Shri Melmalgi, Addl GM, ITP Circle, with Mr. Bharat Melwani (9860028365) in M/s Sparsh BPO Services Ltd and Mr. Bhatia (9810154678) in M/s Spanco BPO Services Ltd.. In case of any issue, Mr. Kishore Bhagtani, DGM(VAS Tech) at Corporate Office will intervene. As most of the activities are already being done and only some minor modifications might be needed and hence final date for total implement in all WS Call Centers has been decided as 20-4-2012. 
This is issued with the approval of GM (VAS), BSNL CO.
(Than Singh)
AGM (VAS-Tech)

Copy to-

1. CMD/ Directors/ EDs, BSNL Board, New Delhi

2. CGM, all Telecom Circles/ CGM ITP Circle

3. All PGM/ Sr GM/ GMs in BSNL CO
4. M/s Sparsh BPO/ M/s Spanco BPO




Annexure-I
	Sl.No.
	Name of Circle
	Circle Code

	1. 
	Andaman & Nicobar
	AN

	2. 
	Andhra Pradesh
	AP

	3. 
	Assam
	AS

	4. 
	Bihar
	BH

	5. 
	Chathisgarh
	CG

	6. 
	Gujarat
	GJ

	7. 
	Haryana
	HR

	8. 
	Himachal Pradesh
	HP

	9. 
	Jammu & Kashmir
	JK

	10. 
	Jharkhand
	JD

	11. 
	Karnataka
	KT

	12. 
	Kerala
	KL

	13. 
	Madhya Pradesh
	MP

	14. 
	Maharashtra
	MH

	15. 
	North East-I
	N1

	16. 
	North East-II
	N2

	17. 
	Orissa
	OR

	18. 
	Punjab
	PB

	19. 
	Rajasthan
	RJ

	20. 
	Tamilnadu
	TN

	21. 
	Uttarakhand
	UK

	22. 
	Uttar Pradesh (East)
	UE

	23. 
	Uttar Pradesh (West)
	UW

	24. 
	West Bengal
	WB

	25. 
	Kolkata TD
	KO

	26. 
	Chennai TD
	CH
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