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No. 27-9l2009-Sales&Mktg.-CM Dlate:  15.  01 .2010

To ,

The Chie f  Genera l  Manager

Al l  Telecom Circles/Distr icts

B S N L

Subject:  Clar i f icat ion in revisecl  Franchisee S&D Pol icy 2009 regarding franchisee
agreements  exp i r ing post  01.04.10

Kindly refer to the let ter nurnber 27-912009-5M-CM lpt .2,  dater j  01.01 10, v ide which
the revised franchisee sales and distr ibr"r t ion pol icy 2009 was circulatred tcr  te lecom circ les /
distr icts.  In regard to the treatment of  f r ianchisee agreements expir ing post O' l  .04 10, please
note the fol lowing clar i f icat ion:

For  f ranch isee aqreements  exp i r . ing  post  01.04.10

. l f  f ranchisee expresses consent,  f ranchisees shal l  be al low'ed to take paft  in the
migrat ion as def ined in the revised Franchisee S&D pol icy j2009. In this case, his
ex is t ing agreement  w i l l  be  terminated on 10.04.10.  A l l  the gu ic le l ines for  migra t ion
as per the revised franchisee S&D pol icy 2009 wi l l  be appl ic:able just  l ike other
terr i tor ies taking part  in migrat ion including the maximurn 3€lp on number of
territories a franchisee can migriate in (Existing franchisees with 1 or 2 territories wil l
be al lowed to migrate in 1 new terr i tory,  whi le exist ing franc'hisees with 3 or 4
terr i tor ies wi l l  be al lowed to migrate in 2 new terr i tor ies)

.  l f  f ranchisee expresses cor lsent not to take part  in migrat ion, he s;hal l  be al lowed to
operate t i l l  the contract expires or contract is terminated due to non-performance.
Against each exist ing terr i tory rcf  the franchisee in this case, the circ le of f ice wi l l
assign a new demarcated terr i tory to the franchisee. Circ le '  nrust ensure that for
these territories, majority portion (at least 50%) of the new telrritory assigned to the
franchisee should also be ia part  of  the exist ing terr i tory of  the frernchisee. EOI wi l l
be floated two months before tfre expiry of the agreement. t i / l igration to new policy
wi l l  no t  be app l icab le  a t  that  t ime On 01 04 10,  a l l  these f ranch isees would  be
required to s ign two undertakings (at tached):

1. ,Acceptance of new ,Cemarcated territory
2. ,Acceptance to abidr= by the performance

the targets given by the c;ircle/SSA
management c;on_dit ions and meet

,')
( 1'ru7:'

(  L lpendra Bako l ia )
DGM(S;&M)-CM

Copy to : -
1 .  Director CM
2.  GM -  Product  and Pr ic i r rg  Consumer  Mobi l i ty

Regd.  &  Corpora ter  Of f i ce  Bhara t  Sanchar  Bhawi ln ,  Har ish  Chandra  Mathur  Lane,  Janp; r th r  ,  New De lh i  -  110001,
Websi te:  www.bsnl . in



Sales & Market ing-CM
219.  Eastern cour t
Corporate Off ice, New Delhi-1
Tel No 23326544, Fax 23326545
ddg_sales@bsnl .co. in

qrrtr ti:an'Frrq frFds
( rllTl l{]?:tr'6r Tqtil )

BHARAT SANCHAR NIGAM LIMITED
i i \  G(]\ , t .  ( ] f  Inr, i t  [ :ntert:rrse)

Undrertaking No. 1 - Acceptance of new demarcated territory for operation

Date:

Name of f ranchisee:

Franchisee Agreement No/Date:

Franchisee Agreement Expiry di l te:

I accept that my area of operation under the above mentioned agreement with BSNL from the
date  o f  th is  under tak ing  is  . . . . . . . . . . . . . . . . . .

Signature  o f  Franch isee
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Undertaking No. 2 -  Acceptance to abide by the performance rnal lagement system

Date:

Name of  the Franch isee:

Franch isee Ag reement date/No:

Franchisee Agreement Expiry Diate:

I hereby agree to abide by the peirformance management systemr as detaited below:

Performance Ma nagement System

a. Responsibi l i ty and Frecluenc;y.  each SSA must conduct a re,r iew meet ing in f i rst

week of every calendar month where each franchisee's perforrnance in previous

month must be evaluated. Each circ le must conduct a review meet ing every
quarter to review the setme. This meet ing must be conducted within f i f teen days

of  quar ter  end ing.

b. Appointment of  Review committees: Each SSA must approint  a performance

review committee of  at  leasl  three execut ives which must cr>nsist  of  SSA Head

and SSA Sales Heac l  (Mobi l i ty )  and Reta i le r  Manager  Coord inator (RMC)

Franchisee manager of  par l icular f ranchisee should also be part  of  review

discussion for that f ranchisere. For c irc le level  reviews, c; i rc le should appoint  a
review committee for eelch SSA under chairmanship of  GlVl(Consumer Mobi l i ty) .

