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To,

All  Chief General Managers,
Bhara t  Sanchar  N igam L imi ted ,

Dated :23 .09 .2011

Subject: Customer Feedback in connection with the performance
Audit on Marketing and CRM in BSNL.

A survey  aud i t  i s  p roposed to  be  conducted  amongst  BSNL subscr ibers  by
DG(P&T) Audit.  Audit teams would be visi t ing selected customer service centre
in the SSAS with a questionnaire (enclosed) to be f i l led by the customer who is
visi t ing the customer service centre.

It  is hereby requested to cooperate with the audit team visit ing the Customer
Service Centers to conduct the survey.

Enc l :  as  above.

(D .K .  Ag rawa l )

Add l .General  Manager (  Co lv ' l )

CoDV to:

The  D .G Aud i t (P&T) ,  Sham Na th  N4arg , (Near  O ld  Sec re ta r i a t ) ,  New De lh i
170402 in reference to their  of f ice Iet ter No.Report-pSp/F-25l t4arket ing &
CRN4/BSNL/202 dated 20.09.2011and with a request to provide l ist  of
ident i f ied CSCs & SSAS to this of f ice,
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I  E T D B A C K  O N  B S N t  S E R V I C E S
( P l e a  s e  V  a p p r o p r i a t e  s q  u a r e s  )

1.  Type o f  serv ice  used

L a  n d l i n e ;  
; 1

M o b  e ;
< - . - i - - - |

P r e  P a  i d  I Post  Pa id  [ - - ]

B  road ba  nd

2.  Se lec ted  BSNL because:

P l . r  ns  d rc  a t t rac t i vc  j

B e c a i r s e  i t  i s  a  G o v t .  P S U

cal l  ra tes are owur;  L . l  gut tur .  networ l (  coverage

3.  I  get  in format ion about  BSNL p rod ucts /se rv ices through

Fr iends and re lat ives E Customer Serv ice Centers [ - - l  BSNL Web s i te  T- l

Adver t isenrents of  3S I ' iL  l_ .1

4.  My a l ternate nurr  ber  is

t I S N L  [  l  O t f  e r  t h a n  B S N L  I  N o  a l t e r n a t e  n u m b e r

5.Are you sat is f ied wi th the behaviour  of  Customer care s taf f ,  the i r  explanat ion about
BSNL products/serv ices and t ime taken for  serv ice

Yes; E Not a lways E N O

6,  Respcnse to your  compla ints  and qual i ty  of  he lp serv ices

A(rcrJuate; F_l Not sat is factory

7.Are you sat is f ied rv i th  the b i l l ing (correctness;  promptness o

t:]
f  i ts  receiptetc .  )

yes [l

8.  My b i l l ing re lated compla ints  get  resolved

With in a nront l  f_ .  
_  

] Takes more thaf  a rYronth [  l

9 .Are you sat is f ied rv i th  the network per formance

Y p s  [ ] i

1 0 , Are you sat is f r

Y e s

ed wi th the 3G serv ices of  BSNL

N o

Name of  subscr iber : CSC:

ssA:
Circ le :


