BHARAT SANCHAR NIGAM LIMITED

(A Government of India Enterprise)

Room-113, Bharat Sanchar Bhawan, Janpath, New Delhi-1

(VAS - CM Cell)

No. MOB-01/ Fraud- 2011/12          

 Date: October 05, 2011

To

CGMs

All Telecom circle/Metro Districts

BSNL

Subject:- Guidelines for replacement of missing/ lost prepaid recharge/ Topup vouchers

Ref:- GM (sales), Kolkata DO No 514/sales/replacement of cards dated 05.09.2011
Several references have been received in this office, wherein guidelines for replacement of stolen prepaid recharge / top-up vouchers, as reported by franchisee, have been sought. The case has been examined and following guidelines are being issued to deal with such cases. These instructions should be read along side the detailed instructions regarding procedure for handling secret codes for physical cash cards used for prepaid services issued vide this office letter no. MOB-16/Operations-2008/45 dated 26.06.2009.   

2.
For replacement of stolen Prepaid recharge / top-up vouchers, as reported by franchisee, following steps should be followed:-

I. The franchise shall submit details like exact serial numbers of the stolen vouchers, their denominations and date of purchase etc to the concerned GM (S&M)-CM of the circle. Franchisee shall also have to submit a documentary proof of intimation to police authority regarding its stolen prepaid recharge/ Topup vouchers. The claim should be submitted by the franchisee in the standard format prescribed as Annexure I named as “CLAIM FORM”
II. The in-charge of the rank of CAO/ DE, responsible for issuance of prepaid recharge / Top up vouchers to the Franchisee shall verify that the reported vouchers were issued to the franchisee, in question.
III. The officer responsible for issuance of prepaid recharge / Top up vouchers to the Franchisee should maintain a verification register for recording the details of verifications issued by them. They should make an entry in the register recording the information verified by them and enter its reference number on the verification form. The suggested format for the register to be maintained at Sales Office is as below:
	S No
	Claim form no
	Date
	Name of the claimant
	Reference No (sales office)
	Reference No of  IN certificate
	Date of issue of replacement vouchers
	Value of issued vouchers

	
	
	
	
	
	
	
	


IV.      After sales verification at the concerned sales office, the claim form should be sent to concern IN in-charge. The DE in-charge of the IN/ VOMS shall verify the status of the reported serial numbers and certify as to which all reported serial numbers are already used /or in use. In case of a fax message, the original should also be preserved in the sales office itself. Further, unused vouchers shall be put under purged status by the concerned DE In-charge. IN in-charge on receipt of such message & details should take action as per part C of the claim form.

V. The completed form should be sent back to sales office, duly counter signed. Details of verification carried out by them should be recorded in the register and its reference number be entered on claim form in section C. The format for the register to be maintained at IN Office is as follows:

	S No
	Reference No (sales office)
	Date
	Claim form No. 
	Name of claimant
	Reference No. of  IN certificate 
	Date of issue of certificate
	Signature of  DE in-charge of  IN
	Signature of controlling officer of IN in-charge

	
	
	
	
	
	
	
	
	


VI. After receipt of claims form from IN in-charge in the sales office, the replacement vouchers may be issued as per the process for replacement of damaged vouchers. The sales office verification register should be updated with the information of claim form and details of vouchers issued.

VII. Details of all such transactions shall be preserved for any future references.

This is with approval of Dir (CM), BSNL C O.

Than Singh

AGM (VAS-Tech)

Copy for necessary action to:-

1. GM (Revenue Assurance), BSNL C O

2. GM (CMTS), Nodal centre Pune/Trichy/Chandigarh/Kolkata

   CLAIM FORM                                                               Annexure

Format for Claim of replacement for missing / lost pre paid recharge/ Top up vouchers

Section A                                                           Verification Register serial No



Name of the Claimant / Franchisee









Type of Voucher (s)











FIR / Police Intimation reference








(Acknowledged Copy to be attached)

Date of purchase / issue










(Details of denominations & Sl. Numbers to be attached)

Total Value of vouchers










Signature of the Claimant

Section B



Sales verification

Verification register serial number



Certified that the purchase particulars as furnished above and the attached details are correct and information given above regarding BSNL products is true as per BSNL records.

Signature of the verifying authority

(DE / CAO)

Section C



IN / VOMs status verification

Verification register serial number




Certified that the status of vouchers bearing serial no. as contained in the attached details has been verified and the summary of the attached details with reference to their status is as follows
	
	Status of  Vouchers
	Number
	Value

	1
	Already used
	
	

	2
	In use
	
	

	3
	Unused
	
	


It is also certified that all vouchers at point 3 in the table above have been changed to a status of “purged”, and cannot be used anymore.

Date



Time




Signature of IN In-charge











(DE)

Counter signature of controlling officer of IN in-charge

Instructions

1 The claim should be submitted by the franchisee in the above format.

2      Each sales office and all IN in-charge should maintain a verification register for recording the details of verifications issued by them. They should make an entry in the register recording the information verified by them and enter its reference number on the verification form. The suggested format for the register to be maintained at Sales Office is as below:

	S No
	Claim form no
	Date
	Name of the claimant
	Reference No (sales office)
	Reference No of  IN certificate
	Date of issue of replacement vouchers
	Value of issued vouchers

	
	
	
	
	
	
	
	


3      After, sales verification at the concerned sales office the claim form should be sent to concern IN in-charge. In case of a fax message, the original should also be preserved in the sales office itself. Details of verification carried out by them should be recorded in the register and its reference number be entered on claim form in section C 
4     IN in-charge on receipt of such message & details should take action as per part C of the claim form.

5     The completed form should be sent back to sales office, duly counter signed. Details of verification carried out by them should be recorded in the register and its reference number be entered on claim form in section C. The format for the register to be maintained at IN Office is as follows::

	S No
	Reference No (sales office)
	Date
	Reference No of  IN certificate 
	Date of issue of certificate
	Signature of  DE in-charge of  IN
	Signature of controlling officer of IN incharge

	
	
	
	
	
	
	


6      After receipt of claims form from IN in-charge in the sales office, the replacement vouchers may be issued as per the process for replacement of damaged vouchers. The sales office verification register should be updated with the information of claim form and details of vouchers issued.

