
BSNL CORPORATE OFFICE
Customer Service Center Cel l ,
D-TAX CTO Bui lding Behind Eastern
Court,  36, Janpath,
New De lh i -11OO01.
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No:  15-1 /20L2/CS
To,

The Chief  General  Managers
Al l  Telecom Circ les /  Telephone Distr icts,
BSNL

Dated 25-02-20t4

Sub: -  Regarding Operat ion t iming of  CSCs under Project  smi le.

As per BSNL CO let ter  No. 9-98/93-PHA(Pt. IV) dated 27.07.2004 instruct ions
were issued to the Circ les for  extending the working hours of  CSCs from 08.00 AM to
08.00  PM on a l l  seven days  o f  the  week (w i thout  any  break)  fo r  a l l  the  ac t iv i t ies  (copy
of  ins t ruc t ion  is  enc losed) .

In th is regard,  subsequent ly Bluebook was issued in connect ion of
imp lementa t ion  o f  Pro jec t  Smi le  in  October ,20L0.  V ide  wh ich  opera t ion  t im ing  o f
var ious CSCs were redef ined as ment ioned bel low (On page 7 & 15 of  b luebook
ava i lab le  on  CSC por ta l ) : -

Category  l :  L2  hours  (

Category 2:  10 hours (

Category 3:  5-7 hours

8 .00  AM to  8 .00  PM) ,

8 . 0 0  A M  t o  6 . 0 0  P M ) ,

( 1 0 . 0 0  A M  t o  3 . 0 0  P M / s . 0 0  P M ) .

The case has been reviewed by the competent author i ty and i t  has been
dec ided tha t  opera t ion  t im ing  o f  var ious  CSCs may be  dec ided by  respec t ive  CGM as
per the requirement and avai labi l i ty  of  staf f  for  smooth working of  CSCs. Dur ing
deciding of  operat ion t iming of  CSCs utmost care should be taken to ensure that
customer convenience is not compromised.

This is issued with the approval  of  competent author i ty '

il **.. ,,'n{ x'
(;;fflitjl
Dy.GM (csc)

N (rmn q'[f;n 613rfrq)

BHARAT SANCHAR NIGAM LIMITED
{A Govt, of lndia Enterpnse}
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BHARAT SANCHAR NIGAfiIMITED
_ _lL --  (A Government of India Undertaking)
lotn f loor,  chandrarok Buirding, 36 Janpath,-New Derhi-1

IPHA SECTTONI
No. 9-98/93-PHA (pt . rv) Dated: 27.7.2004

crRcuLAR # 10 |2OO4-PHA

Sub:- Customer Service Centres- extension of working hours- regarding.

Ref:-  ( i )  Let ter  No. 9-98/O1-PHA dt.  27.g.2OO1.
( i i )  Let ter  No. 9-98/93-pHA dt.  11.3.94, 2o.7.g4,19.5.95, 9.1.96,

27-7-98'  25.8.99, Lz.B.oz,8.1,o3, 29.9.03, t i .s ,oq & 10.6.04.

Instructions were issued vide this office letter of even number dated zg.g.2oo2vide which timings for opening the customer service centres were prescribed from 1000 hrs to 17 00 hrs wi th hal f  an hour lunch break from 13 00 hrs to rg 30 hrs for  a l lactivit ies except.l l .gt" involving cash transactions. Though cGMs were requested toexplore the possibil i ty of extending working hours beyond the prescribed hours, mostof the cscs are sti l l  opened from 10 oo hrJto 15 00 hrs only.

The matter of extending the working hours/days for CSCs was examined with aview to further improve the customer sit isfaction level. Following instructions areissued as approved by the executive committee of BSNL in its meeung held on 23.dJune-2004.

i) All the Customer Service Centres (CSCs) shall henceforth remain open on allthe 7 days from 8.00 AM to 8.00 PM without any break for al l  act iv i t ies.

i i )  The staf f .manning the Customer Service Centre shal l  be given weekly of f  onrotat ional  basis.

i i i )  Al l  the CSCs having the faci l i ty  of  accept ing cash, cash col lect ion hours shal l
be adjusted in accordance with the Banking hours in the respect ive areasand cash shal l  be accepted upto one hour before c losing of  banks. Stat ions
wherever evening bank i iours are in operat ion,  cash col l lc t ion hours shal l  beadjusted accordingly.

Above instruct ions are issued in supersession of  th is of f ice let ter  of  evennumber dt '  29'9.2003. You are requested to take immediate necessary act ion toimplement these instruct ions.  Monthly progress report  may be submit ted to th is of f iceby 5 'n of  every month t i l l  a l l  the CSCs start  iunct ioning as per the revised schedule.

H ind i  vers ion  o f  th is  c i rcu la r  w i l l  fo l low.
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To
Al l  Chief  General  Managers
Telecom Circles/ Metro Telecom Districts'

Bharat  Sanchar Nigam Limited

Copy to:

l . P S t o C h a i r m a n & M a n a g i n g D i r e c t o r ' B S N L
2. All Directors of BSNL Board

3. Al l  Sr.  DDGs/DDGs/Company Secy' '  BSNL CO' '  New Delhi '

4.  Jt .  DDG ur- I I I l ,  BsNL

5. BSNL Intranet s i te '
6. Director cln"tir, P&T, Audit ' shyamnath Marg' Delhi'

7. AD [Translation] for Hindi translation' I t t
8. ccM nurrC, Ghaziabad' l,lll '
e. Guard File W\W^

[K. G.'RAWAT]

Asst. Director Gineral tPhA-rl


