SNEA(I)/CMD/9/5-08                                                  Dated 21st May,08.

To

Sh.Kuldeep Goyal,                                                                                                              CMD/BSNL,                                                                                                          New Delhi.                          

Sub: Deployment of blend of direct recruit/promotee JTOs in the fields units and high tech centres to enhance customer interface, build customer confidence and harmonize working of the organization to lend strength to it. 

Sir,

Heavy concentration of direct recruit JTOs in the MSC's and other indoor high tech centres is surely not conducive for an organization which at the moment requires the best possible customer interface in view of newer and newer services likely to be provided and value additions likely to take place. Marketing of new services, explaining in detail the features and advantages of new services,  like broad band, IPTV, voice on internet, hi-fi, NGN and a host of other services requires qualitative customer interface and sustained operational support. 
Customer interface has assumed great significance and is virtually become part and parcel of the state of art technology. Besides, giving users confidence that the organization has a well knit and talented team of professionals fully equipped and capable to take care of their day to day maintenance problems of new services is extremely important and a stepping stone towards enhancing and building customer confidence. Our first level customer interface needs to be upgraded to have some semblance of resemblance to that of our competitors who have very high grade professionals manning customer relations and support. 

Besides, in a massive service organization, as big as BSNL, it is quite desirable to have a blend of JTOs directly recruited and those coming from the ranks in both the field units as well as internal high tech centres. Lop sided deployment of direct recruit JTOs in high tech centres and those coming from below in the field units has not only created serious imbalances, but is fundamentally an unhealthy HR practice, not at all stimulating the growth and well being of the organization and badly affecting the structure and strength of the Company. 
The talent, capacity and capability  of qualified JTOs coming from below the level to maintain high tech centres cannot and should not be underscored. It would be a great setback rather suicidal for the organization if BSNL Management continues to ignore the great contribution that JTOs from the ranks have had in the past in building the organization and the high potential they continue to have in operating and maintaining high tech centres and responding to future challenges.
 After all, we do not have to forget how JTOs coming from the ranks in the past have been instrumental in doing a superlative job of installing E-10B, AXE-10, C-DOT and other high tech switches and transmission systems. It would be sheer imprudence and lack of vision on the part of the Management to ignore their remarkable role in the growth of the organization and their existing huge potential to meet future challenges, which needs to be properly harnessed and exploited. That is what a professional, pragmatic and proactive management would be relentlessly aiming to do and achieve.          

The policy of the Management unfortunately in this regard to say the least has been short sighted and completely devoid of ground realities and needs to be revisited immediately to refurbish the structure of the organization and lend strength and homogeneity to it. We do believe that a serious thought would be given to the entire issue and immediate steps in the direction of removing serious imbalances in the deployment of direct/promotee JTOs, which are adversely going to affect the future growth of the organization, in the long run, would be initiated to make the organization structure homogeneous, viable and unshakeable.

With kind regards,

Sincerely yours,

( G.L.Jogi )
Copy to:

1-7. All directors BSNL/board for kind information & n/a please.

8.   MS Madhu Arora, DDG(Rest), for kind information & n/a please. 