Each committee wi l l  have three execut ives including chairman from circ le

(common for each SSA) and SSA head of concerned SSA.

c. Target Sett ing: Each c; i rc le and SSA should set the tar lSets for f ranchisee for

var i<lus pr imary products (consumer mobi l i ty related produrcts) before the star l  of

the month These targets should be based on network coverage, wireless

potent ial  of  terr i tory and histor ical  performance of f ranchisee. 
- largets 

wi l l  be set

on fol lowing parameters
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Type A parameters

Gross Connect ions (2G and 3G SIM Act ivat ions) and sales of  other

consumer  mobi l i ty  products

Recharge sales (pr inrary sales)

# of  retai lers bi l l ,ed through BSNL speci f ied system

t .

i i

i i i

Type B parameters

iv.  # of  FoS (Feet-on-Street)  appointed and act ive

v. o/o of CAF forms subrnitted

vi .  Percentage of recharge sales via CTOP UP

vi i .  Number of  val id com;claints supported by evidence

Targets for the next cak:ndar month should be set by SSA, and communicated to

franchisee on or before 25th of  the current month. In carse of  25th being a

hol iday, targets must be communicated on or before last  'working day before

25th Any except ions or inabi l i ty to this should be appror,red by GM (Consumer

Mobi l i ty)  in c irc le of f ice

Apart  f rom these targets for any other products f rom other lousiness uni ts shal l

be set by concerned businerss units however franchisee's lrerrformance review

must not consider achievement against those targets

d. Review Process at  SSA: For the purpose of monthly reviews var ious

parameters,  their  scor ing and cut-of fs are given in table bel lovv

Gross Connect ions
(2G and 3G Sl l \ /

Act ivat ions) and siales

oh of target achieved >60%
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BHARAT SANI}HAR NIGAM LIMITED
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of other
mobi l i ty

consumer
products

Recharge sales
(pr imary  sa les)  i r r  Rs

cr  so ld  in  month

# of retai lers bi l led in
month throur;h B{ iNL

specified s;ystem

# of FOS aprpoinl.ed
and act ive

of CAF form s
su bm itted

o/o of target achieved >60%

oh of target achieved >5004

% of target achieved >50o/o

%

# of CAF submitted withirr
specif ied time frame ets €l

ratio of # of activatiorrs
within Franchisee's network

>90%

% of Rechar,Je ser les
v ia  CTOP-UP

% of target achieved >40%

# of val id cornplaints

# o f  va l id  compla in ts
( inc lud ing compla in ts

regarding sel l ing outside
own prim ary area or look-

after territory) suppofted by
evidence

Cut-off scores can be upwardly revised by circle review comnrittee with at least

60 days not i f icat ion to f ranchisees. Apart  f rom the par iameters l isted above,

review committee shoul,C disr:uss about any other complaints received about the

franchisee and warning;s /  monetary f ines could be iss;ued /  imposed. SSA

committee must prepare a scorecard for each franchisee before monthly review
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Months

lssuer

Fenalty

- *  
n - ^ ^ ^ l  .* Based on

months and

f

meet ing. The scorecards for three months should be sent for c i rc le level  review

eac;h quarler.

Review Process at  c i rc le:  Review committee at  c i rc le s lroulc i  conduct a review

of each franchisee every quafter.  Scorecards for th is revierv shal l  be furnished

by SSAs in t ime for the review. Circ le wi l l  prepare a cumulat ive scorecard based

on target achievement in thel  previous quarter.  Circ le can review performance of
franchisees in between ther quarter ly review per iod also (especial ly in cases

where the franchisee has not been meet ing performancel targets) and take

act ion as descr ibed below.

Consequences for Poor Performance: Any franchisee'whr) does not meet the

cut-of f  score on any paramelter (Type A or Type B) bec,cmes l iable for penalty

as per the table given below

rwo-_--frtrree-l-- 
1'+/,t-_lsa--

T"'*_ llT _lr:_l':lI _ll':T_" __L_*''" _] "l_f:_ l'
Strong 

,  
Monetary 

,110%o 
ot 

|  
125o/, to ot  

i  
150% of

Warning j  PenaltV bV 
I 
monetary 

I 
rnorretarv 

I  
monetarV

I 
Circle penalty set 

I  
penalty set 

I  
penatty set

] Uy circte at I ny :ircte at I Uy circte at

I | ,n" end ot I tn" end or I t'u end of

L___fl"*lTtdm'n'1h
scores calculated on curnulat ive target achievement of  t l re previous three

previous six months respec;t ively

g Rewards: Every quarter, circles can reward the top five frianc;hisees in the circle.

Both type 'A'  and type '13'  parameters should be considered for award

cons iderat ion

h. Performance based terminat ion: Any franchisee who cloes not meet the cut-

off score on cumulative target achievement during past six: months on type
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'A' parameters will become eligible for termination. Circler review committee

then has the r ight to terminate any franchisee that is el ig ible for terminat ion by

giving a 30-day not ice. Total  number of  terminat ions in any month should not

exceed 5% of total  c i rc le f ranchisees. Only f ranchisees w,ho have been act ive in

al l  s ix months should be considered for th is exercise. Any, f ranchisee inducted in

past s ix months wi l l  not be considered for th is exercise. Al l  I ' ranchisees wi l l  be

given 30 days not ice to wind up operat ions. However monthly review for the

franchisee who have been served a Not ice of  Terminat ion wi l l  happen for next

months as per the process out l ined above and any monetary penalt ies wi l l  st i l l

be appl icable on non-performance. Circ les must complet,e the process of

appoint ing new franchiseer and hand-over arrangements within 90 days.

Franchisees who are terminated wi l l  not be el ig ible to bid for any franchisee EOI

for any territory for the next two years. Circle may use lookafl ler arrangement in

these vacant terr i tor ies.

Re-demarcation of territory: BSNL reserves the right t,c rr:cjefine territories in

cases where franchisee has; not met the performance criteria (defined above in

this pol icy) for a per iod of  more than three months

Conf ident ial i ty:  Al l  data col lected or generated dur ing ther review process at

SSA or c irc le level  should be treated as conf ident ial .  l t  can be discussed with

franchisees however no dat i l  re lated to other f ranchisees should be given to any

franchisee. Access to this data should also be restr icted to only competent

author i t ies as decided by Circ le Head or SSA head

Signa tu re  o f  F  ranch isee
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